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Welcome Address
It is my great pleasure to welcome all presenters and participants from Malaysia and abroad to our
first virtual conference, IENNE 2020; organised by Mindware PLT and Akademi Pengajian Bahasa
UiTM, Shah Alam.
We thought the conference theme “New Normal in Education” is fitting as the COVID-19 pandemic
that we are facing today has forced us to see how interconnected and interdependent we all are. If earlier,
we were connected through face to face conferences to share our research findings and experiences,
now we can do this via virtual conferences. We are proud that IENNE 2020 has achieved this aim with
over 140 research papers to be presented during this two-day conference.
I am very pleased that many distinguished presenters and esteemed participants have come from
both home and abroad to share pertinent issues and challenges to light the way on how to embrace
today’s education landscape. This transition is likely the hardest time for teachers and education
professionals, but this conference is here to help guide you to chart a path forward.
As we kickstart IENNE 2020 virtual conference, I would like to congratulate each and every one
of you for being part of this conference, to share your wonderful research work, to share information
and input and at the same time receive feedback, to network among us and understand what you really
want to achieve out of the work that you do. For many, we are hoping that things will return to normal.
I will close with this final thought. While no one would have chosen the circumstances, which
brought us to this moment on this virtual platform, let us look at this pandemic as an opportunity for
expanding our knowledge, and working together with renewed purpose to create a better tomorrow.
To end my speech, please allow me to wish you all the best for your successful deliberation in this
conference and have a stimulating and wonderful experience in IENNE 2020.
Thank you.
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ABSTRACT
Due to the implementation of the Movement Control Order (MCO), the educational landscape in Malaysia went
through a very rapid and significant transformation. As physical distancing became the new norm, the Open and
Distance Learning (ODL) approach was put into place at higher learning institutions across the country to minimise
face to face contact between lecturers and students. Although the administrators and faculty members of these
institutions strived to ensure the quality of education is not compromised by the sudden change, some students may
still face challenges in adapting to the new learning approach. Therefore, it is important to identify the contributing
factors that support or deter online learning engagement among the students, to ensure a more comprehensive
application of ODL. To this end, a survey was administered to 120 English as a Second Language (ESL) students at
two public higher learning institutions in Malaysia. Overall, the descriptive analysis revealed a high level of
engagement, suggesting a positive view on ODL. However, the feedback also revealed several concerns regarding
access, peer interaction and lecturers’ teaching approach, which impacted the quality and success of the students’
ODL experience. Findings from this survey are useful to inform various stakeholders of important issues pertaining
to learner engagement during ODL and stimulate a reassessment of the current educational reform.
KEYWORDS: COVID-19, learning engagement, learning disengagement, open and distance learning
INTRODUCTION
In recent years, many educational institutions around the world have started to incorporate more online learning
features in their teaching and learning process. In Malaysia higher learning institutions began looking into and
embracing educational technologies that are in line with the needs of the 4th industrial revolution. For example,
Universiti Teknologi MARA (UiTM), one of the higher learning institutions in Malaysia, launched the educational
blueprint dubbed Education 5.0@UiTM. This blueprint emphasises a shift the delivery assessment systems in higher
learning institutions, focusing on learner autonomy, learner centred content and learning flexibility (Lee et al., 2020).
Although change is best done gradually, the sudden onset of the Covid-19 pandemic accelerated the transformation of
the educational landscape.
As part of the efforts to counter the spread of Covid-19, the Movement Control Order (MCO) was implemented
on 18th March 2020. One of the key features of MCO is limiting movements and physical interactions between
individuals. Being heavily reliant on physical interactions for the teaching and learning process, many educational
institutions in Malaysia are left reeling by the announcement. In order to comply with the newly imposed restrictions,
most learning institutions opted to continue the teaching and learning process via open and distance learning (ODL).
ODL is not a new concept in Malaysian tertiary education. The idea behind establishing Open University
Malaysia (OUM), for example, hinges heavily on the principles of ODL. However, courses offered under the ODL
mode has always been targeted at a certain type of learners (e.g. working adults) and had been developed with their
needs and restrictions in mind (Santhi et al., 2015). Other tertiary learners in Malaysia might also experience a
variation of ODL (e.g. blended learning and online learning) for selected courses that they enrolled in.
In both situations mentioned above, the learners were still given the option and opportunity to interact face to
face with their lecturers, but for the duration of MCO, physical interactions were discouraged or limited. The students’
lack of familiarity with a fully ODL environment would be detrimental to their overall learning experience. Similarly,
most higher learning institutions were not given much time to shift to a fully online learning environment, further
risking the effectiveness of ODL.
Although the current generation of learners are considered to be digital natives and should be more comfortable
with the online environment compared to the previous generations, learning engagement is still a major concern Some
challenges that have been linked to engagement in a technology-enhanced classroom (TEL) include the lack of
technical ability, the difficulty to bond with other learners, the feeling of isolation during TEL, the distraction caused
by other applications and the inability to establish limitations between class and personal life (Sun et. al, 2016). Left
unchecked, these challenges could potentially lead to attrition (Wang et. al, 2017).
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In addition to examining engagement among ODL learners, there is also a need to identify factors that would
influence the learners’ engagement, be it positively or negatively. Skinner et al. (2008) defined these factors as
facilitators as they are not part of learner engagement itself but are influential in it being created and sustained. Thus,
to provide further insights to the matter, this study is conducted to investigate Malaysian undergraduates’ engagement
in the ODL classroom and identifying causal factors that can help to improve their overall learning experience. This
study is guided by the following research questions:
1. What are Malaysian undergraduates’ engagement level in ODL classrooms?
2. What are the factors that support or deter learning engagement in ODL classrooms among Malaysian
undergraduates?
LITERATURE REVIEW
The ODL Environment
Although Bond and Bedenlier (2019) suggested four levels of a bioecological system on student engagement which
are macro, exo, meso and microsystem, the small scale of this study focuses only on the description of the microsystem
(Figure 1). Within the microsystem, the students is at the centre of the environment, interacting with the instructors,
the curriculum, the technology and their peers. The students involved in this study interacted with the ODL
environment via personal Internet access and various digital technologies. Some of these technologies included
learning management systems (LMS), social media platforms (e.g. Facebook and Twitter), web conference software,
blogs and digital games which are considered as some of the most researched digital technologies in recent times that
has a positive impact on learner engagement (Henrie et al., 2005; Schindler et al., 2017). These digital technologies
contributed to setting up a technology enhanced learning (TEL) setting and are mostly used to enable educators in
conducting lessons, sharing materials, providing tasks and administering assessments.
The students’ interaction within the ODL environment may occur through synchronous (e.g. web conferencing
for lectures and oral presentations) and asynchronous (e.g. pre-recorded videos for tutorial, online activities) sessions.

Instructor

Technology

Student

Peers

Curriculum

Individual & Collaborative Learning

Synchronous & Asynchronous

Internet + Digital Devices

LMS + Social media applications + web conferencing

Figure 1: The ODL environment
Student Engagement and Disengagement in TEL
Student engagement is defined by Fredricks et al. (2004) as the commitment or investment shown by students
in their learning activities. Research on student engagement is becoming increasingly popular (Fredricks et al., 2016)
as it has been linked to an array of traditional success factors including improved academic performance (Bowden et
al., 2019; Finn & Zimmer, 2012). The level of engagement in a traditional face to face classroom can be measured
using observations of behavioural, emotional and cognitive aspects. Besides these three aspects, a newly added fourth
aspect (social) was proposed by Fredricks et al. (2016) and Wang et al. (2016). Observations encompassing the four
aspects include the following:
a. show initiative actions to learn or observable reactions towards learning tasks (behavioural).
b. pay attention towards the object of learning to learn and master the material (cognitive).
c. project emotional responses such as interest, happiness, sadness, boredom and anxiety (emotional).
d. interact in a social setting or participate in collaborative learning (social).
There is also the question of disengagement which Bergdahl et al. (2020a) termed as being more than simply a lack
of engagement. Left unchecked, the effect of disengagement to the students’ learning experience may be damaging.
Wang et al. (2017) stated that disengagement may be observed through abseentiism and withdrawals, potentially
leading to student attrition. Within the ODL context, particularly for Malaysian undergraduates who are experiencing
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the learning mode for the first time, looking at learner engagement and disengagement is crucial to ensure the
efficiency of ODL lessons. Table 1 shows the dimensions and descriptors for both engagement and disengagement
within the online learning context as proposed by Bergdahl et al. (2020a).
Table 1: Dimensions and descriptors of learning engagement and disengagement in TEL environment (Bergdahl et al.,
2020a)
Dimensions Engagement
Disengagement
Behaviour

Cognition

Emotion

Social

The use of digital technologies to Unauthorised (or non-academic) use of
support and manage learning
technologies, and/or passivity due to
limited
access
to
(functional)
technology
Students who concentrate easily Students who become easily distracted
when working with technology and by notifications and/or overwhelmed by
takes the initiative to use such information overflow
technology
Students who rely on technologies Students who use technologies to escape
for learning, and has an emotional feelings of boredom, is emotionally
desire, satisfaction, and eagerness drawn to the tool, feels frustration when
to use digital technologies
using digital technologies for learning
and/or resists the use of digital
technologies.
Students’
preferences
for Student’s tendencies to experience
technology-mediated participation group work with technologies as
and communication with teachers upsetting or dispiriting, individual work
and peers
with digital technologies as irrelevant,
and does not wish to be left to manage
tools without support.

Factors Influencing Engagement and Disengagement
Although indicators of engagement and disengagement is important in examining the engagement process in the
classroom, it is not the only research area worth looking into. Schindler et al. (2017), proposed three areas to examine
the engagement process, namely factors influencing student engagement, indicators of student engagement, and
outcomes of student engagement (p. 5). The first two areas are closely related but are quite distinctive. While indicators
are observable behaviours that measure engagement, factors are features that directly impact levels of engagement or
disengagement. Halverson (2016) termed the influencing factors as facilitators, further expanding the term to
encompass classroom practices that promote engagement.
The unfamiliarity of Malaysian undergraduates and educators in navigating the ODL environment may result in the
approaches, methods and online classroom setting actually hindering engagement instead of encouraging it. Therefore,
there is a need to examine how existing classroom practice affect the students’ engagement within the context of online
learning.
METHODOLOGY
In this study, a descriptive research design employing both quantitative and qualitative data collection was
employed to describe the experience of engaging with ODL for the first time, among Malaysian tertiary students. An
online questionnaire, using Microsoft Forms, was sent out to 120 undergraduates enrolled in a Malaysian public
university. A purposive sampling method was used to select participants who had little to no prior experience with
ODL instructions. The data for this research was collected using a survey instrument adapted from the LearnerEngagement-Technology (LET) Questionnaire (Bergdahl et al., 2020). There are three sections in the LET
Questionnaire the first section comprises open and closed responses to obtain the participants background information,
the second section requires the respondents to self-evaluate their digital skills for academic purposes and their
perceived overall engagement, while the final section consists of 31 items on engagement and disengagement
indicators using the 5-point Likert scale (1=Strongly Agree to 5=Strongly Disagree). The adapted version included
changes to the phrasing of statements for indicators to better fit the ODL context of this study and the inclusion of an
open-ended question intended to elicit response on the factors that boosts or hinder engagement. The survey was
presented in English and Bahasa Malaysia to aid comprehensibility.
While the questionnaire consists of both close and open-ended items, this paper focuses only on the findings
from the following sections:
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a)
b)
c)

background information of the respondents,
perceptions on engagement level, digital competency and digital technologies,
perceptions on overall engagement and learning experience in ODL

The quantitative data for this study was analysed descriptively using SPSS version 22 for the frequency and
percentage. A reliability analysis was also conducted which yielded the Cronbach’s coefficient alpha value of .768.
The qualitative data from the open-ended item was analysed quantitatively using Atlas.ti 9.
FINDINGS
Demographic Profile of the Participants
Based on the responses submitted by 120 participants who took part in this study, the following analysis is
presented. As depicted in Table 1, majority of them (90%) were 18 to 19 years old and 73.3% of the total respondents
were female. The respondents either studied at the foundation level programme or at the diploma level courses.
Table 1: Demographic profile (n=120)
Attributes
Category
Frequency Percentage
Age
18 – 19
108
90%
20 – 22
12
10%
Gender
Male
32
26.7%
Female
88
73.3%
Programme Foundation in Law
55
45.8%
Diploma
in
English
for
Professional 29
24.2%
Communication
Diploma in Business Studies
19
15.8%
Diploma in Accountancy
17
14.2%
Perceived Levels of Engagement and Academic Digital Competency
One of the objectives of this research was to identify the level of engagements in ODL class. The respondents
were asked to gauge their overall level of engagement in ODL classes. In addition, they were also asked to gauge their
level of competency when it comes to using digital technologies for academic purposes.
As indicated in Table 2, only a very small percentage of the respondents (1.7%) consider themselves to be
rarely engaged in their ODL class. Most of the respondents are either most often engaged (42.5%) or highly engaged
(35.8%) in their ODL class. This indicates that despite the lessons being conducted online throughout the semester,
the students’ learning engagement were not adversely affected.
Table 2: Perceived general engagement in the ODL class (n=120)

Rarely engaged
Somewhat often engaged
Most often engaged
Always highly engaged

Frequency

Percentage (%)

2
24
51
43

1.7
20
42.5
35.8

In terms of digital
competencies for academic purposes, it can be seen in Table 3 that most of the students (65%) perceived themselves
as only having average digital skills. The integration of technology in an ODL classroom would require certain skills
from the students (Alodail, 2020). Although they are digital natives, it is understandable that they did not perceive
themselves as highly skilled as the question is specific to academic purposes and they lack experience in the ODL
environment.
Table 3: Perceived competency in using digital technologies for academic purposes (n=120)
Frequency

Percentage (%)

7
65
43
5

5.8
54.2
35.8
4.2

However, as
indicated in Table 4,
most of the students
do agree that digital
technologies
can
increase
their
learning engagement, further cementing the importance for the students to possess adequate digital skills for them to
navigate the online learning environment (Hiar, 2020).
Poor digital skills
Average digital skills
Good digital skills
High digital skills
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Table 4: Digital technologies increases learning engagement (n=120)
Frequency
Disagree
5
Neutral
51
Agree
54
Strongly Agree
10

Percentage (%)
4.2
42.5
45
8.3

Factors that Support and Deter Engagement
Although the students perceived themselves to be quite engaged in their ODL lessons, it can be seen in Table
5 that only 32.5% had a positive response towards ODL. This is similar to the findings reported by Chung et al. (2020)
which found that more than half of their respondents would not opt for the ODL mode in their coming semesters even
when they had a comparatively positive experience with ODL in their current semester.
35.8% are neutral in their response of ODL. They agree that there are downsides to their ODL experience, but
at the same time, they are able to share some positive aspects as well. Interestingly, the lack of enthusiasm in embracing
ODL is in contrast with the findings of Youngblood et al. (2001). Even though their respondents felt that some aspects
of online learning could be improved, they are more positively inclined to it. The almost 20 year gap between the two
studies would have influenced the outcome, but similar to the respondents of this study, Youngblood et al. (2001)’s
respondents also faced a new approach to their learning environment when the study was conducted, so the difference
in acceptance level is still worth noting.
Table 5: Overall responses to ODL (n=120)
Frequency
Negative
Neutral
Positive

38
43
39

Percentage (%)
31.7
35.8
32.5

To investigate factors that would support and deter the students’ learning engagement, the data collected from
the open-ended questioned are analysed qualitatively. The emerging themes from the analysis are listed in Table 6 and
Table 7.
Table 6: Factors that supports ODL engagement (n=120)
NO. THEMES
EXAMPLES
1.

Integration of technology

2.

Foster independent
learning

NUMBER
OF
OCCURENCES
“Setakat ini ODL sangat membantu 12
dengan wujudnya platform2 (sic)
digital semua kerja saya menjadi
mudah”
“Hard but I can learn more about
digital through using the computer
and get more information about
something new when we explore
with a world digital.”
“I am encouraged to seek knowledge 8
by searching the internet and it helps
me to gather information that I
desire.”
“We get to be independent in
learning technology on our own and
we also get to think creatively to
make ODL classes feel a bit easier to
handle.”
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3.

“Pembelajaran lebih efisyen kerana 4
saya dapat menghadiri kelas di
mana-mana sahaja”
“I can understand some information
better as i could use more time on
understanding them rather than
spending more time on walking to
class, and other action in face-to-face
learning process.”

Flexibility

Table 7: Factors that deter ODL engagement (n=120)
NO. THEMES
EXAMPLES

NUMBER
OF
OCCURENCES
internet “…when the internet connection is lost, 27
I feel so mad and lost my patience”
“Sometimes I enjoy the class but
sometimes I feel very frustrated if there
is an internet disruption that causes me
to not be able to focus in class”

1.

Poor/inadequate
access

2.

Student-lecturer interaction

“Online distance learning could be very 15
effective if the lecturer knows how to
entertain and communicate with
students through online meeting”
“Lectures (sic) should also provide
very clear and straightforward
instructions when handing assignments
and should not be angry at students who
fail to understand quickly due to ODL.”

3.

Tiring/stressful

“It is very much stressful and draining 9
spending an excessive amount of time
in front of the laptop.”
“Kadang kala membebankan”

4.

Distraction and lack of “I find it hard for me to give 100% 7
focus
focus during online classes as there are
a lot of distractions”
“In my opinion, I feel discouraged to
learn during classes maybe because the
lack of the learning environment at
home. Honestly I am easily distracted
and ODL is not helping. I miss normal
classrooms.”

5.

Peer interaction

“…its (sic) twice harder when we are 4
doing classwork or assignments
because we cannot discuss or seek help
from our lecturers and friends directly”
“Group engagements would be hard
during odl as sometimes group mates
won't be as devoted.”

DISCUSSIONS
Based on the students’ response the integration of digital tools and technology in the classroom, the
independent learning aspect of ODL and the flexibility offered by online learning are the factors that have a positive
impact on their online learning experience and boost their level of engagement. In contrast, poor internet access, with
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the lecturers, ODL lessons being more stressful, the presence of distractors and negative peer interaction have
detrimental impact to the online learning experience. Here are several key takeaways from the findings that can be
helpful in providing a more effective ODL environment for both students and educators:
1. Ensure students have access to stable internet.
Adequate infrastructure like good and stable internet access is very crucial for students to fully experience an effective
ODL lesson and be more positively receptive of its implementation in the near future. Although some students faced
online connectivity issues at home, the situation is not much better at the campuses (Chung et al., 2020). Higher
learning institutions must therefore strive to provide better infrastructure for the students, to facilitate better online
learning engagement. In addition, educators should work within the assumption that students’ access to the ODL
environment are unequal. A simple survey at the beginning of the semester may help educators make informed
decisions in choosing the appropriate digital tools that will cater to the students’ needs, regardless of their access to
the internet or level of digital skills. For example, planning ODL lessons that are versatile enough to be disseminated
via low tech (e.g. Whatsapp, Telegram, various LMS) or high tech means (e.g. Google Meet, Microsoft Teams,
Kahoot!) ensure that no students are left behind.
2. Provide ODL related trainings for students and educators.
The students’ lack of confidence in their digital competency may be due to the lack of preparedness among Malaysian
undergraduates in engaging in ODL as found by Chung et al. (2020). Therefore, should the ODL instructions continue
to be implemented, higher learning institutions should consider giving students online learning orientations to increase
their readiness and improve their academic digital skills (Abdous, 2019). Simple activities that allow students to
casually familiarise themselves with the ODL environment will be helpful in increasing the students’ digital skills.
Some of the respondents indicated that their interaction with their lecturer affected their experience in ODL (“I think
everything about ODL depends on the lecturer”). In relation to this, the students also brought up the issue of the
lecturers not being IT savvy. As one of the keys to the successful implementation of online teaching in learning is to
adequately prepare teachers for online instruction (Garcia & Weiss, 2020), there need to be a concentrated effort in
making sure that the teachers/lecturers are well-prepared for ODL, including providing technical support. Putting
expectation on the educators to provide interactive, creative content without proper support will only deprive both
educators and students of an effective and successful ODL session.
3. Integrate digital technology and active learning activities in the classroom.
As independent learning is one of the factors that supported ODL engagement, the educational transformation should
also include a revision of the learning content and materials. Rather than simply transferring the offline content to the
online environment, learning content that focuses on learner centred interaction should be created specifically for ODL
to encourage learner autonomy or independent learning (Bergdahl et al, 2018). ODL lessons should be delivered using
appropriate digital tools or a combination of different technology. This will help increase the students’ interest in the
lesson and further facilitate engagement. Utilising both synchronous and asynchronous lessons provide a more flexible
learning environment, which students have indicated as being a supportive factor in learning engagement.
4. Be mindful of the stress factors.
Managing mental health well-being is also crucial for better learning engagement. Having to continue academic
pursuits in the midst of the pandemic would be stressful enough and the added pressure of coping with an unfamiliar
learning environment will only exacerbates the students’ stress and anxiety. In comparison to traditional learning
environment, online learning significantly elevates stress levels and negative moods which in turn affects the learners’
motivation (Besser et al., 2020). As motivation is closely related to learner engagement, stress and anxiety will most
likely lead to disengagement. Educators play a crucial role here in providing empathy and support, understanding that
in an ODL classroom, students may not always have the most conducive environment to study. Failing to be
understanding of students’ struggle with ODL may contribute to being the deterrent factor of engagement (“…should
not be angry at students who fail to understand quickly due to ODL”). Supportive educators will in turn boost the
students’ engagement (Steel & Fullagar, 2009).
CONCLUSION
This study presented a description of learner engagement in the ODL setting and the facilitating factors that
affect engagement. The students involved in this study had no prior experience undergoing ODL but perceived their
engagement level in ODL as high. Majority of the students considered their level of digital competency to be between
good and average, and similarly, they felt that digital technologies do help increase their engagement. A quantitative
analysis of the qualitative data revealed an almost equal number between positive, neutral and negative responses.

8

This indicates that although the students were able to engage in their ODL classes, there were compounding factors
that influenced their experience.
There are several limitations in this study that could be addressed by future research. First, this study focused
on a small number of respondents and collected data using a single instrument. A larger sample size and adding
qualitative data collection methods such as interviews would help provide a deeper understanding of the situation
while providing a more comprehensive insight to the current ODL situation. In addition, the findings relied on the
students’ perception of their skills and level of engagement which may differ greatly with the actual situation in the
online classroom. Future research could include measures of engagement, either through physical observation or
reflections from the students regarding their experience. In addition, the present study did not take into account other
variables that may have contributed to the difference in responses (e.g. location and gender)
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Abstract
The objectives of this paper were: (1) to explore the effectiveness of using English Song to enhance English everyday
vocabulary learning of young learners. ( 2) to study students’ opinions towards the media for enhancing English
vocabulary skills. The participants were 15 grade three students. The research instruments were (1) an active learning
plan (2) songs written based on a list of vocabulary in grade three lesson, (3) a learning achievement test, and (4) an
interview form concerning the students’ opinions towards learning vocabulary through a song. The data were analyzed
by using percentage, mean, standard deviation, and t-test.
The finding of this research indicated that (1) using a song for enhancing English everyday vocabulary learning
skills was an effective way to help students remember English vocabulary better. The students’ English vocabulary
achievement scores after the intervention were higher ( = 2.27, S.D. = 2.34) and (2) the students had highly positive
opinions towards the activity. They were totally eager to learn and showed enjoyment learning vocabulary through a
song.
It is recommended that songs should be employed in English classes in future in order to create satisfaction
among learners and to promote their long-term memory of vocabulary.
KEYWORDS: Songs, Vocabulary memorization, Attitude and Thai primary school students
INTRODUCTION
English plays a crucial role in the 21st century. People around the world speak English as an official language
of the world. Most people around the world can speak English, so speakers do not need to speak specific languages to
communicate with people who do not share the same language. Speaking English is mostly used around the world.
English does not only play important role for communication, but it is also important in terms of learning and teaching.
Learning English is very essential at the present time. It is a language that every student who does not speak English
as a native language has to learn and perceive (Srijittra Navaruttanaporn.2553:6). Learning English as a foreign
language can help students to be able to communicate with other people around the world and it can widen students’
perspective and can use English knowledge to be useful in their future career. To learn English effectively, students
need to perceive the grammatical rules and use it correctly. Moreover, vocabulary is also very necessary for students.
The more vocabulary they can memorize, the better they communicate and learn English. We can say that vocabulary
is one of the significant things in learning English. In Thailand, Thai students has been required to learn English as a
foreign language since primary school. This caused several English teachers as well as the researchers to try to make
effort to examine strategies and techniques for teaching and learning English. Vocabulary is an extensive component
of every language because man uses word or vocabulary to communicate with others. So, vocabulary is really crucial
which everyone need to learn and seek more knowledge every day in order to achieve in communication in different
situations. If students do not have enough vocabulary, the problems of communication might occur. For instance, they
cannot deliver a message what they want to deliver to other people.
With all of the above mentioned, the researchers are interested to conduct an English class by making a
vocabulary list which appeared in the textbook and then compose an English song using those vocabulary lists. The
participants are grade three students who are studying in rural area in Songkla, Thailand. This group of participants
was chosen because their English proficiency is low. The total number of students in this school was 75 students. The
grade three students were selected to be participants because the number of students was not too small and their age
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was suitable for the experiment by using song-based activity to enhance everyday use vocabulary. Moreover, when
the researchers came to visit the school and observed English class, it was revealed that most students did not know
the meaning of vocabulary in everyday use such as vocabulary about parts of the body or kind of fruits. Thus, a song
with up to date lyric and catchy rhythm was composed to enhance them to know more vocabulary and perceive the
meaning of those vocabularies as well as to have fun and enjoy when they learn English by using a song.
REVIEW OF LITERATURE
The problems of learning vocabulary
Vocabulary can be defined as the words of a language involving single items and phrases or chunks of several
words which provide a particular meaning. English vocabulary consists of three main aspects which are form, meaning
and use. It involves lexical phrases. Learning vocabulary is challenging because of the demanding task; it involves
understanding varied types of vocabulary which include single word, phrase, idiom, collocation, strategic vocabulary,
grammar pattern, and fixed vocabulary (Alemi and Tayebi, 2011). Several teachers of English and researchers have
tried to find the strategies and techniques for teaching and learning English vocabulary because they are aware of the
importance of learning vocabulary which is the basis for learners’ performance in other language skills including
speaking, listening, writing, and reading (Alemi and Tayebi, 2011).
If students do not know grammar, they would still communicate ineffectively but if students do not know
vocabulary they cannot communicate at all (Wilkin, 1972). Teaching English vocabulary helps Thai students talk with
others in English. Inadequate vocabulary is one of the serious problems in learning English. Without learning
vocabulary, students are held back in language skill development and general learning ability (Bualuang.C,
Sinprjakphol. S, nd Chanphrom. K, 2012).
Since vocabulary is a basic component of language proficiency that provides the foundation for leaners’
performance in other skills (Alemi and Tayabi.2011:3). Vocabulary learning is relevant to all the four skills of
language learning. In order to communicate well in a foreign language, students should obtain an adequate number of
vocabulary and students should know how to use them correctly (Ngyuen and Khuat.2003:2).
Inadequate vocabulary is one of the most essential problems for foreign language students in every level; it
affects students’ language skill development and learning ability in the present and in the future. Furthermore,
inadequate vocabulary is a main barrier which most teachers in every level especially in primary level have been
facing.
Inadequate vocabulary knowledge of students in primary school level (see Table 1.), the result of ordinary
National Educational Test (The National Institute Educational Testing service.2019:1) is a significant evidence of
English proficiency problem.
Table 1 Report of Ordinary National Education Test (O-Net)
English Subject
Level
Number of
Max score
Min score
Average
students
score
School Level
15
24.00
0.00
8.83
Ban Swan School
Province Level
10,551
100.00
0.00
18.66
Office area Level
571,999
100.00
0.00
20.23
Country Level
805,074
100.00
0.00
20.99

S.D.

Median

Mode

8.46

8.0

0.00

17.96
19.52
20.13

16.00
16.00
16.00

8.00
8.00
8.00

According to the curriculum of primary score level, students are required to study English at least 2 hours a
week. As it was mentioned in the basic education core curriculum, the students are required to be competent and
skillful in using foreign language which focuses on listening, reading, writing and speaking skills to communicate
with others in everyday life such as talking with friends, family, teachers or knowing about food, drink, shopping and
parts of body with 1,050 – 1,200 words (Office of Basic Education Commission.2552:255). The allocated time for
learning English in primary school was limited and it might be a big problem for learning and perceiving vocabulary.
In addition, students might lack motivation, interest, and enthusiasm to learn English. It is because they think
that English is not essential to learn because they mostly use Thai for communication. So, they do not prefer to learn
English and use in communication. When the teacher conducts English class, they might not pay good attention to the
class or English language learning. Young primary school students are group of students who lack of vocabulary.
They have not sufficiently absolutely exposed to English language use except students who study in English program
who have a better chance to communicate in English with foreigners. In order to solve the problem of inadequate
vocabulary problem, learning English through song can be a good solution Mastin (2010).
Teaching vocabulary by using song-based activities
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Nowadays, there are a lot of researchers who try to invent the way to develop the competence in vocabulary
memorization. One of the approach which is acceptable, useful and effective is teaching vocabulary by using songbased activities. It can enhance students to memorize vocabulary effectively.
Adam ) 1 9 9 8 ( proposed that the reason that people can memorize the lyric of some songs accurately was the
component of the songs, there was no mistake even though the time had gone so long. Montgomery (2007) stated that
songs had beautiful rhythm and alliteration lyric. Therefore, song could motivate the potential brain which was in
charge of motivation and compose memory to grab attention to the songs and memorize them easily.
Songs and language learning music plays an important role for every step of human life. It reflects the culture,
history, folklore, and current idiom of countries. Singing is an important tool for building students’ confidence. It
gives students a degree of fluency before they have succeeded in speaking. Words usually occur in context in lyrics;
the sound of new words is easily remembered through the melody of the songs. While listening to the song, students
will hear several new vocabularies repeatedly. Music affects language accent, grammar, memory, mood, enjoyment,
and motivation. Composing words and rhythm appropriately can help to hold the song together and increase the mind’s
ability to recall it. Pairing music and language can help the process of learning vocabulary and phrases. When using
songs to teach vocabulary, it begins with listening and finishes with communication. For some students who are not
used to the culture of the target language and have some difficulties in expressing, they can learn the language better
by using the music which provides them a relaxed atmosphere. Songs are the authentic materials for teaching a second
language. The song lyrics provide a target vocabulary, grammar, and patterns for students to study. By listening to
English songs, students can listen to the native pronunciation and also develop their listening ability. Melodies and
rhymes help students to use good pronunciation like a native speaker. (Stansell,as cited in Šišková, 2008).
Songs can be used as effective materials for teaching vocabulary such as using the words of a song, dictating
a song, using a song for gap-fill, cloze or for correction, integrating songs into project work, practicing pronunciation,
stress, and intonation. By singing songs, students are taught lessons with a fun atmosphere which can create very
positive effect in language learning. (Murphey, 1992). Prescott (2005) points out that music is an important thing for
education. It does not only help students learn and gain the knowledge but also helps students increase their scores.
There are many studies showing that music has a positive effect in the classroom. If students do not understand the
definition of all the words in the song, students can get the meaning from the lyric. There are many popular songs
together with their music videos that help students understand the content of the lyrics. The music videos also provide
the song’s story which helps the students understand the words in context. Students also hear the words via the songs
over and over again and figure out their meaning through the video’s content. (Šišková, 2008). All of this can help
students learn new vocabulary. They learn the language naturally while singing and hearing the songs. When students
listen to their favorite songs they remain interested and motivated in learning vocabulary. Music videos keep students
motivated; the videos are one tool for keeping students aware of what is happening around them. (Murphey, 1992)
Retention and Memory Retention is ability to recall or recognize what has been studied or experienced. Retention can
be known as memory. Memory is the persistence of learning over time. The model of human memory is the process
of information that involves encodes, stores, and retrieves information. Some types of information can be encoded
automatically whereas other types need information including meaning, imagery, organization, and require effort.
Much of what people sense can fail to be noticed or process without the process of effort. Memory can be improved
by using strategies such as, spaced practice, active rehearsal, encoding of well-organized, meaningful associations,
mnemonic devices, self-testing and rehearsal, and minimizing interference.
OBJECTIVES OF THE SUDY
1. To explore the effectiveness of using songs to enhance English vocabulary in everyday use.
2. To study student’s opinions toward the media for enhancing English vocabulary skills.
RESEARCH QUESTIONS
1. Can song-based teaching material facilitate grade three students to enhance vocabulary in everyday use?
2. Can song-based teaching material cultivate grade three students to be interested in learning English vocabulary?
RESEARCH METHODOLOGY
In order to succeed in conducting the research, there were considerations taken into account by the researchers
which are described in the following paragraph.
Research Participants
The research participants were 15 grade three students from a school in a rural area in Songkhla, Thailand who
had low proficiency in English.
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Research Instruments
The instruments for this research were 1) lesson plan, 2) English songs, 3) pretest and posttest and 4) an
interview about opinion of using a song-based teaching material.
The lesson plan was written based on the vocabulary list in students’ textbook.
The English songs were composed by the researchers using the vocabularies in students ‘textbook.
The 20-item pretest and posttest were used to measure students’ ability in learning vocabularies through songbased materials.
An interview was also used to elicit the participants’ opinion toward using song-based teaching materials.
Data Analysis
There were steps the researchers followed in order to complete this research. First, the lesson plan was designed
and checked by two experts who are experienced in doing research. Then, the pretest was piloted with a group of 10
students who studied in the same level. The data were analyzed with statistical methodology by Microsoft Excel 2007
as follows:
This data was analyzed by using average value (X̄), percentage, T-test and standard deviation (S.D.)
After that, fifteen students who participated in this study were asked to participate in an interview, asking them
to describe their opinions in details.
Results
The result can be described into four parts which are as follows :
Part 1: Participants’ general information
Part 2: The characteristics of song-based teaching material in which noun, verb and adjective were included.
Part 3: The result of pretest and posttest
Part 4: Student’s opinion toward using song-based teaching materials
Part I: Participants’ general information
Table 1 Number and percentage of participants
Gender
Male
Female

Number

Percentage (%)

8
7

53.33
46.67

Table 1 shows the general information of the participants. There are 8 male students (41.4%) and 7 female
students (58.6%).
Part 2: The characteristics of song-based teaching materials
According to the study, it revealed that most students had low English proficiency and were quiet from heavy
pressure in learning English vocabulary and in the meantime, most English lessons just pushed students to learn the
lesson whereas attention was not paid to their learning interest. Students needed something to motivate their learning
interest and singing English songs can serve as an approach to satisfy their needs. However, given that most students
have acquired traditional ways to learn words such as reading and reciting since their kindergarten schools, they may
have got accustomed with this learning style. Furthurmore, as stated in the results, using song-based teaching materials
to enhance English everyday vocabulary learning has a very high efficiency and an effective impact for students
because it can help students to better remember vocabulary. Moreover, the materials can help student to pronounce
the vocabularies correctly and make them confident to pronounce. Furthermore, using song-based teaching materials
in the classroom can make student enjoy learning English. In addition, it can motivate students to be eager to learn
English and it can also change their attitude about learning English. Moreover, the songs’ lyric and rhythm are really
interesting which can draw students’ attention to the class. They will not feel bored to learn English vocabulary. While
teacher was teaching English vocabulary, students paid very good attention and sang songs at the same time. They
gain a greater number of vocabulary and enjoyed with the songs.
Part 3: The result of pretest of students
The pretest and posttest were used to measure the ability to memorize the vocabulary of participants before
and after using song-based teaching material. The difference of pretest and posttest scores was analyzed using T-test
and the result of the analysis was shown in Table 2.
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Table 2 The pretest and posttest scores before and after using song-based teaching materials
Pretest (20)

Posttest (20)

Improvement
(Percentage)

NO.
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15

Score

Percentage

Score

Percentage

7
6
5
3
3
3
3
2
2
0
0
0
0
0
0

35
30
25
15
15
15
15
10
10
0
0
0
0
0
0

20
20
18
20
20
18
20
20
19
16
15
18
19
17
20

100
100
90
100
100
90
100
100
95
80
75
90
95
85
100

65
70
75
85
85
85
85
90
90
80
75
90
95
85
100

Table 2 shows the pretest and posttest scores of the participants. According to table 2, it indicated that after
using song-based teaching materials for leaning the vocabulary in everyday use, the score was higher than that of
pretest. The highest score of pretest was 7 (35%) while the highest score after taking posttest was 20 (100%).
̅), standard deviation (S.D.) and T-test of the pretest and posttest
Table 3 The comparison of mean score (X
scores.
Type of test
Pretest
Posttest

The highest
obtained score
7
20

̅)
(X

S.D.

t

Sig

2.27
18.67

2.34
1.63

-30.78

.000

Table 3 shows the highest score of pretest and posttest and mean score of participants. It was revealed that the
ability to memorize the vocabulary before and after using a song-based teaching materials to teach vocabulary in
everyday use were different. The participants had higher score after taking posttest and their scores was significantly
different at the statistical level of .000.The score before using song-based teaching materials was 2. 27 (( ) = 2.27)
while the score after using song-based teaching materials was 18.67 (( ) = 18.67).
Part 4: Student’s opinion toward using song-based teaching materials to learn vocabulary
According to the interview, it was found that most participants were enjoyed lesson and expressed their desire
to learn English by using song-based teaching materials to enhance vocabulary in every use. They enjoyed singing
songs which vocabularies were included in the lyric. Besides, it is very interesting, fun and enjoyable for them like a
new material for learning English. They could easily and rapidly memorize vocabulary and they also gained more
knowledge about perceiving the meaning of vocabulary. Moreover, they could pronounce the vocabulary correctly
and confidently. The song-based teaching materials could motivate them to feel fun with learning English. They
preferred learning by using song-based materials to conventional teaching method.
When the teacher was teaching and asked them to sing an English song, they sang the song happily together.
So, this material could assist them to easily memorize vocabulary and they could perceive a greater number of
vocabulary and understand the meaning of vocabulary well. In addition, they are very keen to learn because they
enjoyed singing songs contains the vocabulary of the lesson in the lyric. The songs used in this study were composed
by the researchers for them to have modern and trendy rhythm. They could grab participants’ attention. The songs
made them active, energetic, and relaxed which are notable opinions or feedback of the students as regards the use of
song-based teaching materials.
DISCUSSION
According to the results, there was a statistical difference between the students’ pretest and posttest scores of
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their vocabulary test before and after learning through song activities. The result was relevant to the results of
Kasuwan’s (2013). The results showed that after learning through song activities, the students’ scores were
significantly higher than before learning at a .000 level. According to Krashen (1981, as cited in Priester, 2011),
unknown vocabulary can be learned best when people have a low affective filter, which can help them to be free from
stress. When students feel relaxed, they learn the new vocabulary more easily. The results showed the students learned
better in a relaxed atmosphere; the students said that in this relaxed atmosphere they were happy and enjoyed the class
(Murphey, 1992).
When students feel comfortable they have easier time accessing new information. Students are also motivated
to learn the new vocabulary through song activities. When students are motivated they have a longer retention span to
absorb new vocabulary. Using music is an important motivator in attracting and retaining students’ attention (Šišková,
2008). Motivation is an important factor for students’ success (Šišková, 2008). According to Martin (2013), listening
to song is a very enjoyable activity. Song selection is important for students because if they like the songs, they would
try to understand the meaning.
Thus, they felt motivated to understand and learn the target language themselves. The selected songs which
were composed by researchers were the ones that were popular among the students. The lyric was composed but the
rhythm of song was adapted from Thai music. If the selected songs are from students’ favorite singers, they would try
to memorize the songs, and, in this way, feel a sense of closeness with the singers. During the experiment, students
sang the songs together; this created the good relationship among them, they laughed and sang along which helped
them to work as a team and learn vocabulary. Music has always brought young people together. They love to share
their music with others. In addition, students can easily learn more through songs because the brain can be stimulated
by using music and songs. While classroom teaching is processed by the brain’s left hemisphere, music is processed
through brain’s right hemisphere. Therefore, learning through music stimulates the students’ right hemisphere which
allows communication between the right and left hemispheres. Therefore, music is a very effective learning tool
(Priester, 2011). As shown in the results, the scores of pretest and posttest are very different. Before the materials were
used, the highest score is 7. On the other hand, the score after the materials were used, the highest score is 20. It can
be indicated that using song-based teaching materials to enhance vocabulary in everyday use is very effective because
the pretest and posttest scores are significantly different.
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Abstract
Grammar is one of the components of learning English, and its fundamental feature is Parts of Speech, where the
majority of Malaysian students of higher institutions are still having difficulties to understand its use in sentences. The
aim of this study is to compare conventional methods of grammar instruction with e-learning methods on their
effectiveness of teaching Parts of speech. The Stanford PoS Tagging method was used in the phrases extracted from
The New Straits Times Online (NST Online) posts to determine the part-of-speech of each word. This quantitative
forensic analysis adopted a comparative approach in assessing its findings. The results were statistically evaluated
using the Social Science Statistical Kit (SPSS) for statistics. These results of the study showed a discrepancy of
significance between student score using E-paper and student score not using E-paper in Grammar learning
Independent t-testing to compare mean between the two groups was carried out. The results indicate a significance
difference between the two students score classes (p-value= 0.007, t= -2.774). The students’ mean output of E-paper
indicates a higher percentage compared to those who do not use E-paper. Since students spend most of their time on
electronic devices nowadays, this is an innovative way to draw their interest in spending their time reading content
via electronic newspapers, while learning Grammar.
Keywords: PoS Tagging; Grammar learning; E-newspaper; Parts-of-speech; E-learning
Introduction
The decreased enthusiasm and focus of students in improving the learning of English language Grammar-based inputs
in the classroom causing English Grammar teaching to be a laborious activities (Chowdhury, 2014). It had resulted
in students losing interest and finding grammar learning slow and dry, despite recognizing its significance. In this
context, educators need to find ways and methods to make Grammar teaching, more meaningful and understandable,
especially Parts-of-Speech, in order to gain the interests of the English language learners.
Students of higher learning institutions in Malaysia, despite of many years learning English Language are still
grappling with their English Language basic concept of Grammar, in general, and many a time forming
incorrect sentence constructions in their academic writing. After being exposed to the language for eleven years,
students, particularly from the rural areas, are found to be linguistically incompetent and unable to communicate
successfully in the target language (Abu Bakar, 2007). In the same vein, Thang (2011) opines that English
proficiency level of Malaysian students is far from satisfactory. Hence, it is highly imperative for the students to
grasp the basic concept of Parts-of-Speech in order for them to gain the confidence level to produce correct
sentence constructions in their academic writing, at the same time to increase their language proficiency in their
field of learning.

Literature Review
The integration of e-learning with English language learning will make a big impact into students learning process.
Hence, this study had advocated learning English grammar via reading an online newspaper (e-paper). Tafida and
Dalhatu (2014) put forward that newspapers are applicable for teaching and learning purposes at all levels of language
1
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proficiency and present some ways of implementation. They stated that newspapers is a good tool to enhance reading,
writing and speaking skills of language learners by means of various activities, which was supported by other scholars.
Students who frequently read newspapers are found to be more knowledgeable and aware of developments of local
and foreign scenarios (Tuncer, 2019). By reading newspapers, the students will become more informed about issues
related to different topics, including social-political-business issues, sports, culture, and education, amongst others.
Furthermore, the tradition of using English newspapers also helps the students in the ESL classroom and in the worldly
affairs of their lives. They can also be motivated to develop their vocabulary, grammar and communication skills as
daily newspaper reading will provide them with the opportunity to communicate and share ideas on a wide range of
issues.
Based on Ramirez’s (2003) research, nearly 80 percent of students are inclined to read a printed digital text to clarify
the text. Also, almost 68 per cent of respondents reported understanding and retaining more information when reading
printed media. On the contrary, only 4 percent said the opposite. In the context of grammar teaching, traditional
teaching methods are still commonly practiced in the classrooms throughout the country, and as part of the syllabus.
Therefore, it is new to use PoS tagging for language teaching pedagogy. Chowdhury et al. (2004) introduced a rule
based POS tagger in a previous research of PoS tagging. Their research focuses on analysing the morphology aspect
rather than analysing sentences from articles taken from an E-newspaper using the PoS tagger. A morphological
analyser does provide some information about POS tags, but somehow the use of a POS-tagger on E-newspaper is yet
to be tapped to be used as a teaching tool.

Problem Statement
The pandemic of Covic19 has caused the widely practiced of E-learning in schools and higher institutions as a method
of teaching and learning. Online education not only provides educational opportunities for those who could not or
would not otherwise obtain them, it has recently become a preferred modality for many “traditional” students who
often schedule a blend of traditional courses with online courses (Stone,2011). In a recent study of undergraduate
students at an American university who have enrolled in both traditional and online courses, they preferred online
courses to the conventional classroom. It was reported saying that they learned more in these classes, spent more time
on these classes and considered those classes more challenging and of higher quality (Hannay & Newvine, 2006, as
cited by Jared Keengwe, 2010).
The objective of the present study is to compare traditional methods with e-learning methods on their effectiveness in
teaching and learning Parts of Speech in teaching Grammar. Another aim of the study is to help the lecturers of English
Language or teachers to find the most effective way to teach Parts of Speech via online classroom. The use of PoS
tagging on E-newspaper has been shown in this research study to boost the grammar performance of the course they
took, namely English for Academic Purpose. New Straits Times Online was chosen as the source for the news article
to be evaluated using the Learning PoS tagging approach. It is known as an established newspaper in Malaysia, having
been founded in 1845 as ‘The Straits Times’, and was re-established in 1974, as ’New Straits Times”. It has been used
by many educators previously as a teaching tool in the classroom of not only in primary and secondary schools but
also in higher institutions. It has historically been used as a teaching tool by many educators in the classroom, not only
in primary and secondary schools but also in higher institutions.
Hence, this approach of teaching is highly recommended to be applied in teaching Grammar, specifically Part-ofspeech as it has dual purposes of language skills, namely reading and grammar. This approach of teaching would also
help learners in instilling the awareness of reading quality reading materials other than learning Grammar by going to
the crux of its core of analyzing the parts-of-speech of each word in sentences.
Methodology
3.1
The study population
The study was conducted on sixty MARA University of Technology first semester students who had taken an English
course for Academic Purpose, which is a prerequisite for university first semester students. The samplings included
44 Chemical Engineering students and 51 Mechanical Engineering students.
3.2

Data collection

The subjects has been classified as experimental and control groups. Both groups took English for Academic Purpose
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course, four hours a week, and, the application took two hours a week for a period of 7 weeks. Data were collected
based on the basis of their Final Semester Test, where the focus is on the Grammar section, which carries 10 per cent
out of the overall of 40 per cent results. The results for statistically analysis were statistically analysed using The
Statistical Package for the Social Science (SPSS). All data were provided in percentages and tables, so that the
researcher may draw conclusions from the findings.
How the process was conducted is summarized below.
Step 1 - Selection of articles from News Straits Times online (NST Online).
Step 2 - Parts of Speech identification, by highlighting the designated words from the chosen article.
Step 4 - The selected words would be categorized into their respective category of Part-of-Speech, namely
Nouns, Verbs, Adjectives or Articles, to name a few, into its respective columns.
Step 5 - The assessments was done via participants’ self-checking using an application of Stanford PoS Tagging.
Step 6 - This activity would be carried out on weekly basis until the desired results of the students is achieved.
Findings
Cross Tabulation Table between four groups
Table 1: Comparison between E-paper and without E-paper between groups
Percentage
EH1B
Without E-Paper
14.29
61.90
23.81

Grade
A (8 – 10)
B (5 – 7)
C (1 – 4)
Independent t-Test

EH1C

EM1A
With E-Paper
33.33
48.15
18.52

8.70
69.57
21.74

EM1B
25.00
66.67
8.33

This study was interested to know whether there is a significance difference between score with E-paper and score
without E-paper. Independent t-test was carried out to compare mean between the two groups. The result in the Table
3 below shows that there is a significance difference (p-value = 0.007, t = -2.774) between the two groups of student
score. This means that mean performance of student using E-paper is better than without using E-paper.
Table 2: Descriptive Statistics
Status

Sample size

Without E-Paper 44
With E-Paper
51

Mean

Standard
Deviation
1.372
1.710

5.50
6.39

Table 3: Independent Samples Test
t-value

Degree of Significance Mean
freedom
values
Difference

-2.774

93

0.007

-0.892

Standard
Error
Difference
0.332

Based on the results obtained from the data analysis, there is significant difference of performance in terms of
percentage of each band. The group of Diploma in Chemical Engineering, EH1B and EH1C are the target groups
which use conventional method in learning Part of speech, whereas, the groups of Diploma in Mechanical Engineering,
EM1A and EM1B are the two groups learning Part-of-speech using E-Paper. Table 1 reveals that the percentage of
marks for Band A (8-10 marks) for groups with E-Paper outperformed the groups without E-Paper where students
using E-Paper recorded 33.33% and 25.00 % respectively compared to the group without E-Paper recorded 14.29%
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and 8.70 % respectively. Also, the percentage of students who earn Band C (1-4 marks) who use E-Paper is lower than
the group without E-Paper.
The comparison using Independent Samples t-Test also proves that there is a significance difference between the two
groups, score with e-paper and score without e-paper. This shows that the groups using the E-Paper outperform the
groups without E-Paper in terms of Band A and Band C. Thus, the use of E-Paper has definitely improved the students’
knowledge in English Parts of Speech.
Discussions
Innovative language teaching-gadget embedded pedagogy is strongly encouraged to be implemented by the learners
to improve technology knowledge among language educators. The use of PoS tagging in e-newspaper is one way of
promoting changes in education, in general and teaching and learning Grammar, specifically. In language education
and learning, the impact of technology has become great where advanced learning results can be produced (Sharma,
2009). This is supported by this research. In comparison with traditional learning methods, the usage of e-newspaper
significantly improved the output of language learners. It would also motivate students of higher institutions about
the importance of reading a newspaper.
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Abstract
This research aims to investigate the effectiveness of Mediated Transfer Approach using Alice as a teaching tool in
improving students' performance in an Object-Oriented Web Programming Class. This study uses a quasi-experiment
method with 45 selected participants as a research sample. The number of participants exposed to the Mediated
Transfer approach was 20 and referred to as the experimental group, while the other 25 participants were taught by
the conventional teaching method and referred to as the control group. They were students from Kulliyyah of
Information and Communication Technology (KICT) of International Islamic University Malaysia (IIUM). The
teaching approach is examined based on the first three levels of Bloom's Taxonomy, namely Knowledge,
Comprehension and Application. The result is shown in two areas; between groups (control and experimental) and
within groups (pre-test and post-test). The analysis shows no significant difference between the experimental and the
control group (p > 0.05) in Knowledge and Application levels in the between-groups area. However, in the within
groups area, the analysis returns a statistically significant improvement from pre-test to post-test (p < 0.05) for the
experimental group in all the three levels while in the control group, it was only in the Application level. In conclusion,
the students' performance in the experimental group shows a better improvement than in the control group, which
indicates that the Mediated Transfer approach is more effective than the conventional method. Hence, it is suggested
to adopt the Mediated Transfer approach in programming classes to enhance students' performance.
Keywords: Alice, Object-Oriented Programming, Mediated Transfer, Teaching and Learning, Visual Programming
Introduction
Learning computer programming can be difficult and challenging for many students (Hu et al., 2020). The
programming language and design solution's requirements must meet various elements such as syntax, logic, and
concepts behind software engineering (Daly, 2013). The computer science (CS) and Information Technology (IT)
students are required to learn and understand object-oriented programming concepts such as inheritance and
polymorphism additional to the traditional programming concepts such as variable and array in the introductory
programming classes as mentioned by Daly (2013). Besides, they need to deal with program syntax complexity and
logic errors. These mentioned difficulties demotivated students from taking computer programming courses (Al-Tahat
et al., 2016; Hu et al., 2020). The demotivation factors toward learning computer programming can vary from student
to student and teaching method of computer programming. According to Mladenović et al. (2016), one of the factors
that demotivated students to learn computer programming is the teaching approach used in the classroom.
The commonly used approach in higher education is the text-based programming approach. CS and IT lecturers use
learning materials in textual format to teach object-oriented programming concepts (Su & Hsu, 2017). The concepts
are explained first by the lecturers; then, students must write a full code line by line. However, this approach lacks the
connection between the theoretical and practical parts (Su & Hsu, 2017) because most students are visual learners
nowadays. They need to visualise the concept to understand and implement it, as Daly (2013) stated. Therefore, CS
and IT lecturers look and search for other approaches to help the students ease the students' difficulties in learning
computer programming (Ahmed & Amarif, 2019).
One of the approaches introduced is visual programming which can help the students visualise and solidify the
concepts of object-oriented programming. It uses a block-based approach which the programming is in a script form
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that allows students to drag and drop the blocks. According to Hu et al. (2020), the block-based programming
experimental treatment is divided into two types. The first one is the alternative condition which uses block-based
visual programming over the text-based programming. However, this method is useful for the theoretical part but not
for the practical part of object-oriented programming (Weintrop & Wilensky, 2017). The second type is the
complementary condition that uses both block-based and text-based programming together. This condition can link
the theoretical part with the practical part. Hence, a few studies suggested an approach named Mediated Transfer
(Dann et al., 2012; Daly, 2013; Tabet et al., 2016). It involves two techniques, namely bridging and hugging. Thus,
for this study, students learned the concepts using Alice and implemented in the Java programming language.
A Bloom's Taxonomy was used to analyse the Mediated Transfer approach's effectiveness as a reference that
examines the approach based on the first three levels, namely Knowledge, Comprehension and Application. It ensures
the efficiency of the approach by mapping each level based on the required skills in computer programming.
This paper discusses adopting the Mediated Transfer approach, which uses Alice, a 3D visual programming tool,
and Java programming language. This study's target population is CS and IT students at International Islamic
University Malaysia. The research questions that guide this study are as follow:
1. Are there any significant differences between students who were taught using the Mediated Transfer approach
compared to students who were taught using the Conventional approach based on Bloom’s Taxonomy?
2. What are Bloom's Taxonomy levels that can be achieved by the Mediated Transfer approach?
The following sections discuss the literature review, problem statement, methodology, findings, and study
discussions. Each section will be elaborated in more details.
Literature Review
This section presents a brief overview of Alice, Mediated Transfer and Bloom's Taxonomy, and other researchers
related works.
Alice
Alice is a visual programming tool with a three-dimensional environment developed by Carnegie Mellon University
team members (Ali & Smith, 2014; Chang, 2014; Nascimento et al., 2019; Hu et al., 2020) and uses a block-based
programming approach (Groztidou, 2018). Alice's purpose is to aid the students in understanding the object-oriented
programming concepts (Allinjawi et al., 2014; Nascimento et al., 2019) as well as the teaching process for the
educators (Dwarika & Villiers, 2015).
Alice's main features are "syntax-free" since it uses a block-based programming approach that allows the users to drag
and drop the instructions. Alice's visual environment has enabled the students to visualise the executed codes
immediately and understand the relationship between the behaviour of the object and object-oriented programming
concepts. Moreover, it can illustrate the abstract concept into a physically seen object such as Class concept. It also
provides the ability to detect the logic errors that can be seen easily by the students. The recent version of Alice, which
is Alice 3 allows the Alice programme to be transferred to Java IDE. Hence, it makes learning programming more
interesting for students (Dwarika & Villiers, 2015).
There are several studies conducted using Alice as a visual programming tool. Dwarika & Villiers (2015), Allinjawi
et al. (2014) and Al-Tahat et al. (2016) examine the effectiveness of Alice in improving students' understanding and
performance of object-oriented programming concepts. Both Dwarika & Villiers (2015) and Allinjawi et al. (2014)
concluded that there was no statistically significant difference between students exposed to Alice and those who were
not. However, Al-Tahat et al. (2016) found that Alice positively affects the students' performance in which students
who were taught using Alice scored higher than those who were not.
Based on the mentioned studies, the dynamic conclusion is that the researchers did not implement the mediated transfer
approach, leading to unsatisfactory results. The switching between Alice to a textual programming environment
creates obstacles such as syntax differences that need to be taught separately (Bau et al., 2017).
Mediated Transfer
The mediated transfer is an approach where concepts are learned and taught in one context and transfer those concepts
into another context with similar situations. The approach has two techniques: bridging and hugging. For the bridging
technique, students are exposed to abstract concepts and perceive and link them with another context. The hugging
technique is the ability to implement the concepts when given similar citations (Armoni et al., 2014; Krpan et al.,
2017).
In related work, studies have been conducted on the mediated transfer approach. Dann et al. (2012) and Daly (2013)
conducted the study on university level while Tabet et al. (2016) conducted on the middle school level. They found
that the mediated transfer approach was positively effective on students' performance. However, these studies
concluded the results in a general form. The approach's effectiveness was not shown in more details, whether it helped
in each required skill to be improved or improved students' performance in each object-oriented programming concept.
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Bloom’s Taxonomy
Benjamin Bloom developed the taxonomy of educational objectives in the 1970s. It is a physiological domain that is
suitable for learning. Cognitive is one of the domains that classified human cognition into six levels starting from
lower to higher thinking skills. The original levels were knowledge, comprehension, application, analysis, synthesis
and evaluation. In 2001, Anderson & Krathwohl revised the original Bloom's taxonomy and published the new one
(Churches, 2008). Several changes have been made. They rearranged the levels by placing evaluate as the fifth level
and create as the latest level. They also changed the naming from nouns to verbs; remember, understand, apply,
analyse, evaluate and create.
A research conducted by Tuan Sarifah Aini Syed Ahmad & Hussin (2017) used the revised Taxonomy to design a
grammar instructional game. Using the verbs of each revised taxonomy's levels, they develop the game to improve
students' learning from the lower level gradually. It is to ensure the efficiency of the tool for effective learning.
Problem Statement
Understanding abstract concepts such as object-oriented is essential for students who study computer programming.
It will help them to be able to code and solve computer programming problems. However, the grades show high failure
rates in programming classes. This matter leads the students to have no confidence, less interested in programming
and perceive it as difficult to learn. Such concerns have generated a drive towards a creative approach to overcoming
the problem by investigating one of the latest approaches named Mediated Transfer that uses Alice as a teaching tool
with Bloom's Taxonomy as guidance of its effectiveness.
Methodology
This study examines the Mediated Transfer approach's effectiveness using the three-dimensional (3D) visual tool
named Alice in an object-oriented web programming class guided by the cognitive Bloom's Taxonomy.
Research Design
The research design of this study is quasi-experimental with pre-test and post-test design. The research was conducted
during tutorial sessions for three (3) weeks. The study participants were pre-determined based on class enrollment in
the object-oriented web programming courses. Thus, the teaching approach serves as the independent variable for this
study, while the dependent variable is students' performance in the class.
Participants
The number of students who participated in this study is 45 students. The participants were students from International
Islamic University Malaysia (IIUM) who studied CS and IT in Kulliyyah of Information and Communication
Technology (KICT). Specifically, the students who participated in this study were local and international students
who have completed the Java Programming language subject. Based on the quasi-experimental research design,
students taught using the mediated transfer approach and used Alice assigned as the experimental group (n = 20
students). In contrast, students who were taught using the conventional approach are assigned as the control group (n
= 25 students). All participants have prior and basic knowledge of the Java Programming language.
Data Collection and Analysis
Pre-test and post-test were administered in written form; participants were required to solve three types of questions.
The questions are divided into three sections based on the first three levels of Bloom's Taxonomy, namely Knowledge,
Comprehension and Application. The first section consists of 10 multiple choice questions that test the students'
knowledge and memorisation. The second section consists of 5 multiple choices with 'explain' questions that test the
students' understanding of how well they elaborate and explain their choices. The last section consists of a problemsolving question that tests the students' ability to implement and apply the concepts based on the case given. All
sections covered most of the concepts required in object-oriented programming including class, method, data
encapsulation, inheritance and polymorphism. The same tests were given to the students before and after the
intervention for the experimental and control groups to measure their performance improvement based on the
mentioned levels (Bloom's Taxonomy).
The data analysis was performed using SPSS (Statistical Package for the Social Sciences, 26). The analysis covers
both between groups (experimental versus control) and within groups (pre-test and post-test). Before performing the
analysis, the researcher conducted a normality test before deciding to use parametric methods according to Ghasemi
and Zahediasl (2012). Hence, parametric methods will be used if the data is normally distributed. If the data is not
normally distributed, then the non-parametric methods should be used for further tests (Gan, 2012; Zakiah et al., 2018).
For between-group analysis, the normally distributed data were analysed using the independent sample t-test, while
the Mann Whitney U test was used for the data that was not normally distributed data. Moreover, in the within groups
analysis, a paired sample t-test is used for normally distributed data, while the Wilcoxon Signed-Rank test was used
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for data that was not normally distributed. The analysis uses both parametric and non-parametric methods as
implemented by Allinjawi et al., (2014) and Dwarika & Villiers, (2015) in their studies.
Findings
The tests were given to both the experimental and the control groups before and after the intervention. The
following tables present the students' performance (10 full marks) for the administered pre-test and post-test.
Pre-test

Average
Min
Max

Post-test

Knowledge Comprehension Application Knowledge Comprehension Application
(10)
(10)
(10)
(10)
(10)
(10)
6.20
4.33
2.85
7.20
5.43
5.91
3.00
0.00
0.00
4.00
0.00
1.00
9.00
9.00
7.50
10.00
9.50
9.50
Table 1 Pre and Post Tests Result from the Experimental Group
Pre-test

Average
Min
Max

Post-test

Knowledge Comprehension Application Knowledge Comprehension Application
(10)
(10)
(10)
(10)
(10)
(10)
5.88
3.46
2.20
6.88
3.96
5.03
2.00
0.00
0.00
1.00
0.50
0.00
9.00
9.00
7.25
10.00
8.50
7.50
Table 2 Pre and Post Tests Result from the Control Group

The data normality was tested based on Shapiro-wilk. The test showed that most of the data accepted the null
hypothesis (p >0.05), which indicated normally distributed data. However, three elements returned with not normally
distributed (p < 0.05), and all of them are in the control group data. For the pre-test data, only the Application-level
data is not normally distributed while for the post-test data are the Knowledge and Application levels. Thus, based on
the result above, the data analysis is performed accordingly based on data normality tests.
Between Groups
This section presents post-test results between the two groups (i.e., experimental group versus control group), for the
first research question. Based on the normality test, only the level that is used for 'Comprehension' in the Bloom's
Taxonomy is analysed using the independent sample t-test analysis, while the other two levels (i.e., Knowledge and
Application) uses the Mann Whitney U analysis to investigate if there is a significant difference in performance
between the experimental group and the control group. The following tables present the results of the analysis.
Knowledge

Application

Mann-Whitney U
243.00
221.50
Wilcoxon W
568.00
546.50
Z
-0.16
-0.65
Asymp. Sig. (2-tailed)
0.87
0.51
Table 4 Mann-Whitney U Test Results of Post-test data for Knowledge and Application levels
Comprehension
Post-test

n

Sig. (2-tailed)

t

df

95% CI of the Difference

45
0.046
2.06
43
0.03, 2.90
Table 5 Independent T-Test Results of Post-test data for Comprehension level
For Knowledge and Application levels, the Mann Whitney U test shows that there is no statistically significant
difference between the average score of the experimental group and the control group (p > 0.05) for Knowledge (U =
243.00) and Application (U = 221.50) levels as presented in Table 4. However, as shown in Table 1 and 2, the mean
scores for both Knowledge (M = 7.20, SD = 1.70) and Application (M = 5.91, SD = 2.41) in the experimental group
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is higher than the mean score of Knowledge (M = 6.88, SD = 2.33) and Application (M = 5.03, SD = 2.59) for the
control group. The results suggest that students exposed to the mediated transfer approach performed better than
students who were taught using the conventional approach, although the difference between the two groups was not
statistically significant.
Unlike the other two levels, the Independent T-test shows a statistically significant difference between the
average scores of the experimental group (M = 5.43, SD = 2.69) and the control group (M = 3.96, SD = 2.09) in
Comprehension level (t = 2.06, p < 0.05). It indicates that students who were taught using the Mediated Transfer
approach gained a better understanding of object-oriented programming concepts than students who were taught using
the conventional approach.
Within Groups
The analysis tests were based on the pre-test and post-test data for both the experimental and control groups within
each group itself. This analysis will address the second research question, which investigates Bloom's Taxonomy
levels that can be achieved by the mediated transfer approach. It addresses the improvement in the experimental
group's performance before and after the intervention. The paired t-test and Wilcoxon Signed Rank test were used
based on the data normality test. The following table presents a summary of the analysis.

Pre-test
M

Sig.
(2-tailed)

Post-test

SD

M

95% CI for
Mean
Difference

t

df

-3.68
-2.08
-6.43

19
19
19

SD

Knowledge
6.20 1.70
7.20
1.70
< 0.05
-1.57, -0.43
Experimental
Comprehension 4.33 2.58
5.43
2.69
< 0.05
-2.21, 0.01
(n = 20)
Application
2.85 2.16
5.91
2.41
< 0.05
-4.06, -2.07
Table 6 Paired T-Test Results of the Experimental Group

As shown in Table 6, the experimental group data analysis returns a statistically significant improvement from pretest to post-test (p < 0.05) in all the three levels of Bloom's Taxonomy. It indicates that students who were taught using
the mediated transfer approach improved their ability to remember information on object-oriented programming
concepts, gain a better understanding, and implement the concepts in Java programming language. Thus, students
taught using the mediated transfer approach achieved positive outcomes in all three levels of Bloom's Taxonomy.

Pre-test
M

SD

Post-test
M

Sig.
(2-tailed)

95% CI for
Mean
Difference

t

df

SD

Control
Comprehension 3.46 2.50 3.96 2.09
0.35
-1.59, 0.59 -0.95 24
(n = 25)
Table 7 Paired T-Test Results of the Control Group (Comprehension)
Pre-Post Tests
Knowledge
Application
Z
-1.74
-3.98
Asymp. Sig. (2-tailed)
0.08
< 0.05
Pre-test Median
6.00
2.00
Post-test Median
8.00
2.75
Table 8 Wilcoxon Signed Rank Test Results of the Control Group (Knowledge & Application)
In addition to the previous results, the same analysis method was implemented to the control group, which uses
Paired T-test to investigate the Comprehension level data. It can be seen that from Table 7, there was no statistical
improvement in the Comprehension level (t = -0.95, p > 0.05). Moreover, the Wilcoxon Signed-Rank test shows no
statistically significant improvement in the Knowledge level (p > 0.05). However, there is a statistically significant
improvement in the control group performance from pre-test to post-test in Application level (p < 0.05). It indicates
no improvement in remembering and understanding object-oriented concepts to those students who were taught using
the conventional approach.
By comparing the results of the pre-test and post-test data analysis in the experimental and control groups, it can
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be seen that the teaching method in the classroom plays a significant role in improving students' ability to perform
well in object-oriented programming classes.
Discussions
Using the Mediated Transfer approach in the class returned statistically significant differences between the
experimental and control groups in their Knowledge and Comprehension skills. Even though the Application skill
shows no statistically differences, the experimental group's average scores were higher than the control group. It
indicates that students who were taught by the Mediated Transfer approach using Alice performed better than students
who were taught using the conventional method. Within the experimental group itself, there is a statistically
performance's improvement from before to after the intervention in all three skills. It indicates that the Mediated
Transfer approach increases students' performance positively. However, only the Application level returned a
significant improvement within the control group. It shows that the conventional method did not achieve all three
Taxonomy' levels. It shows that teaching and learning with the Mediated Transfer approach using Alice are more
effective and efficient than the conventional method. Moreover, the teaching method in the class plays a significant
role for the students' abilities and performance.
Concerning the previous studies, this study strengthens the case of adopting the Mediated Transfer approach with
Alice as a visual programming tool in programming classes. It provides a clearer insight into how the Mediated
Transfer approach using Alice affects students' abilities positively as Bloom's Taxonomy guides it compared to the
conventional method.
In this study, the sample size was small (n = 20 for the experimental group and n = 25 for the control g re). Also, this
study focuses on Alice visual programming tool. Hence, future studies should be taken into account. It is recommended
that more subjects be chosen from both sexes. Furthermore, it is suggested to run more experiment and empirical
evaluation of different visual programming tools. It would also be interesting to apply Bloom's Taxonomy for each
object-oriented programming concept in greater detail.
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Abstract
Covid-19 brings major changes to key sectors of the world including education. While the Restriction of Movement
Orders (RMO) were implemented starting March 18, 2020, the education sector was among the sectors that were also
affected and underwent massive changes, especially the teaching and learning process. To ensure that the learning
process of students is not affected, teaching methods have to be changed drastically to online teaching and supported
by the use of various tools and methods. However, the sudden changes in teaching methods with improper preparation,
tools and equipment led to various issues and challenges that had to be faced by the teaching staff. Therefore, this
study was made to identify issues and challenges that have to be faced by lecturers in public and private institutions
of higher learning in ensuring that the teaching process and its effectiveness is not affected even if the teaching process
is changed totally to online. A survey was conducted to gain input and feedback on issues, challenges and teaching
methods used to ensure the effectiveness of teaching. 87 lecturers who experienced the online teaching from public
and private institutions of higher learning in the area of Kuantan, Pahang were selected as respondents. The results of
the study found that teachers face various issues and challenges in the beginning of the implementation of online
classes such as lack of knowledge, experience and facilities that support teaching methods and at the same time need
to adapt to the increased burden of responsibility. The results of the study also show that the lecturers are more skilled
in mastering online teaching methods and adapting to new norms but still needs support and understanding from
relevant parties to overcome the burden of problems and play various responsibilities simultaneously.
KEYWORDS:
Restrictions of Movement Order, online teaching, lecturers, issues, challenges

INTRODUCTION
As the world becomes increasingly interconnected, so do the risks we face. The COVID-19 pandemic has
affected people regardless of nationality, level of education, income or gender. It gives impact in most industries such
as retails, finance just to name a few and education is no exception. The biggest impact is on the changes of how a
routine and procedure of an operation is done.
The lockdowns in Malaysia, in response to COVID-19 started in March 2020 have interrupted with a severe
impact on higher education as universities and colleges closed their premises and countries shut their borders in
response to lockdown measures. One of the impacts is that the face-to-face lectures has been replaced with online
learning with tools and technologies have been used as a support. New pedagogical concepts have been introduced
immediately as well as modes of delivery of teaching. Lecturers had to adapt to new pedagogical concepts and modes
of delivery of teaching for which they may have lack and proper training. On 4th May 2020, the restrictions have been
changed into conditional movement control order (CMCO) where universities and colleges has opened their operation
but teaching and learning still has to be done online.
Switching to the digital learning process is a new experience for many peoples especially to those who are
already comfortable and experienced in face-to-face teaching methodology. The online education changes all
components of teaching and learning in higher education such as instructors, learners and content. (Mansureh et al,
2017). They have to learn on using new tools and technologies since the lockdown order also reshape our education
systems where most universities have to change their strategy and adopt to innovation and digital learning quickly in
order to ensure that the learning process is not delayed. This has forced lecturers and students to adapt to the online
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environment with immediate effect. Teaching online is not easy, but it can be done and comes with many challenges.
The needs, audience, resources and digital infrastructure must be identified in order to support the delivery (Ramlee
Mustapha, 2020). Online teaching can work well by adopting new approaches in teaching and changing the content
or context of learning (Harisa, 2020).
Conventional teaching method carried out before lockdown was face to face where the class timetable was
set up during early of the semester along with the information such as day, time and lecture or tutorial room number.
Students will attend their designated classrooms as in the schedule and the lecturer will conduct a formal teaching
session. Students will then be further strengthened in their learning sessions by being given assignments or exercises
either individually or in groups and lecturers will monitor while reviewing student work. The teaching and learning
process is smoother with active participation and feedback from students. However, this method of face-to-face
teaching and learning is seen as having limitations as discussed in Yap (2016).
In addition, the use of the latest equipment and technology is also very limited and usually lecturers only use
equipment such as computers or laptops and LCDs as teaching aids. Although teaching resources have been expanded
with the use of E-Learning software and Google Classroom web service, there are still a handful of lecturers who do
not have confidence to include them in their teaching due to lack of guidelines provided to teachers and education
institutions on how they can transform from conventional teaching to learner-centered teaching (Yap, 2016). They are
more comfortable providing hardcopy teaching materials and distributed the materials to students to ease students
referring to teaching content, especially lecturers who teach subject-focused or practical subjects.
The sudden change of teaching methods from face-to-face methods to online will certainly present a great
challenge to the lecturers especially to those who have never been through it. Many changes need to be made to ensure
that teaching can still be done such as face-to-face methods. Due to the sudden change in teaching methods, it is certain
that the lecturers experience various issues and challenges that can affect teaching. Undoubtedly, lecturers may also
experience the challenge of adapting to new teaching methods that require the cooperation and understanding of
various parties. Greater challenges are faced by lecturers who lack experience and knowledge in using technology as
well as those who teach practical-focused subjects. With all the issues and challenges faced, it is assumed that the
lecturers will face problem in adaptation with online class.
Adaptability in Cambridge dictionary means an ability or willingness to change in order to suit different
conditions. Adapting in online class or teaching requires the lecturer to be comfortable with the new setting and
mastering the skills and knowledge in using new tools and technologies as teaching aids. The lecturers also have to
learn on how to manage their teaching contents as to adjust on the online teaching method.
With this background, this paper presented a report of a survey of lecturers who teach in various public and
private institute of higher learning in Kuantan, Pahang area. Objective for this study is to identify issues and challenges
that have to be faced by them in implementing online teaching during Covid-19 pandemic. The following research
questions will be addressed in this research:
1. What are the issues and challenges faced by lecturers in online teaching during Covid19 pandemic?
2. What is the most critical issue and challenge that have to be faced in online teaching during the Covid19 pandemic?
3. Does the lecturer able to adapt with online teaching?
METHODOLOGY
The study utilized descriptive statistics and exploratory factor analysis on a set of primary data to answer the objective
of the study. This section describes the data collection method, defines variable of interest and introduces the statistical
methods used in the analysis. The description of the sample in the primary data is also included.
Data collection: Self administrated survey was conducted in October 2020. A questionnaire has been created using
Google Form as an instrument for data collection and distributed online using Whatsapp application to representatives
of few public and private institutions of higher learning in Kuantan, Pahang. Overall, 87 lecturers have responded to
the questionnaires. The listed issues and challenges in the questionnaire are as in Table 1. The respondents were
also allowed to write other issues and challenges, if any, in a space provided. In order to know the most critical issue
and challenge that they have to face during online class, the respondent was also required to identify only one most
critical issue from the same list. Social-demographic information such as gender, level of education, types of
institution, types of programs teach, types of courses teach and years of service were also included in the questionnaire.
Data analysis: The study utilized descriptive analysis. In specific, frequency and percentage are generated for all issues
and challenges that have been listed. Percentages were calculated for selected issues and challenges listed to look at
what are major issues that have been faced by lecturers. After that, another percentage is calculated from the list to
find out the most critical issue.
Table 1 List of issues and challenges of online teaching
NO
ISSUE AND CHALLENGES
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1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.
23

No support from family members
No management support in knowledge and skills
No management support in managing the online teaching
stress
No Internet facilities
No management support in providing suitable facilities
Lack of online teaching materials
No suitable laptop / computer facilities
Lack of financial resources to buy suitable equipment
Depressed by the issue of Covid-19 and RMO
No management support in financial assistance
Depressed with online classes
Burdened with tasks other than teaching
Lack of knowledge and experience in online classes
Extra spending on personal Internet data for online
teaching
Unconducive environment
Many evidences of teaching activities need to be uploaded
Lack of online student participation
Requires more teaching preparation time than usual
Limited teaching methods
Unstable Internet connection
Difficult to guide students online
Difficult to monitor students doing revision
Difficult to monitor student behavior during class

The Sample: The sample represents respondents who are working as a lecturer in various public and private higher
learning institutions all around Kuantan area. Out of 87 respondents, 52.9% are working at public institutions while
47.1% are working at private institutions. It is also shows that 43.7% of the respondents have experience as lecturer
for 15 years and above while 37.9% has experience between 10 to 14 years is 37.9%, between 5 to 9 years is 5.8%
and less than 5 years is 12.6%. More than 80% of the respondents are female lecturers the rest is male. The distribution
of the respondents in the sample by other characteristic details is shown in Table 2.
Table 2: Social-demographic characteristics of sample
Characteristics
Gender
Female
Male
Level of Education
Degree
Master
PhD

Frequency

%

76
11

87.4
12.6

34
46
7

39.1
52.9
8

Characteristics
Types of Institution
Private
Public
Years of Services
Less than 5 years
5 to 9 years
10 to 14 years
15 years and above

Frequency

%

46
41

47.1
52.9

11
5
33
38

12.6
5.8
37.9
43.7

Source: From the survey data
Percentage computed based on 87 respondents.
RESULTS/ FINDINGS
ANALYSIS OF THE ISSUES AND CHALLENGES
From the analysis that have been done, it shows that the lecturers have to face many problems since majority
of the respondents have selected more than one issue. Figure 1 shows the percentage for each of the issues and
challenges listed in the questionnaire.
Out of 87 responses for the questionnaire, only 73 respondents answer the question of ‘What are the issues and
challenges faced by lecturers in online teaching during Covid19 pandemic?’. The rest did not answer the question
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because they are included in the numbers of lecturers who are comfortable with online teaching and do not faced any
issues and challenges during teaching. Figure 1 shows the percentage of each issue and challenge in online teaching.
From the figure, it shows that the highest percentage of issues selected are related to difficulties in handling the
students. The highest percentage of issue and challenge is the difficulty in monitoring students’ behavior during online
class where the percentage is 87.3%. Not all students are ready to undergo online class because they were already
familiar and comfortable with conventional way of learning. The students also face issue in identifying and adopting
learning styles and skills required to participate in online courses which are challenging to them (Mansureh et al,
2017). The second highest percentage is difficulty in monitoring the students to do revision which is 77.5%. As much
as the lecturers have problem in monitoring the students in online class, the same problem occurs in monitoring them
to do exercises and revision. The third highest percentage is on difficulty in guiding the students through online class
with 70.4%. This maybe due to lack of suitable facilities that can be used to support teaching, the lecturers lack of
knowledge and experience in online teaching which is also one of the issues selected by the lecturers with 33.8% or
probably because of the nature of the course which needs to face-to-face teaching. Another student related issue is
lack of students’ online participation shows a percentage of 47.9%.
As for the facilities needed to conduct online teaching, 67.6% lecturers have problem with unstable Internet
connection and 18.3% says they do not have suitable laptop or devices needed for online teaching while 15.5% says
they do not have Internet facilities to do online teaching. Issues which are related with teaching methods, material and
suitable environment for online teaching shows that 57.7% has selected limited teaching method as their issue while
only 16.9% says they were lack of online teaching material. Another 38% agree that they have problem with
unconducive environment since during lockdown, the house area has been transformed as online classroom.
Figure 1 Percentage of each issue and challenge in online teaching
Difficult to monitor student behavior during…
Difficult to guide students online
Limited teaching methods
Lack of online student participation
Unconducive environment
Lack of knowledge and experience in online…
Depressed with online classes
Depressed by the issue of Covid and RMO
No suitable laptop / computer facilities

No management support in providing…
No management support in managing the…
No support from family members

0

5.6
5.6

21.1
21.1
19.7
18.3
18.3
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15.5
15.5
12.7

38
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31
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53.5
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45.1

77.5
70.4
67.6

87.3
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ANALYSIS OF THE MOST CRITICAL ISSUES AND CHALLENGES
From 87 responses that have been recorded, only 83 answers were processed and analysed to know about the
most critical issue(s) and challenge(s) that have to be faced in online teaching during the Covid19 pandemic. From
the 23 listed issues, we will only be discussed on three most critical issues and challenges which has highest
percentage. The most critical issue is unstable Internet connection which is the main component in ensuring that online
class can be conducted successfully where 30.1% agree on this issue. Unstable Internet connection can happen due to
many factors such as network devices problem, low bandwidth or low signal strength in cable line or even a slow DNS
server. 19.3% lecturers agree that the second highest critical issue is having to spend more time in preparing the content
while 15.7% says that their most critical issue is difficulty in monitoring the students’ behavior during online class. It
is no doubt that monitoring students’ behavior during online teaching is not easy since all online teaching participants
were away and isolated from each other. No appropriate and suitable monitoring method, strategy or framework has
been introduced and implemented yet. Figure 2 shows the most critical issues and challenges in online teaching during
Covid-19 pandemic.
Figure 2 The most critical issues and challenges in online teaching during Covid-19 pandemic
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LECTURERS’ ADAPTABILITY IN ONLINE TEACHING
Quickly able to adapt with online teaching is very crucial since students’ education cannot be put in delay just
because of the pandemic break. Since March 2020 when the lockdown order was first implemented until October
2020, the lecturers have eight months’ period to learn new way of teaching and using appropriate tools and
technologies to support their teaching. With that enough long period, 96% of respondents agree that they are able to
adapt with online teaching compared to the first-time online teaching must be implemented. However, only 2% of the
respondents reported that they were unable to adapt with online teaching because they are still having difficulties in
using online tools and technologies. Figure 3 shows a chart of percentage of lecturers who are able to adapt with online
teaching compared to those who are unable to adapt.
Figure 3 Percentage of lecturers able to adapt with online teaching
No
response
2%

Percentage of able to adapt vs unable
to adapt

Unable to
adapt with
online
teaching
2%

Able to adapt
with online
teaching
96%

CONCLUSION AND RECOMMENDATIONS
The results lead to the conclusion that higher education institutions need to provide professional development
for instructors, trainings for learners, and technical support for the content development and delivery of online courses
to address the challenges in online education which can help in enhance the effectiveness of online teaching and
learning. Not forgetting on come out with ways or framework to monitor the students behavior when going through
the online classes.
Improvements need to be made to some key components of education such as lecturers, students and course
content to overcome all issues and challenges that need to be faced by the lecturers. Among the improvements that
can be done for lecturers is that lecturers need to be trained and learn the appropriate methods in changing the course
content so that it is suitable to be adapted in online teaching. According to Niess & Gillow-Wiles (2013), the best
practices recommended for developing content in an online course are a combination of collaborative activities,
reflective activities, clear assessment criteria, and integration of technology. Another effective way for instructors to
appropriately transition their face-to-face courses to online courses and successfully integrate technology into the
online courses is by applying course redesign strategies (Mansureh et al, 2017). Lecturers can also combine existing
teaching skills and creativity with the use the latest equipment and technology to attract students to focus in the online
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classroom. Lecturers should also strive to equip and master the methods of student monitoring recommended by the
institution management.
The institutional management can also help in terms of providing complete facilities to support the success of
online teaching while ensuring that lecturers do not feel the burden in teaching that can affect the quality of teaching.
They also should have the urge to introduce a strategic appropriate student monitoring method to ensure that students
are still focused on learning even if it is done online. What is the most important is that the lecturers are given
appropriate training in dealing with online classes as well as the best method in monitoring student learning so that
they are still able to get the same quality of learning as in face-to-face methods.
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Abstract
Solid waste management problems that occur in rural areas such as communities’ behavior in rural areas affect the
natural environment, where unsatisfactory management of solid waste will cause pollution and in turn disrupt the
socio-economic development of a country. In this regard, the problem that is often faced by residents in rural areas is
how to dispose of solid waste. Therefore, the present study aimed on social and community behavior towards solid
waste management in coastal areas in Bachok, Kelantan. This study would like to examine about social and behavioral
approach, communities and authorities about solid waste management at the rural area. The total number of
respondents is 24 people where a house represents one Head of Household (HoH) and this study uses a qualitative
method as a data collection method. Data will be collected by conducting interview and observation sessions. Further
data on waste management from the authorities and responsible parties will also be obtained by observation and
interview methods. The data will be analyzed using thematic analysis and all data will be collected thus data
triangulation will be done. The results of the study show that the villagers who maintain cleanliness are more likely to
dispose of solid waste in main rubbish bins than the villagers who only rely on the burning and cultivation of solid
waste as a means of disposing of solid waste. However, the placement factor of the house plays a role in the community
in terms of the tendency to dispose of solid waste.
KEYWORDS: Waste management, community, social, behavior, coastal areas

INTRODUCTION
Solid waste management problems that occur in rural areas such as rural areas affect the natural environment, where
unsatisfactory solid waste management will cause pollution and in turn disrupt the socio-economic development of a
country (Wang et al., 2018). In Peninsular Malaysia, an estimated 18,000 tonnes of solid waste is generated in a day
and is expected to increase to over 30,000 tonnes of solid waste per day by 2020 (Jereme et al., 2015). Accordingly,
the rapid growth in population and unplanned development causes the problem of solid waste disposal to increase
(Aslina Ismail & Haliza Abdul Rahman, 2015).
Pollution can be defined in a variety of meanings and has a broader context. Pollution is expressed as a process
in which the spread occurs in various forms and also can cause harm to humans or living organisms that depend on
the natural environment (Reddy & Appannagari, 2018). Studies from western scholars define pollution as a
phenomenon that is closely related to the natural environment (Nagle et al., 2009). Gustave (1988) also states that
pollution is a dangerous thing and pollution is more concentrated in a place. Next in this context, among the pollution
that contributes a lot to the threat of human life and other life such as animals and plants is air pollution. Air pollution
is more exposed to harmful pollutants such as dust, polluted odors, factory fumes or vapors and in turn can interfere
with the quality of life of humans and other living organisms (World Health Organization, 1980). According to Daly
and Zannetti (2007) , this pollution is a form of pollution that involves any non-natural material from the atmosphere
released into the air from anthropogenic, biogenic, or geogenic sources in which this substance has a high
concentration produced in the atmosphere and in turn has a detrimental effect in the short term or long-term.
Based on the Merriam-Webster Dictionary (2004) and the Cambridge Dictionary of Psychology (2009) states that
social is an aspect related to living naturally and building a family in an orderly community while behavior is more
focused on the way a human or an animal behaves in a situation certain. In accordance with the theme of this study
which is the study of environment and psychology, this study is more focused on environmental psychology but under
this field there are also many branches of specialization. Among those related to environmental psychology are the
environment in terms of attitudes, pro-environmental behavior and the deterioration of environmental quality and
these three aspects have a relationship with each other (Kollmuss & Agyeman, 2002). These pro-environmental
behaviors also take into account the importance of the natural and social environment as these behaviors demonstrate
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efforts to reduce the negative impact and impact of human activities on the environment (Fang et al., 2017).
Past studies have also emphasized on the behavioral and social aspects of solid waste management as this topic
plays an important role in identifying and implementing measures to prevent this waste management problem from
becoming more serious. A study conducted by Mihai, Banica and Grozavu (2019) examines the burning of solid waste
in rural or village areas and its impact on air pollution, the environment of the area studied in this study is a community
that adopts uncontrolled solid waste disposal or meaning in other words solid waste is disposed of anywhere or burned
after collection. The results of this study also emphasize on the emissions of gases as a result of incineration carried
out by the community such as Polycyclic Aromatic Hydrocarbon (PAH) which can increase the threat to the health of
the surrounding community and further implementation of better solid waste management is encouraged to avoid this
pollution problem getting serious. Involvement from the authorities is also proposed so that solid waste is collected
and disposed of in a better manner at the landfill.
Next, a study by Mohammad Tahir et al. (2019) comparing between residents in village areas and in residential park
areas in isolating solid waste. This study is more focused on the study of waste composition and isolation that is by
doing isolation and weighing of waste and also segregating waste for recycling. Based on these two areas of study,
the villagers more often do waste segregation especially waste that can be used for recycling either for sale or reuse.
The driving factor that can be studied on the practice of segregation among the villagers is the financial factor because
they more often sell recycled items that have been stored.
Based on previous studies shows the Theory of Planned Behavior (TPB) is often used to study behaviors
including larger numbers such as communities. A study by Pakpour et al. (2014) is a study that applies Theory of
Planned Behavior (TPB) to look at community behavior in managing solid waste from residential areas. The
implementation of this study using TPB theory aims to identify factors related to the behavior of residential solid
waste management and long term used for this study. The results of this study also show that the implementation of
the study based on TPB has an impact on the community in managing solid waste better and due to the knowledge of
solid waste management has been revealed, the community involved in this study shows positive behavior in changing
the way solid waste management. My study also uses Theory of Planned Behavior to identify community behavior
towards solid waste management and disposal, and is not only limited to exposing to solid waste management, but my
research also emphasizes pollution in daily life.
The next component of social and behavioral factors on solid waste management is a study by Simmons and
Fielding (2019) related to psychological expectations in fisheries activities and the purpose of solid waste management
in coastal areas of Indonesia. This study aims to look at the psychology and behavior of the community on solid waste
management and fishing activities and this study uses the Theory of Planned Behavior (TPB) in the survey method
conducted in this study. The results of this study generally show that respondents who have a strong intention to
prevent solid waste from being dumped in coastal areas, are more likely not to commit solid waste disposal in coastal
areas, refrain from solid waste disposal behavior everywhere and have a positive perception to protect coral reefs. In
this study, TPB is used to look at the level of psychology and respondents' intentions towards solid waste management
behavior, but aspects such as the impact on the physical and human environment are not fully emphasized. Therefore,
in my study, the emphasis on these two aspects will be given more attention.
Therefore, the goal of this study is to conduct a study on social and behavioral factors that cause the occurrence
of solid waste pollution in Kelantan by using the Theory of Planned Behavior (TPB) introduced by Ajzen. This
research paper will further discuss the methodology that will be implemented in this study such as data collection
techniques and analysis that will be done together with the results of the study obtained. These will be followed by
the conclusions drawn from the research together with the implications and suggestions for future research on the
social and behavior factors of social communities towards waste management.
METHODS
This study has two main objectives that need to be achieved namely; to identify the social and behavioral factors of
coastal communities towards solid waste pollution and to study the process of solid waste management among coastal
communities. Therefore, qualitative methods are used in this study to see these three important aspects namely social,
behavior and solid waste management process in the community in the study area. A total of 24 respondents were
randomly selected and included in the coastal area of Bachok District. Bachok has four sub-districts located in the
coastal areas, namely Perupok, Melawi, Tawang and Telong. Each residence is also classified as a Head of Household
(HoH). Map of study area as shown in figure 1 below;
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Figure 1: Map of the Bachok District
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Data on social and community behavior, interview sessions will be implemented. Environmental factors especially
the conditions of the residential environment will be done by observation method. The data of the solid waste
management program conducted by the authorities will be implemented by observation and interview methods. Finally
for data analysis, thematic analysis will be used. The data will be collected and data triangulation will be done to
obtain the results of the study and a more comprehensive discussion will be explained in detail. Based on diagram 1,
the data collection and analysis methods will be implemented as follows;
Diagram 1: The Data Collection and Analysis Process

a. Interview session
This study will be conducted in the coastal areas of the Bachok colony and the sub-districts involved and located in
the coastal areas are the districts of Tawang, Perupok, Melawi and Telong. The coastal area of Bachok is also famous
for its tourist attractions as it has a long beach compared to other colonies. Next, this study conducted an interview
session with the villagers and each house represented one Head of Household (HoH). All respondents selected were
random and included each sub-district in the Bachok area and a total of six houses were selected for each sub-district
to be interviewed. The number of respondents selected according to the Head of Household (HoH) is 24 respondents
and each respondent provides the required answers from the interview questions conducted. Interview questions
include questions on the villagers' understanding of pollution and recycling, daily practices in managing solid waste
and facilities provided for solid waste disposal as well as opinions on the residential and village environment.
b. Observation method
Observations were made during the interview session and a researcher will assess the level of cleanliness with an
observation form. This observation form is intended to classify a situation during the residence whether it is in a clean,
moderate or dirty condition. Observations were also carried out at each residence interviewed as many as 24 residences
from each Head of Household (HoH). This observation was done by the researcher who did not participate in the
interview session and subsequently assess the level of cleanliness of the house based on the visit at that time. This
questionnaire was produced with reference to the observation form on Environmental Hygiene and Chaos Scale
(ECCS) generated from the Department of Health. Based on this form, several aspects of hygiene are emphasized
especially outside and indoor areas including the cleanliness of rooms and toilets, aspects of solid waste management
and also the cleanliness of the environment such as odors or pests. In addition, scales from 0 to 3 are used to assess
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cleanliness, such as scale 0 is clean, scale 1 is a little dirty, scale 2 is a bit dirty and scale 3 is very dirty. Therefore,
part of this form has been used as a reference to produce an interview form that will be used in this study.
c. Thematic Analysis
Thematic analysis is a method of analyzing qualitative data. This analysis will be applied to a set of texts namely the
interview transcript. Researchers need to examine carefully to identify common themes such as a topic, ideas and
meaning patterns that appear repeatedly. This study will use thematic analysis to analyze interview data and
questionnaires. Based on the two data of the study, the interviews will be analyzed using thematic analysis while the
results of observations will be used as a measuring stick to the respondents interviewed based on the observation of
the living conditions of the respondents.
RESULTS / FINDINGS
a. Residential Hygiene Analysis
Observations were made to see the level of cleanliness of the residential area based on the hygiene form that has been
produced and then assess the extent of the condition of the residence during the interview and observation sessions.
Based on table 1, the residential areas of the 24 respondents who have been involved with this study have been
classified according to the level of cleanliness of their homes based on the evaluation from the hygiene form. The
level of cleanliness classified is divided into three, namely clean, moderate and dirty. As stated in the methodology of
this study, the aspects emphasized in the aspects of hygiene include outdoor and indoor areas such as the cleanliness
of rooms and toilets, aspects of solid waste management and also the cleanliness of the environment such as odors or
pests.
Table 1: Level of Cleanliness of Respondent Residential Area
Level of Cleanliness
Total Respondent
Clean
3
Moderate
13
Dirty
8
The assessment for each level of cleanliness is seen based on the level of cleanliness from scale 0 to 3 as has been
built in the observation form. The assessment of the respondents' clean homes is to see that the scale that has been
evaluated on their residence does not reach scale 2 which is quite dirty and scale 3 which is very dirty. The clean
respondent's house which is only three houses meets the clean aspect because in terms of cleanliness inside and outside
the house reaches a level of clean and a little dirty, and a little dirty which is meant to have leaves that fall in very
small numbers. In addition, based on the researcher's observation, the number of homes that have a moderate level of
cleanliness is the majority in this study.
With a total of 13 residences categorized as moderate level of cleanliness, the respondents' residences were
evaluated with a scale of 2 which is very dirty because aspects such as cleanliness in the house whether swept or not
are also taken into account. Similarly, the kitchen and food areas where a small part of the house only manages this
food waste by throwing it in the saturation of the house. Similarly with the outdoor environment area, the assessment
is rated as a moderate level looking at the cleanliness of the outside of the house where garbage and leaves are well
managed or not. On scale 2 shows that the rubbish is seen a lot in the residential area of the house including the dry
leaves that are not swept. Through the results of the researcher's observations, most homes obtained a scale of 2 in
terms of cleanliness.
Next, there are 8 residences that are on a dirty scale. The results of the observations show that there is a scale
of 3 which is too dirty or very dirty in each residence, at least one part. Most homes will get a scale of 3 especially in
the outdoor environment where residential areas do not manage solid waste well and there is feces in certain parts of
the respondents' homes. Therefore, scale 3 should be given because the scale 3 option is the option that states the
residential area which is filled with garbage or mud and feces found in the residential area.
b. Thematic Analysis
This analysis combines the two data obtained through observations that use observation forms that evaluate the scale
of residential hygiene and also interviews with the villagers who are respondents to this study. The interview questions
focused on the villagers' understanding of pollution and recycling, daily practices in managing solid waste and the
facilities provided to dispose of solid waste as well as opinions on the residential and village environment. The
researcher looked at each respondent classified as clean, moderate and dirty and then looked at their interviews on the
interview questions that had been implemented. Next, through the differences in the level of cleanliness of each
respondent, some aspects of each interview question and respondents' answers were made as the main topic or theme
for this study. Based on tables 2, 3 and 4, the three levels of cleanliness and themes are divided according to the
respondents' answers based on the interviews that have been conducted.
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Table 2: Clean Categories and Thematic Analysis Themes
Theme
Respondent
Burn waste for disposal
3
Wet waste is dumped into
2
large bins
Wet waste is given to
1
livestock
Plant waste to dispose of
waste
Buy and sell scrap metal,
3
cans, bottles and glass for
recycling
Knowledge of recycling
1
Knowledge of hygiene
1

Percentage
100%
67%
33%
0%
100%

33%
33%

Only three respondents were categorized as clean in this study. Based on table 2, all respondents tend to incinerate
solid waste as a method of disposal. However, on the second theme of wet waste dumped in large bins, two respondents
stated that they dump wet solid waste into large bins as a method of disposal. Next on the third theme, only one
respondent gave solid waste or food waste to livestock. In addition, through the results of interviews with respondents,
they did not choose the method of cultivation as a method of disposal. Based on the theme of recycling, there are two
themes that are emphasized, namely on the understanding and practice of recycling performed by respondents.
Respondents are more likely to practice recycling such as storing and selling recycled items to sellers who come to
the house and buy those items from them. However, although this practice was done by them for a long time, but the
understanding of recycling is still small and only one respondent can explain the practice of recycling. Similarly with
the understanding of hygiene, only one respondent can explain and understand the concept of hygiene well.
Table 3: Moderate Categories and Thematic Analysis Themes
Theme
Respondent
Percentage
Burn waste for disposal
13
100%
Wet waste is dumped into
7
54%
large bins
Wet waste is given to
6
46%
livestock
Plant waste to dispose of
2
15%
waste
Buy and sell scrap metal,
13
100%
cans, bottles and glass for
recycling
Knowledge of recycling
6
46%
Knowledge of hygiene
7
54%
The moderate category is the majority category obtained in this study. Of the 24 respondents selected in this study, a
total of 13 respondents were categorized as moderate through the results of observations made by researchers. Based
on the method of waste disposal performed by the respondents, all respondents tend to burn their solid waste, 7
respondents chose to dispose of solid waste into large garbage bins and 2 respondents planted their waste. The results
of the interviews showed that waste cultivation occurred due to the location of large bins that were too far away and
had to plant solid waste especially wet solid waste into the soil. In addition, wet solid waste such as food waste was
also given to livestock as food to them and a total of 6 respondents. Next on the theme of recycling, there are two
themes that are emphasized, namely on the understanding and practice of recycling done by the respondents.
Respondents are more likely to practice recycling such as storing and selling recycled items to sellers who come to
the house and buy those items from them. Although this practice was done by them for a long time, but the
understanding of recycling is still small and only six respondents can explain the practice of recycling. Similarly, with
the understanding of hygiene, only seven respondents were able to explain and understand the concept of hygiene
well.

38

Table 4: Dirty Categories and Thematic Analysis Themes
Theme
Respondent
Burn waste for disposal
8
Wet waste is dumped into
4
large bins
Wet waste is given to
4
livestock
Plant waste to dispose of
3
waste
Buy and sell scrap metal,
6
cans, bottles and glass for
recycling
Knowledge of recycling
3
Knowledge of hygiene
6

Percentage
100%
50%
50%
38%
75%

38%
75%

The last level of cleanliness is the dirty category which includes 8 respondents based on the results of the researcher's
observations. Based on the method of disposal by the respondents, a total of 8 respondents chose combustion as a
method of disposal, while there were 4 respondents who threw in large bins and 4 respondents who planted solid waste
into the soil. However, there were 4 respondents who gave wet solid waste as food to their livestock. Next on the
theme of recycling, the understanding of recycling is not fully understood by all respondents because only 3
respondents can explain the concept of recycling and in terms of practice, a total of 6 respondents who practice
recycling by selling cans, bottles and glass to buyers scrap metal. The understanding of hygiene is only 6 respondents.
c. Disscussion
The results show that the difference in the level of cleanliness of the residential area does not give a significant
difference in the practices and behavior of residents on solid waste management. This is because the community in
the village area is more likely to burn their solid waste especially solid waste such as dried leaves. Therefore, all
respondents interviewed chose to burn their solid waste because it is the easiest way for them to dispose of dry leaves,
including plastic. The results of studies from Mihai, Banica and Grozavu (2019) show that in the Vanatori Neamt area,
Romania there is a burning of solid waste from residential areas amounting to almost 2 tons. Studies from Mihai,
Banica and Grozavu (2019) also state that rural areas that do not have facilities in terms of solid waste collection cause
the problem of massive solid waste burning occurs.
Even from the point of view of solid waste disposal into large bins, the percentage rate indicates a rate of not
less than 50%. Although there are differences in terms of residential hygiene, respondents from each category will
throw their solid waste into large bins. This is because based on the interviews conducted with the respondents, solid
waste that is too dirty and can not be burned or stored such as baby diapers, waste and food containers should be
thrown into large bins. Similarly, the amount of solid waste given to livestock reaches the amount from 33% to 50%.
This total percentage also indicates that some of the communities that have livestock such as chickens, goats, and
ducks will give their food waste to their livestock.
However, in terms of solid waste cultivation as a means of solid waste disposal, there is a difference between
clean, moderate and dirty categories. Respondents from the clean category do not have a tendency to cultivate their
solid waste, instead they are more likely to burn, give to livestock and throw in large bins. On the other hand, the
moderate and dirty categories have a tendency to grow their solid waste. The moderate category recorded a percentage
of 15% and the dirty category was 38%. This amount is small and only a small part of the community cultivate solid
waste, yet the solid waste planted is wet solid waste such as surplus from kitchen and food waste. In addition, based
on the interviews conducted also showed that solid waste cultivation occurs due to bins too far and the respondents
themselves find it difficult to bring solid waste to bins due to certain constraints such as small vehicles and relatively
large amount of solid waste.
Further on the knowledge and practice of recycling shows a relatively high percentage. Villagers are more
likely to store glass bottles, plastic bottles and scrap metal because there are buyers who will buy scrap metal and
collect bottles from house to house to buy the goods from the owners who collect the materials. The total percentage
for each category on the collection of recycled goods for the clean and moderate category is 100% while the dirty
category is 75%. This high percentage indicates that the majority of respondents practice the collection of recycled
goods for sale and the impetus to this practice is to get sales proceeds as their pocket money to get necessities and
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other uses. As the study conducted by Mohammad Tahir et al. (2019), villagers are more likely to do solid waste
segregation and financial factors are one of the motivating factors of villagers to do solid waste segregation.
Next part which is about knowledge about recycling and knowledge about hygiene recorded a moderate
percentage amount. The clean category achieved a percentage of 33% for both divisions, while the moderate category,
knowledge of recycling recorded 46% and knowledge of hygiene 54%. The dirty category recorded the highest
knowledge of hygiene at 75% and knowledge of recycling at 38%. The number indicates that respondents' knowledge
of recycling is low but recycling practices are still practiced.

d. Conclusion
Overall, based on the practice and knowledge of the community in the coastal area in Bachok this shows that solid
waste management is more likely to be disposed of by combustion. In addition, the practice of solid waste disposal
occurs due to the constraints of infrastructure facilities and finally in a more effective way then incineration is one of
the main means used by the community in the coastal area of Bachok. Authorities need to take action in managing
solid waste because only large rubbish bin facilities in the coastal area are provided but garbage trucks passing through
the village area have no collection done in their residential areas. This problem can also be overcome not only by
providing large garbage bins or collecting in residential areas, but awareness programs or campaigns on the promotion
of recycling practices under the control of the authorities is one of the effective ways to encourage villagers to recycle
and help the community. delve into recycling practices while helping to generate income for buyers of scrap metal
and plastic bottles around the village area.
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Abstract
Code switching is a widespread phenomenon among the bilingual or multilingual speakers in Malaysia in different
domains. In the ESL classroom, the multilingual learners engaged code switching as a learning strategy to maintain
the interactions. This study focuses on the learners’ use of code switching in the multilingual ESL classrooms. It aims
to investigate the reasons to code switch, the domain language, the frequency and to investigate learners’ perception
on the use of code switching in the ESL classroom. Quantitative research approach was used to collect the data via a
set of questionnaire which was adopted from Nik Mastura Nik Ismail Azlan (2011). The questionnaire consisted of
13-items and divided into five different sections to gather data on demography, domain language, respondents’
perception, frequency, and reasons for code switching. The questionnaires were administered to 125 respondents from
seven community colleges in Sabah Malaysia. The data obtained were analysed using SPSS 24.0 and presented in
Mean and Percentages. The results indicated that the reason “To emphasise a point” had the highest mean score
(m=6.7920) and Sabah Malay dialect was the domain language used in code switching. 64 respondents (51.2%)
admitted that they ‘sometimes’ code switched in the classroom due to English vocabulary constraint. 70 % respondents
had a positive perception regarding the use of code switching in the classroom. Code switching was used as an
interaction strategy among the community college students in Sabah. Further research may explore the functions of
CS engaged by the multilingual speakers of ESL in Sabah.
Keywords: code switching, multilingual learners, ESL classroom, Sabah Malay dialect

Introduction
The phenomenon of code switching is widely observed in second-or foreign-language classrooms, particularly
in multilingual communities. Code switching is inevitable aftermath of multilingual speakers interacting. Researchers
like (Auer, 2002; Nation, 2003; Myers-Scotton, 1989) relate code switching as a social and cognitive behaviour that
is frequently found in multilingual mental activities. Under certain circumstances, CS is used by the multilingual as
an alternative communication strategy. CS among multilingual speakers typically follows common patterns and
executes communicative functions.
Code switching is a linguistic phenomenon associated with bilingual and multilingual learners, which is the
subject of constant debate between linguists, educators and policy makers. Myers (2008) refers to the switching code
as 'a linguistic term commonly used when second-language learners (L2) include elements of their mother tongue in
their speech' (p. 43). Milroy and Muysken (1995) define code switching as 'alternative bilingual use of two or more
languages in the same conversation' (p. 7). According to Gumperz (1982), code switching is 'a juxtaposition of
passages of speech belonging to different grammatical systems or subsystems within the same speech exchange' (p.
59). Code switching research is invariably plagued by problems of terminological confusion. There is no consensus
among researchers on the use of different language contact terminology (Bullock & Toribio, 2009). Terms such as
code switching, code mixing, code alternation and borrowing are used in a variety of ways by different researchers
(Boztepe, 2005; Milroy & Muysken, 1995). The definitions of these linguistic phenomena are subjective and
dependent on individual preferences. However, the lack of consistency in the explanation of the related terminology
has been a source of unnecessary confusion (Boztepe, 2005).
The multilingual community of Sabah is characterised by their different linguistic backgrounds and cultures,
even promoted by several social factors. Through time, the interethnic marriages between Sabahans have led to
multilingualism, speaking more than two languages such as Dusun and Kadazan dialect or Dusun and Murut.
Therefore, speakers are exposed to various speech communities in natural settings (Jegede, 2011). Mixed marriages
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between native Sabahans and Chinese immigrants permit the native Sabahans to learn and use Chinese dialects such
as Mandarin, Hakka, and Cantonese. To date, many native Sabahans speak Dusun, Kadazan, Chinese dialects as well
as the Sabah Malay dialect. This speech community is known as Sino Kadazan or Dusun. The interethnic marriage
features to multilingualism and code switching (CS) phenomenon in Sabah. A majority of the multilingual people in
Sabah use code switching (CS) as the primary discourse strategy to communicate among themselves for diverse
purposes and settings. It becomes an alternative language to communicate among the communities (Milroy and
Muysken, 1995).
Meanwhile, the acquisition of other languages also occurs by the sharing of educational opportunities in Sabah.
To date, many non-Chinese parents choose to send their children to study in Chinese schools from the pre-school level
in primary school and the secondary school. For instance, many Kadazandusun parents prefer to send their children
to Chinese schools as they have acknowledged the importance and advantages of being able to speak in Mandarin.
This educational endeavour provides children with an opportunity to learn the Mandarin as an additional language
apart from their mother tongue, the Sabah Malay dialect (SMD), and English. Some researchers argue that further
studies on code switching in English as a second language classrooms should be conducted to explain code switching
in language classrooms setting (Alenezi, 2010 and Al-Rowais, 2012).
The occurrence of CS in the English as a second language (ESL) classroom has begun to receive attention as
another particular compelling interest in research (Bashir & Naveed, 2015 & Pei-Shi, 2012). As in the ESL
environment, the multilingual Community College students in Sabah produce many code discrepancies in
communication. As witnessed by the researcher, the Community College students use a variety of languages in the
classroom, which reflects their ethnicity and cultural identity. The mother tongue and the SMD are both usual
languages used in interaction. For the majority of the Community College students, the English language stands as
their third language and not a second language, as stipulated in the education policy. Multilingualism is a unique trait
from these students to code switch frequently in speech. In some way, CS bonds them to interact on each other in a
comfortable pace of preference. Various studies have been conducted to provide evidence of the role of code switching
in facilitating communication among students in ESL classrooms (Azlan & Narasuman, 2013; Das, 2012; Fachriyah,
2017; Muthusamy, 2010; Nordin, Ali, Zubir, & Sadjirin, 2013). The CS occurrence in Community College, an ESL
classroom setting, is another new exciting context of research for sociolinguistic studies. With this awareness and
based on the previous investigation, with innumerable researches done, this research attempts to study the occurrence
of code switching in classroom interaction among students of the Community College in Sabah.
Therefore, this study attempts to comprehend the occurrence of code switching in classroom interaction
among students and to document their perceptions towards the phenomenon. The specific objectives of this study
are:
1. To identify the reasons for code switching among students
2. To determine the domain language used in code switching engaged by the students
3. To find out the frequency of code switching in the ESL classroom
4. To find out the students’ perceptions of the use of code switching in the ESL classroom
Pedagogical Functions of Code switching in the classroom
CS is supposed to perform a pedagogical function when it increases students’ language and content acquisition
and contributes to cognitive improvement. For example, code switching may be used within classrooms when a new
subject matter arises, and it is used to make this understandable to students. In these situations, code switching is more
lesson-driven than language-motivated (Metila, 2009).
Pedagogically, in ESL classrooms, CS can be used for a variety of reasons (Cahyani, de Courcy, & Barnett,
2018; Ibrahim, Shah, and Armia, 2013; Momenian and Samar, 2011), including those that can be described as social
and cognitive. On a social level, learners may try to accomplish the task collaboratively. Using the first language as a
facilitating means enables learners to collaboratively gain access to second language forms and find senses that would
be unattainable through the unique and individual practice of the second language (Moghadam, Samad, & Shahraki,
2012).
On a cognitive level, learners try to supply each other with strategies to complete all their learning activities;
they may employ their first language to enhance understanding or expediency. These include maintaining each other’s
interest in the task, developing strategies to complete the task and discussing approaches to solving problems (BretonCarbonneau and Thomas, 2012). In other words, CS has some benefits for second language learners; it provides them
with the chance to fully understand the content of the task through the medium of their first language before they
perform the task in English. For instance, for meaning-focused tasks such as understanding vocabulary and grammar,
not only do learners have to focus on what to say or what is being said, they also have to focus on how to say it or how
it is being said. Hence, these kinds of pedagogical functions are described by (Jiang, García, & Willis, 2014) as equality
and conflict control. Equality is a technique that students use to find the equivalent of the unfamiliar vocabulary of the
target language in the speakers’ first language to overcome the deficiency in language competence in the second
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language. As such this is collected in the current data that the students used CS to find meanings of unknown words.
With conflict control, students perform CS to avoid any misunderstanding when the precise meaning of a word
is not known. In the current data, an example of this: although a student perceived the concept under discussion, he
was unfamiliar with the actual English term. The student switched from the English term to the mother tongue by
asking another student about the unfamiliar items.
Communicative Functions of code switching in the classroom
Another function of code switching is the discourse mode of communicative function. This function allows
speakers to express themselves and present pragmatic meaning, Romaine (1989). Amongst the various proponents of
code switching in the classroom, Sampson (2011) claimed that bilingual students’ CS should not be automatically
considered as a manifestation of a lack of language proficiency, rather it may be that the students are operating within
the complex systems of the two languages in order to fulfil an absolute communicative end.
For instance, code switching for communicative functions such as topic/question alteration, emphasis, and
clarification may be an approach that reflects learners’ communicative competence in the classroom. “Code switching
should be understood as a tool for cognitive development and as a skill used to achieve communicative goals” (Reyes,
2004). These kinds of communicative functions are described by Sampson (2011) as a reiteration and floor holding.
Reiteration, which Eldridge (1996) suggested, is where “messages are reinforced, emphasised, or clarified where the
message has already been transmitted in one code, but not understood” (p.305). This means students try to emphasise
a conveyed message that has been transmitted in the target language by repeating the message in their mother tongue
to ensure that it is understood that in the current data, the observed students used CS to emphasise a message. Another
strategy is floor holding. This is utilised by students during conversations in the target language (TL) whereby words
from their first language used in order to maintain confidence in a conversation.
In addition, the communication functions of CS in the classroom also facilitate the comprehension of difficult
topics and ensure classroom interaction between the students. Being labelled as “code switching for curriculum
access” (Ferguson, 2003, p. 39) or “code switching for equivalence”, this strategy facilitates the comprehension of the
lesson mainly when the second language is the medium of instruction of certain subjects. The first language is a
prerequisite to ensure students’ comprehension of the lessons and to enhance participation in the classroom, especially
if the students’ proficiency in the second language is low.
Social Functions of code switching in the classroom
Other functions of code switching performed by learners in the classroom are social functions like CS may
facilitate relationships between members of different language communities. This is due to learners’ respective
cultures; the words may not carry the same value, status, and functions (Skiba, 1997). Moreover, the use of more than
one language, first language, and second language in the classroom allows learners to re-define the learning context
and the language learners’ identity (Moore, 2002). In other words, the classroom becomes a holistic environment
where the students’ identities can emerge and be accepted, and this can make a positive contribution to the learning
context.
Once participants view the classroom as a community of practice in which code switching is considered a
legitimate practice, it becomes one of the activities shared by the members of that community Baker (2011) & Skiba
(1997). This implies that it involves practice, ways of doing, and approaching things that are shared to some significant
extent among members, thus this can enhance the social element of the classroom. As such, CS functions to
communicate friendship, to ease tension and add humour into a conversation, Baker (2011). In this regard, students
can signal friendship and solidarity by using the addressee’s first language. CS, therefore, can be used by students as
a way to be friendly with each other. Thus, code switching serves pedagogical, communicative and social functions
in the classroom, which embody the current research.
Despite the accounts outlined above, some scholars do not even consider code switching in the second and
foreign language classroom as proper CS, and instead dismiss it as “incompetence code switching” and that students
use it due to their low achievement in the language other researchers contend that CS is a natural consequence of
language contact and students employ it for many reasons to assist their learning. Nevertheless, others argue that
students use code switching for translation purposes. Some suggest that CS for translation is a preferred strategy for
the majority of students (Metila, 2009).
Methodology
The participants for this research are students from seven community colleges Sabah. They were selected based on
purposive sampling. In purposive sampling, the researchers intentionally select the participants who are expected to
provide the required data for a particular study (Creswell, 2014). Only semester one students in December 2018 session
intake were chosen as the respondents. The students were taking Communicative English course in semester one of
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their study. Hence, they were expected to speak in English during classroom interaction among themselves and the
lecturers. The code switching occurrences in classroom interaction among the participants are the central phenomenon
in this research. There were 125 respondents involved in this study aged 19 to 22. They are from various indigenous
communities in Sabah and studying in different certificate programmes.
Quantitative research method was applied in this study. A set of questionnaire was administered to obtain the
quantitative data. The questionnaire was adopted from Nik Mastura Nik Ismail Azlan (2011). It consisted of 13-items
and divided into five different sections to gather data on demography, domain language, respondents’ perception,
frequency, and reasons for code switching. The researcher had adopted the questionnaire and changed the language
options in Section B, for item number 1 to number 6 to suit the purpose of this research. The language options were
English, Kadazandusun, Sabah Malay Dialect, Standard Malay, Mandarin, and others. The items from number 7 to 13
were remained without any changes. The questionnaires were administered to 125 respondents from seven community
colleges in Sabah Malaysia. The data obtained were analysed using Statistical Package for Social Sciences version 24
(SPSS 24.0) and tabulated in percentages and mean scores to illustrate the results.
Analysis
Section A: Demographics
Section B: Language use in the
classroom
Section C: Perceptions of code switching
Section D: Frequency of code switching
Section E: Reasons for code switching

Statistical Tool
Descriptive Statistics, Crosstabs
Descriptive Statistics, Frequencies
Descriptive Statistics, Frequencies
Descriptive Statistics, Frequencies
Descriptive Statistics, Descriptive

Table 1: Subheadings of the Results
Results and Discussions
Respondents’ gender
Gender
Frequency Percentage
Female
73
58.4%
Male
52
41.6%
Total
125
100.0%
Table 2: Respondents’ gender
Table 2 shows that the majority of the participants are females constituting a total of 58.4%. Males constitute in a
small minority, with several 52 participants, which represents 41.6%. The highest rate of female respondents compared
to that of males indicated the high population of female students in most programmes and courses in Community
College such as culinary, tourism, agro-technology, hospitality, computer, and business studies offered at Community
Colleges. Accordingly, gender distinction is a crucial element in any research investigation as it helps to find out
individual differences and different ways of using CS in multilingual ESL classrooms. However, the limited number
of males in the sample does not interfere with the research in revealing the role and effects of CS in the classroom
interaction among Community College students in Sabah.
Respondents’ age
Age
18 - 23 years
old
24 - 30 years
old
31 above
19 years old
Total

Frequency
120

Percentage
96.0%

2

1.6%

2
1.6%
1
.8%
125
100.0%
Table 3: Respondents’ age
The respondents are ranging from 19 to 31 years old, with the majority being 18 to 23 years old 120 learners (96%)
were at this age. It should be borne in mind that the minimum age to enroll in Community Colleges is 18 years old
and above after they have completed Form 5 with a pass in Sijil Pelajaran Malaysia (SPM). Only 2 respondents (1.6%)
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were aged 24 to 30 years old, followed by 2 respondents (1.6) aged 31 years old. In the last row, only 1 respondent
(0.8) was 19 years old. Due to the demand and the need to communicate with classmates and instructors in the
classroom, the learners were applying their rich verbal repertoire to save the situation by avoiding any communication
breakdown.
Respondents’ ethnic
Ethnic
Kadazandusun
Bajau
Malay
Bisaya
Tidung
Sungai

Frequency
60
14
9
6
5
5

Percentage
48.0%
11.2%
7.2%
4.8%
4.0%
4.0%

Suluk

4

3.2%

Murut
Ubian
Kadayan

3
2
2

1.6%
1.6%
1.6%

Chinese
Indian
Rungus
Total

2
2
1
125

1.6%
1.6%
0.8%
100.0

Table 4: Respondents’ ethnic
As depicted in table 4, a total number of 60 respondents involved in this research were from the Kadazandusun
ethnicity, 48% of the 125 respondents. Kadazandusun ethnic is the most significant number of population in Sabah
and Community Colleges in Sabah. After the Kadazandusun ethnic, the Bajau ranked as the second-highest number
of respondents, accounting for 11.2 % or 14 respondents out of 125. This is followed by Malay (7.2%). Meanwhile,
there were also a small number of respondents representing the other ethnic groups such as Tidung equals to (4%),
Bisaya (4.8%), Murut (2.4%), Suluk (3.2%), Ubian (1.6%), Sungai (4.0%), Kadayan (1.6%) and Chinese (1.6%). The
lowest in rank is Rungus (0.8%). Moreover, two Indian students represented 1.6% of the overall number of
respondents.
Reasons to code switch in classroom
Ranking
1
2
3
4
5
6
7
8
9
10

Reasons
N
To emphasise a point
125
To attract attention
125
To show identity with a group
125
Pragmatic reasons
125
To address a different audience
125
Habitual experience
125
Semantic significance
125
The mood of the Speaker
125
Lack of Register
125
Lack of Facility
125
Valid N (listwise)
Table 5: Reasons to code switch

Mean
6.79
6.14
6.10
6.08
5.87
5.50
4.96
4.76
4.68
4.16

Table 5, shows the descriptive analysis of Section E of the questionnaire, which revealed respondents’ ranking of ten
reasons for code-switching. Concerning Table 5, the reasons are ranked in ascending order from the highest mean
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score for the lowest mean score. It was found that the reason “To emphasise a point” had the highest mean score
(m=6.7920). CS is one of the strategies that the respondents use to seek help and clarifications when they do not
understand. The respondents did code switch to stress a particular statement, issue or point to make other people
understand clearly. Other than using CS to emphasise a point, respondents also code switch to attract attention as the
mean score obtained m=6.1440. Another frequent to code switch with the mean score m=6.1040 is “To show identity
with a group” The respondents feel better to express themselves with a group using the language that everyone knows
as an interaction. While in the fourth position, with the mean score m=6.0800, is the pragmatic reasons. The reason
“To address a different audience” is 5.8720 mean scores, whereas habitual experience is only 5.5040 mean scores.
However, the learners ranked the reason “Semantic significance” as the fourth lowest mean score (m=4.9600) that the
learners could not find a word as the same meaning as other languages. They use CS as an alternative technique to
express meaning. Besides that, the reason to code switch is according to the mood of the speaker rated as m=4.7680.
Furthermore, the reason to code switch due to lack of registers is also among the small number of respondents with
the mean score m=4.6800. On the contrary, the smallest mean score is the reason “Lack of facility” with m=4.1680.
Code switching provides an alternative means of delivering messages among the students. For those who are
unable to utter in full English sentences, they have taken an effort to code switch in the Sabah Malay dialect in order
to seek help and clarifications. Besides that, the students do CS to stress a piece of crucial information to the instructors
for better clarification and justification of ideas. This finding is similar to what has been mentioned by (Gal, 1979).
The students feel better to express themselves with a group using the language that everyone knows and uses well in
communication. Code switching provides them with an opportunity to deliver their ideas and thoughts with a
determined self-confidence. Besides that, the students use CS to raise attention in a particular issue of conversation
like they do code switch in order to be accepted and attracted by their classmates, instructors and the people within
the group. A similar reason has been stated in the studies by Azlan and Narasuman (2013) and Sert (2005). In addition,
they often switch to Sabah Malay dialect words to replace the English word that they are unable to express and think
of. By applying such technique, they could maintain the conversation and hold the listener’s attention on their topic
of conversation. It is an alteration to express the meaning. The same finding is obviously concurrent with the studies
by (Coupland, 2016; Gal, 1979). Several factors influence the choice of a particular code such as solidarity,
accommodation to listeners, choice of topic and perceived social and cultural distance (Malik, 1994 and Makulloluwa,
2013).
The domain language use in code switching in the classroom
Questions

English Kadazandusun Sabah Standard Mandarin Others Total
(%)
(%)
Malay
Malay
(%)
(%) (%)
Dialect
(%)
(%)

Q1: What are
the
languages
3.2
that you use
most
frequently?
Q2: What is
the
designated
language of
13.6
instruction in
the majority
of your
classes?
Q3: What is
the language
you most
frequently
16.8
use to
communicate
with your
classmates in

12

*68

14.4

0.8

1.6

100

0.8

*55.2

30.4

-

-

100

9.6

*65.6

8.0

-

-

100
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your English
class?
Q4: What is
the language
that the
instructor
uses most of
the time?
Q5: What is
the language
that you use
most of the
time when
talking to
your
instructor in
this class?

*48.8

0.8

24.8

4.8

37.6

*37.6

32.0

-

0.8

100

32.0

-

0.8

100

Table 6: The domain language use in code switching
Table 6 displays the breakdown of languages that mostly spoken by a majority of the respondents for different purposes
of interaction. 68% of the learners prefer to use the SMD when they interact in daily conversation. The SMD is the
most frequently used language spoken among respondents after their mother tongue. It becomes the language of
communication and interaction among ethnics in all social settings, including in an ESL classroom. The SMD also
functions as a Lingua Franca for Sabahans that it is the language for communication and interaction between ethnic
groups and communities, including the immigrants in Sabah. Its intelligibility enables the diverse indigenous people
of Sabah to communicate efficiently in various social settings. Meanwhile, 14.4% of the learners choose to speak
Standard Malay as their second most frequent language for interaction. They share similarity between the SM and the
SMD aspects that foster the use of SM spontaneously in the interaction among the respondents. There are 12% out of
125 of the respondents speak in their mother tongue which is the Kadazandusun dialect while communicating among
themselves. The multilingual respondents prefer to speak in Kadazandusun dialect when they are among the same
ethnic group. Table 6 also indicates that only 3.2% of respondents used English when interacting among themselves.
The less spoken languages other than English are Mandarin and other local dialects in Sabah.
On the other hand, Table 6 also presents the designated language of instruction in the majority of the classes
in the Community College in Sabah. There are seven Community Colleges involved in this research, and each
Community College offers different programmes at the certificate level, including Tourism, Hospitality, Culinary,
Automotive, Agro-technology, Electrical, Welding and Computer programmes. Based on the curriculum of each
programme, the courses are conducted in two languages, Malay and English. The results in Table 6 revealed that the
SMD is reported as the highest percentage with 55.2%, as the designated language of interaction in the majority of the
classes in the Community College in Sabah. The Standard Malay recorded 30.4% as the second-highest designated
language. 13.6% of respondents have reported that English is used as a designated language of interaction in the
majority of their classes, that this indicates that most lecturers prefer to use either the SMD or SM rather an English
language in conducting the teaching and learning in the majority of the classes in the Community College. The
Kadazandusun dialect is rarely used in interaction the classes, which is only 0.8%.
Table 6 depicts the breakdown of the results, mainly the language that respondents most frequently use to
communicate with their classmates in the English class. A majority of the Community College students speak in the
SMD to communicate among themselves during the English class. The result indicated that the Sabah Malay dialect
has been consistently higher as the most frequently used to communicate in English class among the respondents.
During English lessons, the respondents must speak in English. However, the result has revealed that only 16.8% of
the learners use the English language to communicate with their classmates. 9.6% out of 125 respondents have
preferred to speak in their mother tongue (Kadazandusun dialect) to communicate with the classmates, especially with
the same ethnic community, Kadazandusun dialect. Only 8% of the respondents use the Standard Malay to
communicate among themselves during English class. In light of the results of the statistical analysis, it is concluded
that the majority of the Community College students use SMD to communicate in the classroom. Instead of ending
the conversation or taking time to search the right words in English, they find it is useful to employ another language
they know to grant natural communication.
It is apparent in Table 6 that the English language is the most dominant language used by the instructors in the
classroom with a rate of 48.8%. The English lecturers have employed the English language in conducting the teaching
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and learning throughout the lesson in the classroom. The SMD is the second highest with 37.6% as responded by the
respondents. Some lecturers do use SMD while teaching English to accommodate the learners' needs. The lecturers
also employ the SM during the English lessons. Table 6 presented the Standard Malay as the third-highest rate with
32% as the dominant language used in the classroom among the instructors. Meanwhile, Kadazandusun dialect and
other languages are hardly used by the lecturers while in the English classroom.
Meanwhile, most of the respondents have employed the Sabah Malay dialect when talking to their instructors
in the English classroom. 37.6% of the respondents use the SMD in oral communication with the lecturers. The
Standard Malay had been consistently the second most frequently used by respondents with 32%. The linguistic
similarity of the SMD and SM enable respondents to use both languages. On the contrary, only 24.8% of the
respondents have used English when talking to their lecturers in the English classroom. The Kadazandusun dialect is
the lowest with 0.4%, followed by other languages 0.8%. In a consensus, the SMD is the most dominant language
used by the Community College students in Sabah. The respondents prefer to use other languages due to lack of
vocabulary to speak appropriately and purely in English, especially when talking to the lecturers.
Frequency of code switching
Frequency of code switching in the classroom
Frequency
Frequency
Percentage
Sometimes
64
51.2%
Always
44
35.2%
Frequently
15
12.0%
Never
2
1.6%
Total
125
100.0
Table 7: Frequency of code switching in the classroom
51.2% of the respondents mentioned that they only code-switched “sometimes”. They spoke limited English in ESL
classroom and used the Sabah Malay dialect most in their interaction with their classmates. The results in table 7
depict that only 35.2% of the respondents have admitted to code switch always, 12% code switched frequently and
the remaining 2 respondents confessed that they never practised code switching in the classroom and spoken other
preferred languages such as the Sabah Malay dialect and Kadazandusun dialect.
Frequency of code switching when speaking with friends
Frequency
Frequency
Percentage
Sometimes
62
49.6%
Always
33
26.4%
Frequently
21
16.8%
Never
9
7.2%
Total
125
100.0
Table 8: Frequency of code switching when speaking with friends
By referring to Table 8, 49.6% of the respondents were sometimes used CS when speaking with their friends in class.
However, 26.4% of the respondents always switched languages in the ESL classroom to interact with friends. Besides,
16.8% stated that they frequently code switch to other languages to communicate with their friends in the classroom.
Thus, even with different rates, all the respondents confirmed their use of CS when talking with one another in English.
Frequency of code switching when speaking to instructors
Frequency
Frequency
Percentage
Sometimes
70
56.0%
Always
25
20.0%
Frequently
22
17.6%
Never
8
6.4%
Total
125
100.0
Table 9: Frequency of code switching when speaking to instructors
Based on the results in Table 9, 70 respondents (56%) confessed that they sometimes practised CS when speaking
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with their instructors in the class. Interestingly, out of 125 respondents, 25 respondents (20%) had always been CS
when communicating with the instructors. However, 22 respondents (17.6%) said that they did frequently code switch
and the remaining 8 respondents (6.4%) did not code switch when interacting with their instructors in the classroom.
Students’ perceptions on the use of code switching in the classroom
Effects of code switching on the use of English
Options
Frequency
Percentage
Agree
82
65.6%
Strongly agree
26
20.8%
Disagree
14
11.25
Strongly
3
2.4%
disagree
Total
125
100.0
Table 10: Effects of code switching on the use of English language
Table 10 indicates that a majority of the respondents (65.6%) agree that code switching will affect their use of English.
A total of 26 respondents (20.8%) strongly agree on the effect of CS in their use of English. Meanwhile, only 14
respondents disagree (11.2%), and only 3 respondents (2.4%) strongly disagree that the use of CS will affect their use
of English. The respondents are concerned about the effect of code switching on their English language proficiency.
More than half of the students have agreed on this motion and expressed their concern that CS might affect their
development of English proficiency. It is supported by their opinion that they would be a good speaker of English if
they practice speaking English more. However, some students have responded that code switching is a typical
incidence because the SMD, Standard Malay and mother tongue are their dominant spoken languages.
Effects of code switching towards English language proficiency
Options
Frequency
Percentage
Strongly Agree
30
24.0%
Agree
79
63.2%
Disagree
16
12.8%
Total
125
100.0
Table 11: effects of code switching towards English language proficiency
The results presented in Table 11 indicate that 79 respondents (63.2%) have chosen “agree” and expressed their
concern with the effect of CS might have on their use of English. It is followed by 24.0% who strongly agree with the
statement given. A total of 30 respondents are very concerned about the effect of CS on the development of their
English proficiency. Out of 125 respondents, 16 respondents (12.8%) disagree about the issues as CS is a typical
incidence because SMD, SM and mother tongue are their dominant spoken languages.
Effectiveness of code switching in the classroom
Options
Frequency
Percentage
Strongly Agree
38
30.4%
Agree
73
58.4%
Disagree
14
11.2%
Total
125
100.0
Table 12: Effectiveness of code switching in the classroom
58.4% of the respondents have agreed that CS is useful in the classroom, especially during the English language class
because it helps them to comprehend better and make specific terms understood clearer if they are explained in Malay.
The remaining 38 respondents (30.4%) who strongly agree believe that code switching plays a substantial role in the
multilingual classroom. Out of 14 or 11.2% from 125 respondents disagree and they believe that CS has limited
necessity in the classroom. All the respondents have provided their perceptions on the use of CS in the ESL classroom.
The perceptions obtained from the respondents may vary based on their linguistic background, environment, and other
socioeconomic backgrounds. Most of the Community College students come to an agreement that CS is sufficient to
be used in the ESL classroom.
A majority of the students have agreed that code switching is useful in the classroom, especially during English
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class because it helps them to understand better and make specific terms understood clearer if they are explained in
Malay. Nevertheless, some students have disagreed because they believe that code switching is having limited
necessity in the classroom. Every single learner has provided different answers as a reflection of their perceptions on
the use of code switching in the ESL classrooms. The perceptions obtained from the students may vary based on their
linguistic background, environment, and other socioeconomic backgrounds. A majority of the respondents have agreed
that code switching is practical to be used as an interaction tool in the ESL classroom.
Implication and further research
As it is shown previously in the discussion of the results, the ESL students have agreed that code switching is
an effective way to generate more speaking in the classroom as it helps them to keep the flow of conversation. Hence,
code switching can be adopted and tolerated as a communication strategy to achieve a better performance in
multilingual ESL classrooms, especially in the Community College. According to Horasan (2014), code switching
can be seen and even be taught as a communicative strategy since it is not related to the students’ proficiency level,
but it just implies communicative functions in classroom interaction. This shall not be abandoned at all, especially in
a multilingual ESL classroom. The first suggestion for future research is to replicate this study by investigating the
use of code switching as a strategy to better communicate with multilingual ESL classrooms using other research
methods such as experimenting with an experimental and control group. Additionally, this investigation can be
replicated with large sample size or to reproduce this study to be conducted in secondary classes in Sabah.
Conclusion
The main aim behind conducting this study is to shed light on the possibility of incorporating code switching
as an effective interaction strategy to increase the Community College students’ communication in ESL classroom
interaction. This investigation also aims at showing the benefits of CS as a communicative and learning strategy to
develop a classroom speaking discourse as it allows the students to speak and upholding an excellent oral performance
in ESL classroom interaction. Moreover, it helps them to compensate for their language barriers and inability to convey
meaning in the target language, which may impact the process of preserving a natural conversation inside the
classroom.
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Abstract
Mobile internet has become ubiquitous to our life, thanks to the continuous advancement in accessibility. Nowadays,
most digital gadgets and services can be indulged in native languages that previously exclusive in English. However,
the improved accessibility enabled most young Malaysians to immerse themselves into social media through
smartphone usage irrelevant of the lingua franca of computing – English. This could further limit English usage and
learning for adolescents to classroom and academic usage as more daily life activities is been done using native
language. Based on the potential scenario, this study focuses on the impact of social media usage frequency and their
preferred language on lower secondary students’ English grade. The research was done using a mixed-method
approach and data were collected through a survey questionnaire that was given to a total number of 60 students. From
the same pool of samples, 11 students were selected for in-depth interview to understand the reasoning and their online
behaviour especially on social media. Initial results showed that the students mostly use their mother tongue while
using social media. Further analysis also shown that there is a weak correlation between the frequency of social media
usage and their English exam grades. This study will also provide an insight of secondary school students’ social
media usage and their opinion on appropriate smartphone usage which may be referenced in future studies whether it
has any relationship with students’ English language grades.
Keywords: Social media, Secondary school, Students, English language, English grade

Introduction
Young Malaysians (age below 20) own a smartphone regardless of urban or rural areas and they spend a huge amount
of time online (Perspective Strategies & AIA, 2015; MCMC, 2018). According to the Internet Users Survey 2020 by
Malaysian Communications and Multimedia Commissions (MCMC), 47% of children age 5 to 17 use Internet in their
daily life, which shows an increment compared to only 28.5% in 2018. Previous research shows that most students
spend most of their time online on social networking sites or gaming instead of learning or educational purposes
(Lekawael, 2017). According to Youth Perspective (2015), 93% of their 2000 young Malaysian participants go online
daily and more than half are constantly online at least 5 hours a day. In fact, computers, smartphones ownership, and
household internet connectivity rates have increased the internet use among secondary school students (Chen, Hsiao,
Chern & Chen, 2014, as cited by Chang et. al, 2017). Online is almost symbolic to them and the dominant social media
/ instant messaging system for emerging countries such as Malaysia are Facebook and WhatsApp respectively
(MCMC, 2020). English is described as the lingua franca of computing due to most inputs are limited to Latin
alphanumerical symbols. However, valiant effort has been done to localise the input and display languages which
enables more and more prominent usage of custom languages on the digital world. When more and more people using
their mother tongue while indulging in social media, we do wonder if this phenomenon will affect the English learning
process of students as the channel for English usage could be potentially further limited to classroom and academic
usage.
The English language is a second language in Malaysia and a mandatory subject in a formal school context. A
secondary school student in Malaysia is required to have 2.5 hours of English language lessons at school every week.
Students must pass English in their SPM (Malaysian Certificate of Education) that is equivalent to the British GCSE
to graduate and proceed to tertiary education. Secondary school sciences and mathematical subjects are also taught in
English or bilingual. Questions such as the legitimacy where every Malaysian is proficient in the language although
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we are one of the Asian countries that hold the third position out of 21 other Asian countries in the English Proficiency
Index (EPI) in 2018 occurred.
The impact of social media usage and academic results were extensively discussed in previous researches such as
Lubis et. al (2011) and Othman et. al (2017), where the usage of social media websites has no significant relationship
with their academic performance, but there are also various studies that prove how social media brings negative impact
towards a students’ academic performances (Giunchiglia et. al, 2018) as well as their English language proficiency
(A. Oladele, 2013; Mingle & Musah, 2015; Habes, M. et al, 2018). However, the impact of preferred language while
using social media on English proficiency was rarely if not never discussed extensively. This study intended to study
the impact of using native language as primary social media language among secondary students coupled with their
daily smartphone behaviours on their English grades. The result will be able to provide insight on the relationship
between social media language preference and English proficiency. The study could provide implication on the
continuous discussion linking social media browsing behaviour and academic learning process.
Literature Review
1.1 Social Media
Social media or Social Networking Sites (SNS) is an online vehicle that provide a virtual space for people to connect
and communicate their mutual interest, background or real relationship (Kenton, 2020). Social media is also a term
used to refer to new forms of media or digital platforms that involve interactive participation. (Manning, 2014)
Examples of social media tools are electronic blogs, audio or video tools, Internet chat rooms, cellular and computer
texting, and social networking sites (Bryer & Zavattaro, 2011). These social media sites include YouTube, Facebook,
and LinkedIn. (Kaplan & Haenlein, 2010) Social networking sites with the most users in Malaysia in 2018 according
to MCMC’s Internet Users Survey are Facebook, Instagram, and YouTube while WhatsApp has the most user’s
communication application.

1.2 English Language in Malaysia
Malaysia is one of the countries that use the English language as a second language (L2) due to the historical
background of the country as it had been colonized by the British before the country achieved independence (Darmi
& Albion, 2013; Thirusanku & Melor, 2014). According to the English Proficiency Index (EPI), Malaysia ranks the
third among the Asian regions with an EF EPI score of 59.32 in English proficiency after Singapore and Philippines
in 2018. This score indicates that Malaysians have a high proficiency in the English language despite the ranking has
dropped by 9 spots in the global ranking. Furthermore, the education in Malaysia also requires secondary school
students to pass English in their SPM examination in order to graduate and proceed to tertiary education, as most
local universities like University Kuala Lumpur (UniKL) or The National University of Malaysia (UKM) uses a lot
of English as the medium of the courses apart from using our own national language, the Malay language or Bahasa
Melayu (Yamat et al., 2014). These studies show how English is important in Malaysia not only for educational
purpose but also for economic growth purposes (Thirusanku & Melor, 2012).
1.3 Theoretical and Conceptual Framework
This study adapted from the work by Okelo (2013) which utilised the social network theory. It emphasized that
social interaction off classroom, especially interactions with siblings or other children through games and other
mediums, have implications of children’s cognitive and education. Social network theory is defined as “a set of
general assumptions about a domain of study and a method suitable for its investigation.” quoted by William N.
Dunn (1983), based on Laudan, 1977. It also focuses on the role of social relationships in transmitting information,
channeling personal or media influence, and enabling attitudinal or behavioral change (Liu et. al, 2017). The native
language as a preferred language while browsing online might render the vocabulary and proficiency ineffective as
the channel for them to properly use English are diluted.
In order to investigate the impact of browsing language and surrounding environment on English acquisition by
youngsters, this study identified key independent variables that might contribute to the overall discussions, namely:
Primary communication language with parents and siblings and Phone and social media setting language
preferences as illustrated in figure 1.
Below is the figure that explains the interaction between independent variables and dependent variables of this
study.
Figure 1: Conceptual framework
Input

Process

Output
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Independent Variables
IV1:
Primary communication
language with parents
and siblings

Process and key
information

Dependent Variables
English grade

IV1:
Main communication
language at home

English proficiency
Academic results

IV2:
Phone and social media
setting language
preferences

IV2:
Social media behaviour
(time spent and preferred
language of content)
Main use of smartphone
beside social media
(gaming, learning, etc.)

Methodology
This study was conducted by using the mixed-method approach, on five secondary public schools including one boy’s
boarding school in Selangor.
a) Quantitative Data
Quantitative approach was used in this research which was adapted from Puspa’s (2018) work. The data were collected
using a survey questionnaire consisting of four main parts, which are respondent’s demography information, recent
English language exam grade, time usage of social media and applications (how much time they spent on social media
and other applications) and social media language preference. Time usage on social media was measured using a
default application for Apple phone users, while third party application that are able to capture app usage on phone
was used for android smart phone users (refer to Appendix). Respondents were collected through five secondary high
schools among students of age 13 to 15 using purposive sampling technique. Data were analysed through SPSS
software to find out if the variables correlate with each other using Pearson’s Correlation.
b) Qualitative Data
Qualitative data were gathered through a semi-structured interview (refer to Appendix) conducted on 11 different
respondents among 60 respondents of the survey to understand the reasons of their smartphone or application usage,
include their surfing behaviour. The interviews are audio recorded for further analysis.

The data was collected during March and April 2019. A total of 60 students had answered the online survey created
using Google Form. Male respondents (68%) are more than female respondents (32%) as the collection of data
included a boy’s school, hence explains why the unbalanced gender differences. Respondents are all Malays (98.3%),
with only one Indian student in the data. Respondents mainly consist of Form 2 students, or the 14-year-olds, with a
number of 40 (66.7%) students whereas 13-year-olds or Form 1 students and 15 years-old students consist of 12 people
(20%) and 8 people (13.4%) respectively. Most of the students in this study got grade A or B in their English test.
There are 27 (45%) of them who got A and 23 (38%) of them who got B. 6 students (10%) got C, 3 (5%) got D and
only one student (2%) got an E in English.
Findings
Descriptive Data
Due to respondent’s privacy purpose, only 40 (67%) out of 60 respondents shared and attached their time
usage and applications usage screenshot into the online survey. Applications such as Facebook, Instagram,
WhatsApp, Twitter, and YouTube will only be included in this study as we only focus on social media.
Respondent’s top three social media applications are listed out manually, based on the usage hour per week. Based
on the data collected, the smartphone usage of lower secondary students is an average of 40 hours per week, about
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5-6 hours per day. Based on Table 1, the top three most popular social media applications among the students
appeared to be Instagram, YouTube, and WhatsApp accordingly.
Table 1: Top five most popular social media applications
Ranking

Applications

1
2
3
4
5

Instagram
YouTube
WhatsApp
Twitter
Facebook

Average usage time a week
per person (hour)
13.0
7.2
3.3
0.7
0.4

As all respondents are Malays and only one is Indian, therefore 56 of them (93.3%) have Malay as their
native language. The rests 5% have English as their native language due to their experience living in an Englishspeaking country before coming back to Malaysia, and only one person (1.7%) has Tamil as their native language.
73.3% of the respondents have the same percentage for primary communication language with their parents or
siblings in their native tongue and 26.7% have English as their primary communication language.
Due to the status of English language as a second language (L2) in Malaysia, most Malaysians are used
to having English as a default language setting in their gadgets. The data collected shows that only 2 students (3.3%)
use their native language as their phone operating language, whereas the rests (96.7%) use English as the default
language. This scenario is almost similar to their social media language setting, with only 3 students (5%) using
their native language and the rests (95%) of them using English. According to the Respondent 40 during the
interview, the 13 years-old male student who set his phone and social media language setting in his native language
is because he does not have good proficiency in English, although he surfs a lot of English language related
contents. While the others are just used to English as the default language as it is very common to have English as
the internet and phone setting.
The data collected also shows that most students use social media for chatting, with a number of 28
students (46.7%) admitting to chat with their friends or family members on their device. The second highest reason
of students using their smartphone is for searching, surfing online contents using browsers or social media, which 13
students (21.7%) do often. A small part of the students (11.7%) uses their smartphone for gaming too, such as
Mobile Legends and PUBG. Those in the ‘others’ category are mostly students who watch online movies using
applications like Netflix, read comics or novel. Only 2 students (3.3%) out of 60 respondents use their smartphone
for English learning purpose. This phenomenon supports the findings of Lekawael (2017) where a lot of students
spent most of their time on other purposes such as gaming or social networking rather than educational purposes.
The data in Table 2 also shows that half of the students (51.7%) sometimes mix English in their posts, and a
majority (40%) of them do mix English or use complete English in their posts. Only 5 students (8.3%) do not use
any English in their posts. Respondent 55, 57, 58 and 59 said in the interview that the language used depends on the
context and person they address to, “…if it’s an English post, where most people comment in English then we will
use English to let others understand...”.
Table 2: Language and language preference
Questions
Native language

Options
Non-English
English

N (%)
56 (93.3)
4 (6.7)

Primary communication language
with parents

Native Language
English

44 (73.3)
16 (26.7)

Primary communication language
with siblings

Native Language
English

44 (73.3)
16 (26.7)

Do you attend English tuition
class?

Yes
No

50 (83.3)
10 (16.7)
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Phone Operating Language

Native language
English

2 (3.3)
58 (96.7)

Social Media Language Setting

Native language
English

3 (5)
57 (95)

Daily purpose of using the
smartphone

Searching
Learning English
Chatting
Gaming
Others

13 (21.7)
2 (3.3)
28 (46.7)
7 (11.7)
10 (16.6)

Do you mix English in your posts?

Yes
No
Sometimes

24 (40)
5 (8.3)
31 (51.7)

Table 3 shows the frequency of English language used by lower secondary school students on social
media. The highlighted figures are the highest chosen options by students. The data shows us that most students are
not frequent users of the English language on social media, such as chatting or commenting as they chose 1-5 times
per week. This is supported by the interview conducted as most of the respondents will chat in their mother tongue
with their friends, quoted by one of them “…usually I chat in BM (Bahasa Melayu) with my friends and family (on
social media) …”. Another respondent, Respondent 58 also responded that “…sometimes, when people comment in
English I will comment in English as well…”. The same amount of student, which is 23 (38.3%) of them chose 1-5
times per week. This indicates that students do not share posts in English or post their status in English often.
However, most students chose that they like more than 15 posts in English per week. This phenomenon is due to
students who are mostly just like to “like” posts on social media instead of sharing it like what Respondent 57 said
no matter the content is in what language.
Table 3: Frequency of English language used on social media
Questions

How often do you use
English when you chat
with someone on social
media?
How often do you use
English when you write
comments on social
media?
How often do you use
English when you post a
status on social media?
How often do you share
posts (news, tweets,
status, etc.) in English on
social media?
How often do you like
posts (news, tweets,
status, etc.) in English on
social media?
. the highest option chose

0 times
per
week (%)

1-5 times
per week
(%)

6-9 times
per week
(%)

10-15
times per
week (%)

>15 times
per week
(%)

2 (3.3)

22 (36.7)

14 (23.3)

6 (10)

16 (26.7)

7 (11.7)

28 (46.7)

8 (13.3)

5 (8.3)

12 (20)

5 (8.3)

23 (38.3)

17 (28.3)

4 (6.7)

11 (18.3)

8 (13.3)

23 (38.3)

12 (20)

5 (8.3)

12 (20)

2 (3.3)

14 (23.3)

15 (25)

5 (8.3)

24 (40)
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Pearson’s Correlation
The results show that there is primary communication language of the students with their siblings and their
English exam grade have a statistically linear relationship, albeit a moderate one (r = 0.415, p < 0.01). This indicates
that the more they speak in English with their siblings, the higher their English exam grade. This finding can be
supported by a research done by Okelo (2013), where siblings affect each other’s language acquisition since
childhood even way before they can speak as they are the only ones to learn and imitate at home.
Students who use WhatsApp also showed a weak yet significant relationship with their English grade (r =
0.346, p < 0.05). This is assumed that if the texting language and environment is mainly English based, they can
improve their English communication through texting. This finding is aligned with a research done by Ismail &
Shafie (2019), where students who uses SNS to interact with others will improve their writing skills as they have to
produce their own writing to reply texts, even if in simple sentences. Various studies also showed that using
WhatsApp may help students to enhance their English vocabulary and proficiency (Tze et. al., 2014; Maria, 2016;
Hamad, 2017). However, the time spent on WhatsApp might potentially affect their English grade as they might
spend too much time on the phones and it distracts them from completing assignments or studies (Yeboah & Ewur,
2014). However, the relationship between those two are not significant, perhaps more rigorous tests is needed to
determine the relationship.
Chatting (r = -0.262, p < 0.05), posting (r = -0.343, p < 0.01), commenting (r = -0.373, p < 0.01), sharing (r =
-0.351, p < 0.01), and mixing English with native language when browsing social media (r = -0.292, p < 0.05) all
have a moderately weak negative relationship with English grade. One of the respondents also said that she admitted
typing a lot of short-forms or abbreviations in messages during the interview session. Furthermore, the results of the
correlation also show that chat, comment, posts or mixing English contents more online will make their English
grade lower. This may seem to contradict to what previous research which was done by Saqib et. al. (2016), that
shows social media helps in improving English language skills, but there are research that shows students tend to use
simpler form of words on social media which is very different from formal English (Belal, 2014; Sherif & Munaza
2016). This is due to the different context of writing style on social media and formal writing in examinations.
Example, like “dm” under a product post which stands for the direct message or mixing slang of English like “tackle
a girl” which means flirting to a girl that does not bring a complete and accurate context of what it actually means in
a formal English sentence.
Table 4: Correlation of English grade and other variables

Number of siblings

Primary communication language with
siblings
Primary communication language with
parents
Attending English tuition class

Phone operating language

Social media language setting

Time spent on smartphone

Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation

March English
Grade
-.079
.550
60
.415**
.001
60
.236
.070
60
-.048
.714
60
-.040
.761
60
.132
.315
60
-.066
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Instagram usage

YouTube usage

WhatsApp usage

Time spent on Instagram

Time spent on YouTube

Time spent on WhatsApp

Chat in English on social media per week

Comment in English on social media per
week
Post in English on social media per week

Share posts in English on social media per
week
Like posts in English on social media per
week
Mix English in post

Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N

.687
40
-.059
.716
40
-.196
.225
40
.346**
.029
40
.120
.467
39
-.131
.454
35
-.088
.676
25
-.262*
.043
60
-.373**
.003
60
-.343**
.007
60
-.351**
.006
60
-.220
.091
60
-.292*
.022
60

** Correlation is significant at the 0.01 level (2-tailed)
* Correlation is significant at the 0.05 level (2-tailed)
The 11 students from the 40 respondents who attached their time usage screenshot went through a semistructured interview. All of them agreed that if they were to switch their social media language settings and texting
language to English, they will improve the language. Some of them speak or text with their friends and family
members in English, their mother tongue or a mixture of their mother tongue and English. This resulted in why there
is a significant positive correlation between primary communication language with siblings, WhatsApp usage and
their English grade. However, due to the different context of social media language and formal assessment language
used, the result of correlation shows that the more they chat, comment, post or share contents in English or a mixture
of their mother tongue and English on social media have a negative correlation. This further explains why some of
the respondents are not as proficient as they should be in the language even if they use the language in their daily
lives, because they speak or chat more in their mother tongue or a mixture of English and their mother tongue, or
what Malaysians called as “rojak English”.
Conclusion
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While this study reveals that social media or application time usage and phone language setting might not
necessarily have a direct relationship with lower secondary students’ English grades, but it tells us that surfing more
in appropriate English language related contents does help in improving the language. Moreover, friends and family
members also play important roles to students to improve their English proficiency, as they communicate with each
other the most daily. As for parents, it is important to supervise and have parental control application installed in
their children’s phones to ensure they are not addicted to their phone on social networking, gaming or other noneducational related purpose. Like any other research, this study has its own limitations. Future research may expand
the number of participants on the survey and perhaps improve the process of data collection to make sure there
would not be any incomplete data. Better school selections and gender of participants should be balanced as well to
take in consideration of whether gender roles will affect the result of similar study.
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Abstract
Technologies, such as mobile technology plays an important role in our daily lives nowadays. The potential of
mobile technology in assisting the teaching and learning process is by using mobile learning or m-learning in
enhancing the learning experience. Due to the COVID-19 pandemic outbreak, m-learning is one of the best methods
of learning which greatly assists students in managing their learning process. Tarannum Al-Quran which refers to a
melodious recitation of the Qur’an is one of the subjects that have been lack of teaching and learning aids.
Therefore, this paper aims to identify the issues that are related to Kelas Khas Kemahiran Membaca dan Menghafaz
Al-Quran (KKQ) Tarannum Al-Qur’an subject. Besides, the study seeks to review and compare the Tarannum AlQur’an mobile apps in Play Store marketplace with the goal of collecting and comparing the apps directing for
future estimation research. This study employed descriptive qualitative methodology whereby the data collection
methods used are interview and document analysis in which the data was examined by matrix analysis. The study in
its findings had confirmed that there are several crucial issues regarding to KKQ Tarannum Al-Qur’an. It also
confirmed that ten Tarannum mobile apps from Google Play Store app and website indicate weakness that ought to
be improvised.
Keywords: Mobile learning, m-learning, Tarannum education, mobile apps, KKQ.

Introduction
The COVID‑19 pandemic, also known as the coronavirus pandemic, is an ongoing pandemic of coronavirus disease
2019 (COVID‑19) is an infectious disease caused by a newly discovered coronavirus (World Organizational Health
(WHO)). Coronaviruses belong to the Coronaviridae family in the Nidovirales order which represents crown-like
spikes on the outer surface of the virus; thus, it was named as a coronavirus (Muhammad Adnan, Suliman, Abeer,
Nadia, & Rabeea, 2020). This global pandemic that began its spread from the Wuhan, China (Alim et al., 2020;
Cahapay, 2020).
With this current situation on spread of the virus, it affected the countries all over the world in numerous of
sector such as economic, education, tourism, industry and various other sectors. The education sector is one of the
sectors that affected in this global pandemic. The education system is now facing an entirely new and massive crisis.
According to (UNESCO), more than 87% of the world’s student population over 1.5 billion learners in 165 countries
have been affected by the temporary closure of educational institutions. Extended school closures may not only
causing the loss of learning in the short term, but also diminish human capital and economic opportunities for
children and youth over the long term. Education could have benefited from better and more digital education
solutions during the coronavirus crisis; thus, it is time to reflect on the role of digital technology should have in the
future of education. Governments and educational authorities have been deploying distance learning solutions:
delivering content, supporting teachers, providing guidance to families, and addressing connectivity challenges in
order to facilitate online instruction and distribution of learning material. A shift to some online tools could change
teachers’ roles, making them more like coaches and mentors. Digital technology in education has made tremendous
progress in the design of “personalized” solutions based on each student’s knowledge and learning styles. Further,
digital personalization systems can help teachers and other educators, including parents, to accomplish their
educational routines by other means (D’Orville, 2020).
Technologies, such as mobile technology plays an important role in our daily lives nowadays. Mobile devices
such as smartphones and tablets are the example of mobile technology that is often used every day. Today, mobile
application (app) is a new emerging mobile technology and has been widely used. This new mobile artifact not only
overturns the traditional business model of mobile industry, but also creates new avenues of mobile market
opportunities (Wang, Liao, & Yang, 2013) . The power of mobile devices has increased dramatically in the few
years back. These devices are becoming more sophisticated and allow users to accomplish a wide variety of tasks
while on the move. Mobile learning or m-learning is a rising art of using mobile technologies to enhance the
learning experience. The potential of mobile technologies in assisting the teaching and learning process such as
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smartphones can greatly assist students in managing their learning by giving them mobile and independent access to
materials and resources. There are lots of advantages that have in mobile technologies and devices in assisting
student with their learnings. As pointed out by Traxler and Kukulska-Hulme (2016), that mobile devices can extend,
enhance, enrich, challenge and disrupt existing ideas and assumptions about learning. It also can raise motivation for
learning, most especially amongst disenfranchised and disengaged learners. These developments took place when
technology was scarce, fragile, difficult and expensive; now technology is ubiquitous, easy, affordable and reliable.
The context for mobile learning has changed from the legacy of learning with computers to the ubiquity of the social
use of mobile devices such as smartphone and tablets.
Through this pandemic outbreaks, mobile learning can be consider as one of the teaching and learning method in
order to enhance the learning process such as in the KKQ Tarannum subject as this subject were lack of teaching
and learning aids and materials. In formal Tarannum education for secondary schools, Kelas Khas Kemahiran
Membaca dan Menghafaz Al-Qur’an known as KKQ class has been introduced by the Ministry of Education (MoE)
in order to uplift Qur’anic knowledge towards Muslims students. Due to its status as co-curriculum activity, the
learning process is implemented beyond the official schedule and it is the official duty of KKQ teachers
(Kementerian Pelajaran Malaysia, 2014). Based on the advantages and benefit that mobile learning offers, this
research is intended to study and integrate the Tarannum learning through mobile application (mobile app). Mobile
learning is considered as an interactive and self-learning method, which can improve and strengthen the current
learning process through utilization of portable tools or devices of any mobile application. This could be another
alternative to support the existing method in learning and teaching Tarannum Al-Qur’an, which can be considered as
an interactive teaching tools and learning aids.
In this respect, Aznar-Díaz, Hinojo-Lucena, Cáceres-Reche, and Romero-Rodríguez (2020) has come out with
the pedagogical model which considers three essential elements: 1) authenticity (location and contextualization),
which refers to the perception of the contents and their adaptation to the real world; 2) collaboration (conversation
and data exchange), related to the way the user interacts with the learning community and; 3) personalization and
adaptation, linked to the user’s perception of the adaptation of the technology to their needs.
Research Objective
The objectives of this paper are to identify the issues and problems which are related to Tarannum Al-Qur’an
subject for Kelas Khas Membaca dan Menghafaz Al-Qur’an (KKQ) and also to review and compare the Tarannum
Al-Qur’an mobile apps that are available in Play Store marketplace with the goal of collecting and comparing the
apps directing for future estimation research.
Literature review
The new normal in educational field
The "New Normal" in the field of education is the choice to recover from the COVID 19 pandemic. Research on the
planning, preparation, implementation, and evaluation of New Normal in the field of learning and teaching needs the
attention and collaboration from all parties, including academics, parents and authorities. Academics can conduct the
latest research and publications in this field. The results of research and publications on the impact of New Normal
in the field of learning and teaching are believed to be beneficial in the field of education (Prahani & Cheng, 2020).
As pointed out by Cahapay (2020), educational systems are globally preparing for the post-COVID-19 era
characterized by “new normal.” The new normal post-COVID-19 era opens an opportunity for rethinking the goals
of education. One of the goals to make the curriculum relevant, appropriate, and responsive is the development of
preparedness in times of disasters, diseases, and emergencies. There are existing curriculum goals that touch on a set
of preparedness competencies in the different fields of study. However, the focus of these goals is specifically on
natural disaster preparedness. Considering the coming new normal post-COVID-19 period, there is a desire for a
more focused goal on preparedness in terms of global disease outbreaks. Meanwhile, Tria (2020) in her study had
suggested that the online learning platform should be strengthened whereby the teachers competencies in their
pedagogy and technology should be reinforced. As has been said by (Hall et al., 2020), what was previously done
face-to-face is now being done online which it will require specific pedagogical content and technological
knowledge and skills from the teachers. The transition to the new normal from the physical classroom to the borders
of virtual reality, every learning institution needs to study on how successful online learning is in providing the
quality of education and its outcome-based to students (Tria, 2020).
The use of technology should be aligned with the educational needs and requirements of its users. The
pandemic has brought to the fore that the importance of institutional readiness in facing the challenges of adapting to
the new normal in education. This adaptation requires several transformations such as in financial, infrastructure,
hardware and resource management, etc. This should be achieved by implementing a well thought through plan to
utilize the existing available resources. The need of adapting to the new normal has accelerated the digital
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transformation in the learning. In the era of technology, it is important to make the best use of technology and take
the new normal as a blessing (Karunathilake, 2020). Based on the situations happens globally, Tarannum learning
can adapt this new normal education in applying the technologies throughout the process of teaching and learning of
Tarannum Al-Qur’an.
Mobile Application in Teaching and Learning
Mobile Learning is a method of using wireless and mobile technologies for education by extending access to a
desktop-based online environment to handheld devices such as smart phones or personal digital assistants (PDA’s)
used as part of a mobile communications. Thus, instructional designers, teachers and practitioners need a solid
theoretical foundation for mobile learning in context of distance education and how to utilize the emerging mobile
technologies and integrate them into teaching and learning in more effective way (Noor Jamaliah et al., 2013).
According to Kinash, Brand, and Mathew (2012), 21st century students are apparently demand for the technology
and making mobile learning in part of the pedagogy that can enhances student learning. While Snell and SnellSiddle (2013), realise that the essential method in engaging and interacting with today’s learners is by integrating
learning with the technologies. By integrating with the technologies, it enables students and teachers to be more
easily share information, communicate, coordinate projects and ideas in less formal ways than in the conventional
learning.
A mobile application, most commonly referred to an app, is a type of application software designed to run on
a mobile device, such as a smartphone or tablet computer. Mobile applications frequently serve to provide users with
similar services to those accessed on PCs. Apps are generally small, individual software units with limited function.
This use of software has been popularized by Apple Inc. and App Store, which sells thousands of applications for
the iPhone, iPad, iPod Touch and Android. A mobile application also may be known as an app, Web app, online
app, iPhone app or smartphone app. In developing mobile applications for Qur’anic field, the instructional designer
must understand well the subject that will be convey to the target audience and what are the objectives of the
application. It must be clear, so that it can help the development process run smoothly. As a survey done by Noor
Jamaliah et al., (2013) on mobile application of Al-Qur’an and Arabic language for interactive and self-learning
assistant to support in j-QAF learning, the study shows that the current method of learning and teaching for both
Arabic and Al-Qur’an, through conventional method is still insufficient for the teaching and learning process. The
survey suggested that ICT implementation in both subject (Arabic and Al-Qur’an) is quite necessary to be
performed due to improve the learning process. A research from Tariq and Qais (2012) on teaching the Qur’anic
recitation had constructed a new pedagogical model to help primary school teachers in Malaysia teach Qur’anic
recitation. The proposed interactive model for this study would help to increase learners’ skills, attitude, motivation,
grade, and knowledge while learning how to recite the Qur’an. As most mobile applications are tailored for
worldwide consumption, it is a significant challenge to develop applications that satisfy individuals with various
cultural backgrounds (Hoehle et al., 2015).
One of the most important things to consider in developing interactive educational materials is the usability
of that thing. The latest market research suggests that the lack of usability has been identified as the most important
factor influencing consumers’ decisions to reject mobile applications. The lack of mobile application usability can
be due to various reasons. For example, most of the mobile applications do not prioritize the essential aspects of the
application and content is ineffectively presented which in turn negatively influences user interactions (Hoehle &
Venkatesh, 2015). Regarding to that matter, instructional designer should take this part systematically in order to
make sure the quality of the mobile application works well and can reach the research objectives.
Generation of learners
Regard with generation of learners, at least there are six labels of generations that can be identified. In relation to the
generation theory, as pointed out by Pikhart and Klímová (2020), they are: (1) The first generation, traditionalists,
who were born between 1925 until 1945, their learning styles are focused on the teacher in the centre and the silent
students around. (2) The following, the so-called Baby Boomers, were born between 1945 until 1964, unlike the
previous generation; they have cooperative spirit and enjoy cooperation and collaboration throughout the class.
Moreover, they are very focused and concentrated on hard work and achievement. (3) Generation X, who was born
between 1965 until 1980, could be described as more autonomous during the learning process and they appreciate
quick and simple instructions and also quick gains. (4) Generation Y, who was born between 1981 to 1999, also
called Millennials, are characterized by their focus on activities in groups and a cooperative environment is very
motivating for them. They appreciate coaching, being led, and give regular feedback. In this study, it is important
that they are the first generation that uses modern technologies in their learning process in a massive way. This is the
first generation that is connected online, and eLearning platforms are very much appreciated by them. (5) The
current generation of the students and young adults who start to attend universities are the so-called Fifth
Generation, or Generation Z. This generation of learners are born after the year 2000 – 2010 (Ramadlani &
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Wibisono, 2017) and it is claimed to be very different from the previous generation regarding their learning styles
and the use of technologies in the learning process. This is the Google generation, i.e., the generation of the students
who use the internet as the only authoritative source of information, and the internet provides them a platform that
aggregates both information and entertainment. Education is therefore a synergy of information and entertainment
for them. Their immersion in technology is more or less a very natural setting for them and they cannot imagine
otherwise. The direct human contact, such as in the traditional learning process, may therefore be considered by
them redundant and obsolete. Furthermore, previous research shows that even the changes in their brain are
significant and observable from the functional and neurological point of view, such as their attention span,
multitasking abilities, and concentration. The half-life of information trend, i.e., the time when half of the
information is considered to be untrue or obsolete, is also a crucial reason for this generation to consider the fast
learning process to be more efficient. Therefore, obtaining information in real time stands in the opposition to
traditional ways of learning from books, teaches, and established educational institutions (Pikhart & Klímová,
2020).
(6) Generation Alpha is far from being a household name to describe the new wave of world inhabitants, but
it is one of the terms being used to describe those being born at the cross-over of Generation Z and the new age.
What is most important about this generation is the digital environment they are being born into. Technology is a
part of their everyday lives, influenced by parents, educators and many other social interactions. The concept of
“connection” is central to this generation, even more so than their predecessors Generation Z. Another term used to
describe this generation comes from the nickname “digital natives” (Tootell, Freeman, & Freeman, 2014).
According to Wiyani (2019), alpha generation is a digitally native generation that already knows and uses ICT
equipment, especially gadgets. They are a generation born in the range of 2011 to 2035. The table 1 below shows the
classification each of the generations and its years. The KKQ students who are from generation Z are attach to the
technologies and digital environment as it would make it easier for the teachers to implement and adapt the learnings
by using recent technologies.
Table 1. The Classification of generations and its years.
Generations
Years
First generation; Traditionalists
1925 - 1945
Baby Boomers
1945 - 1964
Generation X
1965 - 1980
Generation Y; Millennials
1981 - 1999
Generation Z
2000 - 2010
Generation Alpha
2011 - 2035
Source: (Pikhart & Klímová, 2020; Ramadlani & Wibisono, 2017).
Issues and Problems in Teaching and Learning Tarannum
The meaning of Tarannum ) (الترنمlinguistically came from the word ) (ت ََرنّ َمwhich means singing and beautifying
voice against something. While the meaning of Tarannum terminologically means knowledge or method discussed
on variation of sound according to certain tone, rhythm and melody and it is intended to augment artistic beauty in
the recitation especially for Qur’an recitation (Nik Jaa’far, 2012; Muhammad Lukman et al., 2012; Mohd Zaini,
Adnan & Norakyairee, 2018; Kementerian Pendidikan Malaysia, n.d.).
Based on Maimun Aqsha et al. (2011), in adopting Tarannum while reciting the Qur’an, one has to do it
according to the correct principles of Tajwid or Arabic elocution and in a melodious voice. While observing the
meaning of the Qur’an effectively that the recitation can embrace one’s body and soul. Thus, it is appropriate for
Qur’anic teachers to develop not only Qur’an-literate students, but also those who are able to perform Tarannum
with skil (Maimun Aqsha et al., 2011). In order to develop Qur’an literate students with Tarannum skill, the first
thing to be considered is lecturers and teachers (Tarannum’s practitioners) should master in Tarannum knowledge
theoretically and practically. Practitioners should master all rhythms of Tarannum Al-Qur’an perfectly.
There are some issues and problems pertaining to Tarannum teaching and learning. A research done by
(Maimun Aqsha et al., 2011), there are few problems faced by teachers in teaching Qur’anic Tarannum which are
the problem with administrative and management, Tarannum knowledge, Tarannum competency, lack of
understanding in Tarannum pedagogy, teachers incapability in Tarannum chanting, lack of training for teachers and
teacher’s attitude. In this paper, administration and management, lack of understanding of pedagogy, and teachers’
attitude issues had resulted with high level of problems. Problem regards to administrative and management
concluded that school administrators and governmental authorities are not very interested in Qur’anic Tarannum as a
subject area. The problem on lack of understanding of pedagogy related to the approach or method adopted in
teaching. Among the reasons for this problem are adoption of outdated teaching materials, use of traditional
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methods, low level of activities that can encourage students’ involvement, weaknesses in the teaching methods, lack
of variety in teaching techniques and non-innovation in teaching and management practices. The problem on
teachers’ attitude in teaching Tarannum identified that unwillingness of the teachers to accept changes in teaching
methods, teachers’ propensity to use their own vernacular while teaching, and lack of focus in activities.
In other research done by Mohd Aderi (2011), the researcher studied on implementation of Kelas Khas
Kemahiran Membaca dan Menghafaz Al-Qu’an (KKQ) in Malaysia. One of the subjects that are taught in KKQ
classes is Tarannum Al-Qur’an. In this research, the researcher found few problems faced by students and teachers
regarding to Tarannum subject. The issues and problems raised are teachers’ propensity in using traditional
approach in teaching caused a tedious environment and inactive students. Other than that, learning time in the
evening decreases the interest of students to concentrate on teaching and learning in the KKQ class. A research on
Al-Qur’an teaching method in Sekolah Menengah Kebangsaan Negeri Perak by Misnan et al.,(2014) showed in high
percentage of result for item, rhythm and voice in reciting Al-Qur’an are 67.5% (weak), 27.5% (moderate), and only
5% (good) and for item, ability to read Al-Qur’an with rhythm are 63.8% (weak), 20% (moderate) and 6.3% (good).
From the result, it can be concluded that over half of the student did not have knowledge on Tarannum Al-Qur’an
and unable to recite al-Qur’an with Tarannum. So, based on the literature regarding on Tarannum Al-Qur’an field,
this research will explore on the existing Tarannum mobile apps in order to develop a suitable model for KKQ
Tarannum mobile apps.
Methodology
The methodology used in this paper was based on a qualitative approach by using a descriptive qualitative methods
strategy. The data collection methods used are interview and document analysis in which for document analysis, the
data was examined by matrix analysis. Data collection instruments used was interview protocol. The data collected
is then processed and analyzed.
Interview
The interview method is one of the methods of collecting data for survey research which is conducted orally. The
answers for interview session are normally recorded by the researcher in writing, through video recording, audio
recording or through other electronic means. It is defined as two-way conversation with the objective of collecting
information. The interviewer and respondent interact face-to-face or via telephones in order to obtain information
(Chua, 2012). Interviews will provide researchers with rich and detailed qualitative data for understanding
participants’ experiences, how they describe those experiences, and the meaning they make of those experiences
(Castillo-Montoya, 2016).
In this paper, the interview sessions were conducted by interviewing potential users in Tarannum field that
are five teachers of KKQ classes. The interview conducted in order to identify the issues and problems in Tarannum
teaching and learning. The interview protocol of a semi-structured interview format will be guidance for researcher
in order to get the data and information needed.
In Malaysia, KKQ class was available only in selected school such as in SMKA, SABK and SMK with
religious stream Kelas Aliran Agama (KAA). Each of the school will have only one or two KKQ teachers with one
class for each form. A Semi-structured interview questions were asked during the interview session to the
participants.
According to Chua (2012), a semi-structured interview format lies in between the structured and nonstructured interviews. In semi-structured interview, the researcher are not only ask a number of formal questions
which have been prepared before conducting the interview, but the researcher is also given the freedom to question
and explore the answers given by the respondents in a more in-depth manner. The interview session is conducted in
a semi-formal manner and the researcher is allowed to be more flexible. The questions can be rearranged during the
interview session and the sentences and words in the questions can be altered from what was planned. Researcher
can also add or drop the questions according to the needs of particular subjects. All the interview sessions were
recorded using audio recording and the audio data were transcribed into non-verbatim transcription. The researcher
then put and organizes the documents into computer software that is ATLAST.ti. Then, the data were assigned the
identification codes in generating it into categories. In the last step, researcher has identified the themes for the
interviewed data.

Document Analysis
he document analysis was conducted through this study in order to gather the information regards to the research topic
and also to answer the research questions. According to Bowen (2009), document analysis is a systematic procedure
for reviewing or evaluating documents in both printed and electronic (computer-based and internet-transmitted)
material. Document analysis requires that data be examined and interpreted in order to elicit meaning, gain
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understanding, and develop empirical knowledge.
Through this method, researcher had survey mobile apps in Google Play Store and identified ten Tarannum
mobile app. All ten Tarannum mobile apps were documented and analyzed regarding to their features. Researcher
analyzed the Tarannum mobile apps in a matrix analysis table in order to compare all the Tarannum apps features in
each of the mobile apps. The Tarannum apps were selected based on the keyword search on “Tarannum al-Quran”,
“Maqamat al-Quran”, and “Tilawah Al-Quran”.
Findings
Based on the objectives of this paper, researcher had analysed two main findings from this study. The first finding,
researcher had identified the issues and problems which are related to Tarannum Al-Qur’an subject for Kelas Khas
Membaca dan Menghafaz Al-Quran (KKQ). The second findings, researcher had reviewed and compares ten
Tarannum Al-Quran mobile apps that are available in Play Store marketplace based on its interface, performance,
user friendly, the cost for downloading mobile apps and the use of internet.
Analysis on the issues and problems for KKQ Tarannum subject.
The researcher had conducted the interview with five teachers who had teaches KKQ subject. First of all, the
personal interview session conducted were recorded by the researcher then the audio of the interview sessions were
transcribed into text. Then, the text interviews were added into Atlas.ti software and were assigned with unique
codes prefix with “T.ISS_” in order to find the answer. Researcher had interviewed five KKQ teachers in order to
identify the problems and issues regarding to Tarannum Al-Qur’an subject. In this section, researcher discussed the
analysis from the teachers’ perspectives.
From the interview session conducted, researcher had found out the issues and problems regarding to KKQ
Tarannum subject from the teachers’ perspectives. There are several of issues and problems expressed by teachers
regards with KKQ Tarannum subject. It is to be concluded that the issues and problems are:
1) Students’ proficiency in Tarannum subject.
Majority of the students’ proficiency and skills in reciting Al-Qur’an with Tarannum were at moderate level. Only
one or two students have the skills and can recite the Qur’an with Tarannum. This kind of students who is the
talented students and they already has an experience in joining the Tilawah Al-Quran competition.
2) Teachers’ proficiency in Tarannum subject.
From the interview conducted, two out of five teachers were not master in reciting Al-Qur’an with Tarannum. They
claim that they are not in the field of Tarannum Al-Qur’an or Qur’anic Studies.
3) Students’ interest in Tarannum subject.
Teachers claim that most of the students are not interested in learning Tarannum Al-Qur’an, only a few students
show their interest in learning Tarannum Al-Qur’an but they are not talented to recite Al-Qur’an with Tarannum.
The teachers also inform that students, who were not interested in learning Tarannum Al-Qur’an initially, were able
to recite it when they have been trained.
4) Issues with KKQ class.
The issues with KKQ class is limited of time to conduct the KKQ class whereby due to the classes that is conducted
at the evening which is after school, the students will have another activities such as program under club, cocurriculum etc. so, the student will unable to come to KKQ classes. The class will be overlapping with other school
activities and KKQ teachers have to tolerate with this situations or else the class will be canceled.
5) Issues with KKQ subjects and syllabus.
The syllabus for KKQ were too many as the students have to learn some other subject with its own syllabus. The
subjects for KKQ class were too heavy such as as Qiraat, Tajwid, Hafazan (memorization of Qur’an), Ulum AlQuran and Tarannum and it is not suitable for the level of secondary students.
6) Issues with teaching and learning aids.
Regarding to the issue with teaching and learning aids for KKQ Tarannum subject, the students were not given
materials or references for this KKQ class. Only the teachers are provided KKQ handbook by the Ministry. For
some school, it is teachers’ initiative to give the copy of KKQ handbook to students. Some of the schools were given
Tarannum audio CD by the ministry but most of the school; they are not been provided the audio CD of Tarannum
and it is teachers’ initiative to buy the CD. The teachers has express their desire to having the teaching and learning
aids so that the students can read while reciting Tarannum or students can hear the Tarannum recitation with the
audio CD. That will give an impact to the teaching and learning process.
One of the teachers who can recite the Quran with Tarannum, used to record his own voice then put it into
power point; students can click and hear and follow the Tarannum recitation. The teacher then shared the power
point through students email so that they can revise it at home and also as for their reference. This is another
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initiative from the teachers to create the teaching and learning aids for the students. So, based on this issue, there is
lack of teaching and learning materials and aids that can assist the teachers and student in learning Tarannum AlQur’an.
Above all are the issues and problems with KKQ Tarannum that were raised by the teachers during the
personal interview session conducted. Figure 1 depicted below is the issues and problems with KKQ Tarannum
from the teachers’ perspectives.
Figure 1: Teachers’ perspectives in KKQ Tarannum issues and problems

Tarannum mobile apps comparison
Based on the previous studies in Tarannum field and based on the findings through the interview conducted, there
are several issues concerning with the Tarannum field. Through this study, researcher had pointed up a few issues
concerned on Tarannum subject. As this study shows that the students are not provided the materials or sources in
learning Tarannum subject for the teaching and learning purposes. This study had explored on the interactive
learning with mobile apps which it is believed it can increase the students’ interest in learning Tarannum. Thus, this
study had done a survey on Tarannum mobile apps in Google Play Store market and selected the Tarannum mobile
apps for the purpose of this study. This study then compare it features based on the apps category.
In comparing the existing Tarannum mobile apps, researcher had conducted a survey through Google Play
Store app and also Google Play Store website. Through this survey, researcher had found out that there are small
amount of Tarannum mobile apps available in the market. The survey on Tarannum mobile apps conducted by using
the keywords “Tarannum al-Quran”, “Maqamat al-Quran”, and “Tilawah Al-Quran”.
Researcher then selected ten Tarannum mobile apps and segregate it based on the apps category which are
education category, music and audio category and book and reference category. This study compared the features of
ten existing Tarannum mobile apps in a matrix analysis based on its interface, performance, user friendly, the cost
for downloading mobile apps and the use of internet while using the apps for each of the mobile apps.
a) Tarannum mobile apps based on education category
Features
No. Tarannum
Interface
Performance
User friendly
Cost Internet
Apps
1.
Nice
Very good and
Free Offline
interface with
smooth
Easy to use, simple
suitable
performance
and understand
colour
how to use it
Tilawah Quran
choose
2.
Very simple
Good and
Simple and
Free Offline
interface and
smooth
understand how to
not attractive
performance
use it but need to
Belajar
install plug in to
Bertarannum
display the
mp3
document in the
app
3.
Nice
Very good and Easy to use, simple Free Offline
interface but
smooth
and understand
not suitable
performance
how to use it.
colour
yet too simple
AlQuran
choose as the
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(Belajar
Qiraat)

font not
clearly seen

b) Tarannum mobile apps based on music and audio category
Features
No. Tarannum
Interface
Performance
User friendly
Apps
4.
Nice interface
Very Low
Easy to use, simple
with attractive
performance.
and understand how
colour choose No audio player
to use it but the
and with a
button to play
button are not
little graphics
or stop; too
functioning well
Learning
used.
much ads; some and the navigation
Al-Quran
of the buttons
not working
are not
properly
functioning
5.
Very simple
Very low
Easy to use and
interface and
performance
simple but the
not attractive
with too many
button are not
ads; the audio
working properly
Tn Hj
cannot be
Radzi
downloaded
Kamarul
and played
Hailan
6.
Very simple
Low
Easy to use and
interface yet
performance
simple; not working
suitable colour with too many properly as it having
choose
ads
so much ads.
Syarifah
Khasif
Fadzilah
7.
Have a simple
Low
Easy to use, simple
interface yet
performance
and understand how
suitable colour and too simple;
to use it
Belajar
choose
have too an
tilawah
interrupting ads
offline
8.
Have a simple
Good and
Easy to use, simple
interface yet
smooth
and understand how
suitable colour
performance
to use it; the buttons
Belajar
choose
but too simple
and navigation are
Tilawah
working properly
Dasar
9.
Have a nice
Good and
Easy to use, simple
interface with
smooth
and understand how
little graphics
performance
to use it; the buttons
Al-Bayan
used.
but too simple
and navigation are
working properly
c) Tarannum mobile apps based on book and reference category
Features
No. Tarannum
Interface
Performance
User friendly
Apps

Cost Internet
Free

Offline

Free

Offline

Free

Online

Free

Offline

Free

Offline

Free Offline

Cost Internet
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10.

Belajar
tilawah

Very nice
interface and
suitable colour
choose

Very good and
smooth
performance

Easy to use, simple Free
and understand
how to use it; the
buttons and
navigation are
working properly

Offline

Based on the analysis from ten Tarannum mobile apps, none of it was based on KKQ Tarannum syllabus. This
paper had figure out the features of the existing Tarannum mobile apps based on their interface, performance, user
friendly, cost and the internet used which it can be a blueprint in order to develop a Tarannum mobile app for the
use of the students as their self-learning and for teachers as their one of the teaching aids that can attract the
students’ interest in learning and practicing of Tarannum Al-Qur’an.
Based on the interface and performance, most of the apps have moderate of interface and performance.
While for user friendly, most of the apps were easy to use and navigate; but some of the apps, the buttons are not
functioning well. For the cost of the mobile apps, all the Tarannum mobile apps were free to be downloaded and for
the all of the mobile apps can be use while the mobile devices are in offline mode.
Conclusion
In conjunction with the research done, it can be concluded that there are several crucial issues and problems
regarding to KKQ Tarannum Al-Qur’an based on the literature and also based on the conducted interview sessions
done. The main issues that researcher want to highlight here is the teaching aids for KKQ Tarannum subject were
insufficient and the teachers tend to use the traditional approach in teaching Tarannum Al-Qur’an while students
were not given material for their references in the class. Some of the teachers initiatively provided materials for
students such as CD, books, notes or slides in enhancing understanding of the students for this subject. From the
current situation of the global pandemic that happens, it is great if the teachers can make use of the technology in
order to add the value on teaching and learning this subject. Mobile learning is one of the platforms for students to
have an enrichment activities in their leisure time in studying and practicing the learning everywhere and anytime as
their self-learning.
Based on the document analysis done on ten Tarannum mobile apps, researcher had compared ten Tarannum
mobile apps that ought to be improvise for the use of KKQ students in practicing the Tarannum Al-Qur’an for their
self-learning materials and can also use as teaching and learning aids for the teachers.
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Abstract
Trust in leadership is an essential for harmonious environment in organization. The empowered employee who trusts
their leader may increase their commitment towards their task and organization. This study focuses to identify how
the empowerment of employee inclines commitment towards the organization and the role of leadership trust in
building the inclination. The leader-member exchange theory is used as the underlying theory in building the
relationship. This study is done quantitatively using survey data collection with a total of 113 data collected in selected
banks in Kuala Terengganu, Malaysia. The findings show that there is a relationship between employee empowerment
and employee commitment (Pearson Correlation, r=0.540) and trust towards the leader mediates the relationship
between employee empowerment and employee commitment (Sobel test shows p<0.005). The study indicates that
employee empowerment is positively related to employee commitment; and empowered employees who trust their
leader will increase their commitment. Trust is significant for a high-quality relationship between leader and employee
and organization should invest environment that could increase trust in the organization. Future studies should look at
the type of leadership that may affect the employee trust in the organization.
KEYWORDS: Employee Empowerment, Commitment, Leader Member Exchange, Trust Towards Leader, Quality
Relationship
INTRODUCTION
The changes in the business environment demand employees to be more committed towards the organization.
Every organization needs employees who are consistent with values, move towards the goals and committed to the
organizational growth (Mohammadian & Amirkabiri, 2014). It is significant for employees to be empowered over
their work role and task for them to be committed. The effectiveness of employee empowerment in increasing
employee commitment has been explained by previous studies (Ali, 2013; GoudarzvandChegini & Kheradmand,
2013; Findikli, Gulden, & Semercioz, 2010; Rawat 2012; Abdullah, Almadhoun, & Ling, 2015). Empowerment of
employees by the possession of authority over the jobs will increase employee commitment. Empowerment makes
employees to go beyond formally defined roles, move and adapt towards the changes and becomes successful once
they internalize the organizational goals. It leads the employees to concentrate and focus on organizational goals and
roles (Findikli et al., 2010).
Employee commitment is a kind of “secret recipe” of organizational success. This is because, employee
commitment indicates the psychological attachment of employees towards the goal (Allen & Mayer, 1996). The
attachment may reflect how the employees trust toward the organization. Committed employees are loyal to the
organization and help to reduce any cost for turnover. Trust is the most significant element in the organization that
could boost employee motivation. It is the foundation of employee motivation, employee retention, open
communication and effective team building. It creates the willingness of the employees to rely on another party to
take action that may be vulnerable to the other party (Mohamed, Abdul Kader & Anisa, 2012). Trust is significant for
effective communication and it helps to reduce risk, operating cost and increase employee commitment and
productivity (Krot & Lewicka, 2012). The significant of trust in the organization has been discussed the in previous
studies done by Jo, Lee, Lee, and Hahn (2015), Chughtai, Byrne, and Flood (2014), and Agarwal (2014).
The key factor for the accomplishment of organizational goals in cooperation is a trust-based relationship
between subordinates and supervisors (Findikli et al., 2010). The trust increases leadership effectiveness and there is
transformable effective between trust and employee’s attitudes. Employees will engage in their work role if they found
their leaders trustworthy as they are affected by their psychological well-being (Wang & Hsieh, 2013). The high
quality of the relationship between leader and follower was emphasized in the theory of leader member exchange.
High quality of leader-member exchange results in employee performance and organizational commitment. Theory
suggests that trust, mutual liking, and respects may affect the high-quality social exchange among leader and follower
(Yukl, Mahsud, Hassan & Prussia, 2013). It is crucial for employees to trust their leader in making decisions. Once
the employee believes in the decision makers competency, they can concentrate to achieve organizational goals.
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Management also can maintain satisfaction, creative and productive workforce (Mohamed et al., 2012). Since the role
of trust towards leader is undeniable and it may also influence the relationship between employee empowerment and
employee commitment. This study seeks to answer the following objectives, namely (i) to determine the relationship
between employee empowerment and employee commitment; and (ii) to examine the mediation role of trust towards
the leader in the relationship between employee empowerment and employee commitment.

Problem Statement
Every human being was born to a different function making them as a unique reliable resource. The intangible
yet valuable of human resources however is not easy to be retained in the organization. To remain in the competitive
advantages, the skilful employees needs to be committed in the organization. The key determinant for organizational
performance is committed employees in the organization (Yoon, Han, Sung & Cho, 2018). In increasing employee
commitment, the previous studies have indicated that the employees needs to be empowered for a higher lever of
organizational commitment by the employees (Abdullah, Almadhoun, & Ling, 2015). Hence, to build employee
commitment, employees needs to be empowered with their task and functions in the organization. Employee who is
empowered with better control and responsibility will increase the employee’s motivation that makes them to produce
better output (Turkmenoglu, 2019). Empowerment will result in the sense of responsibility to the employee that will
lead to the increment of employee commitment.
However, it is significant to build commitment not only in an organization, but the supervisor as well
(Klimchak, Bartlett, & MacKenzie, 2020). To gain commitment in empowered employees, it requires a strong de
facto which is trust that may acts as a link between employee and the leader in the organization. Trust is required for
effective functioning in the organization which has complex tasks, require high level interdependence such bank
(Hassan & Ahmed, 2011). Inculcate trust from the employees to the leaders in organization is important to deliver the
effectiveness and efficiency in organization. Hence, the study is focusing to scrutinize how the employee
empowerment increase commitment; and the influence of trust in leadership as a mediator in the relationship between
employee empowerment and commitment in the bank industry.
EMPLOYEE EMPOWERMENT
Empowerment of employee can be explained as the process of giving authority and make employees to be
responsible for the outcomes (George & Jones, 2012). It is an act of increasing the discretion of employee decisionmaking (Robins, DeCenzo & Coulter, 2011). The managers delegate the power and authority to their subordinates and
share responsibility for effective and efficient job accomplishment by their own decision making (Ghosh, 2013).
Empowerment creates ownership of the employee in the process and responsible for the product and services which
creates urgency to improve the process, product and service as per the need of customer (Goetsch & Davis, 2010).An
organization needs to empower their human capital to remain competitive in dynamic business empowerment as they
are the key to implement the changes and they should fully have equipped with the required skills. Organization needs
to make faster decision making in important matter such as organization downsizing, enlarging size spans of control,
and technology advancement (Robins et al., 2011).
There are three types of employee empowerment which are behavioral, structural, and psychological.
Behavioral empowerment focuses on the role of top management to empower their subordinates (Pelit, Öztürk &
Arslantürk, 2011). Structural empowerment is the delegation of authority and responsibility to employees by
emphasizing the values and ideas of democracy in all of power levels (Krishan, 2012). Structural empowerment helps
in faster decision making as it provides access to information and rewards system (Abadi & Chegini, 2013).
Psychological empowerment is the motivational construct that consists of four cognitions including meaning,
competence, self-determination and impact that reflect the active orientation of work role (Spreitzer, 1995). Meaning
is the value of for a work goal towards the employee. Competence is individual self-efficacy to perform their work
role. Self-determination is the autonomy to initiate and communicate of work behavior. Impact is the degree how
individuals can influence their work. Psychological empowerment able to increase resilience, competence and
responsibility of their work (Jha, 2014). Psychological empowerment was highlighted in many previous studies
(Erkutlu & Chafra, 2012; Jha, 2014; Krishnan, 2012; Morgan Tuuli, Rowlinson, Fellows & Liu, 2012; Zhu, Sosik,
Riggio & Yang, 2012).
There are many benefits of employee empowerment. In the ambiguous situation, the customer complaints may
be recognized as an opportunity or threat by empowering employees, they are able to use their critical thinking, provide
solid reasons to prove the decision and action that are in line with common goals (Ravazadeh & Ravazadeh, 2013).
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Empowerment leads employees to take initiative, identify opportunities, critically think and build consensus (Goetsch
& Davis, 2010). Empowerment of employees encourages the followers to challenge the status quo in the organization.
Since the employee creates ownership to the followers, faster decision making could be made. This is overall increases
effectiveness and efficiency in the organization. Empowerment also helps to reduce the cost of the organization in the
future and increase the quality. In the short term they will increase customer’s satisfaction and organization acquire
flexibility for quick responds towards the changes (Findikli et al., 2010).
EMPLOYEE COMMITMENT
According to Allen and Mayer (1996), commitment is the psychological link between employees and an
organization that affects in the reduction of withdrawal intention of organization. There are three forms of
commitment, namely affective commitment, continuance commitment and normative commitment. Affective
commitment refers to employees who are having the identification, involvement and emotional that resort to volunteer
to remain in the organization. Continuance commitment refers to employees who stay in the organization as they
recognize the cost of leaving the organization. Normative commitment refers to the employees who feel the obligation
to stay in the organization. An employee who is committed has individual attachment towards the organization which
makes them has a positive feeling towards organization, offering assistance and propensity to stay in the organization.
The employees who identify themselves with the organization will likely more involved and willing to work toward
organizational goals (Ashikali & Groenveld, 2013).
The factors that could affect an individual commitment are organization, top management and supervisor are
organization, top management and supervisor or workgroup goals; and the three components of organizational
commitment are differently related to work performance. (Darolia, Kumari, & Darolia, 2010). More importantly, the
affective commitment shows stronger correlations of work performance compare with the other two. Past studies have
emphasized the significance of employee commitment in contributing to the organizational success, increasing job
satisfaction, lowering absenteeism and organizational citizenship behavior (Giffords, 2009). The factors of pay and
job security increases high involvement that leads to increase organizational commitment overall (Hope-Hailey,
Farndale & Kelliher, 2010). Identification and trust in organizational goals elevates the employee commitment
(Kumari & Afroz, 2013) as it helps employees to identify themselves in the organization to achieve the goals (Dixit
& Bhati, 2012).
The sharing of responsibility increase commitment as employees will be more solace when employees concur
with values underlying corporate decision and make them proper to stay, trust, organization comprehension and
employee involvement. Organizational comprehension makes employees understand organizational strategic decision,
social dynamics and physical layouts make the employees pick up affective commitment. Employee involvement
increases the affective commitment because it strengthens the employee's social identity with the association (Mcshane
& Glinow, 2010). The psychological attachment would likely decrease the stress issue among the follower; and higher
commitment of employees will reduce e impact of stress among employees (Franke & Felfe, 2011). Hence, the
organization should identify factors that could grow the employee commitment in the organization.
TRUST TOWARDS LEADER
The trust acts as a “social glue” to bind the relationship between the leader and follower as well as building
the chemistry between them (Singh, 2013). It refers to “the willingness of a party to be vulnerable to the actions of
another party based on the expectation that the other will perform a particular action important to the trust or,
irrespective of the ability to monitor or control that other party” (Mayer, Davis & Schoorman, 1995). In line with this
definition, Schoorman, Mayer, and Davis (2007) stated that, “as such, suitable measurement of the construct
necessitates that questions be asked that assess the extent to which a trustor is willing to voluntarily take risks at the
hands of the trustee”. It is a willingness to take risk and the level of trust indicates the amount of the risk that one
willing to take. The vulnerable action of trustee based on expectation or performance is voluntary risks or willingness
taken at the hands of the trustee.
The leader's task is to gain trust of the follower or employee. Robins et al. (2011) characterized trust as the
faith in trustworthiness, character, and capacity of a leader. The followers who trust their superior increase work
performance will result in better work performance, organizational citizenship, effort towards value creation,
increasing commitment and integrity (Findikli et al., 2010). An employee who trusts their leader will effectively do
their task as they believe that they have been trusted by their leader. The employees are confident and comfortable
with their supervisor and co-workers. It is convenient for employees to work collectively with their supervisor and
peers if their trust is reciprocal (Wulandari & Burgess, 2010). Mohamed et al. (2012) has accentuated on the
development and nurturing of trust in the workplace was contributed by sharing of trust among member in the
organization. It is proven by previous studies that trust was highly related with all aspects of employee satisfaction
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(Wulandari & Burgess, 2010). Trust is potentially decreasing in employee job satisfaction and commitment if
organizational member not committed to build trust. Hence, the leader needs to trust their leader and leader needs to
gain trust to achieve employee commitment.
Having a trustworthy and full of integrity of leaders would influence the followers towards the effectiveness
of leadership. It is important for the leaders in building the mutual trust of with the followers in the sense of having a
common vision and work together towards it (Ngodo, 2008). In the process of building trust, the leaders provide task
support and concern of the followers on a task which could improve the process and accomplished it. Leader relations’
support concerns in maintaining or improving interpersonal relationships which build the trust and loyalty among the
followers. Leaders lend their ear to channel the emotional support and concern of the followers. The leaders are also
able to provide resources related task support to accomplish the task which will likely increase the implementation of
novel work ideas (Cheung & Wong, 2011). The trust provides leadership effectiveness and there is transformable
effective between trust and employee’s attitudes. Employees will engage in their work role if they found their leaders
trustworthy as they are affected psychologically and Wang and Hsieh (2013) found that supervisors’ consistency
between words and actions, supervisors’ moral perception and employee trust are significantly correlated with
employee engagement. The authentic communication could build trust and provide support to the employees.

CONCEPTUAL FRAMEWORK
This study focuses on the relationship between employee empowerment and employee commitment by
highlighting the mediation role of trust towards the leader. As emphasized by leader member exchange theory, high
quality relationship of leader and follower is bound by the trust. In this study, the focus is particularly on trust towards
the leader. Figure 1 is the conceptual framework of this study.
Employee
Empowerment

Trust Towards Leader

Employee Commitment

Figure 1: The conceptual framework

HYPOTHESES DEVELOPMENT
Empowerment is an attitude and perceptions of employees towards their job and organization based on
organizational approach and administrators can provide an opportunity to empower employees (GoudarzvandChegini
& Kheradmand, 2013). Empowerment is developed from employee’s psychological reflection towards existence or
non-existence empowering conditions (Mohammadian & Amirkabiri, 2014). An employee who is empowered are
likely committed towards the organization. Empowerment has a significant relation to the employee commitment as
well as turnover intention. The turnover intention is reduced as the employees are committed through empowerment
(Jafari, Moradi, & Ahanchi, 2013). Psychological empowerment is able to increase employee commitment because it
provides meaningful job that fit personal and organizational work role. The employees feel the sense of competency
as they believe they can perform the work role, employees has self-determination over the work and related decision
process and employees feel the impact as they have possibilities to be embedded in shaping the organizational system
(Rawat, 2012). Studies indicate that the practice of employee empowerment contributes to managerial and
organizational effectiveness, commitment and makes employees to increase more responsibility towards the quality
of goods and services (Findikli et al., 2010). A study done by Mohammedan and Amirkabiri (2014) shows the direct
relationship between employee empowerment and employee creativity and innovation, which suggests that increase
in employee empowerment will increase in employee commitment. Another study done by Abdullah et al. (2015)
indicates that teacher’s commitment increases if they psychologically perceive their school environment that brings
meaning to the work role, perceive competency in enhancing skills and competencies, have influence in strategic,
administrative and operating outcomes. Furthermore, a study done by Rawat (2012) indicates psychological
empowerment, influence all three types of commitment which are continuing, normative and affective. Empowerment
creates the possession of decision making that lead to the increase of commitment. Study done by Jandaghi Borghei,
Matin, and Dastani (2010) also indicates the direct relationship between employee empowerment and organizational
commitment. Thus, the previous studies have indicated the relationship between employee empowerment and
employee commitment. The following hypotheses were proposed:
H0: There is no relationship between employee empowerment and employee commitment.
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HI: There is a relationship between employee empowerment and employee commitment.
Trust is considered as an effective tool in building the relationship between the leaders and followers. It is
crucial for employees to trust their leader as they are the decision maker. Once the employee believes the decision
makers competency, they can concentrate to achieve organizational goals. Management will likely to maintain
satisfied, creative and productive workforce through trust (Mohamed et al., 2012). Trust is also building harmonious
rapport between leader and employees. Building a good relationship is possible once an employee trusts their
supervisor and co-workers (Wulandari & Burgess, 2010). The study indicates that trust between leader and followers
might be used as the inspiration in improving both employee attitudes and performance (Griffith, Connelly & Thiel,
2011). Previous studies have highlighted the role of trust to gain positive organizational performance. A study done
by Jo et al. (2015) proves that trust is the best mediator between leadership and member’s creativity in the ICT industry
in Korea. A study done by Chughtai et al. (2014) on the other hand shows that trust is able to mediate the relationship
of ethical leadership and employee well-being, including work-engagement and emotional exhaustion. A study done
by Agarwal (2014) has supported that trust can link justice with work engagement that increase in work innovative
behavior as mediator. It is proven that trust is the best mediator in the relationship of the leaders and followers.
Building trust in the follower would result in positive outcomes of the followers. Study done by Ugwu, Onyishi, and
Rodríguez-Sánchez (2014) indicates that trust was positively related to work on engagement and this relationship was
moderated by psychological empowerment. Trust increases positive reactions and it is the foundation for affective
commitment towards leader and organizations. Past study has shown that trust between leaders and subordinates
increase the motivation towards employee attitude and performance (Griffith, Connelly & Thiel, 2011). Since previous
studies have established the role trust as mediator, this study focuses on the role of trust towards the leader as mediator.
The following hypothesis is proposed:
H2: Trust towards leader mediates the relationship between employee empowerment and employee commitment.
METHODOLOGY
This study is a quantitative study involves the use of surveys. The respondents of this study are the bank
employees at Maybank, Bank Islam, Affin Bank and CiMB Bank in Kuala Terengganu, Terengganu. Rather than
focus on developed state in Malaysia, this study focused on the developing state which is Terengganu. The findings
of this study may highlight necessary for employee empowerment in increasing commitment, especially in developing
state in Malaysia. The banks was listed under Government linked Companies (GLCs) Transformation Program. This
study involves 113 numbers of respondents. The stratified sampling is used to sample the population.
Items to measure of employee empowerment were adopted and adapted from previous studies, including
Gumusluoglu, Karakitapoğlu-Aygün and Hirst (2013); Ashikali and Groeneveld (2013); Joo, Yoon and Jeung (2012)
and Jønsson and Jeppe Jeppesen (2013). Example of an item is “I think that my organization’s problems are my own”.
The items to measure employee commitment was adopted and adapted from previous studies including Li et al. (2012);
Men and Stacks (2013); Morgan Tuuli et al. (2012); Hassan et al. (2013). Example of an item is “I enjoy my work and
it is meaningful to me”. Items to measure trust towards leader were adopted and adapted from previous studies,
including De Cremer and Knippenberg (2005); Gillespie and Mann (2004); Scandura and Pellegrini (2008) and
Griffith et al. (2011). Example of an item is “I do trust my leader in managing the organization”.
As the preliminary study, a total of 30 samples were distributed to respondents with the same interest. The
number of 30 respondents from the same interest is enough as the minimum recommended for preliminary survey and
scale development (Johanson & Brooks, 2010). The values of Cronbach’s Alpha are used to determine the reliability
of the scale of the study. The results indicate that the Cronbach’s Alpha for employee empowerment, employee
commitment and trust towards leader is 0.907, 0.859 and 0.920 respectively. The value of Cronbach’s Alpha between
0.80 and 0.95 is considered very good (Zikmund, Babin, Carr & Griffin, 2013). Hence, the scale of the items of this
study is considered as very good.
FINDINGS
The findings of this study are divided into three sections. The first section is Respondent’s Profile of this study.
The second section is the H1: The relationship between employee empowerment and employee commitment. The last
section H2: Trust towards leader mediates the relationship between employee empowerment and employee
commitment. Before the analysis is done, the factor analysis and parametric test were done. The factor analysis
indicates that the KMO is excellently good with the value of 0.895. Bartlett’s Test of Sphericity is significant (ChiSquare=4347.270, p=0.000). The factor analysis results in removing an item of “I always trust my leader even
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deception occurs”. This item was not used for further analyses. The normality is assumed for all variables as skewness
and kurtosis value is within the range of +1 to -1. The reliability is assumed for all variables as the value of Cronbach
Alpha above 0.9. The linearity of the relationship between employee empowerment and employee commitment is also
assumed as the deviation from linearity is p>0.005. Hence, as the assumptions for parametric tests were assumed, the
parametric analyses were employed in this study. For H1, Pearson Correlation is employed to determine the
relationship between employee empowerment and employee commitment. For H2 the Process by Hayes is employed
to examine the moderating role of trust towards leader in the relationship between employee empowerment and
employee commitment.
Section 1: Respondent's Profile
Section 1 presents the respondent's profile of this study.

Demographic Background
Gender
Age

Status

Tenure of Services

Position

Male
Female
20-29 Years
30-39 Years
40-49 Years
50 and above Years
Single
Married
Widowed
0-9 Years
10-19 Years
20-29 Years
30-39 Years
Executive
Manager
Senior Manager
Others

Table 1: Respondents Profile
Frequency
47
60
30
34
35
14
29
83
1
45
28
27
13
56
4
3
48

Percentage (%)
43.9
56.1
26.5
30.1
31
12.4
25.7
73.5
0.9
39.8
24.8
23.9
11.5
49.6
3.5
2.7
42.5

Table 1 indicates the profile of the respondents. The total population of this study is 113 employees of banks
which are listed in the top 20 GLCs in Kuala Terengganu. The gender shows that 43.9 per cent were male and 56.1
per cent were female. Secondly, the age shows that most respondents come from the group of age 40-49 years by 31
per cent, followed by group age of 30-39 years by 30.1 per cent, group of age 20-29 years by 26.5 per cent and lastly
group 50 and above years by per cent %. Thirdly is the status of the respondents. Most of the respondents are married
by having a percentage of 73.5 per cent, followed by single as much as 25.7 per cent and widowed is the least as much
as 0.9 per cent. Fourthly, the tenure of the service shows that the highest tenure of the respondents is 0-9 years, which
is 39.8 per cent, followed by 10-19 years by 24.8 per cent, 20-29 years by 23.9 per cent and 30-39 years by 11.5 per
cent. Lastly, the position of the respondents shows that the highest position is the executive which contributes to 49.6
per cent. Others position contributes percentage of 42.5 per cent. Others position of the respondents includes officer
and administrative support staff. The manager contributes as much as 3.5 percent and senior manager contributes as
much as 2.7 per cent to this study.
Section 2: H1: The relationship between employee empowerment and employee commitment
Section 2 of the findings determines the relationship between employee empowerment and employee
commitment.
Table 2: Correlation between employee empowerment and employee commitment
Employee empowerment
Employee commitment
Employee empowerment
Pearson
1.00
0.540**
Correlation
Sig. (2-tailed)
.000
N
114
** Correlations is significant at the 0.01 level (2-tailed)
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Table 2 shows the correlation between employee empowerment and employee commitment. Pearson’s
correlation for employee empowerment and employee commitment is 0.540 and it is significant (p<0.05). This shows
that employee empowerment and employee commitment were positively correlated. Since there is a correlation
between employee empowerment and employee commitment, the null hypothesis is rejected and H1 is accepted.
Section 3: H2: Trust towards leader mediates the relationship between employee empowerment and employee
commitment
Section 3 of findings examines the mediation role of trust towards leader in the relationship between employee
empowerment and employee commitment.
Table 3: Sobel test for employee empowerment
Effect
Se
Z
P
0.2290
0.0669
3.4217
0.0006
Table 3 shows the result of Sobel Test of Hayes Regression for employee empowerment. The result of Sobel
test shows the mediation role of trust towards leader for employee empowerment and employee commitment is
significant, where effect size 0.2290, p<0.05.

b=0.7229, p=0.000
R2 = 0.6183, p=0.000

b=0.3168, p=0.000
R2 = 0.6412, p=0.000

Trust towards leader
Direct effect, b=0.2262, p=0.0175
Indirect effect, b=0.2290 95% BCa CI [0.12, 0.38]
Total Effect, b=0.4551, p=0.000 R2 =0.2918, p=0.000
Standardized indirect effect, b=0.2718, 95% BCa CI [0.15, 0.43]
K2 = 0.2546, 95% BCa CI [0.14, 0.38]

Employee empowerment

Employee Commitment

Figure 2: Mediation role of trust towards leader between employee empowerment and employee commitment
Figure 2 shows the mediation role of trust towards leader between employee empowerment and trust

towards leader. Employee empowerment significantly predicts trust towards leader (b=0.7229, p<0.05). The value of
R2 is 0.6183 shows that employee empowerment explains 61.83% of the variance in trust towards leader. Employee
empowerment significantly predicts employee commitment even with trust towards leader (b=0.2262, p<0.05); trust
towards leader significantly predicts employee commitment (b=0.3168, p<0.05). The value of R2 of 0.6412 explains
64.12% variance in employee commitment. Total effect model shows that when trust towards leader is not in the
model, employee empowerment significantly predicts employee commitment (b=0.4551, p<0.05). The value of R2 of
0.2918 explains 29.18% variance of effective trust towards leader. There was significant indirect effect of employee
empowerment on employee commitment through trust towards leader, b=0.2290, BCa CI [0.12, 0.38]. This represents
a large effect, k2=0.2546, 95% BCa CI [0.14, 0.30]. As the mediation role of trust towards leader is significantly
proven, H2 is supported.
DISCUSSION
The study focuses on determining the relationship between employee empowerment and employee
commitment and examining the mediation role of trust towards leader in the relationship between employee
empowerment and employee commitment. The first finding of this study indicates that there is positive relationship
between employee empowerment and employee commitment. This corroborates with past studies done by
GoudarzvandChegini and Kheradmand (2013), Findikli et al. (2010), Rawat (2012), Abdullah et al. (2015) and
Jandaghi et al. (2010). The positive relationship means once the employee empowerment increases the employee
commitment would also increase. The reason is because the possession by possession of authority makes them
motivated to do their task and increase their commitment. Most of the respondents are the executive level. The
executive level is a part of managerial level that possesses their authority to access the resources and information. This
may increase their commitment as they have self-determination over their job and competency and meaning in their
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work. This is in line with Rawat (2012) that employee commitment would increase by using psychological
empowerment as employees have meaning over their job, sense of competency, self-determination over their work
and involves in shaping the organizational system. The possession of autonomy not only increases commitment but
will likely increase in effectiveness in the organization. Karnama and Sheikpour (2015) provides this support by
emphasizing the organizational effectiveness will increase once the employees have the possession of autonomy
because as they can take the independent decision. Furthermore, the respondents of this study were the bank employees
that listed under Government Linked Companies that went through the transformation program for higher income
nation. These banks were spending a lot of money to make sure their employee gets the proper training and
development. For example, CIMB Bank has spent RM87.7 million for training and they offer a comprehensive rewards
system to guarantee the employees to be competitively remunerated while enjoying opportunities for learning and
progression (CIMB Sustainability Reports, 2015). This may contribute the reason for increasing employee
commitment. Tan and Nasurdin (2011) supported this by emphasizing that there is an increase in requisite skills and
learning potential when there is implementation of a higher level training. Hence, the employees who are empowered
by training increase their commitment towards the organization.
The second findings of this study indicate trust towards leader mediates the relationship between employee
empowerment and employee commitment. The objective for the mediation role is successful in the relationship
between employee empowerment and employee commitment. The mediating role of trust towards the leader indicates
that empowered employees need to trust their leader to gain commitment. Finding of this study indicates the proof of
trust as mediator in a previous study to gain positive organizational outcomes. The finding corroborates a previous
study done by Yanik, and Gürsoy (2015) that trust in leader mediates the relationship between informational justice
and affective commitment. The finding is in line with other studies done by such Jo et al. (2015), Chughtai et al. (2014)
and Agarwal (2014) that prove of mediation role of trust. The mediating role of trust towards leader may indicate a
high-quality relationship between leader and follower. As highlighted by Subramaniam, Othman and Sambasivan
(2010), high quality relationship makes the employee to invest the extra effort for the leader and the leader will do the
same for them. This is in line with Yukl et al. (2013) that the theory of leader member exchange suggested that the
high-quality social exchange is due to trust, mutual liking and respects and provides benefits for both leaders and
followers in terms such as performance and commitment. These high-quality exchange relationships will likely happen
when the leaders are honest, trustworthy and concerned for the follower’s well-being. In the same token, study done
Wulandari and Burgess (2010) provides support for this as their finding have indicated trust in immediate supervisor
and co-workers positively related to quality of employees relationship. Trust makes employees confident and
comfortable with their supervisor and co-workers; and it is convenient for employees to work collectively with their
supervisor and peers if their trust is reciprocal. The study highlights the significance of trusting the leader as it builds
follower’s trustworthiness, behavior, and emotional towards the leaders. Trust exists in the relationship between two
parties and it comes from engagement between both parties. It is necessary for trust to be nurtured, developed and
embedded within all the relationship as it could lubricate the relationship especially in the exchange of knowledge and
corporation.
CONCLUSION
This study indicates the relationships between employee empowerment and employee commitment and
mediation role of trust towards leader. Empowerment of employee increase trust towards leader and trust towards
leader increase employee commitment. Trust is the key to organizational success especially in effective function of
banks. The leaders need to gain trust of the followers and the followers’ need to trust their leaders as to achieve the
same objectives. The employee who trusts their leaders increases their commitment. The findings of the study also
highlight the need for empowerment in increasing commitment in developing state in Malaysia which is Terengganu.
The implication of this study can be looked into two perspectives which are theoretical perspectives and managerial
perspectives. Theoretically, it is proven on how trust is significant in building high quality relationships between leader
and follower as emphasized by leader member exchange theory. The leader should gain their follower trust to gain
their employee commitment towards organizational goals. Managerially, the organization should invest in an
environment that can empower their employees, increasing the trust towards the leader as well organization for them
to be committed. Future studies should explore the type of leadership style that may influence employee trust in the
organization and vary the focus of study in other states in Malaysia.
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Abstract
The outbreak of COVID-19 has placed the world in a crisis like no other, which has a significant impact on
the lives of people, enormous economic damage and travel industry. Due to the increasing number of COVID-19
cases, this situation also may affect the pilgrims to travel for the annual Hajj and Umrah in mass gatherings as it can
pose a potential risk for the spread of infectious diseases between pilgrims, and the host community. Therefore, this
study aims to determine the Hajj and Umrah pilgrimage’s risk perception regarding the COVID-19 issues which may
contribute to the pilgrim’s willingness to travel to Saudi Arabia after the pandemic ends. This online quantitative
research paper outlines an exploratory study conducted on Hajj and Umrah pilgrimage and Muslims in Malaysia with
a total of 200 respondents from the sample. A ‘Sensation Seeking’ conceptual framework was adopted. Factor analysis
identified three main variables which consist of psychological risk, physical risk, and related travel risk. From this
research, the researcher expects that, Hajj and Umrah pilgrimage risk perception might positively or negatively relate
with their willingness to travel. This study might contribute in providing pilgrimage data to the Malaysian Hajj
Pilgrims Fund Board, Tourism Malaysia and travel agencies in Malaysia that provide hajj and umrah package.
Keywords: COVID-19, Mass gathering, Hajj and Umrah, Saudi Arabia, Risk perception
Introduction
The COVID-19 outbreak has been declared by the World Health Organizations (2020) as a pandemic in March
2020 and there have been 52,177,708 confirmed cases and 1,286,063 associated deaths reported on 13th November,
2020 globally. Besides, the COVID-19 spreads have created a global, social, and economic disruption that has resulted
in the cancellation, and postponement of many things. The spread of the disease has therefore affected a vast region
of the world across the globe, and major sectors, including tourism, have been prone to great challenges (Parveen,
2020). The largest mass gatherings in Saudi Arabia present a serious impact during such a global pandemic because
millions of Muslims from all over the world visit Saudi Arabia for Umrah and Hajj (Shafi, Booy, Haworth, Rashid &
Memish, 2008). As cited by Atique & Itumalla (2020), the threat to global health security posed by infectious diseases
might be exported to the pilgrims’ home country shows the importance of planning, global communication, public
health surveillance, and response at religious mass gatherings. In response to the Covid-19 spread, several countries
from where large numbers of Muslim pilgrims originate such as Malaysia, Indonesia, India, and Singapore,
subsequently announced that these countries barring their pilgrims from attending the 2020 Hajj (Zumla, Azhar,
Alqahtani, Shafi, & Memish, 2020).
Moreover, every capable Muslim need to perform Hajj once in their life to complete the five pillars of the
religion of Islam which obligatory to perform in the month of Hajj, Zulhijjah. On the other hand, Umrah is an Islamic
ritual performed by thousands of Muslims daily in the city of Makkah (Algaissi, Alharbi, Hassanain, & Hashem,
2020). Approximately 10 million people from 182 countries travel to Saudi Arabia annually for the Hajj and Umrah
pilgrimages (Memish, Zumla, Alhakeem, Assiri, Turkestani, Al Harby, Alyemni, Dhafar, Gautret, Barbeschi,
McCloskey, Heymann, Al Rabeeah, Al-Tawfiq, 2014). In the last 10 years, the annual number of pilgrims varied
between 1,862,909 and 3,161,573 (General Authority for Statistics, 2020). Therefore, the presence of a large number
of pilgrims due to the crowded accommodation, congregation, and prayers create an ideal environment for the
transmission of infectious diseases, many of which are preventable if appropriate measures are taken (Memish et al.,
2014; Coulibaly, Traore, N’gattia, Ahoussou, Kangah, Kadjo, & Dagnan, 2016). Saudi Arabia temporarily shut down
travel to its holy sites on February 27, 2020 for the very first time since the Kingdom was established in 1932, in
response to the COVID-19 outbreak, which restricted inbound flights and prevented local and international pilgrims
from traveling to Makkah and Madinah for the Umrah pilgrimage (Algaissi et al., 2020; Parveen, 2020). In fact, as of
10th June 2020, there are over 112 thousand cases of Covid-19 infection, with over 40 thousand cases in Makkah and
11 thousand cases in Medina (Tabung Haji, n.d).
Based on the facts mentioned above, this study analysed that due to COVID-19, many changes have been
brought to this world in terms of economic and social life. As COVID-19 is an infectious disease, by being in a
crowded place are per say mass gatherings, the disease has a higher chance to be spread among the crowd. Hence,
many countries had taken their actions in fighting against the threat by forbidding any travel especially for the purpose

83

of performing Hajj and Umrah as it includes mass gatherings for a long period of time.
Therefore, this study aims to determine the risk perception of the potential Hajj and Umrah pilgrimages on
COVID-19 issue also to investigate the travel willingness among the potential Hajj and Umrah pilgrimages on
COVID-19.
Travel risk perception will lead to or influence tourist willingness to travel, such as travellers willing to take
risks when traveling with experience. Willingness to travel refers to the maximum distance that an individual is willing
to travel under specific circumstances. Some tourists are willing to take the consequences of their decision to worship
and attend a mass gathering in Saudi Arabia. This measure will be based on the perception of travel risk to tourists.
As a result, travel risk perception can be characterized as a post-acquiring assessment opinion with reference to travel
willingness. On the basis of the framework, four hypotheses were proposed as follows.
H1: There is a significant linkage between psychological risk and travel risk
perception.
H2: There is a significant linkage between physical risk and travel risk perception.
H3: There is a significant linkage between related travel risk and travel risk
perception.
H4: There is a significant linkage between travel risk perception and willingness to
travel.
Literature Review
According to the Ministry of Hajj and Umrah, Kingdom of Saudi Arabia, the most recent number of Hajj
pilgrims have enrolled equivalent to 7, 457, 663 pilgrims during 2019 (Zumla et al., 2020). Yet, there are no specific
preventive measures or vaccines for COVID-19 available to date. Around 2.5 million pilgrims from round the world
flock to the cities of Makkah and Madinah per annum for a week-long ritual scheduled to start in late July, as AlJazeera said but Saudi Arabia was made aware that the growing COVID-19 pandemic could disrupt its plans (Zumla
et al., 2020). The Saudi authorities faced very difficult decisions concerning the 2020 Hajj pilgrimage that were
discussed by the global spread of COVID-19. No signs of decline, the national and global impact on public health, the
risk of livelihoods and economic costs, religious decisions and sensitivities, the pros and cons of holding the Hajj
leading to the final prudence of the Saudi government (Zumla et al., 2020). Muslim religious leaders and ethicists
were unified in concluding that the preservation of life during pandemics takes precedence over the practise of
religious rituals, and that under strict supervision and public health guidance, a small number of individuals are
nominally performing the Hajj.
Furthermore, Saudi government took decisive, logical, logistical and prudent decisions to beat these pre- Hajj
nightmares of public health, political, economic and religious concerns. The Hajj 2020 has been drastically reduced
and participation in Hajj rituals has been limited to just 1,000 COVID-19 negative people living in the kingdom, of
which “foreign '' residents will make up two-thirds of all selected pilgrims from the worker pool, locals, healthcare
professionals and security personnel, especially those who have recovered from COVID-19 (Al Jazeera, 2020). Aside
from that, those aged 65 years and over and people with comorbid conditions would be barred. Although all holy sites
would remain open, adequate physical distancing and disinfection measures were put in place during the pilgrim's
journey with supervision and assistance at regular intervals. It was mandatory to wear masks, and pilgrims would be
subject to temperature controls and if required, placed in quarantine. All pilgrims have thoughtful kits, including
disinfectants, masks, prayer rugs, ihram (seamless white garments that pilgrims must wear), sterilized stones for the
Jamarat stoning ritual. Throughout the duration of the Hajj, the pilgrims would need to keep a social distance of one
and a half meters and were guided by well laid out markers and Hajj coordinators (Young, 2020). Other than that, it
would not be permissible for pilgrims to touch the Kaaba or kiss the black stone in its corner, both of which are regular
customs during the Hajj. Pilgrims would also have to be quarantined for 14 days after the pilgrimage (Zumla et al.,
2020). Apart from that, World Health Organization has provided a guidance to host governments, health authorities
and national or international organizers of mass gatherings on containing risks of COVID-19 transmission associated
with mass gathering events.
As stated by Minister in the Prime Minister's Department, Datuk Seri Dr Zulkifli Mohamad Al-Bakri,
nevertheless the government of Malaysia took the final decision to postpone the Hajj pilgrimage for Malaysians for
the safety, health and well-being of Malaysians based on the briefings by the Health Ministry, Tabung Haji and the
Special Muzakarah Committee Meeting of the National Council for Islamic Religious Affairs, held on June 9
(Perimbanayagam, 2020). According to the official statement made on 11 June 2020, government of Malaysia will
not send out 31,600 pilgrims this year to the holy pilgrimage of Hajj in the Kingdom of Saudi Arabia has taken into
account various aspects following the outbreak of the COVID-19 worldwide (Perimbanayagam, 2020). The COVID19 outbreak is still a threat to lives around the globe in the current situation. Additionally, the Government of Malaysia
will decide on the sending of pilgrims next year (1442H / 2021) based on the current situation and based on any
decisions made by the Saudi Government at that time (Tabung Haji, n.d). As approved by Tabung Haji, for those who
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have appealed to perform the Hajj this year (1441H / 2020), their Hajj appeal approval is considered void and pilgrims
must submit a new appeal for 1442H / 2021 season to Tabung Haji (Tabung Haji, n.d).
According to Deng & Ritchie (2018), risk is defined as the possibility of loss of something of value, or of
something bad happening at a point of time in the future. Meanwhile, perceived risk is a consumer’s perception of
uncertainty or negativity of an action and is based upon possible negative consequences that are beyond one’s
acceptance level.
Psychological
risk

Physical
risk

Travel Risk
Perception of Mass
Gathering since
Covid-19

Willingness to
travel

Travel related risk

Figure 1: The Travel Risk Perception framework was adapted from “The Mediating Role of Sensation Seeking on
The Relationship between Risk Perceptions and Travel Behaviour” by Sharifpour, Walters, & Ritchie (2013).
This research adopted from Sharifpour, Walters & Ritchie (2013), ‘sensation seeking’ conceptual framework
to demonstrate risk perception among Umrah and Hajj pilgrims mass gathering since the COVID-19. According to
the framework, there are three variables which consist of psychological risk, physical risk, and related travel risk.
Travel risk perception may have negative or positive impacts on tourism risk perception of mass gatherings since
COVID-19.
Park & Reisinger (2010) previous research defines physical risk referring to the risk of physical; it included
health-damaging threat and injury (accidents). In addition to that An, Lee, & Noh (2010) identified the probability of
physical harm during travel involves physical danger. In fact, terrorism, injuries, and various diseases such as Serious
Acute Respiratory Syndrome (SARS) are likely. Physical risk normally refers to any harm or damage that is normally
visible or can be perceived visibly such as getting injuries or falling sick during travel. Travelers would try to avoid
destinations that could harm themselves in any way.
Psychological risk relates to the potential adverse impact of travel experiences on the characteristics or
personality of the traveller (An, Lee, & Noh, 2010). Some might have a mindset to perceive the destination is not safe,
they will tend not to travel to the destination. For example, due to the Covid-19, pilgrims will start thinking whether
to continue planning or not to perform Umrah or Hajj in the near future.
Leggat & Franklin (2013) identify travel-related risk as the risk of an adverse incident that affects the health
of a person while travelling, interferes with the journey or involves the use of health services. Risk also has been
correlated with the threat of terrorism in recent years. According to Qi, Gibson, & Zhang (2009), travel-related risk is
associated with a variety of factors, including political instability, health risks, crime, abuse, conflict, natural disasters,
and terrorism. The pilgrims will normally consider all the risks that might happen from the minor incident to a major
incident which could involve one’s life. Travel-related risk is more on what risk that might fallen upon the tourists
when they travel to a certain destination. As an example, pilgrims traveling to Saudi Arabia might face a natural
disaster such as sandstorm which is highly dangerous and could cause death.
Since the dimensions of travel risk per individual were established by Roehl and Fesenmaier (1992), scholars
have placed a great deal of academic effort into research on tourism risk perception. Numerous researches on risk
perception in tourism have been conducted. Yavas (1987), for instance, explored the relationship between the
perception of travel risk and international travel decision-making. The relationship between perception of travel risk,
protection, anxiety and future travel intentions was examined by Reisinger and Movondo (2006).
Travel risk perception, therefore, arise among pilgrims are formed from several variables; a psychological risk,
physical risk, and associated travel risk, which is an important indicator for a first-time pilgrimage or a repeat
pilgrimage willingness to travel during the pandemic. Although after the Saudi Arabia government has set the SOP
(Standard Operating Procedure) to avoid the disease transmitted to one another and maintain the social distancing
between all the pilgrimages to complete the worship. The degree of perception of travel risk can affects the perception
of their decision to travel to Saudi Arabia in order to perform Umrah and Hajj. Thus, this research claim that the
pilgrims will assess their perception of risk whether the willingness to travel will be affected.
Methodology
The methodology of this research is based on quantitative research where the respondents are approached
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through online survey method. In addition, the researcher has distributed the Google Form questionnaire link through
social media platform such as WhatsApp in which the respondents will answer accordingly. The researcher has created
research questionnaire that comprised of two section, section A and B which section A discuss more on the
respondent’s demographic characteristics and section B, were divided into three sections such as risk perceptions,
travel risk perception and willingness to travel. All respondents were asked to assign each of the questionnaire using
5-point Likert Scale ranging from strongly disagree (1) to strongly agree (5).
Moreover, the source of secondary data or information collected from various sources such as newspaper
publication, journal article, government official websites, and statistic data mainly. For example, Tabung haji official
website, Aljazeera online news, World Health Organization official website, General Authority for Statistics of Saudi
Arabia and more. From the secondary data sources, we have collected the data of the changes in statistical number of
pilgrims’ arrival in Saudi Arabia, the new implementation of Standard Operating Procedures (SOP) and also the Hajj
2020 restrictions to perform the ritual during the COVID-19 pandemic.
In addition, the researcher uses the Simple Random Sampling method where every item in the population has
an even chance and likelihood of being selected in the sample. The sample population of this survey are Hajj and
Umrah pilgrims and Muslims in Malaysia, aged 20 to 50 years old that are expected to travel to Saudi Arabia for the
worship after the pandemic COVID-19 ends. The data were evaluated using the Social Science Statistical Package
(SPSS) for version 10 of Windows. Cronbach’s alpha is a measure of internal consistency, that is, how closely related
a set of items are as a group. It is considered to be a measure of scale reliability. The questionnaires were evaluated
by Cronbach's alpha coefficients that ran from 0.8 to 0.7, which are viewed as acceptable.
Findings
The 224 data of respondents were analysed using the Social Science Statistical Package (SPSS). the result
shows that, most respondents were men (41.1%) and 58.9% are women. As for age, the dominant age group of the
respondents was between 50 to 60 (33.9%), and only 11.2% of the respondents were those from between 40 to 50
years of age. Approximately 72.8% of respondents were employed, and only 4.5% of respondents were self-employed.
In terms of monthly household income, the majority of respondents were those with a monthly household income
between RM 5, 000 or more (44.6%), and only 5.8% of the respondents earned less than RM 1,000. In addition, 61.6%
of respondents answered ‘no’ and 38.4% answered ‘yes’ for the questions “Have you travelled to Saudi Arabia to
perform Hajj and/or Umrah before COVID-19?”.
The study was to identify whether the perception of travel risk influences the willingness of pilgrims to travel.
The significance of the relationship between the two variables is then tested using descriptive analysis and correlation
with Pearson. The outcome showed that all the attributes had a significant relationship with the willingness of the
pilgrims to travel.
Table 1: Result of Hypothesis Testing from 1 to 4
Travel risk
perception
1
Psychological Pearson
.669**
risk
correlation
Sig. (2.000
tailed
N
224
Physical risk
Pearson
.159*
correlation
Sig. (20.17
tailed
N
224
Related travel Pearson
.644**
risk
correlation
Sig. (2.000
tailed
N
224
2
Travel risk
Pearson
perception
correlation
Sig. (2tailed
N

Willingness to
travel

Result
Hypothesis
accepted

-.212**
.001
224

Hypothesis
accepted
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Discussions
New studies have shown that knowledge of COVID-19 disease is higher than that of Middle East respiratory
syndrome (MERS). This can be attributed to the global scope of COVID-19 because, due to its high rate of
transmission, alarming number of cases, and the ongoing global death count, it is more extreme than Middle East
respiratory syndrome (MERS). Some of the notable ‘new normal’ adapted today are wearing masks, constantly
washing hands with hand sanitiser or soap, maintaining social distance with others, only going out for the purpose of
purchasing necessities. All of these approaches are very efficient in helping to curb Covid-19.
The cost for screening to check the individual has COVID-19 took some of the money and the lower is RM250
at government hospitals. Many of people that effected economically with no job due the downsize of the company,
that amount of money may so expensive for them. Citizens take a step where they just stay at home and try their best
to avoid the disease transmit to them. This study shows that all participants were conscious of avoiding mass gathering,
avoiding travel to highly risk locations, the use of face masks and hand sanitizers, and travelling during pandemic as
regards preparedness to combat COVID-19. The cost for Hajj and Umrah may increase because every movement of
the pilgrims will also be controlled by the health of Saudi Arabia as a quick response if there are pilgrims who suddenly
fall ill while performing Hajj and Umrah.
Based on the result analysed, the question was I might experience serious negative impact on my travel
experience, if I affected to COVID-19 while traveling to Saudi Arabia with majority shows frequency of 5. This result
clearly shows that respondents still perceive risk to travel to Saudi Arabia to perform Hajj and Umrah since the
COVID-19.
It was observed that the respondents are anxious towards traveling as they think that traveling would give them a
serious negative impact on their travel experience. Psychological risk relates to the potential adverse impact of travel
experiences on the characteristics or personality of the traveller (An, Lee, & Noh, 2010).
I will take precautions so that I do not get infected during Hajj pilgrimage such as brought medicines, took
vaccinations, maintain personal hygiene, use hand sanitizer and wash hands question shows that major respondents
are fully aware on the physical risk that might affect them while traveling. Travelers would try to avoid destinations
that could harm themselves in any way. Plus, the COVID-19 is a highly contagious and can be easily spread from one
person to another within 2 meters range. An, Lee, & Noh (2010) identified the probability of physical harm during
travel involves physical danger.
Based on the question My duration of visit to Saudi Arabia might affect my health condition, almost half of the
respondent is strongly agree for the government to provide new Standard of Procedures (SOPs) and policies that
consumes money which will be an obligation for them to travel to Saudi Arabia to perform Hajj and Umrah during
COVID-19. According to Leggat & Franklin (2013) identify travel-related risk as the risk of an adverse incident that
affects the health of a person while travelling, interferes with the journey or involves the use of health services. For
example, pilgrims can unpredict infected to the COVID-19 disease as it is known as invisible virus.
Regarding the question I have a concern if I attend the mass gathering during Hajj, I will be affected by
potential infectious, about 93 respondents strongly agreed that prolong exposure in public especially during mass
gathering would be affected by potential infectious of COVID-19 although after the Saudi Arabia government has set
the SOP (Standard Operating Procedure) to avoid the disease transmitted to one another and maintain the social
distancing between all the pilgrimages to complete the worship. Reisinger and Movondo (2006) has mentioned that
the relationship between perception of travel risk, protection, anxiety and future travel intentions was examined.
Based on the results of this study, it is certain that this can be proved are positively associated between
psychological risk, physical risk and travel-related risk attribute and the level of travel risk perception contribute to
their willingness to travel to Saudi Arabia among Malaysian Muslim. Three risks influence the Hajj and Umrah
pilgrimages to travel to Saudi Arabia to complete the worship, especially they need to involve themselves in the mass
gathering. From the results, we also can conclude that tourist’s anxiety and willingness to travel can be easily
influenced by the perception that they made.
Hajj and Umrah are compulsory for every Muslim around the world who visited Saudi Arabia to perform worship. It
has been listed as a "pandemic" as the epidemic of COVID-19 is expanding rapidly, spreading across boundaries and
spreading through continents, causing chaos and dismay among all nations. This new viral infection is effective in
causing people to be restless, confused, and scared. It is bad sign for baby boomers and elders who are easily affected
by the disease and may have higher chance for not surviving from Covid-19. It obstructs them to perform Umrah and
Hajj even Hajj always known for elders need to perform once in their life.
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Abstract
The provision of recreational facilities is often dwelled on profit and in most cases influenced by the polity of the
moment, which invariably negates meeting the residents’ demands. In effect, the study aims to determine the
residents' views on the part of stakeholders' performance with regards to the provision and management of the
recreational facilities in the Greater Jos, Nigeria. Some selected literature were reviewed, and Geographic
Information System approach was employed to produce the recreational facility map. Also, quantitative method was
adopted where a questionnaire survey was conducted among 400 residents from ten sectors of the Greater Jos,
involved those whose age are fifteen and above to measure their opinions on the study. The results showed that the
residents opted for stakeholders' input, but private organizations denied being part of establishing recreational
facilities. Without exception, the government should take responsibility for managing recreational facilities despite
the lopsided provision. The findings have a significant effect on the need to incorporate the residents to have a say in
the formulation of policy, planning, and management of services meant for them.
Keywords: Residents, Performance, Stakeholders, Recreational Facilities, Nigeria
Introduction
The philosophy for recreational activity is said to have less responsiveness due to lack or inadequate research on
motivation for recreational activities. Hence, the movement to connect research and practice and in this case, the
stakeholders' impact is affected (Parr & Schmalz, 2019). Stakeholders with interest in parks and recreation usually
perform a significant role in the provision recreational (Cavnar, Kirtland, Evans, Wilson, Williams, Mixon, Hutto,
2004). It is however imperative to recognise the critical link of recreational activity to planning and agents concerned
with the provision of the services (Seaman, Sharp, Tucker, Van Gundy, & Rebellon, 2019). Likewise, community
destined for progress is profoundly affected by stakeholders active role in the provision of recreational facilities (Su
& Wall, 2017). Therefore, the need for the stakeholders to impact and generate a significant weight on the value to
gain social recognition in a community. The community involvement being the private operators (providers), and
government agencies (Lindman & Ran, 2018). Their involvement in decision making from early stages of the planning
process, and emphasis on designing of a system is paramount (Lim & Taeihagh, 2018). Also, the decisions between
multiple stakeholders in the sourcing of ideas, and in an ideal situation should determine their role (Airike, Rotter, &
Mark-herbert, 2016). More so, according to the United Nations Development Program (UNDP) concerning public
participation, all people should be part of the decision making directly or through representatives. This criterion serves
as an impetus for public input in the social, economic and political justice in meeting the demand of a community
(Eagles, Romagosa, Buteau-Duitschaever, Havitz, Glover, & McCutcheon, 2013).
Research on recreation covers quite a range of issues on physical activities (Moreno-Llorca, García-Morales,
Lloréns-Montes, Ramos-Ridao, Alcaraz-Segura & Navarrete, 2019). The activities are in different ways, which could
be traditional, and in most cases, provides physical combat. Involvement in recreation stimulates the interest of nature
connection. It also promotes family ties and appreciates one's heritage and cultural background. The activities now
include parks and gardens which are attractions to community and tourists. Because of its importance, it creates
significant attention on the side of the community and anxiety among stakeholders, hence, the rising concern of the in
collaboration of planning authorities and the need to discuss issues on recreation (Arni & Khairil, 2013). To achieve
the vision of adequate provision of services, it requires insight into the process of strategy and approaches (Hatipoglu,
Alvarez, & Ertuna, 2016). It is essential to know that any proposed development schemes do influence and motivate
the community's contribution to the planning process (Jordan, Vogt, Kruger, & Grewe, 2013). Research is required,
most especially on the stakeholders' activities as it affects the beneficiary's participation (Kim, Spengler, &
Connaughton, 2016).
The main objective of this paper is toward fulfilling the residents need by determining their perception on
stakeholders' role in the provision of recreational facilities as an integral part of a city (Wash & Mohamed, 2019).
Though, the nonchalant attitude of resident's participation in the decision due to time constraints, familiarity with
regards to expertise and complex planning process do hinder effective participation (Rasch, 2019). A strong
commitment is needed among the authorities, stakeholders, and the public to promote sustainability and socio-
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economic advancement in cities (Rabe, Osman, & Bachok, 2016). Therefore, the need for residents' input that bothers
on recreation, especially in plan intervention for recreational purposes (Verbrugge, Ganzevoort, Fliervoet, Panten, &
van den Born, 2017). The provision of recreational facility is a source for physical activity that boost ones physical
and mental health. The prevailing processes involved in the provision of services by stakeholders necessitated the
study to assess their role through the residents' perspective. The focus is on Nigeria, with the investigation centred on
Greater Jos, Plateau State, which consists of parts of the six Local Government Area of Plateau North, and an estimated
population of 1.5 million people (figure 1).

Figure 1. Location of the Study Area (Greater-Jos)
Literature Review
Informed Theory
Few theories help to analyze the need for recreational facility activity behaviour which leisure researchers explain
have limited information. Though, modern researchers identified that all approaches are appropriate and dynamic,
given the specific background of knowledge. Therefore leisure research in the twenty-first century is confined within
postmodern regarding time, places, income and activities (Henderson, Presley, and Bialeschki, 2004). This article is
conceived from an idea of the Public Interest Theory as developed by Arthur Cecil Pigou, a renowned English
economist (Ebekozien & Jaafar, 2019). The theory included an aspect of Economic Regulation, which was published
in 1971 by Stigler. He asserted that regulation assumes solely and improvement on the overall public interest by
correcting market failures to meeting the demand of the people adequately(Carrigan, Coglianese, & Carrigan, 2016).
Christensen (2010), opined that where the government produce goods or service, regulation is a critical factor of
consideration. Whereas the private firm provides the same goods or services within confines and as defined by
legislation, as the issue of regulation is also applicable.
Oh & You, (2018), asserted that stakeholders should understand customers perception with regards to their
characteristics. Conversely, there is the need to determine the stakeholders' role by the residents, being the
beneficiaries of the services. Hence, the control of the provision of public services with regards to recreational facilities
and an emphasis on residents' perception.
Concept of Stakeholder
Stakeholder activity is connected to the interaction among stakeholders in creating value for their different goals
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to be achieved. The identity of a stakeholder is in the process of interrelationships among groups that have a stake in
such activities that make up a successful business or influences the development of a system (Centeno & Wang, 2017).
They can be referred to a group of local agencies as well as operators (private providers) who engage in planning,
provision and implementing programmes for the wellbeing of the people which they are part and parcel of the system.
The effect being for policy integration, and to influence the processes in the areas concerned (Liu, Lin, De Meulder,
& Wang, 2019; Rabe et al., 2016). Though, Individuals as private providers formed a whole system in case of multistakeholders, creating grounds for ethical means of generating the required resources for expertise and knowledge.
The knowledge is for different stakeholders to deal with issues comprehensively and, to express the strength of the
approach for an effective outcome (Airike et al., 2016). Thus the knowledge is connected to a policy framework which
usually seeks to meet the criteria of the assessed system scheme to decision-making, and views. The views are credit
of stakeholders' divergent values and beliefs, unbiased, and fair of a judgment of contrary interest (Janouˇ, 2016). The
behaviour of stakeholders with regards to policy is highly infusing, because of time and space that eventually affects
the development of the policies. While Residents are direct beneficiaries, and their perception invariably influences
the development of the policies and strategies (Chang & Hsieh, 2017).
Role of a Stakeholder
Stakeholders play their roles by moderating to imagine and visualize optimistic scenes to either cope with
problems or establish an ideal situation (Karner et al., 2019). They are initiators of programmes, representatives of
groups, and in some cases legitimacy enhancers of policies and programmes. They are also participants of government
initiative programs, agents to improve collaboration between different interest groups of people, and decision-makers.
Stakeholders contribute to all ideas and types of knowledge to deal with uncertainties and unforeseen risks,
contributing to the planning process and design frameworks of projects. This skill brings to bear the research of all
disciplines and to appropriately determine future events (Soma & Polman, 2018). The implications of the skills and
policies in relations to theories, are developed for effective usage (Ziakas, 2018).
Among their roles, is to determine models that serve as a framework for effective management skills to
influence high level of management which in turn ease the process of governance (Maskrey, Mount, Thorne, &
Dryden, 2016). This act of governance is a prominent feature of the multi-stakeholder's role, and so the processes
involve all sector representatives in developing a framework of research (Vergragt et al., 2019). Stakeholder
requirements and the expectations of mitigating negative impacts have produced a significant demand over the periods,
from the private sectors, social movements, and residents. This requirement is to enhance the development of society
(Lindman & Ran, 2018). Hjerpe (2018) observed that government agents recently do consider the benefits associated
with public lands and the need to intensify outdoor recreation development.
Stakeholder’s role, in most cases, does agree on the most preferable and most likely scenarios with some
skepticism. This led to a preference of situations, and vice versa towards others are closely linked with land use
development (Karner et al., 2019). Stakeholders find the spatial land use development of statistical models useful for
management in discussing options. It also spurs a group of managers with a capacity for decision making to influence
the provision of services, most especially recreational facilities (Pouwels, Sierdsema, Foppen, Henkens, Opdam, &
Eupen, 2017).
Another key role is part of stakeholders' involvement in monitoring and analyzing survey data on community
perceptions which reflect on the outcomes of the conduct of different professions (Verbrugge et al., 2017). The
participatory approach is a chance for various stakeholders to provide input into the research process. It is about the
contributions of experts with diverse backgrounds (business, policy, and academia) coming together to make an impact
(Haatanen et al., 2014). The new practice in stakeholder engagement was during land remediation activities,
emphasizing strategies overland in Europe (Cundy et al., 2013).
In the area of planning their role is enhanced by involvement in developing and implementing plans that reflect
community, goals and socio-economic potentials as well as resource deficiency. This help stakeholder with scientific
knowledge and information about the physical and socio-economic processes of development. It gives the ability to
synthesize missing attributes in the process as well as evaluating strategies. The knowledge provides the stakeholders
to assess performance concerning determining goal achievement, and ranking strategies considering priorities of
having more goals (Bosch et al., 2012).
Barriers to stakeholder
A shared experience of Hong Kong constraints for stakeholders includes difficulties in urban renewal, a
persistent shortage of land for development, time-consuming in coordination and responsiveness, and incessant
administrative bottlenecks (Soma & Polman, 2018; Wang, Highhouse, Lake, Petersen, & Rada, 2015). Damm, Köberl,
Stegmaier, Jiménez, & Harjanne (2019). Also identified are the following barriers for effective stakeholders’ role,
which include; Lack of knowledge of the existing condition, lack of understanding of risk awareness and benefits,
Low financial pressure. The expectation of a higher percentage of interest in short-term service schemes, Not User-
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friendliness and sophisticated scientific methods of approaches are involved.
Thus, the residents embark on bottom-up developments together with other culturally minded stakeholders
(Vergragt et al., 2019). A case in point is valuing stakeholder knowledge as experts for information banks and putting
that into participatory decision-making processes for land and other developmental projects, have a conflicting
approach to traditional approaches (Stosch, Quilliam, Bunnefeld, & Oliver, 2019).
It is admissive at this point to acknowledge the role of stakeholders, but how effective are their roles as it
affects the community and residents' development. Services are essential for stirring up development, though scarce
in supply necessitated the need for machinery that would facilitate its effective initiation, process, and delivery to
enhance development. The residents to whom such services are provided to, do have a proper means of assessing the
roles of the providers and operators, in this respect the stakeholders. Therefore, the consideration for the residents'
perspective on stakeholders' role in the provision of recreational facilities in Greater Jos.
Methods
This paper aimed to determine the effective role of stakeholders in the provision of recreational facilities. In
assessing the situation, the research adopted a mixed-method, qualitative and quantitative analysis. For the qualitative
method, the recreational facilities within the Greater Jos were identified, and inventory was taken for visual locations
and categories of each of the facilities. While the quantitative method focused on input from respondents being the
residents residing within the study area. The total population of Greater Jos is estimated to be 1.5m (Fola Konsult,
2009), and the survey considered the target size of 450, though only 400 participants responded, from the age of 15
years and above. The sample size is the confirmation from Sekaram & Bougie (2016) that sample size is a significant
determinant in study’s findings, which should be sufficient for the required accuracy and self-reliance in order to
achieve generalisation. Also sample size of above 500 could become problematic to a study and so the claimed of the
sample size in this study which was administered in a cascading pattern according to development density within the
ten sectors.
Research Instrument
With the aid of a geographic information system, Global Positioning System (GPS) was employed to determine
the locations of the recreational facilities, and by observation, the type of activity carried out. A field survey
questionnaire was administered for the quantitative analysis, covering the 10 sectors of the Greater Jos Master Plan.
The questionnaire was designed with closed-ended questions, which consisted of biodata and a positive five-point
Likert format. The questionnaire form consisted of the four vital sections; government not involved in the
establishment of youth sports facilities, leave the maintenance to private groups, rating the general maintenance and
rating the existing recreational facilities. The survey items were derived from the perspective of established literature
search.
Methods of Data Collection
The methods were carried out in two ways, the qualitative and quantitative data. Qualitatively tools were used
to identify, map, and determine the various recreational activity areas. The recreational activity areas identified were
enlisted into inventory chart and superimposed on a map figures 1. Quantitatively, the random sampling method was
used, which was carried out in ten sectors of the Greater Jos. First, the researchers distributed the survey forms to the
residents. Self-administered questionnaire surveys were conducted at several locations of the sectors. The sectors are,
NNPC (Sector1), Bassa (Sector2), Jos the core City Center (Sector 3), Kufang (Sector4), Vom (Sector5), Kassa
(Sector6), Foron (Sector7), Du (Sector8), Shen (Sector9) and Bukuru (Sector10). The respondents were selected
within the developed areas of the sectors, who are permanent residents.
Analysis
The qualitative analysis employed the use of ArcGIS software to analyse the data carried out in the field.
Considering the ground-truth data available for land use, land cover map in the study area, the locations of the
recreational facilities were identified. The locational points obtained with a handheld Global Position System (GPS)
tool. The data is imported into excel and save it with CSV command delimited and open it in ArcGIS environment
with a well-projected coordinate system and overlay on the Jos Greater Master Plan. The results are presented in the
Geometrical Data Analysis using point mode, and which aids in generating map as reflected in figure 1.
IBM SPSS Statistics version 24 was used to run the quantitative analysis descriptively, using crosstabs as
reflected on the table. The analysis was helpful in summarizing the sample, which was used to determine the perception
of the residents on the role of the stakeholders.
Findings
The society often judges the effectiveness of a system. Hence, the residents' assessment of the performance of
the stakeholders with regards to the provision of recreation facilities. The contribution of stakeholders in a community
where development strives is enormous and, with references to their performances connotes development
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empowerment. Therefore, this study seeks to understand residents' views of the performance of the stakeholders
considering the private operators/providers and the agencies in the provision of recreational facilities.

Figure 2. Distribution of Recreational Facilities in Sectors
The result from table 1 expressed the feeling of the residents concerning the stakeholders' involvement in
establishing sports facilities in the study area. The result revealed that 28.3% disagree with the stakeholders'
responsibilities, while 23.8% agreed. In affirmative, those that disagree and those that opted for strongly disagree
accounted for 50%. Invariably there is a tie with regard to the opinion having 50% for, as well as against the
stakeholders involved in youth sports facilities. This cannot be unconnected to the fact that the residents have not felt
the impact of the stakeholders in this regards, as they in most cases improvised by using open space and trespass in
public schools.
Table 1. Stakeholders’ involvement in the establishment of youth sports facilities
Sector Sector Sector Sector Sector Sector Sector Sector Sector
1
2
3
4
5
6
7
8
9
Strongly 1.8% 4.5% 3.3% 0.0% 1.3% 6.3% 1.3% 1.3% 0.0%
Disagree
Disagree 3.8% 8.0% 3.3% 0.0% 3.3% 0.8% 1.0% 3.0% 1.0%
Neutral 1.3% 3.3% 8.3% 1.0% 1.8% 1.3% 0.8% 1.3% 0.8%
Agree
0.8% 4.5% 4.3% 6.3% 1.3% 1.3% 1.3% 1.8% 1.3%
Strongly 0.0% 2.3% 1.0% 0.3% 0.0% 0.0% 0.8% 0.3% 2.0%
agree
Total
7.5% 22.5
20.0% 7.5% 7.5% 7.5
5.0% 7.5% 5.0%

Sector Total
10
2.5% 22.0%
4.0%
0.8%
2.3%
0.5%

28.0%
19.3%
23.8%
7.0%

10.0% 100.0%

The result in table 2 shows the residents with regards to the stakeholders' decision on who should be saddled
with the responsibility of maintenance of the public recreational facilities. The result revealed that 39.3% agreed that
the available facilities should not be under private groups. While those that strongly agreed together with the neutral
were 20.8% and 14.8% respectively, it sums to 74.9% which implies an outright denial of the private groups to handle
the available public outdoor recreational facilities. From these results, it can be deduced that the higher percentage of
the respondents are from the main-city who are amply informed of the establishment of facilities, particularly sectors
2 (7.5%) and 3 (6.8%).
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Table 2. Maintenance by Stakeholders
Sector Sector Sector Sector
1
2
3
4
strongly 0.8% 2.0% 2.8% 0.0%
disagree
disagree 2.0% 2.0% 3.3% 0.0%
neutral 1.3% 3.0% 4.5% 0.8%
agree
3.5% 7.5% 6.8% 5.0%
strongly 0.0% 8.0% 2.8% 1.8%
agree
Total
7.5% 22.5% 20.0% 7.5%

Sector Sector Sector Sector Sector Sector Total
5
6
7
8
9
10
0.5% 0.3% 1.0% 1.0% 0.0% 0.3% 8.5%
2.5%
0.8%
3.0%
0.8%

0.8%
0.8%
5.3%
0.5%

0.8%
0.3%
0.3%
1.8%

3.3%
0.5%
0.5%
1.3%

0.3%
1.5%
1.8%
1.5%

2.0%
1.5%
3.8%
2.5%

16.8%
14.8%
39.3%
20.8%

7.5%

7.5%

5.0%

7.5%

5.0%

10.0% 100.0%

The result of table 3 shows commitment to the maintenance of the available recreational facilities by
determining its condition as managed by the stakeholders. The result shows that 35.8% indicated that the maintenance
of the available facilities is good. While those that indicated adequate and excellent were 24.3% and 4.8% respectively.
This sum the total to 64.9%, which infer that recreational facilities are significantly receiving maintenance by the
stakeholders operating the facilities. The positive response emanated from sectors (2,3,4 and 10) experiencing the
presence of the outdoor recreational facilities.
Table 3. How would you rate the general maintenance of the existing facilities?
Sector Sector Sector Sector Sector Sector Sector Sector
1
2
3
4
5
6
7
8
don't
0.8%
1.5%
0.8%
0.0%
0.3%
0.0%
0.3%
0.3%
know
poor
4.8%
10.5% 2.5%
0.3%
1.8%
1.3%
2.5%
1.5%
adequate 1.3%
2.0%
7.3%
0.5%
2.8%
3.5%
1.5%
3.0%
good
0.5%
7.8%
8.5%
6.8%
2.5%
2.8%
0.8%
1.5%
excellent 0.3%
0.5%
0.8%
0.0%
0.3%
0.0%
0.0%
1.3%
Total
7.5%
22.5% 20.0% 7.5%
7.5%
7.5%
5.0%
7.5%

Sector
9
0.0%

Sector
10
0.0%

Total

0.0%
0.5%
2.8%
1.8%
5.0%

5.8%
2.0%
2.0%
0.0%
10.0%

30.8%
24.3%
35.8%
4.8%
100.0%

3.8%

The result of Table 4 is to determine the quality and appropriateness of the established available recreational
facilities. The result shows that 37.5% been the highest percentage opted for good. While those that opted for very
good and satisfactory were 8.3% and 32.0% respectively, this invariably reveals that 77.8% believe that there is an
appreciable level to the provision of recreational facilities.
Table 4. Rating the recreation facilities provided
Sector Sector Sector Sector
1
2
3
4
very bad
1.0% 2.0% 0.0% 0.0%
bad
2.8% 7.8% 1.5% 0.3%
satisfactory 2.0% 4.8% 8.8% 1.5%
good
1.8% 6.8% 6.8% 5.8%
very good 0.0% 1.3% 2.8% 0.0%
Total
7.5% 22.5% 20.0% 7.5%

Sector
5
0.0%
1.5%
2.3%
3.5%
0.3%
7.5%

Sector
6
0.0%
0.0%
4.8%
2.0%
0.8%
7.5%

Sector
7
0.3%
1.3%
1.3%
2.0%
0.3%
5.0%

Sector
8
0.0%
0.3%
3.8%
2.0%
1.5%
7.5%

Sector
9
0.0%
0.3%
0.0%
3.3%
1.5%
5.0%

Sector
10
0.5%
2.8%
3.0%
3.8%
0.0%
10.0%

Total
3.8%
18.3%
32.0%
37.5%
8.3%
100.0%

Discussions
The analysis at providing results based on the variables used to determine the perfomance of stakeholders
towards correcting the abnormalities of the provision of the recreational facilities. The results provided the residents
to give impetus towards complementing the effort of the determined stakeholder on the side of making decisions,
planning, and management. The recreational facilities and activities ought to be diverse from urban to the undeveloped
areas for passive and active sporting activities which is contrary to the existing situation referred to figure 1. A case
in point is American traits of navigating life's complexities in a more profound thought, which is in line with
encouraging and enforcing recreation for members to function as full members of the community (Dustin, McDonald,
Wright, Harper, Lamke & Murphy, 2019). Hence stakeholders are expected to heed to the call to develop or make
provision accordingly and, with short distance for higher participation. Also integrating to more extensive system as
in the study of park visit (Stewart, Moudon, Littman, Seto, & Saelens, 2018). The issue of involvement in the
management of sporting facilities shows evidently that either side of the bargain, stakeholders could be involved in
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the establishment of recreational facilities. Considering sectors 2, 3, 4, the responses came out with the highest
percentage because of their locations, being within the main-city, which seems to witness exposure to decisions and
management experience.
About 74.9% opted that maintenance of the facilities being part of management should not be in private hands.
This information implies that the facilities are expected to be available and should be used maximally by the public.
The tendency of it been in the hands of the private group could result in extortion of a sort, which is often associated
with profit-making facility. This finding is similar to Hodgkinson (2020). His observations reveal that service
outsourcing is connected to higher price to government provision in the case of sporting facilities. The prevailing point
of view is that the private providers should hands-off management of the provided facility. Aside from the involvement
in the process of the provision of the facility, the government being the major provider should manage its operations
through the agencies.
Concerning the rate of maintenance, majority of the residents agreed that maintenance of the available
recreational facilities is good, which suggests that both public and private are managing the facility to a considerable
level. The finding has similarity to the finding of Veitch, Ball, Crawford, Abbott, & Salmon (2012) on improvement
of the recreational facilities for higher patronage. However, the sectors with high responses were the areas with the
dense population, having more of the facilities than the areas experiencing lack or inadequate, which coincide with
the study of Norman & Pickering (2019) claiming that the influences of high recreational patronage are distance with
the development expansion and high population of cities. (Norman & Pickering, 2019)(Norman & Pickering,
2019)The opinion calls for synergy between the private and public to collaborate and make management decisions a
priority in operating outdoor recreational facilities.
While considering the issue of rating the available recreational facility, the response was adjudged suitable,
but reflecting the reaction by sectors, the distribution is lopsided and figure 2. This findings depict a similar challenge
as Staley et al. (2019) asserted that delivering recreational facilities, appropriateness that align with the needs and
characteristics of the target population are put into consideration. The result portrays the areas of "the haves" and "the
have nots", where low percentage in response are in sectors at the outskirts of the city including the countryside
settlements.
Conclusion
The discussion prompted the need for comments to suggest that there should be synergy between residential
and stakeholders on the other side, private and public providers of services in the move to initiate the plan and manage
the recreational facilities. The strategy that would be effective and efficient in operation as well as providing services
that will enhance the life of the people should not be exclusive of the stakeholders. It is our firm belief that the results
of this research will improve the role of stakeholders, as expected among other tasks input from the residents. In a
broader sense the contribution of the residents in all programmes and development. This research is a reference to
assuming a position from Sato, Inoue, Du, & Funk (2019), that governments and communities should guide their
policies, and also maintain the justification for enhancing the residents' access to parks and recreational facilities.
Therefore, it behoves on the residents to strive towards collaborating with the public and stakeholders as well, to
ensure the highest acceptable output of performance with regards to the provision of recreation for the residents’
interest.
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Abstract
Foreign or second language anxiety is a fear of where a second language learner is afraid of using his or her second
language in different contexts. When fear of using second language is not solved as soon as possible, it may affect
learners’ language learning process in the long run. One of the main reasons that learners are facing difficulties in
improving their second language proficiency is due anxiety in using their second language. This study is employed to
investigate the intensity of second language anxiety when speaking English and to identify the main concept that
affects second language anxiety among Universiti Tunku Abdul Rahman (UTAR) students. The study involved a total
of 50 respondents chosen from the English Education course in UTAR and they were given a survey on their
experience on second language anxiety when speaking English to be completed. The data was collected and analyzed
using the Statistics Package for the Social Sciences (SPSS) program. The analyzed data indicated that majority of the
respondents suffered from medium and high intensity of second language anxiety and the main concept that provokes
second language anxiety was the fear of negative evaluation. Recommendations for future research was discussed
which includes distributing a different set of questionnaires to teachers in order to find out their perception on students’
second language anxiety in the classroom, expanding the scope by adding a qualitative research design and
implementing new theories to look at this topic in a different perspective.
Keywords: second language anxiety, foreign language anxiety

Introduction
During the past decades, students have been struggling with second language which it is an alarming issue and
numerous studies have been conducted on this topic. In almost every universities in Malaysia, students with speaking
anxiety can be encountered within the campus and this issue has been a great hindrance for students to get better
achievements in their grades. According to Ozturk & Gurbuz (2013), speaking in foreign or second language has been
classified as one of the most anxiety-provoking factor in a language classroom. Despite numerous studies conducted,
the intensity of anxiety experienced by Malaysian second language students and the main concept that causes anxiety
have not been identified clearly as there is no significant results in those past studies. If this issue persists among
Malaysian graduates, their chances of securing a job outside in the real world will definitely be low (Mehar Singh &
Chuah, 2012).
There is a need to address this issue as English language is playing a prominent role in the real world where
every graduates are require to be proficient in English but sadly, anxiety when communicating orally is blocking
learners in their language learning task. Thus, this study will investigate the intensity of anxiety experienced by second
language students when speaking English and the main concept that causes anxiety in speaking English among UTAR
students. In addition, recommendations for teachers to reduce anxiety when speaking will also be provided in this
study.
1.1 Background of the study
In the 21st century, the English language is currently one of the core subjects that students should master in
their elementary education. This is because Malaysian education has given emphasis on the English language where
core subjects are to be delivered by teacher using English as the medium instruction and it is compulsory to learn all
four skills in the English language; reading, writing, speaking and listening (Zhiping & Paramasivam, 2013). On the
other hand, passing the English subject in their secondary education is now compulsory in order to further their studies
to tertiary education (Pawanchik, 2006). Universities in Malaysia are implementing requirements for enrollment where
students have to pass their English subject because future jobs are now requiring employees that speaks fluent English
(Musa et al., 2012; Pawanchik, 2006). However, with the changes in the English education in Malaysia education
system, students are having problem using the language in communication due to speaking anxiety (Miskam &
Saidalvi, 2018; Brown, 1994). Thus, it is obvious that speaking anxiety serves as an obstacle for second language
learners when speaking English and this particular topic requires more investigation.
Based on a study by Zhiping and Paramasivam (2013), the results revealed that English language learners
experienced anxiety in the classroom. The researcher indicated few sources that causes anxiety. Firstly, students admit
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that their personality are the very source of anxiety as they are afraid of being in the center of attention and also
avoiding any possible communication with anyone. Secondly, the learners are afraid of negative evaluation where
they are afraid of negative comments or reactions from their lecturers. Lastly, the students stated that they are not
confident in producing English utterances accurately when speaking among their peers.
According to Bekleyen (2004) and Cheng (2005), they found out that a teacher’s role and actions are also
sources of inducing anxiety when speaking in an English classroom. If a student speaking in front of his or her teacher,
perceived his or her teacher’s reaction as negative, that sort of reaction would induce anxiety in that student. Reactions
such as interrupting in the middle of the speech, giving negative comments or negative face expressions are factors
that causes anxiety when students are producing the second language. A study by Yan and Horwitz (2008) found out
that a teacher that uses a relaxing and friendly manner is less likely to induce anxiety in students in a classroom.
A research conducted by Worde (2003), Aydin (2001), Huang (2004) & Cheng (2005) have come out with
similar results where the type of speaking activities or tasks given to students are one of the main factors that causes
anxiety in students. Activities such as oral presentation are revealed that it causes extreme anxiety among the second
language students because they are afraid of negative evaluation if they make mistakes in pronunciation (Worde,
2003). Teachers should find alternative solutions to reduce anxiety-provoking activities such as group tasks where
every students are not in the center of attention in front of the class. Thus, this study investigated the intensity of
second language anxiety when speaking among UTAR students and also identified the main concept that causes
English speaking anxiety among UTAR students.
1.2 RESEARCH OBJECTIVES
1. To explore the different intensity of second language anxiety when speaking English among UTAR students.
2. To identify the main concept that leads to second language anxiety when speaking English among UTAR students.
1.3 RESEARCH QUESTIONS
1. What are the different intensity of second language anxiety when speaking English among UTAR students?
2. What is the main concept that leads to second language anxiety when speaking English among UTAR students?
1.4 SIGNIFICANCE OF THE STUDY
Since there is a lack of evidence on the intensity of second language anxiety among Malaysian undergraduates
and dominant source that causes it, the data collected in this study will prove to be useful for future researchers to
initiate more research on this topic and hopefully, to help ESL/EFL teachers address the problems more objectively
in the future. English teachers may use these findings to reduce anxiety in the classroom, hence, it will be easier for
the students to improve their second language proficiency. Moreover, by identifying the dominant concept that causes
anxiety, future researcher may take advantage of this data and come up with possible remedies to reduce the main
concept that is identified.
1.5 THEORETICAL/CONCEPTUAL FRAMEWORK
The conceptual framework developed below will be used as a guideline in this study in order to achieve the
objectives created for this study by gathering data and analyzing it.

Title
Second Language Anxiety when Speaking English
among UTAR students

Different intensity of anxiety
-

High intensity
Moderate intensity
Low intensity

Theory
Foreign Language Anxiety (FLA)
(Horwitz et al., 1986)

Three Concepts of Second Language Anxiety
-

Fear of Communicating
Fear of Unpleasant Feedback
Fear of Test Situation

Foreign Language Classroom Anxiety Scale
(Horwitz et al., 1986)
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Based on a study conducted by Horwitz, Horwitz and Cope (1986) which introduced the theory of second
language anxiety, the researcher defined learners experiencing second language anxiety as a complicated of multiple
emotions during the language learning process in a second language classroom. It was proposed that students with
genetical anxiety usually experienced second language anxiety, but learners who are excellent in other subjects are
also likely to only to suffer from anxiety when using their second language. Thus, this past study came up with an
inference that there is a connection between natural anxiety and the second language learning undertaking.
In the theory, there are three separated concepts; fear of test situation, fear of unpleasant feedback and fear of
communicating (Horwitz et al., 1986). These three concepts will be used as a guideline to investigate why students
are feeling anxious in a second language classroom. This theory mainly focuses on second language speaking anxiety
among second or foreign language learners. Fear of communicating refers to the feeling of nervousness or uneasiness
when speaking in front of a crowd whereas fear of unpleasant feedback refers to learners being afraid of negative
remarks from the teachers due to language performance and fear of test situation is associated with constant state of
being worry of not performing well in tests or other tasks as well (Horwitz et al., 1986). Similarly, they introduced an
anxiety scale called Foreign Language Classroom Anxiety Scale (FLCAS). It is commonly used to identify the
different intensity of second language anxiety. The questionnaire consists of 33 items, with each item structured in
Likert form that ranges from “1” (strongly agree) to “5” (strongly disagree). The goal of this scale is to explore the
intensity of second language anxiety with regards to the three concepts mentioned earlier (Horwitz et al., 1986).
This theory will be used in this study to serve as a guideline to explore the intensity of second language anxiety
when speaking English and to identify the main concept of it. The two concepts introduced in the theory; the fear of
communicating and the fear of unpleasant feedback will be used in this study to identify the intensity of anxiety when
speaking English and the primary concept that provokes it. The FLCAS is directly linked with the 3 concepts
introduced in the theory. Thus, by analyzing questionnaire, the researcher can identify the intensity of second language
anxiety when speaking English and the primary concept that provokes it.
1.6 LIMITATIONS OF STUDY
In this study, there are a few limitations that restrict the researcher in conducting this study. Firstly, the size of
the sample chosen are too small. Only 50 undergraduates in UTAR are selected to answer the questionnaire given. In
a quantitative study, a large number of respondents are needed in order to acquire significance data that can be used
to possibly generalize all of the students in UTAR. Thus, the data acquired in this study cannot represent the whole
undergraduates in the campus selected.
Secondly, there was a lack of second language anxiety studies conducted in Malaysia. This leads to the
researcher unable to include much prior researches related to Malaysia regarding second language anxiety in the
literature review. As a result, the researcher can only depend on overseas research to review and to investigate. Thus,
there is a gap in this topic and a need to conduct more studies on Malaysian students.
1.7 DEFINITION OF TERMS
1.7.1 FEAR OF COMMUNICATING
The term refers to the feeling of reluctance to communicate orally with people (Horwitz et al., 1991)
Characteristics traits also contributes in causing communication apprehension among speakers such as being generally
shy of anxious when producing an utterance (Miskam & Saidalvi, 2018). Besides that, fear of communication has
been proven to have negative effects on second language undertaking among second language students (McCroskey
& Anderson, 1976).
1.7.2 FEAR OF UNPLEASANT FEEDBACK
Stated by Horwitz et al. (1986), it refers to individuals that are afraid of being evaluated negatively by others
of its performance. In the case of second language learning, learners tend to avoid or are afraid of speaking tasks where
they will be evaluated. Students are often self-conscious of their lack of competence in using the second language and
are embarrassed of speaking in the second language (Aydin, 2001).
Literature Review
While there has been much research conducted on measuring second language anxiety when speaking English,
not many scholars have taken the main concept into consideration that provokes second language anxiety. Many
studies have discussed the many sources and factors of anxiety but not much have discussed on the main concept that
causes second language anxiety when speaking, let alone suggesting strategies to overcome the concept that causes
speaking anxiety. Through this chapter, the literature review on English speaking anxiety as a second language will
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be covered in 6 main topics, which are, the meaning of anxiety, the different categories of anxiety, the second language
speaking anxiety, the different intensity of anxiety when speaking, the sources that causes anxiety when speaking and
finally, the effects of speaking anxiety.
2.1 WHAT IS ANXIETY?
Anxiety is a type of psychological mental state where people would feel extremely nervous in specific
situations that may trigger anxiety. Anxiety has a unique role when it comes to communication, especially for students
that speaks English that is not their mother tongue. Second language students often experience anxiety in their
language learning classroom where speaking activities would usually take place (Snyder, 2011). As stated by Hui
(2009), the issue of speaking anxiety needs to be taken seriously and it is necessary to ensure the success of the
language learning process.
In past researches, different scholars have given different definitions regarding to the term anxiety. According
to Spielberger (1983), anxiety is an episode where a person would feel nervous or be in a fearful state. Likewise,
another definition given by May (1977), defined anxiety as someone’s personality to react emotionally due to the
individual of interpreting the current situation as a threat. MacIntyre and Gardner (1994) also stated that anxiety is a
type of fear which occurs when a learn speaks in a second language.
As few definitions are clearly demonstrated above, it is obviously noticeable that these definitions shared
similar characteristics such as anxiety is a type of emotional feeling where a person feels uneasy in response to
something threatening. Individuals that encounter anxiety along with the characteristics mentioned are always
evaluating themselves negatively (Ehrman, 1996). There are many categories of anxiety, but, second language students
that experienced anxiety are commonly categorized as situation-dependent anxiety or genetical anxiety (Horwitz et
al., 1986). Hence, the knowledge of understanding on the different types of anxiety is needed.

2.1.1 GENETICAL ANXIETY
This anxiety is a type of anxiety that comes from the individual’s personality and he or she can be anxious in
any given situation that may trigger the person (Spielberger, 1983). According to Philips (1992), people with trait
anxiety is vulnerable to almost every situation. This type of anxiety will become a part of the individual if one does
not seek for treatment. In other words, trait anxiety will become a permanent characteristic when it becomes a habit
of the person (Riasati, 2011). Due to this, many language learners suffer from its intervention in the second language
learning process (Riasati, 2011).
2.1.2 STATE ANXIETY
Next, the second type of anxiety is the state anxiety. This type of anxiety is elicited prior to triggeringsituational contexts. In other words, a person will experience anxiety in response to a particular situation (Young,
1991). Brown (1994) also supported that state anxiety is only temporarily aroused if there is a threatening-like stimulus
present. An example of state anxiety would be a student waiting to take an examination (MacIntyre & Gardner, 1991).
However, researchers have found a positive side to state anxiety where people with state anxiety can grow accustomed
or familiarize themselves with the specific situations that provoked their anxiety (Riasati, 2011). A past study
discussed that there is a strong connection between genetical anxiety and state anxiety. People that possessed genetical
anxiety are more likely to have state anxiety, which is supported by one of Macintyre and Gardner’s (1991) study,
where they conducted a research on few subjects. The results discussed that the subjects which have genetical anxiety
show signs of having state anxiety when these subjects are given different situations to respond to.
2.1.3 SITUATION-DEPENDENT ANXIETY
The third type of anxiety is the situation-dependent anxiety where an individual only feel anxious within a
limited context. This anxiety only occurs when it is aroused by certain events such as speaking publicly or speaking
in an oral presentation (Zhanibek, 2011). This type of anxiety is associated with second language learning because
whenever a second language learner attempts to use the target language in the classroom, situation-dependent anxiety
might occur. In this language learning anxiety context, a scholar named Kleinmann (1977) has split anxiety into two
dimensions, which are facilitative and debilitative anxiety.
2.1.3.1 FACILITATIVE ANXIETY
Facilitative anxiety is where a student will improve in his language learning process if the task, he or she have
to accomplished provides the proper amount of anxiety to the student. Scovel (1991) agrees that facilitative anxiety
promotes motivation for the learner in order to approach the task with a positive and motivated behavior with a clear
objective to complete the task. According to Ehrman (1996), he stated that he only needs an adequate amount of
anxiety in him in order to avoid procrastinating.
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2.1.3.2 DEBILITATIVE ANXIETY
However, its opposite, the debilitative anxiety, which only promotes negative emotions of an individual in
response to a learning task (Wilson, 2006). Instead of motivating the learner to perform the task, the learner is bound
by negative feelings that makes the learner feel nervous and uneasiness (Zhanibek, 2011). In these circumstances, the
learner will only end up avoiding the task or fail at performing the task.
In many past researches, the facilitative and the debilitative anxiety contradict with each other. Ehrman (1996)
argued that anxiety only has its debilitative role, which does not motivate the learner in the context of language
learning. Thus, the next main topic will be discussing on the second language anxiety and the three concepts mentioned
earlier which is needed to further comprehend the domain of second language anxiety.
2.2 SECOND LANGUAGE ANXIETY
In previous past researches, foreign or second language speaking anxiety are defined in different ways by
different experts. According to Balemir (2009), he defined language speaking anxiety as a fear of an individual using
the target language orally. When a learner feels anxious as a result of learning the language, this reaction may hinder
one’s language learning process. According to Horwitz (2001), he discussed that anxiety is the source that affects one
proficiency in learning a language. Thus, due to anxiety, speaking in the second language has been proven as one of
the main sources of provoking anxiety in language learners (Saltan, 2003).
Over the years, students that struggled to communicate English that is not their first language, has been
highlighted as one of the main factors of causing high intensity of anxiety in second language learners. (Suleimenova,
2013). He stated in his research that the participants started to feel anxious and uneasiness when they are asked to
perform a speaking task using the target language. When a language classroom only emphasizes on communication
competence, it may do more harm than good because learners would be filled up with negative emotions in the
classroom. Von (1998) added that second language learners feel incompetent if they are ordered by the teacher to
speak in English. Commonly, learners attempting to use their second language in a language classroom are often
associated with low self-esteem. To further gain insight on how second language learners experience uneasiness when
speaking English, Horwitz et al. (1986) have developed three main concepts related to English anxiety, with each
concept describing how second language students experienced anxiety in a second language classroom.
2.2.1 FEAR OF COMMUNICATING
The first concept of second language anxiety is the fear of communicating. McCroskey (1997) defined this
term as the fear of speaking orally with another person. It was proposed that this fear of communicating with someone
is often associated with personality characteristics such as shyness or an individual who is not good in expressing
themselves. It can be assumed that learners with introvert traits are more likely to have communication apprehension.
Moreover, early childhood communication experiences also contribute to communication apprehension. When
children are constantly punished for not using the language correctly, they are more likely adopt apprehensive
behaviors. According to Daly (1991), the results proved that children tend to be show apprehensive reactions when
they are discouraged while using the language. Thus, learners would hesitate in initiating meaningful communication
with their social community. On the other hand, in a language classroom, a study conducted by Tanveer (2007),
illustrated that students showed anxiety behaviors in speaking when the teacher make the classroom environment into
a competitive surrounding where learners are restricted with a mindset that they have to use the language in a correct
way. Hence, learners’ fear of communication is triggered by the tense environment of the language classroom.
2.2.2 FEAR OF UNPLEASANT FEEDBACK
Next, the second concept of second language anxiety is the fear of negative feedback. The mentioned term
refers to learners who experienced anxiety whenever they are speaking in front of their peers and teacher and they are
afraid of the remarks that they will make, the negative expressions and the teacher giving negative comments which
would embarrass the speaker. Moreover, learners who are afraid of negative feedback tends to be concerned on their
own poor linguistics competence to use the target language which would provoke negative impressions from the peers
and teacher (Aydin, 2001). In a research conducted by Kitano (2001), his objective was to investigate the influence of
fear of unpleasant feedback on Japanese students’ extent of their anxiety when speaking and the results clarified that
the constant worry of getting negative feedback caused the participants to have higher intensity of anxiety when
speaking. Thus, resulting in the learner’s avoidance and anxiety of participating in communication activities.
2.2.3 FEAR OF TEST SITUATION
The third concept of second language anxiety is the fear of test situation. According to Horwitz et al. (1991),
test anxiety refers to learners that are afraid of failure in an academic context. This concept has four different stages:
1) anticipating a test, 2) preparing for a test, 3) sitting for a test and 4) reactions towards the test, which is discussed
in a past study by Covington (1985). The first stage, students will evaluate their own knowledge, prior knowledge,
the possible difficulty of the examination and their own performance in the examination (Balemir, 2009). When they
expect themselves of failing the test, they will experience anxiety (Aydin, 2001). The second stage, which is the test
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preparation, learners will start to judge their own preparation negatively. The learners would expect themselves to get
flying colors in their exams, and anything lesser than what the learner had demanded would be unacceptable to the
learner (Namsang, 2011). In the test taking stage, learners would feel suffocated and anxious which is caused by their
anxiety. Finally, the last stage, they would get unsatisfying scores due to their negative expectations of their own test
(Aydin, 2001). The next main topic will be discussing on the different intensity of second language anxiety when
speaking in order to comprehend factors that may affect the anxiety in students.
2.3 THE DIFFERENT INTENSITY OF ANXIETY
In recent years, famous scholars have done some research on the different intensity of second language anxiety
among learners taking up second language classes. The following studies that will be used to explain in this main topic
will be focused on intensity of second language anxiety in association with few aspects: gender, motivation,
proficiency and the time the learners’ start to learn English (Batumulu & Erden, 2007).
Huang (2004) researched the connection between common anxiety and the types of gender in a second
language context in Taiwan. The study was also aimed to find the relationship the amount of time of learning English
and the willingness to revise after school time. For the instrument that the researcher has used in the study, the FLCAS,
was used and distributed among the 502 EFL learners in a Taiwanese university. According to the results, it was found
that female respondents feel more nervous than male respondents. On the other hand, participants that have already
studied English since kindergarten are found to be less anxious than those that have not studied English during
preschool. Lastly, students that revised English after school time are found less anxious than students that did not
revise their English after school.
In Karatas et al. (2016) research, he focused on investigating the relationship between students speaking in a
foreign language in relation with the type of gender, the difficulty of the language, English preparation classes, and
they type of secondary school that the students graduated from. The participants consisted of 320 males and 168
females at Istanbul Technical University. The researcher used FLCAS as its instrumentation and the adapted version
by Saltan (2003) was used. The results actually supported the notion of Huang’s (2004) results, which were that male
respondents are less likely to suffer from intense anxiety than the females. Other than that, participants that are
provided with English preparation classes, have lower level of anxiety than those that are not provided with any
training classes. There are no significant results between the relationship of students’ language proficiency and the
type of secondary school they were from.
Another study by Llinas and Garau (2009) was determining the influence of anxiety in foreign language on
Spanish students at three different levels of proficiency. A total of 134 respondents was selected in a USA university.
FLCAS was used as an instrument for this study. It was discussed that students with better language proficiency are
more anxious than students with poor proficiency. The researcher also analyzed their final grades to identify if anxiety
affects their performance and achievement in their education. It was found that students with higher proficiency tends
to have better grades than other students. This is because students with higher proficiency are pressured that they have
to take foreign language seriously with preparation prior to examinations rather than students that take the foreign
language class just to pass the requirements.
2.4 OTHER FACTORS AFFECTING LANGUAGE SPEAKING ANXIETY
2.4.1 PERSONAL REASONS
Personal reasons are the individual’s low self-esteem, self-comparison to others or negative evaluation of
oneself. According to McCroskey (1977), low self-esteem is associated with the lack of confidence in performing a
meaningful communication with another party. For people with genetical anxiety, they would constantly evaluate
themselves in a negative point of view and as a result, it would provoke anxiety in them when attempting to speak
(Kitano, 2001). In a past study conducted by Price (1991), respondents were selected for an interview to identify
possible factors of anxiety when speaking from the students’ perceptions. It was found that students feel anxious
because they thought that they lack the adequate amount of linguistics knowledge which made them anxious and
perform badly in a language classroom. However, the lack of linguistics is an actual factor that affects anxiety in
learners. Based on Liu (2007) qualitative research, the results show that participants feel anxious because they believe
that they do not have the adequate amount of vocabulary to speak in an oral class.
Self-comparison happens when a learner compares themselves to another party that has higher proficiency,
hence, causing them to feel anxious (Aydin, 2001). According to Yan and Horwitz (2008), they have gone through a
study on the effects of second language anxiety on the students’ process of improving their language. The results
showed that most of the participants experienced anxiety because they compared their own language ability with their
peers.
2.4.2 ROLE OF TEACHERS
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A language teacher’s role in a classroom should to avoid causing as much anxiety as they could in a language
classroom. However, it is reported that students are experiencing high intensity of anxiety due to the inappropriate
response of the teacher to the students’ utterance (Young, 1991). The way teachers’ correct students’ errors in front
of the class and the teachers’ reactions are the sources that causes anxiety in students when speaking, which may
promote situation-dependent anxiety (Aydin 2001; Bekleyen, 2004). According to Burden (1997) as cited in Aydin
(2001), learners’ self-esteem and motivation are affected based on the responses they received from their teachers’
feedback.
There is a study that contributes an evidence clarifying teachers’ feedback causes anxiety to students. A study
conducted by Aydin (2001) revealed most of the students feel anxious and forget what to say whenever their teacher
interrupts to correct their grammar in the middle of speaking. On the contrary, a study conducted by Cheng (2005),
showed that teachers that let the students to finish their utterance and does not show negative expression reduce the
anxiety in students when they are speaking.
2.4.3 LANGUAGE ACTIVITIES IN CLASSROOM
In current language classrooms, teachers are using methods that emphasized on the student-centered approach
to teach. In other words, students learn in an environment where they use and apply the language learnt in meaningful
communication with their peers whereas teacher only acts as a facilitator in the classroom. Whenever language classes
involve speaking tasks where students have to speak in front of the class, it is supported by many researches that
students will experience high level of anxiety (Woodrow, 2006; Young, 2001). Students are afraid of negative
evaluation when they are asked to present in their second language (Aydin, 2001).
In some situations, some students find being called out by teacher to be stressful which means learners would
experience anxious in these situations. A research conducted by Worde (2003), he aimed to identify the learners’
perceptions on second language anxiety. The results identified that respondents find these situations to actually
provoke anxious emotions in them and they claimed that they did not like to be called out to present in front of the
class by their teachers. Students claimed to have lower level of anxiety if teachers exclude them when teachers ask
questions (Koch & Terell, 1991).

2.5 CONCLUSION
As a conclusion, it is clear that little study is conducted on the relationship between the intensity of second
language anxiety when speaking and the primary concept that provokes anxiety in a second language classroom.
Different studies have provided different factors that affects speaking anxiety but the main concept that causes anxiety
have not been shed light on. The next chapter will be focusing on the methodology of this research topic.

Problem Statement
Several researches were conducted on the second language speaking anxiety. However, there is a lack of
identification of the different intensity of second language anxiety among Malaysian undergraduates and the possible
dominant concept that causes this anxiety in students. Based on a study by Miskam and Saidalvi (2018), the results
found out that Malaysian undergraduates suffer from high and moderate intensity of anxiety due to the fear of
communicating where students are asked to present in front of their peers. Most of the undergraduates around Malaysia
struggles with external factors that causes them to hesitate in communicating and as a result, these students are unable
to put their thoughts into words. Suleimenova’s (2013) supported this notion as the study revealed that the anxiety that
students are suffering from actually affects the participants’ capability to convey their ideas meaningfully even if they
clearly know the message they are trying to convey in their utterances. However, only few studies are conducted to
identify the dominant concept that causes foreign language speaking anxiety. Thus, this study will be carried out
among UTAR students to explore the different intensity of second language anxiety when speaking English and to
determine the main concept that provoke it.
Methodology
3.1 RESEARCH DESIGN
To achieve both of the research questions, a quantitative research design was used. A survey was employed
through a distribution of questionnaires among the students. According to Creswell (2014), a quantitative research
method provides numeric data of opinions of a population being studied. The purpose of the quantitative study is used
to answer both of the research questions which are “What is the intensity of second language anxiety when speaking
English among UTAR students” and “What is the main concept that provokes second language anxiety when speaking
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English”. Thus, a survey research design was used to explore the intensity of second language anxiety when speaking
English among UTAR students and identifying the main concept that provokes second language anxiety when
speaking English among UTAR students.
3.2 SAMPLE
A total of 50 students from the Faculty of Arts and Social Science (FAS) was chosen as the respondents for
this study at Universiti Tunku Abdul Rahman (UTAR). The respondents were selected from the English Education
programme in UTAR. The reason that the researcher selected English Education students was because these students
will soon be educators to future students and if future teachers are facing anxiety during any types of communication,
this may certainly affect the classroom teaching and learning environment. As a result, this study was conducted to
identify the reasons behind their anxiety when speaking English. Besides that, the selection of participants for this
study was not chosen based on the age group, year of study, race, and gender. Thus, choosing English Education
students as the samples are suitable to explore the intensity of second language anxiety when speaking English among
UTAR students and to identify the main concept that provokes it among UTAR students.
3.3 SAMPLING METHOD
A probability sampling method that contains the simple random sampling method was employed in this study
in choosing the respondents for this study. Among the population of UTAR students taking English Education course,
every student had an equal chance of being selected as the respondent. One way to ensure every student have the equal
probability of being selected, the researcher randomly picked 60 students from the English Education programme.
Then, each student was associated with a number from 1-50. After every student was given a number, the researcher
used an online number generator to randomly pick 50 students out of the 60 students. Hence, students had fair chance
of being selected to answer the survey or questionnaire for this study.
3.4 INSTRUMENTATION
To collect data, the researcher adapted a questionnaire (see Appendix I) developed by Horwitz et al. (1986) as
the instrument for this study. The questionnaire aimed to answer the first and the second research questions of this
study. The instrument’s content was mainly to identify the intensity of second language anxiety in an English
classroom and also to identify the main concept that causes speaking anxiety. The questionnaire consists of 3 sections;
Section A, B and C. Respondents are to fill in their demography details in Section A. Additionally, an item will be
provided in Section A where respondents have to fill in or state whether their second language is English or not. As a
result, the researcher can confirm whether the respondents are suffering from second language anxiety when speaking
in English. If quota of the respondents are not met due to respondents stating that their second language is not the
English language, the researcher will randomly pick another respondents from the remaining 10 that are not chosen.
Besides that, they have to answer a questionnaire in Section B consisting of 30 items structure in a Likert scale, ranging
from “strongly disagree” (SD), “disagree” (D), “neutral” (N), “agree” (A), and “strongly agree” (SA). Then, in Section
C, respondents are required to answer an open-ended question on giving suggestions on how teachers should lessen
second language anxiety when speaking in an English classroom.
3.5 DATA COLLECTION
In this study, the data was via Google survey form. The main purpose of using questionnaires was to get a
summary view of the data from 50 students to measure the intensity of second language anxiety when speaking English
and the main concept that provokes it. The questionnaire which will be in a form of a Google survey form link, was
distributed via Whatsapp after the researcher had determined the 50 respondents that was selected randomly to answer
the questionnaire. Firstly, the researcher selected 60 students randomly and each student was given a number which
ranges from 1-50. Then, the researcher used an online number generator to randomly pick out 50 students to answer
the survey that will be distributed via Google survey form. After the researcher had selected the 50 respondents from
the drawing session, the researcher proceeded to send the link to the questionnaire. The researcher offered any
necessary help to the respondents when they have difficulty in understanding or answering the questionnaire. Finally,
after the respondents were done answering the questionnaire, the researcher went through and checked every
questionnaire thoroughly to identify if there was any error in the questionnaires such as blank answers. As soon as the
checking was done, the researcher began analyzing the data.
Next, the questionnaires were divided into three sections; Section A was used to find out the demographic
information of the participants, Section B was to explore the intensity of second language anxiety when speaking
English among UTAR students and the main concept that causes it, and Section C was used to seek suggestions from
UTAR students on how teachers should find ways to lessen second language anxiety when speaking.
Within Section A, students are required to fill out their personal details such as gender, age and the year and
semester of study. In Section B, students have to answer all 33 questions. A total of 33 questions in Section B are
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related to second language anxiety in an English classroom. The format of Section B will be in a Likert-structured
scale, which ranges from 1 (Strongly Disagree) to 5 (Strongly Agree). Finally, Section C will be in a form of an openended question which contains only one question. A question will be given where students are required to give
suggestions or recommendations on how teachers should help the students in reducing anxiety when speaking English
in their second language classes. Thus, all these data collected was analyzed to answer both of the research questions.
3.6 PROPOSED DATA ANALYSIS
Once all data has been collected from the questionnaires, the researcher began analyzing the questionnaires by
using the SPSS program. Once the questionnaires are done analyzing, results in the form of descriptive statistics along
with the overall percentage, frequency and mean were presented for each question or item in the questionnaires. By
calculating the total amount from the Likert-scale questionnaire, the researcher determined the intensity of the second
language anxiety. As per the study conducted by Horwitz (1983), respondents that fall between 30-60 are suffering
from low intensity of second language anxiety, respondents which fall between 61-114 are suffering from average
intensity of second language anxiety and respondents which fall between 115-150 are suffering from high intensity of
second language anxiety. With the scale provided to identify the intensity of second language anxiety, the data
analyzed answered the first research question of this study. On the other hand, in order to fulfill the second research
question, the researcher analyzed the mean of each item in the questionnaire and from there, the researcher identified
the highest average mean and find out the main concept of anxiety-provoking that English Education students are
suffering from.
Findings and Discussion
To give an overview of this study, the purpose of this study was to answer two research questions related to second
language anxiety when speaking English:
1) What are the different intensity of second language anxiety when speaking English among UTAR students?
2) What is the main concept that leads to second language anxiety when speaking English among UTAR students?
A total of 50 respondents from the English Education programme cooperated and participated in this study. The data
was collected via Google survey form which were distributed among the 50 respondents chosen for this study. In this
chapter, the data will be presented in a descriptive format along with analysis of the results obtained.
4.1 Analysis
The questionnaire developed by Horwitz et al.(1986), the FLCAS, is adapted as the study’s instrumentation to find
out students’ second language anxiety. The questionnaire used for this study contains 3 sections; Section A
(Demography), Section B (FLCAS), and Section C (Recommendations). The purpose of Section A is to collect
respondents’ personal details. Section B contains 30 questions which are all related to experiences of second language
anxiety. This section is in a form of a Likert scale, which ranges from Strongly Disagree (1), Disagree (2), Neutral
(3), Agree (4), and Strongly Agree (5). There are a few items that are negatively phrased and the researcher has taken
the action to reverse the score for these specific items in order to get a more accurate data. Section C contains an openended question where students can voluntarily write their recommendations on how teachers should reduce speaking
anxiety in an English classroom.
The data collected from 50 respondents was analyzed via Statistical Package for Social Science (SPSS) and the data
will be analyzed as follows:
1) In order to identify the different intensity of second language anxiety when speaking English, the score of each
respondent will be analyzed and presented in a form of a descriptive statistics which includes the frequency,
percentage, valid percent and cumulative percent.
2) In order to find out the main concept that leads to second language anxiety when speaking English, each
category which represents the 3 concepts will be analyzed and the second research question can be realized
through the analyzed mean score and standard deviation of each category.
4.1.1 Demography
Table 1 and Table 2 below illustrates the information on the respondents’ genders and their respective age groups.
Table 1: Gender
Frequency
Percent
Valid Percent
Cumulative
Percent
Male
24
48.0
48.0
48.0
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Female

26

52.0

52.0

Total

50

100.0

100.0

Frequency

Table 2: Age Groups
Percent

Valid Percent

100.0

18-20

4

8.0

8.0

Cumulative
Percent
8.0

21-23

45

90.0

90.0

98.0

24-26

1

2.0

2.0

100.0

Total

50

100.0

100.0

Table 1 shows the total of the participants according to their genders. As shown by the table itself, there are more
female participants (52%) compared to their counterparts (48%). On the other hand, Table 2 shows the 3 different age
groups, ranging from 18-20, 21-23 and 24-26. Based on Table 2, it is obvious that respondents from the age 21-23
have the highest percentage (90%), respondents from the age group 18-20 are placed after that with a total of 4
respondents (8%) and the age group of 24-26 has the least respondents with only 1 respondent (2%).
4.1.2 Intensity of second language anxiety when speaking English among UTAR students
Table 3: Sample of descriptive statistics of participants’ responses on the FLCAS
Questions
Mean
Standard
Minimum
Maximum
Deviation
A9*
2.68
1.01
1.00
5.00
A10*
2.66
1.08
1.00
5.00
B19
4.04
4.33
1.00
5.00
B20
3.24
1.13
1.00
5.00
C21*
2.86
1.16
1.00
5.00
C22
3.00
1.04
1.00
5.00
*The scores are reversed for these negatively phrased question.
Table 3 shown above is a sample of the descriptive statistics of respondents’ on the FLCAS. The full form of Table 3
can be referred to in Appendix II. Each of the question in the questionnaire is categorized according to the 3 main
concepts by Horwitz et al. (1986) which are fear of communicating (A1-A10), fear of unpleasant feedback (B11-B20),
and fear of test situation (C21-C30). As shown in Table 3, the highest mean score was “I get nervous and confused
when I am speaking in my English class” (B19) with a mean score of 4.04 and a standard deviation of 4.33. On the
other hand, the lowest mean score found in the survey was “I feel comfortable around with English native speakers”
(A10) with a mean score of only 2.66 and a standard deviation of 1.08. The high mean score found in question B19 is
supported by a study conducted by Zhiping & Paramasivam (2013) in which in their findings, they reported that the
respondents are actually afraid and shy to communicate in their English language class due to the fact that they are
fully aware they will be in the center of attention when they are speaking. Nevertheless, in order to fulfill the first
research question, the total score of the Likert-scale from each respondent will be added up to find out which intensity
group the respondents will fall under. Respondents that possess the total score of 30-60 will be labeled as low intensity
of second language anxiety when speaking English, the total score of 61-114 will be labeled as average intensity level
and the total score of 115-150 will be labeled as high intensity level.
Table 4: Sample of respondents and their respective total anxiety score
Respondent
Total anxiety score
001
97
002
92
003
90
004
120
005
104
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Table 4 above is a sample of the total anxiety score of each respondent. The full result of the anxiety score of every
respondent can be referred in Appendix III. As Table 4 illustrates, there were no respondents that fall between the total
anxiety score of 30-60. Majority of the respondents fall under the group of moderate intensity and few respondents
are suffering from high level of intensity. With these levels of anxiety that students are struggling with their second
language, this may hinder their future career. The table below shows the number of students that fall under the
moderate and high intensity of second language anxiety.

Intensity of
Anxiety
Moderate
High
Total

Table 5: Intensity of second language anxiety
Frequency
Percent
Valid Percent
46
4
50

92.0
8.0
100.0

92.0
8.0
100.0

Cumulative
Percent
92.0
100.0

In Table 5, it clearly shows that there are 46 students (92%), which is more than half of the total students that took
part in the survey, are suffering from moderate intensity of second language anxiety when trying to communicate in
English. Only 4 students are categorized under the high intensity of second language anxiety. This result possesses
the same similarity to one of the study mentioned in the literature review by Balemir (2009), which the study indicated
that most of the respondents have moderate intensity. In the studies of Abdullah & Abdul Rahman and Chan, Abdullah,
& Yusuf (2010), their findings of majority of students suffering from moderate anxiety further support the results from
Table 5 above. Since English Education students are to teach the future generation on the English language, a very
important language that is used worldwide, this level of anxiety is quite worrisome and might jeopardize future
learners’ language proficiency. However, this level of anxiety might hinder the respondents’ performance when it
comes to expressing themselves during conversation with their peers or their academic presentation (Cagatay, 2015).
Thus, it can be concluded that there are more English Education students suffering from moderate intensity of second
language anxiety when speaking English in UTAR.
4.1.3 The main concept that leads to second language anxiety
Table 6: Descriptive Statistics of the Three Main Concepts
Concepts
Minimum
Maximum
Mean
Std. Deviation
Fear of
communication

22.00

44.00

31.34

4.62

Fear of
unpleasant
feedback

15.00

60.00

33.56

7.24

Fear of test
situation

15.00

40.00

29.84

4.68

In the questionnaire, there are a total of 30 items. Every 10 items are categorized under the 3 concepts; fear of
communicating, fear of unpleasant feedback and fear of test situation. For the second research question, the researcher
aims to identify the main concept that contributes to second language anxiety when speaking English. As shown in
Table 6, the concept with the highest mean is fear of unpleasant feedback (M=33.56), followed by fear of
communicating (M=31.34) and lastly, fear of test situation (M=29.84). It can be summarized that the English
Education respondents are facing difficulty with the constant fear of anticipating negative feedback from peers or the
teachers when speaking English. This is because second language students tend to be very self-conscious of their
language ability and they may choose not to speak language that are not their mother tongue around their circle of
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peers. This particular result is supported by a study by Aydin (2001) which the author concluded that second language
learners are aware of their lacking linguistics performance and are not confident to communicate in their second
language because of the fear that they might laughed or judged at. This may affect the respondents in the long run as
the anxiety of being negative evaluated by people will affect their second language speaking capabilities even though
they are aware of the message they want to convey (Suleimenova, 2013). Hence, this will lead to fear of
communicating in second language.
4.2 Recommendations by respondents in reducing speaking anxiety in language classroom
In the questionnaire, an open-ended question about reducing speaking anxiety was provided in Section C.
Majority of the students provided recommendations that were under a similar theme. Respondents recommended that
teachers or educators should not rush in teaching second language. Instead, language teachers should take in
consideration of students’ learning level and provide appropriate lessons and tasks in accordance to their proficiency
level. Teachers have to make sure students are at an appropriate level before proceeding to the next step of the language
learning process. On the other hand, respondents also suggested that teachers should not use bombastic words during
their language classes. Teachers should be aware of students’ proficiency level and make sure that their own
explanation does not include any difficult words that students could not comprehend. Instead, use simpler words to
explain the lesson or help any confused students that teachers know of. Last but not least, respondents also emphasized
on the difficultly of language tasks especially speaking tasks. Respondents stated that teacher should not conduct
difficult speaking lessons or conduct speaking tasks when students are still not confident to speak in their second
language. Students should be mentally and emotionally ready before they are able to participate in speaking activities.
To speed up this process, teachers can conduct group speaking activities where students are more comfortable speaking
with their peers.
4.3 Conclusion
Based on the findings above, results have shed light on the intensity of second language anxiety when speaking English
and the main concept of second language anxiety of English Education students from UTAR. Majority of the
respondents have moderate intensity of second language anxiety whereas only 4 out of 50 respondents have high
intensity of second language anxiety. Thus, the results mentioned answered the first research question of this study
which is to identify the different intensity of second language anxiety when speaking English among UTAR students.
On the other hand, the main concept among the three concepts that leads to second language anxiety when speaking
English is the fear of unpleasant feedback. Majority of the respondents scored higher in the second category found
under the Section B of the questionnaire. This findings answered the study’s second research question which is to
identify the main concept that leads to second language anxiety when speaking English among UTAR students. With
no one having low intensity of second language anxiety, this shows that students may be facing difficult challenges
when it comes to speaking English in an academic setting and around their peers. These factors will obstruct students’
second language learning performance and may also contribute to students’ inability of speaking their target language
fluently and accurately (Miskam & Saidalvi, 2018)
Conclusion
This study focuses on the second language anxiety when speaking English among UTAR students. A survey was
carried out for this study and was distributed among 50 English Education students to find out the intensity of second
language anxiety when speaking English and the main concept that contributes to second language anxiety. The results
may be very useful for lecturers and educators to be aware of their students’ emotion and mental condition towards
second language capabilities and using it in the classroom. The researcher has identified the intensity of second
language anxiety when speaking English and the main concept that leads to second language anxiety when speaking
English and the findings have to be addressed by lecturers and the language department in order to avoid the obstacles
hindering students’ language learning process.
5.1 Synthesis of findings
The first research question of this study is to identify the intensity of second language anxiety when speaking
English among UTAR students. Based on the analysis and the findings from the previous chapter, majority of the
respondents (92%) have moderate anxiety whereas the remaining 8% (4 respondents) have high anxiety level. These
findings are in-line with a study conducted by Mohammed Sadiq (2017), which found that the majority of the English
Foreign Language (EFL) students suffered from moderate anxiety level. Therefore, this situation should be looked
into seriously as poor language performance due to anxiety, and this will will jeopardise students’ academic, career
and social life.
The second research question of this study is to determine the main concept that leads to second language
anxiety when speaking English among UTAR students. From the theory of second language anxiety developed by

111

Horwitz et al. (1986), there are three main concepts that contributes to why students are feeling anxious in an English
classroom environment; fear of communicating, fear of unpleasant feedback, and fear of test situation. In the
questionnaire that was distributed to the respondents, the questionnaire contains 30 items in Section B that were
categorized under the three main concepts mentioned. Hence, the researcher was able to find out which concepts
actually contributed the most to students’ second language anxiety when speaking English. From the analysis of the
data, the researcher found out that the second concept, fear of unpleasant feedback, was the concept with the highest
score compared to the other two. This finding is actually supported by previous studies, Aydin (2001) and Kitano
(2001) suggested that the students were always afraid of bad evaluation from the teachers and peers whenever they
were speaking in their target language. Thus, educators should adapt effective feedback strategies to avoid eliciting
anxiety from the students. According to Elkhafaifi (2005), students who are new to the second language environment
tend to be more anxious than those who are exposed to second language environment longer. So, educators should be
more aware of those new students’ anxiety.
5.2 Limitations of Research
One of the limitations faced in this study was the constraints of the data collection methods. Due to the sudden
pandemic outbreak, the researcher had to change the data collection method from distributing physical questionnaires
to distributing the questionnaires in Google survey form to respondents. It was difficult to find a total of 50 respondents
to answer the survey and it took a lot of time to retrieve 50 responses. The second limitation was, the study was not
conducted in-depth enough. The study did not explore the other factors that contribute to second language anxiety and
also the strategies students used to minimize second language anxiety in their learning process. A qualitative and
quantitative method should be used to gain a deeper insight on this particular research area of second language anxiety.
A third limitation of the study is the data and the findings cannot be applied to other English as Second Language
(ESL) learners in other institutes. The findings of this study can only be interpreted in a sense that a large number of
English Education students in UTAR are facing obstacles in their second language process due to anxiety. However,
that does not mean that other ESL students from different institutes are facing the same challenges as well. Thus, the
findings in this study cannot be used to generalize all ESL learners in Malaysia.
5.3 Suggestions for future research
There are some extra areas of this topic that needs to be researched on to gain a new perspective towards second
language anxiety. A suggestion for future research is to add a different questionnaire set related to second language
anxiety for the teachers. In this way, the researcher can see whether the students’ anxiety is linked to the teachers’
perception of his/her students’ second language anxiety. Secondly, future researchers can expand the scope by adding
a qualitative research design so that researchers can develop new and unique research questions related to second
language anxiety that needs to be answered such as the factors of second language anxiety, strategies to overcome
second language anxiety or teachers’ viewpoints toward students’ second language anxiety. Furthermore, majority of
the past studies on this topic used the old theoretical framework of second language anxiety in their research. Future
researchers should adapt new theoretical framework to look at second language anxiety in different ways because
times are different now with technologies being involved in students’ language learning process.
5.4 Conclusion
This study can be concluded that most of the students from the English Education programme have at least moderate
second language anxiety level when speaking English, which answered this study’s first research question, and this is
a serious case that UTAR needs to look into and come up with solutions before it is too late to save the students’ future
career. Moreover, it is confirmed that the students are especially anxious when it comes to language performance in
front of their peers and teachers in an English language learning environment, which answered the second research
question of this study. These negative factors will affect their language performance academically and socially. These
findings can be a guide for educators to utilise in minimizing second language anxiety in their language classroom
and to come up with strategies to tackle these anxiety issues. Language educators need to put in more effort to provide
a language classroom without anxiety-provoking activities. Being aware and sensitive to students’ needs and
conditions play a big role in reducing anxiety and the overall success throughout the second language learning process.
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APPENDIX I
SECTION A (Demography of Respondents)
Introduction: My name is Adrian Chia Win Zen (17AAB05547), a student of Bachelor of Arts (HONS) English
Education programme. I am currently conducting my Final Year Project entitled “Second Language Anxiety When
Speaking English Among UTAR Students” and I would like your cooperation in answering a short questionnaire.
This questionnaire contains 3 sections; Section A contains 3 questions, Section B contains 30 questions and Section
C contains only one question. The information gathered will be kept confidential and will be only used for academic
research purposes. Thank you for your time and cooperation.
Directions: This section contains 3 questions. For Question 1 and 2, read and tick the options given in the following
questions. As for Question 3, fill in the blank by stating your second language. The information you have provided
will be kept confidential.
1. Gender
Male
Female
2. Age
18-20
21-23
24-26
27-29
3. What is your second language? (English, Mandarin, etc)
__________________________
SECTION B (Second Language Anxiety)
Directions: This section contains a total of 30 questions related to foreign/second language anxiety experienced in an
English language classroom. Whether how the following questions may reflect your feelings or experiences, please
read each questions and click on the options given whether you (1) “strongly disagree/SD”, (2) “disagree/D”, (3)
“neutral/N”, (4) “agree/A”, or (5) “strongly agree/SA”.
A. Fear of Communicating
1. I don’t feel confident when I am speaking English in my English classroom.
2. I will be nervous when I’m called on in my English classroom.
3. I keep comparing my English competency with the other students that are
better than me.
4. In English classes, I tend to forget ideas that I want to convey when
I get nervous.
5. I don’t usually get nervous when I’m speaking English with
native speakers.
6. I feel confident when I’m speaking in my English classes.
7. I can feel my heart pounding when I’m going to be called on
in my English class.
8. I always feel that the other students can speak better English than I do.
9. When I’m on my way to my English class, I feel relax and don’t
feel nervous at all.
10. I feel comfortable around English native speakers.
B. Fear of Unpleasant Feedback
11. I don’t worry about making mistakes in English classroom.
12. I will start to feel anxious whenever I’m asked to speak in English in
front of the class without any preparation.
13. I feel embarrassed whenever I’m asked to present my answers in
my English class.
14. I get anxious when I don’t understand what the teacher is correcting
in my language mistakes.
15. I am always anxious whenever I expect my teacher to correct
every language mistake I make.
16. I am concern in portraying my English skills by speaking
in front of my peers.

SD D N A SA
1 2 3 4 5
1 2 3 4 5
1

2 3 4

5

1

2 3 4

5

1 2 3 4 5
1 2 3 4 5
1 2 3 4 5
1 2 3 4 5
1
1

2 3 4
2 3 4

5
5

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

115

17. I am afraid of the other students will laugh at me whenever
I communicate orally in English.
18. I get nervous whenever the English teacher asks me questions
that I haven’t prepared for.
19. I get nervous and confused when I am speaking in my English class.
20. Even when I’m well prepared for the English class, I would be
nervous.

1

2 3 4

5

1 2 3 4 5
1 2 3 4 5
1

2 3 4

5

C. Fear of Test Situation
21. I feel relax when I’m taking my tests.
1 2 3 4 5
22. I tend to worry about the outcomes of failing my English tests or courses. 1 2 3 4 5
23. I don’t usually like going to English classes.
1 2 3 4 5
24. The more I study for an English test, the more confused I get.
1 2 3 4 5
25. I feel anxious whenever I don’t understand what the teacher is saying in an
English class.
1 2 3 4 5
26. I don’t feel bother at all if I’m taking more English classes.
1 2 3 4 5
27. I tend to get worry that I would get left behind in English classes.
1 2 3 4 5
28. I feel overwhelmed by the number of rules in English I have to learn
in order to speak English fluently and accurately.
1 2 3 4 5
29. I feel more nervous in my English classes compared to other classes.
1 2 3 4 5
30. I don’t feel any pressure whenever I’m preparing for my English class.
1 2 3 4 5
SECTION C (Suggestions on improvement)
Directions: This section contains an open-ended question. Based on the question, provide a short answer.
In your own words, provide your own opinions on how English teachers should try to reduce speaking anxiety in an
English classroom.
___________________________________________________________________________

Questions

Mean

A1
A2
A3
A4
A5*
A6*
A7
A8
A9*
A10*
B11*
B12
B13
B14
B15
B16
B17
B18
B19
B20
C21*
C22
C23
C24
C25
C26*
C27

3.00
3.52
3.20
3.44
3.22
3.06
3.24
3.32
2.68
2.66
2.96
3.26
3.52
3.42
3.24
3.28
3.20
3.40
4.04
3.24
2.86
3.00
3.16
3.02
3.32
2.76
3.02

APPENDIX II
Standard
Deviation
1.08
1.01
1.01
1.10
1.09
1.15
1.13
1.97
1.01
1.08
1.10
1.20
1.11
1.07
1.07
1.08
1.21
1.24
4.33
1.13
1.16
1.04
1.99
1.95
1.09
1.02
1.09

Minimum

Maximum

1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00
1.00

5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
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C28
C29
C30*

Respondent
001
002
003
004
005
006
007
008
009
010
011
012
013
014
015
016
017
018
019
020
021
022
023
024
025
026
027
028
029
030
031
032
033
034
035
036
037
038
039
040
041
042
043
044
045
046
047
048
049
050

3.04
2.92
2.74

1.15
1.08
1.22

1.00
1.00
1.00

APPENDIX III
Total anxiety score
97
92
90
120
104
92
84
102
100
92
96
104
89
95
84
92
103
96
88
85
90
90
96
92
98
70
105
96
98
91
94
126
96
93
78
93
128
85
88
76
79
102
90
79
96
97
113
100
124
69

5.00
5.00
5.00
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Abstract
This study explores the development of learner language in the subset of Longitudinal Corpus of Languaculturer
Narrative Texts (LoCLaNT) (Chau, 2015) based on the Pattern Grammar approach. It is a longitudinal study which
aims to investigate language development in terms of grammar pattern among Malaysian secondary school students.
In Pattern Grammar, the behaviour of a lexical item is studied in which any change may reflect linguistic change. This
study focuses on the verb pattern (see Francis et al., 1996). The top five most frequent action verbs in the subset of
LoCLaNT (i.e., GO, SAVE, SEE, SHOUT, FISH) are studied. This includes the variants of each verb (i.e., go, goes,
going, went for GO). This study is in line with the observation of innovative and conventional language use as
highlighted in Chau (2015). It can be observed from the analysis of this study that some verb patterns used by the
learners are becoming more conventional. However, there are also instances of innovative pattern observed over time.
This shows that the direction of the development of learner language is moving towards conventional yet still carries
the innovation element.
Keywords: second language development, corpus linguistics, pattern grammar, action verbs
Introduction
The Study of Second Language Acquisition through Corpora
The study of learner corpora in Second Language Acquisition (SLA) seeks to understand the process of
acquiring a second language. SLA is different from the first language acquisition in many ways. As stated in SavilleTroike (2006), SLA is compared with first language (L1) in three phrases, namely, initial state, intermediate state
and final state. The end result of L1 is native competence whereas for SLA the end result is multilingual
competence.
By incorporating corpus studies to analyze language development, Lu (2010) stated that it is a more precise
approach to evaluate and describe the learners’ developmental level. Hence, it shows that corpora provide a better
way in dealing with language development. Hunston (2002, p. 3) suggests that “a corpus does not contain new
information about language, but the software offers us a new perspective on the familiar”. Evison (2010, p. 122)
then suggested that “in order to gain this new perspective, the first analytical steps generally involve two related
processes: the production of frequency lists (either in rank order, or sorted alphabetically) and the generation of
concordances”. Therefore, by conducting corpus analysis, the process of second language development would be
viewed from a different perspective. The results which are gathered from the study will be supported with evidence
which is the real language production of the learners.
To facilitate an effective analysis of second language development, Myles (2005, p. 374) highlighted, “the
central source of evidence for these mental processes is the language produced by learners, whether spontaneously
or through a variety of data elicitation procedures”. Aarts et al. (2013, p.14) who work on the issues on investigating
current change suggested that “the systematic study of language change requires large, evenly balanced and reliably
annotated corpora with texts sampled over a period of time”. One of the issues that can be observed based on the
past studies of second language acquisition through corpora is the ideology of comparing and contrasting learner
corpora with the native speakers’ corpora.
In studying SLA, several views were considered in dealing with data of the learners of a second language.
Granger (1996) had come up with a method of analysis that is called Contrastive Interlanguage Analysis (CIA). It
compares the native and non-native speakers in which it uses the native speaker corpora as a benchmark for the
analysis of the learner corpora. With this ideology, the focus of the study is more towards error analysis which result
from the analysis of the learner versus native speaker data. More recently, Granger (2003) come up with an error
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annotation scheme that follows nine major domains; form, morphology, grammar, lexis, syntax, register, style,
punctuation and typo. These domains contain their own specific category. By using such methods of analysis, the
common errors that the learners tend to make can be identified.
However, this idea contradicts with what is proposed by Cook (2010, p. 154) who asks, “Why should the
mastery of a second language be measured against something they are not and never be – monolingual native
speakers”. Second language learners should not be compared with the native speaker of the target language. The
learner language that exists in the process of SLA should be analyzed in its own properties (Selinker, 1972). Chau
(2012) suggests that learner language is a dynamic and independent language system in which it constitutes a
linguistic system in its own right (Selinker, 1972) rather than being a deficit version of an idealized monolingual
native speaker.
Literature Review
Error versus Innovation
Errors and innovation are two different perspectives of looking at learner language. In the situation where the
language production does not follow the conventional way or native-like language use, some researchers may label
it as errors whereas on the other hand, some may accept it as innovation made by the learner (see Chau, 2015). As
highlighted in Khansir (2012, p. 1027), based on the observations on previous research conducted on errors, it has
been found that the language of second language learner is systematic and the errors are not random mistakes but it
is the evidence of rule-governed behaviour. By carrying out error analysis, the results could be used to predict the
difficulties involved in acquiring a second language and through that, teachers will be aware of the difficult areas
that their students encountered and certain strategies should be used to overcome it (see Khansir, 2012).
However, in contrast to the perspective of viewing error as error, many studies have been conducted in a
different perspective in which learner language is treated in its own right. Bley Vroman (1983) is among the earliest
to stress that learner language should be treated in its own right. In dealing with language development, LarsenFreeman and Cameron (2008, p.116) mentioned that learners not just internalize a ready-made system but rather
create his or her own patterns with meanings and uses and to expand the meaning potential of a given language.
Larsen-Freeman and Cameron (2008, p. 111) also highlight that language is “rather being created, or at the very
least assembled from conventional units, each time it is used”. Language users which include learners are actively
transforming their linguistic world; they do not just conform to it (Larsen-Freeman, 2006b, p. 285). As mentioned in
the above section, Selinker (1972) suggests that learner language has to be treated in its own rights. It should not be
compared to something that it is not (see Cook, 2010).
The Study of Language Development through Writing
In dealing with the process of language development, one important issue that needs to be considered by
researchers is how we measure language development. Lu (2010, p. 185) then suggested several ways to answer this
question which include naturalistic observation; production, comprehension, and judgment tasks; formal testing; and
language sample analysis. In order to analyse language development, Chau (2015) proposed four types of
developmental patterns. Those patterns are classified as three-phase pattern, expansion pattern, reduction pattern and
no consistent pattern. It highlights the development of learner language use over time. In other words, the pattern of
how learner used language can be illustrated by using those four types of developmental patterns.
Pattern Grammar as an Approach to Analyze Language Development
The approach of viewing language in multi-word units has inspired many researchers to analyze the formulaic
multi-word sequence (see Sinclair, 1991; Nattinger & DeCarrico, 1992; Moon, 1997; Biber, Johansson, Leech,
Conrad, & Finegan, 1999; Wray, 2002; Cortes, 2004). Leon (2007, p. 1) also discussed the famous work of Firth
that was written in 1957 mentioned “You shall know a word by the company it keeps” and “collocation as actual
words in habitual company”. Pattern grammar is one way to approach the study of language, including learner
language. The concept of pattern grammar is similar to the neo-Firthian approach in which it studies chunks of
words in relation to meaning making process. Hunston and Francis (2000, p. 37) define a pattern as “all the words
and structures which are regularly associated with the word and which contribute to its meaning”.
The study that focuses on the grammar pattern of verbs is done by Francis et al. (1996) who had produced a
comprehensive list of patterns of verbs that is based on the COBUILD project. It is a descriptive grammar book in
which it highlights the connection between the pattern and meaning. Hunston (2006, p. 243) who is one of the
writers of the book mentioned that “this is a purely descriptive grammar of English that avoids abstract grammatical
categories and that exploits the connection between phrase and meaning”. It can be seen that the Pattern Grammar
has not been deeply explored especially in the study of learner language yet. This is the research gap that this study
aims to fill.
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Methodology
Data for the study uses the Longitudinal Corpus of Languaculturer Narrative Texts (LoCLaNT) (Chau,
2015). It is an existing corpus which is used with the permission of the developer of the corpus. LoCLaNT is a
longitudinal corpus that is produced by 124 students which comprises of 77 female and 47 male. The participants
were 13-year-old at the beginning of the data collection process that started in May 2007. All of the participants
were studying at the same school in Malaysia. LoCLaNT consists of four sub-corpora collected at four different
points in time beginning from May 2007 (Time 1), November 2007 (Time 2), November 2008 (Time 3) and June
2009 (Time 4). The duration of the data collection is approximately 26 months. The size of the corpus is 116,399
words that consist of 496 texts.
The corpus was analyzed using Wordsmith software. The verbs that were analyzed in this study are the top
five high frequency action verbs together with their variants (i.e., go, goes, went, going) in LoCLaNT. Table 1
presents the list of top 10 most frequent action verbs that can be observed in the subset of LoCLaNT.
Table 1 Top 10 Most Frequent Action Verbs in the Subset of LoCLaNT.
Time 1
Time 2
Time 3
Verb
Freq.
Verb
Freq.
Verb
1.
GO
128
GO
138
GO
2.
SAVE
61
SAVE
69
SAVE
3.
SEE
46
SEE
63
SEE
4.
SHOUT 36
FISH
54
SHOUT
5.
FISH
33
HELP
49
BRING
6.
SWIM
32
PLUCK 47
RUN
7.
RUN
32
BRING 45
HEAR
8.
HELP
31
SHOUT 43
GET
9.
HEAR
30
SWIM
43
SWIM
10.
SAY
25
HEAR
42
FISH

Freq.
132
90
58
53
53
45
43
41
39
37

Time 4
Verb
GO
SAVE
SEE
BRING
SWIM
FISH
SHOUT
THANK
HEAR
RUN

Freq.
120
115
78
60
58
49
48
45
41
39

The verbs that are analyzed in this study are the top five action verbs at Time 1. Those verbs are GO, SAVE,
SEE, SHOUT and FISH. Francis et al. (1996) is used as a starting point to analyze the data. The pattern that is
reported in Francis et al. (1996) is considered as conventional pattern. On the other hand, the pattern that is not
reported in Francis et al. (1996) is considered as innovative.
Findings
From the analysis of the top five most frequent action verbs in the subset of LoCLaNT (i.e., GO, SAVE,
SEE, SHOUT and FISH), there are seven patterns of GO (see Table 2), two patterns of SAVE (see Table 3), three
patterns of SEE (see Table 4), four patterns of SHOUT (see Table 5) and two patterns of FISH (see Table 6).
Table 2 Analysis of the verb GO.
Time 1
Patterns
V to n
(i.e., Ahmad,
Abu and Ali
go to the
river.)
V + adv
(i.e., They
went there
after
finishing
their
homework
together.)
V prep

Time 2
V to n
V + adv
V prep
V –ing
V to -ing

Time 3
V to n
V + adv
V prep
Vn
V –ing
V to-inf
V to -ing

Time 4
V to n
V + adv
V prep
V –ing
V to-inf
V to -ing
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(i.e., Her
friend go into
the river.)
Vn
(i.e., They
promised to
not to go the
river again.)
V –ing
(i.e., They
want to go
fishing.)
V to-inf
(i.e., Abu
goes to
inform this
incident to
the girl's
family.)
V to –ing
(i.e., Last
Saturday, Ali,
Saiful and
Zainal went
to fishing at a
river near
their houses.)
Table 3 Analysis of the verb SAVE
Time 1
Time 2
Patterns
Vn
Vn
(i.e., Ahmad V n from
quickly
jump into
the river to
save the
girl's life.)

Time 3
Vn
V n from

Time 4
Vn
V n from

V n from
(i.e., Ahmad
ran as fast
as he could
and saved
the girl
from
drowned.)

Table 4 Analysis of the verb SEE
Time 1
Patterns
V that
(i.e., They
were shocked

Time 2
V that
Vn
V wh-

Time 3
V that
Vn

Time 4
V that
Vn
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to see that
Laila was
drowned in the
river.)
Vn
(i.e., Siti's
parent brought
her to the
clinic to see
the doctor.)
V wh(i.e., Ali,
Ramli and
Rahman saw
what
happened.)
Table 5 Analysis of the verb SHOUT
Time 1
Patterns
V for n
(i.e., His friend
shouted for
help.)
V with quote
(i.e., Mei Ling
shouted , "
Help!Help!" as
loud as she
could.)

Time 2
V for n
V with quote
V
V to-inf
(i.e., Her
friend
shouted to
ask for help.)

Time 3
V for n
V with quote
V

Time 4
V for n
V with quote
V

V
(i.e., They
quickly ran to
the river side
looking for the
girl was
shouting.)

Table 6 Analysis of the verb FISH
Time 1
Patterns
V
(i.e., They
want to
fishing.)

Time 2
Time 3
Time 4
V
V
V
Vn
(i.e., The boys
are finish
fishing a fish.)
Most of the patterns of use of these verbs reflect conventional language use. Interesting findings can be seen
in the analysis of the verb GO and SHOUT as there are instances of innovative patterns. In the analysis of GO, two
patterns that reflect innovative language use are V n and V to –ing. As for the verb SHOUT, the innovative pattern is
V to-inf. These findings mark a significant implication towards the development of learner language in the subset of
LoCLaNT.
Discussions
The findings suggest that learner language development is a rather complex process in which the learners
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seem to develop to be using the language in a conventional way. However, there are still elements of innovative
language use that can be seen in the learner language production. The development process of learner language is
rather a nonlinear process. Learners do not necessarily develop to be using the language according only to the
conventional linguistic norm as the native speakers. It can be seen through this study that learners are also
innovating their language use. For example, in the analysis of the verb GO, the pattern V n which reflects innovative
language use suggest that the learners have their own way of using the verb. It is used in Time 1 and Time 3. The
pattern V n is used to express two meaning senses in Time 1 and two meaning senses in Time 3. Apart from that, the
pattern V to –ing is also an instance of innovative pattern that was shown by the learners. It was used in all four data
sets making it an interesting observation due to its consistent existence in the types of pattern of use. Another
example of innovative language use discovered in this study is the pattern V to-inf in the analysis of the verb
SHOUT. It is an innovative pattern of SHOUT used by the learners in the subset of LoCLaNT. This is the evidence
of what is said to be an innovation in terms of the pattern of use of the verb SHOUT. Although some may interpret
instances like “They promised to not to go the river again” as error, this study take it as innovation produced by the
learners. It is a natural human language and should be respected as it is.
Learner language is shown to be developing in the direction of conventional language use. Some interesting
observations can be made which highlight that the learners are moving towards the conventional norm of using the
language. For instance, the pattern V –ing and V to –ing in the verb GO. What differentiates these two patterns is the
presence of the preposition „to‟ that is used after the verb GO. V to –ing (e.g., go to fishing) is considered as
innovative whereas V –ing (e.g., go fishing) is considered as conventional. Here, the movement of the language
development seems to becoming conventionalized over time. This is due to the usage of both patterns that shows
increase of V –ing and decrease of V to –ing. The percentage of use of the pattern V to –ing decreases from 9.6% in
Time 1 to 5.5% in Time 4. On the other hand, the percentage of use of the pattern V –ing increases from 12.2% in
Time 1 to 17.6% in Time 4. Similar situation can also be noticed in the pattern V n from in the analysis of the verb
SAVE. Two types of usage of this pattern can be seen. Those two types are V n from + (noun) such as, “saved the
girl from drowning” and V n from + (verb) such as “saved the girl from drowned”. V n from + (noun) are instances
of conventional language use whereas V n from + (verb) are innovative language use. The percentage of use of the
pattern V n from + (verb) decreases from 7.3% in Time 1 to 2.2% in Time 4. On the contrary, the pattern V n from
(noun) is not used in Time 1. The percentage of use of the pattern V n from + (noun) increases from 0% in Time 1 to
5.5% in Time 4. These two examples illustrate that the learners are developing to be using the language in the
conventional manner.
Although there are instances of innovative language use such as the pattern V n for the verb GO and V to-inf
for the verb SHOUT, these two innovative patterns disappear over time. The only innovative pattern that remains is
V to-ing for the verb GO. Table 7 highlights the development of learner language.
Table 7 The direction of the development of learner language.
Conventional
GO
̸
SAVE
̸
SEE
̸
SHOUT
̸
FISH
̸

Innovative
̸

Based on the findings of the patterns of the top five high frequency action verbs in LoCLaNT, learner
language appears to develop to be more conventional over time. Four out of five action verbs are used in the
conventional way. However, the analysis of the verb GO is interesting since direction of language development is
towards conventional yet still contain the instances of innovative language use over time. (see Chau, 2015)
As can be seen from the developmental pattern, learner language development appears to be rather complex
in this study. The developments of both innovative and conventional patterns are mostly not consistent. Table 8
shows the developmental pattern of the innovation made by learners.
Table 8 Developmental pattern of innovative language use in the subset of LoCLaNT
Verb
Pattern
Time 1 Time 2 Time 3 Time 4
Developmental
Pattern
Freq.% Freq.% Freq.% Freq. %
GO
Vn
2
3
No consistent
1.8
2.5
pattern
V to-ing
11
6
9
6
No consistent
9.6
4.8
7.6
5.5
pattern
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SHOUT V to-inf

-

-

2
5.5

-

No consistent
pattern

It can be seen in the table above that all innovation made by the learners have no consistent developmental
pattern. Hence, it suggests that the development of innovative patterns appears to be inconsistent and unpredictable.
On the other hand, for the conventional patterns, 12 out of 15 have no consistent pattern. Table 9 shows the
developmental pattern of conventional pattern in LoCLaNT.
Table 9 Developmental pattern of the conventional language use in the subset of LoCLaNT
Time 1
Time 2
Time 3
Time 4
Verb
Pattern Freq. % Freq. % Freq. % Freq. % Developmental
Pattern
GO
V to n
55
66
54
53
No consistent
47.7
52.4
45.7
49.0
pattern
V + adv 25
29
19
19
No consistent
21.8
23.0
16.1
17.6
pattern
V prep 5
6
13
10
Three-phase
4.3
4.8
11.0
9.1
pattern
V -ing
14
19
15
17
No consistent
12.2
15.1
12.7
15.7
pattern
V to-inf 3
5
3
No consistent
2.6
4.1
2.8
pattern
SAVE
Vn
38
41
62
83
No consistent
92.7
85.4
91.2
92.2
pattern
Vn
3
7
6
6
No consistent
from
7.3
14.6
8.8
6.7
pattern
SEE
V that
23
35
31
46
Expansion
57.5
61.4
64.6
66.6
pattern
Vn
15
18
17
23
No consistent
37.5
31.6
35.4
33.3
pattern
V wh2
4
No consistent
5
7
pattern
SHOUT V for n 17
22
27
17
Three-phase
54.9
61.1
62.8
47.2
pattern
V with 8
8
5
5
No consistent
quote
25.8
22.2
11.6
13.9
pattern
V
6
4
11
14
No consistent
19.3
11
25.6
38.9
pattern
FISH
V
25
46
30
42
No consistent
100
92
100
100
pattern
Vn
4
No consistent
8
pattern
From the table above, it is clear that most of the most of the patterns have no consistent developmental
pattern. Only three patterns have identifiable developmental pattern. V prep (for the verb GO) and V for n (for the
verb SHOUT) have the in the three-phase developmental pattern. The only pattern that shows expansion
developmental pattern is V that (for the verb SEE). This suggests that the development of the conventional patterns
used by the learners is also inconsistent.
Conclusion
This corpus based study suggests that language development is a complex process in which it is rather
unpredictable. In the process of language development, learners not necessarily develop to be able to use language in
the conventional way. It is in line with the notion that language development is a nonlinear process (e.g., Beckner,
2009; Larsen-Freeman, 2011; Ellis, 2011). Even by working with a small corpus, this study opens up a way to study
learner language development to uncover the development of learner language over time. If the corpus size is bigger,
more interesting findings will be uncovered. The analysis would be more exciting because the data is bigger and
stronger. However, it is also worth to note that it is not an easy task to analyze the data. A total of 43256 words were
analyzed and 1972 concordance lines have to be studied in details in order to complete the analysis. Numerous
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studies have been conducted to analyze language development. In the case of learner language development, many
more studies are needed in order for it to achieve a certain status in the field of applied linguistics. It is not just a
deficit version of the native speaker of the language as proposed by Selinker (1972). This study has shown its
capability to illustrate language development over time. Hence it opens up to a much more possibilities of in depth
study of learner language development.
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Abstract
Teaching and learning during a crisis has brought about many challenges to higher education institutions worldwide.
Lecturers and students were forced to adapt to the abrupt changes from meeting face-to-fact to taking everything
online. The struggles were even more obvious for language lecturers, especially when teaching speaking online.
Previous studies indicated that teaching speaking online comes with its own set of problems, especially in terms of
technical, emotional and pedagogical issues. This study therefore would like to identify the problems lecturers
encountered while teaching speaking during ODL, identify the attitudes of the lecturers in teaching speaking during
crisis and discovering lecturers’ preparedness in teaching speaking for the upcoming semester, in the context of a
Malaysian university. This is a purely qualitative study and uses semi-structured interview and thematic analysis in
analysing the data. The findings indicated that there are three major aspects of preparedness needed to be addressed
in teaching speaking during ODL, namely in technical, emotional and pedagogical contexts. In conclusion, if all
three aspects of lecturers’ preparedness can be addressed quickly, there quicker the lecturers can adapt in coping
with ODL challenges in the future.
Keywords: open and distance learning, teaching speaking, online classroom, lecturers’ preparedness, online teaching
challenges

Introduction
Teaching and learning during a crisis has brought about many challenges to higher education institutions
worldwide. Due to Covid-19 pandemic, most educators were forced to adopt the new norm, and different platforms
are used to ensure that teaching and learning can still be conducted. Like many other countries, the Covid-19
pandemic reached Malaysia in January 2020 and the country was forced to implement the Movement Control Order
(MCO) in order to control the spread of the virus (Sipalan, 2020). The MCO saw six restrictions imposed which also
affected the education system with the closure of education institutions which include all public and private tertiary
education and skill training institutes (Reuters, 2020). In tertiary education, lecturers and students were compelled to
adapt to the abrupt changes in the education system. Ready or not, all meetings had to be conducted differently, and
lesson plans and assessments needed to be revised to adapt the changes. For language lecturers in particular, the
unexpected decisions had posed different physical, technical and emotional challenges.
Open and Distance Learning (ODL) basically refers to a non-physical classroom that takes place outside the
normal classroom environment. It basically caters to teachers and students who are distant from each other (Johari
and Ismail, 2011). In ODL, the course contents were provided to students through different means. Nevertheless,
with the advancement of technology these days, many ODL classes were conducted using an online medium in
order to encourage better experiences for the students.
Hence, we believe that this paper would provide significant contributions in the field of teaching speaking
during crisis. Therefore, this paper’s objectives are:
1. To identify the problems lecturers encountered while teaching speaking during online distance learning (ODL);
2. To identify the attitudes of the lecturers in teaching speaking during crisis; and
3. To discover lecturers’ preparedness in teaching speaking for the coming semester.
This study is deemed significant as it is through the findings from this research that other lecturers can make
proper preparation to improve their teaching speaking during online distance learning. From the findings of this
study, it also hopes to give an insight on what challenges English lecturers might face in the future. This would be a
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proper guideline to those teaching speaking in an online environment, especially to those who are new.
Literature Review
Previous studies had indicated that teaching speaking during face-to face itself had already posed many
external and pedagogical challenges to the lecturers, hence using ODL in a short period of time has heightened the
involvement of the lecturers before, during and after the teaching process. Kebritchi, Lipschuetz, and Santiague
(2017) had reviewed literature on issues and challenges of online courses in higher education. It was found that
some of the issues and challenges related to having online learning are issues related to students, teachers and
content development. One of the highlights mentioned are the problems teachers faced when teaching online.
Kenzig (2015) conducted an experiment by taking an online course and conducted it totally online. By comparing
face-to-face and online learning activities side by side, it was found that online students’ performance was lower
than the face-to-face students. Thus, this showed online courses are not equally effective when compared to it being
conducted face-to-face.
The transition from face to face to online learning also involved issues related to teachers’ teaching styles,
their roles in developing content, the communication barriers and the issue of time (Kebritchi et al., 2017). In a
normal face-to-face classroom, the teachers would be able to communicate clearly and they would be able to take
cues from verbal and non-verbal cues from the students (Coppola, Hiltz, and Rotter, 2002). However, when
everything is conducted online - or non face-to-face, it becomes a huge issue when the teachers and the students
could not see each other as both cannot give and receive instant feedback (Kebritchi et al., 2017). This supports the
idea that quality of interactions between teachers and students also plays a big impact on how well students learn
(Downing and Dyment, 2013; Kenzig, 2015; Morgan, 2018). Other external factors that could deter the efficiency of
online learning are the technical issues like lack of equipment, poor internet connection, quality of sounds and
visuals – all could contribute to the ‘insufficiency for language production’ (Gönen, 2019).
One important highlight found from literature is that the attitudes of the lecturers play important roles in
establishing a positive classroom atmosphere. Teachers with positive attitudes towards technology and online
teaching are able to engage students in online classrooms (Gönen, 2019). Nevertheless, it is worth highlighting that
what these literature did not take into account is the mountainous involvement of emotions and attitudes of the
teachers when they have to teach during a crisis (pandemic). While it is being emphasised that teachers are able to
identify and integrate appropriate technology in language classrooms, many also stressed on the importance of
proper preparation and careful training before such class can be conducted (Coppola et al., 2002; Kenzig, 2015;
Gönen, 2019).
When it comes to discussing the attitudes of the language teachers when teaching online, Morreale, Thorpe,
and Ward (2019) bring to light the issue of teachers’ motivation and hesitancy in teaching speaking online. After all,
some of the factors that contributed to teachers’ readiness for online teaching include teachers’ beliefs and their
experiences (Downing and Dyment, 2013). Badia, Garcia, and Meneses (2018) also relate three emotions teachers
tend to have when teaching online: satisfaction, relief and pleasure. Satisfaction refers to learning support roles of
the teachers, relief refers to the content acquisition approach and pleasure refers to other variables like the amount of
online teaching hours. Again, we need to emphasise that the study was conducted during normal circumstances, and
crisis was not part of the variable discussed. It is also important to note that more researches are needed to identify
the relationship between emotions and attitude of teachers when conducting open and distance learning online, so
we could better understand the context of the situation. Downing and Dyment (2013) emphasised that teachers are
more familiar with the emotional responses gained in a face-to-face environment since it is undoubtedly more
engaging and emotionally rewarding. Still, it is suggested that positive emotions while teaching online do rely on
experience, knowledge and teaching performances (Badia et al., 2018). It was also proposed that teachers who show
a sense of affinity towards students and loosen the classroom using humour would do wonders to improve online
interactions between teachers and students (Morreale et al., 2019).
When discussing the lecturers’ preparedness in teaching speaking, (Morreale et al., 2019) highlighted
problems related to the design and development of online public speaking courses and basically suggested that
educators need to utilise the digital context of teaching and use it as an opportunity instead. It was also found that
there were many strategies being implemented by teachers with the aim to ensure that teaching speaking online
would be able to engage students’ participation. Mounika and Thamarana (2017), while briefly discussing issues of
teaching speaking online, also highlighted that there were various media and online features that can be utilized for
teaching speaking online, like video, animation, graphics and many more. This also includes various resources like
the use of phone application, video recording, online materials and presentations, voice recording and many others
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etc (Mounika and Thamarana, 2017; Gönen, 2019). Riyanto (2020) also supported this statement and identified that
the utilization of media features like video creation in speaking class could support students in social skills, language
and literary skills, psychological skills and technical skills. Hence, it is believed that there are still prospects and
potentials that can be explored when teaching speaking online.
While there were issues related to teaching speaking online, many researchers believed that fresh strategies
can be effectively implemented to adapt to the latest content and pedagogy in teaching speaking (Mounika and
Thamarana, 2017; Morreale et al., 2019; Nurazizah, Frihatin, and Sugiarto, 2019; Riyanto, 2020). Morreale et al.
(2019) also enlisted ways for teachers to enhance presence and online delivery – which include providing feedback,
showing affinity behaviours and showing clarity when demonstrating their knowledge. The teachers were also
advised on the importance of proper training and adopting proper strategies that can be used in digital context when
adapting the course and pedagogy (Morreale et al., 2019).
All in all, the previous literature found mostly emphasised on the utilization of different media and
applications in teaching speaking online, and there were significantly less literature that discussed the lecturers’
preparedness in teaching speaking during ODL, especially when crisis comes into context. The roles of technical,
emotional and pedagogical aspects in teaching are undoubtedly prime aspects of teaching. These three aspects
should be given proper attention and consideration when lessons are prepared to benefit both sides- the lecturers and
learners.
Based on the literature discussed, it is clear that this issue is under-researched in the language field.
Therefore, this paper plans to answer these research questions:
1. What are the problems lecturers encountered while teaching speaking during online distance learning
(ODL)?;
2. What are the attitudes of the lecturers in teaching speaking during crisis; and
3. How do lecturers’ prepare in teaching speaking for the coming semester?
Methodology
We investigated English lecturers’ preparedness in teaching speaking to students during ODL and we were
mainly interested in understanding the problems lecturers’ face while teaching Speaking and their reflections on how
they can improve the process. We were also interested to find out the language of attitude used by these lecturers, as
this could give depth of understanding in terms of their emotional state while teaching Speaking during ODL.
Sampling Selection
In investigating English lecturers’ preparedness in teaching speaking to L2 students during ODL, the study
took place at Universiti Teknologi MARA, Terengganu branch (UiTM Terengganu), Malaysia. Universiti Teknologi
MARA is known as the biggest university in Malaysia, and has branches in all the states in Malaysia. For this paper,
this study is only interested in the Speaking component from four major skills of Reading, Writing, Listening and
Speaking. Each skill component encompasses different challenges and therefore requires different skills to adapt to
the new norm of teaching ODL during crisis. Hence, we chose ELC121: Integrated Language Skills 1 as it is a
prerequisite subject for first year Diploma students. The syllabus covers all four basic skills of English which are
reading, writing, listening and speaking. Two lecturers teaching the subject were selected as the respondents for the
study, one being a senior lecturer with more than 10 years teaching experience, and another is a young lecturer with
less than 3 years of teaching experience. A group interview session was conducted using Google Meet platform
which allowed discussion between the lecturers and recording of the interview. This is important as group interviews
would be able to generate more depth and reflection towards the issues at hand.
Instrumentation
Semi-structured interview was used for this study in order to identify the respondents' interpretations and
feedback regularities. It is resourceful, interpretative of the respondents’ accounts and verbal expressions, and it
allows the respondents to open up and provide in-depth information while still keeping the respondents on topic
(Yin, 2011). Since this study investigated the lecturers’ preparedness in teaching speaking to L2 students, the
lecturers teaching ELC121 were chosen as respondents. We first seek permission from the respondents and assured
them the confidentiality of the research. This is to ensure that the respondents would be able to discuss the issues
comfortably and honestly. Once all the respondents were briefed about the study, we conducted a group interview
via Google Meet with the respondents. The structure for the interview method can be seen from Table 1:
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Table 1: Interview Method
In order to explore lecturers’ preparedness in teaching speaking during online distance learning, semistructured interview was used as it has the amount of control and freedom while conducting the interview (Creswell,
2014). The interview questions were adopted and developed in relevance to the literature on lecturers’ preparedness
in teaching English. The interview questions were designed to elicit information based on 4 sections. The interview
questions were divided into four sections. Section A provided the demographic details about the interviewees;
Section B identified their opinions on problems they faced while teaching speaking during ODL; Section C reflected
on their emotional experience when teaching speaking during ODL; and Section D focused on their preparedness in
teaching speaking in the coming semester.
After the group interview was conducted, we conducted our analysis process by transcribing the interview
transcript and saving the text in Words (doc.) format. We then analysed the data manually using thematic analysis to
identify the emerging themes. After we have identified the emerging themes, we developed the categories and coded
them accordingly. The categories and coding were then checked by an inter-rater to ensure its reliability. Finally, we
interpreted the result and made our conclusion for the study. Figure 1 below summarised the data collection and
analysis process.

Figure 1: Data Collection and Analysis Process
Findings
Demographic profile of respondents
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The primary objectives of this study is to identify the problems lecturers encountered while teaching
speaking during ODL, to identify the attitudes of the lecturers in teaching speaking during crisis and to discover
lecturers’ preparedness in teaching speaking for the coming semester. It is important to emphasise that this was an
exploratory study that attempted to highlight potential areas for imminent research. Therefore, this study only
highlights the reflections of two lecturers in which we believe to be broadly representative to the population.
Respondent 1 is a male lecturer, newly appointed, with less than 3 years of teaching experience. Respondent 2 is a
female senior lecturer with more than 10 years of teaching experience.
Research Question 1: Problems lecturers encountered while teaching speaking during ODL
From the interview conducted, it was found that lecturers have some issues that can be categorised under
three headings which are technical, emotional and pedagogical. These findings are summarised in the chart below:

Figure 2: Problems lecturers encountered while teaching speaking during ODL
a) Technical
From the technical aspect, both respondents felt that they struggled the most with the core of an online
learning - internet connection. In conducting the speaking lessons and tests, there were times when the internet was
not giving much cooperation to both parties, lecturers and students. There were times when poor connectivity led to
unnecessary pauses in the conversation during speaking test practice as well as the actual speaking test. Respondent
2 responded to the question on what was the biggest challenge teaching this skill (speaking) and mentioned, “The
biggest challenge for me I think would be the err.. For sure it is the internet connection. For example when we did
our speaking.. Err.. speaking test… err.. Pair work, you know.. Some of the students do not have.. Did not have..
good internet connection. There were so many pauses in the conversation.”
On the other hand, Respondent 1 highlighted the same issue when he mentioned, “...then we had internet
connection problems as well where students sometimes while I was speaking with them, and suddenly it got
disconnected. And when i called them or asked their friends to ask what’s their problem, they said that they are out
of data..”
These findings are also in line with Gönen (2019)’s findings, as he mentioned that technical issues like
equipment problems and poor internet connections could jeopardise the efficacy of online teaching and learning
experiences for both teachers and students.
Besides, lecturers also had problems in making up their mind of which application would be the best to be
used with the abundance of such developed for speaking lessons/practice/test. - Respondent 1 explained that there
was a lot of softwares that can be used for speaking class and he cannot make up his mind. In the interview, he
mentioned “I’m learning a few things from my students as well. Like… sometimes they.. Emmm.. Such as new
software to use.. Like.. emm… usually I use Google Meet but sometimes they say that emm… using telegram is better
because all the audio is on the server and it is easier for them to listen to the audio as well.”
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Respondent 1 proves the fact that quality of interactions between teachers and students is important, and that
right use of softwares or communication features for teaching online would determine how well students learn
(Downing and Dyment, 2013; Kenzig, 2015) and how well the lesson plan can be perceived by the students
(Morgan, 2018).
b) Emotional
Under emotional aspect, in delivering speaking lessons, Respondent 2 said that she felt demotivated in
teaching speaking when she mentioned, “When we talk about ODL (speaking), for myself, I think there is not much I
can enjoy.”
On the other hand, Respondent 1 expressed his frustration when students did not give cooperation. In the
interview, it was recorded that he said, “we have a Google Meet session, and I asked students to participate, but
they rarely participated. Only a few participated like only a few answer the questions, only a few do ask me to
repeat and explain some of the items on my slides, but the others, they are silent..”
Respondent 2 agreed with this and expressed, “the emotion involved I think I am sometimes I was a little bit
upset because of the poor err… responses that i can get from the students in terms of their participation, in terms of
their cooperation during their classes. Ermmm.. Speaking classes, I mean.”. From this statement, it can be
concluded that Respondent 2 was frustrated with the students’ feedback on lessons that she had planned and
conducted.
Frustration is seen as a sign of dissatisfaction and when both respondents show frustration when describing
their ODL speaking class, this shows that the respondents were having low motivation. Badia et al. (2018) had
associated positive emotions teachers tend to have when teaching online: satisfaction, relief and pleasure. This
finding contradicts the idea. However, we would associate the emotion of frustration to the abrupt changes of having
to teach speaking using ODL instead of the usual face-to-face class during crisis. This however, is in line with
Morreale et al. (2019)’s study as our findings also highlighted the importance of keeping the motivation high for
teachers and students.
c) Pedagogical
The last aspect where problems occurred is on the pedagogical. In the previous semester, poor planning on
how to handle ODL classes happened due to the sudden announcement of MCO. Therefore, lecturers did not have
ample time to prepare proper speaking lessons which is appropriate to match the new norm of learning. Respondent
2 mentioned that, “we have gone through the troubles preparing the… the… the lesson..”. Besides that, they also
had difficulty to identify and deal with mixed-ability students in an online setting. Respondent 2 highlighted this
issue when she was recorded to say, “ I was teaching Muamalat student, you know.. they are mix abilities some of
them are quite good, some of them are quite weak and when I went through the profiles at the beginning of the
semester, , some of them got E for SPM English so,I regard them as weak. At the same time, I have good students.
So, this might be the biggest problem..”
Respondent 1 highlighted the students refused to speak and used the online platform to “hide” from others.
In the interview, he stated, “they are shy and feel awkward to speak in class (online). He further made an
assumption, “because they are not used to speak English among friends or among their peers. So, when they are
speaking in class, they feel just awkward.”. From these two statements, it is believed to refer to the students feeling
awkward to talk to their friends whom they have not met in real life.
Both of the respondents also agreed that they struggled to obtain feedback(s) from students. This was
mentioned in the interview:
Respondent 1: They’re just silent. So, I do not know what is the feedback and sometimes I believe they just
turn on the Google Meet and go somewhere else. But I do not know how to prove that.
Respondent 2: ...some do not give appropriate responses, so it really.. Emm.. patience is really tested there.
Some of the biggest issues related to online learning are issues related to students, teachers and the
pedagogical aspects of online teaching (Kebritchi et al., 2017). What the respondents had shown proved the theory
that online teaching and learning has different impacts compared to face-to-face teaching and learning. Lack of
response and feedback is clearly one of the barriers teachers have when teaching online (Kenzig, 2015).
Research Question 2: Attitudes of lecturers in teaching speaking during crisis
From the interview conducted, we have divided the attitudes of the lecturers in teachings speaking during
crisis into two categories, namely positive attitude and negative attitude. The findings are summarised in Figure 3
below:
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Figure 3: Attitudes of lecturers in teaching speaking during crisis
a) Positive Attitude
From the transcription of the interview, it can clearly be seen that the respondents showed both positive and
negative attitudes towards teaching speaking in an online setting. On the bright side, respondents showed empathy to
the students’ problems by allowing extra time to conduct the speaking activity, whether it is during practice or the
actual test. They also practiced flexible hours and made adjustments to reschedule the speaking test when problems
occurred. This is evident in the following dialogues from Respondent 1:
“I can do my class aa... anytime I want, aa…. depending on the availability of my students and the flexibility
is one of the fine aspects of online teaching.”
‘I asked her if she can properly do the test at this moment because the connection can get lost and might be
disturbed at any moment. So, she tried her best to do it but to no avail and we need to reschedule. However, the
reschedule one is smooth. It means that the reschedule test was just fine”
Previous research had emphasised on providing the right attitudinal responses when it comes to teaching in
an online setting (Badia et al., 2018). Our findings indicated that showing positive attitude and flexibility towards
the students showed teachers’ maturity in dealing with unprecedented circumstances. This is also supported by
Downing and Dyment (2013) who suggested that teachers’ readiness for online teaching rely on their experience,
knowledge and teaching performances.
b) Negative Attitude
Nevertheless, looking at another side of the coin, the respondents also shared negative experiences in the
process of teaching speaking in an online environment. With regards to coping with the new teaching norm, they are
required to learn new things so that lessons can be properly delivered. To prepare themselves, they had to learn new
things regarding online teaching and learning which involves the use of technology in the online classroom
instructions. For example when Respondent 1 mentioned, “Like.. emm… usually I use Google Meet but sometimes
they say that emm… using Telegram is better because all the audio is on the server and it is easier for them to listen
to the audio as well.”. Therefore, from the interview, the respondent was flustered with which application is suitable
for the students. This led to anxiety as they cannot foresee what to expect and need to always be ready to adapt to
changes, depending on current demand. Respondent 2 highlighted how she was unprepared in teaching speaking
online when she mentioned that she will make some changes in the future. From the interview, she was recorde to
mention, “I have to be better in terms of preparedness, in terms of planning the lessons. You know... What medium
to be used.”
Other than that, the respondents also highlighted their frustrations with the students poor feedback and
participation during the online classes. These events led the respondents to deal with more negative emotions. Some
of these evidence are:
Respondent 1: “Other than that, angry… I think even if I were angry.. I mean I know like the students don’t
respond, sometimes they don’t even attend the class”
Respondent 2: “...sometimes i was a little bit upset because of the poor err... responses that i can get from
the students in terms of their participation, in terms of their cooperation during their classes…”
Despite all the negative findings from the online speaking classes conducted last semester, Respondent 1
mentioned that he has to be professional in dealing all sorts of problems when dealing with students. In the
interview, he mentioned, “I try to be professional.. where I try not to involve my emotions when dealing with the
students and try to be as fair as possible.”
The show of professionalism among the teachers was significant as it showed teachers’ readiness to embrace
the new norm despite all the challenges. This type of professionalism is needed when it comes to showing positivity
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with regards to teaching online (Gönen, 2019). Teachers’ presence and relentless efforts in speaking class would
also show their efficacy in their teaching (Morreale et al., 2019).
Research Question 3: Lecturers’ preparedness in teaching speaking for upcoming semester
In terms of lecturers’ preparedness in teaching speaking for upcoming semester, the findings were presented
in Table 2 below:
Technical
- Exploring
new
software/ application
- Upgrading
new
hardwares

Emotional/ Attitudinal
- Highlighting
motivation/
encouragement as key
factor

-

-

-

Pedagogical
Encouraging flexibility
during online learning
Utilising
low-self
confidence
students'
advantage in speaking in
front of others
Better planning of the
lesson plans - clearer
instructions
Having friendly/ easilyapproachable attitude

Table 2: Lecturers’ preparedness in teaching speaking for upcoming semester
In the technical part, lecturers are highly encouraged to upgrade new hardware(s) and software(s) to be used
for teaching and assessing speaking skills. For hardware concern, Respondent 1 mentioned, “For speaking?
Equipment.. better equipment, better surrounding, and errmm.. Not just on my part, but on my students’ part as
well..”. On the other hand, lecturers are encouraged to prepare themselves with proper knowledge on the softwares
that can be used for teaching instructions to suit the students’ needs. For example, when Respondent 1 was given the
suggestion by the students to use Telegram instead of Google Meet (sometimes they(students) say that emm… using
Telegram is better). Respondent 2 also agreed to this as she stressed that, “You know.. and like Respondent 1 said
earlier, equipment on the lecturers’ part.. Haaa.. microphone, you know.. Camera. Those are the things I can think
at the moment.” It is important to note that without proper hardware, the teaching and learning process goal might
not be successful.
Hence, this highlights the importance of teachers’ training and teachers’ preparedness to upgrade their skills.
Proper preparation and careful training have been proven to be highly significant, especially when dealing with ODL
classroom (Coppola et al., 2002; Kenzig, 2015; Gönen, 2019). The use of various resources to help support teaching
speaking using ODL during crises like video recording, online materials, voice recording, and many others are also
deemed essentials. Overall, teachers need to equip themselves with the technical aspect in ODL especially in
teaching speaking (Mounika and Thamarana, 2017; Gönen, 2019).
Secondly, lecturers are to improve their emotional or attitudinal aspect. This is to show that strong
professional reputation and high level of work ethic are practiced. Even though Respondent 2 mentioned that
teaching online is difficult (“The effort of this online is double”), Respondent 1 said that he did not let the
difficulties affect him emotionally (“I try to be professional.. where I try not to involve my emotions”). Therefore,
lecturers have to be emotionally prepared for whatever challenges that may affect their emotions to carry on
teaching speaking skills in an online environment with a positive attitude.
It was highlighted that emotions are linked to teaching satisfaction (Badia et al., 2018). Hence, motivation
and encouragement also play key roles when defining teachers’ relationship with technology. Morreale et al. (2019)
also emphasised on the crucial elements of keeping the motivation high and managing anxiety well among the
teachers.
Lastly, lecturers can prepare themselves in terms of pedagogical preparedness. For this aspect, lecturers are
encouraged to practice flexibility to ensure all students get equal opportunities to learn at their own pace, taking into
consideration the hurdles they might face. Respondent 1 believed that online learning poses a flexibility advantage
to students (“To me, the benefit of doing online classes is flexibility”). Other than that, lecturers should grab the
opportunity to work with students who have low-self confidence when it comes to speaking. As Respondent 2
mentioned, “Students who have low self-confidence,uh… speaking in front of others.. Uh.. maybe they.. It helps
them, you know.. This ODL speaking test for example, it helps them emm.. To speak only in front of a few, rather
than in front of.. errr… more in one class). These first two suggestions are actually the ones that have been practiced
in the previous semester’s online speaking classes.
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Suggestions for new practices were also made based on the problems they encountered. Respondent 2
mentioned that there is a need for better planning of the lesson plans (“Because, maybe we have learnt something in
the last semester’s ODL when we give clear instructions, maybe the students will be better.”). It was also suggested
that lecturers have a friendly / easily approachable attitude with the students. This is to ensure that students do not
feel awkward to communicate in an online environment which is new to them. Respondent 1 highlighted this when
he stated, “My advice for new lecturers if they were to teach ELC 12 next sem that.. erm.. First you need to establish
a friendly, friendly vibe…or friendly relationship with your students. Make sure that you are easily approached to
them so they are more open to you.”. Respondent 2 added to Respondent 1’s suggestion, “I can extend a bit what
R2 said earlier…in terms of speaking I would say to my students, speak no matter how broke it is.. that is always
what I said to students in terms of speaking. Because they are afraid that when they come up with broken English..”.
This means, when trust is built with the students, it will be easier to encourage the students to converse in English,
even though it is done online and with a person they have not even met in reality.
In planning for future engagement with teaching speaking in ODL, teachers can view the pedagogical
challenges as rich opportunities to expand their creativity and enhance their teaching skills (Morreale et al., 2019).
Thus, their openness to use appropriate instructional and pedagogical instruments to teach speaking in an online
setting must be applauded.
Discussions
Based on this study, we can identify that there are many challenges and strategies in teaching speaking
during ODL, and namely were three aspects being highlighted – technical preparedness, emotional preparedness and
pedagogical preparedness. To summarise our findings, below are the summary and conclusion of our study.
a) Technical preparedness
When it comes to lecturers’ technical preparedness, we have identified that the common challenges in
teaching speaking during ODL include lack of technical skills, lecturers and students having technical difficulties
during speaking activities and slow internet connection. Hence, some of the strategies that can be adapted to
improve lecturers’ preparedness include the need to improve their knowledge on new applications and familiarise
themselves with frequently-used applications and technology. The lecturers also need to have back-up plans and
other possible options for speaking class. It would also be helpful if they could identify specific applications that are
compatible to be used for speaking class. The summary of technical challenges and strategies can be seen in Table 3
below:
Challenges
Strategies
- Lack of technical skills
- Improve knowledge on new applications
- Technical difficulties during speaking
- Familiarise oneself with frequently-used
activity
applications/ technology
- Slow internet connection
- Back-up plans/other options for speaking
class
- Identify specific application to use for
speaking class
Table 3: Technical Challenges and Strategies
b) Emotional preparedness
The second aspect we looked into was emotional preparedness. Some of the common challenges identified in
teaching speaking during ODL include feeling flustered or overwhelmed with the new technology that they have to
use. When it comes to online teaching, lecturers are exposed to different tools and applications to help them tackle
the online teaching situations. It should be understood that what they learned during a professional development
course might not be the same as using the tools and applications in real life. Some may not have the capability to
react to glitches that might happen. Other than that, lecturers also had problems with the students’ attitude,
especially the lack of feedback, and at the end made lecturers feel demotivated. Therefore, some of the strategies
that can be adapted to improve these situations include the need for the lecturers to portray an easy and approachable
attitude as well as give more motivation and encouragement to the students. Other than that, lecturers can also try to
understand the students’ problems by being more emphatic in students’ issues and being flexible in conducting
speaking test in the online setting. The summary of emotional challenges and strategies can be seen in Table 4
below:
Challenges
Strategies
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Flustered/ overwhelmed by new
technology
Demotivated by students’ attitude
Struggling with students’ feedback

-

Easy & approachable attitude
Motivation & encouragement
Putting more empathy in students’
issues
Utilising the flexibility of doing
speaking test online

Table 4: Emotional Challenges and Strategies
c) Pedagogical preparedness
The last challenge identified in this research is pedagogical preparedness. The common challenges form the students
are- unnecessary pauses during speaking assessments, students ‘hide’ behind ODL classroom and they feel shy and
awkward to talk online. On the other hand, lecturers also faced a pedagogical problem which is related to handling
students of mixed abilities in an online setting. Thus, some of the strategies that can be adapted to improve lecturers’
preparedness include the need to improve their lesson plans and teaching techniques. This must be done so that the
better teaching instructions are put into actions. Other than that, lecturers can utilize the advantage of not speaking
face-to-face as well as give encouragement and motivation to boost students’ confidence to deliver their ideas orally
via the internet. The summary of pedagogical challenges and strategies can be seen in Table 5 below:
Challenges
Strategies
- Unnecessary pauses during speaking
- Better planning for lesson plans
activities/ test
- Utilising the advantage of not
- Students ‘hide’ behind ODL classroom
speaking face-to-face
- Students were shy and awkward to talk
- Encouragement and motivation
- Handling students of mixed abilities
- Improving ODL teaching techniques
Table 5: Pedagogical Challenges and Strategies
To conclude, there are always rooms for improvement that lecturers can adapt in coping with ODL
challenges in the future. We strongly believe that while teaching speaking during crisis did have its own challenges,
but in time, it would also produce a better coping mechanism for language classrooms. Adapting to the new norm is
part and parcel of a teacher’s life. When it comes to teaching speaking, we believe that online engagement between
lecturers and students can always be improved and improvised, provided there are efforts made by both the lecturers
and the students. We would suggest future studies be conducted on other language skills like teaching writing,
listening and reading. The samples for future studies could also be expanded and and include more lecturers and
students in order to be able to gauge and generalise the findings. Nevertheless, we believe that our study would be
significant in helping others set the track in teaching during unprecedented time.
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Abstract
This study explores the development of learner language in the subset of Longitudinal Corpus of Languaculturer
Narrative Texts (LoCLaNT) (Chau, 2015) based on the Pattern Grammar approach. It is a longitudinal study which
aims to investigate language development in terms of grammar pattern among Malaysian secondary school students.
In Pattern Grammar, the behaviour of a lexical item is studied in which any change may reflect linguistic change.
This study focuses on the verb pattern (see Francis et al., 1996). The top five most frequent action verbs in the
subset of LoCLaNT (i.e., GO, SAVE, SEE, SHOUT, FISH) are studied. This includes the variants of each verb (i.e.,
go, goes, going, went for GO). This study is in line with the observation of innovative and conventional language
use as highlighted in Chau (2015). It can be observed from the analysis of this study that some verb patterns used by
the learners are becoming more conventional. However, there are also instances of innovative pattern observed over
time. This shows that the direction of the development of learner language is moving towards conventional yet still
carries the innovation element.
Keywords: second language development, corpus linguistics, pattern grammar, action verbs

Introduction
The Study of Second Language Acquisition through Corpora
The study of learner corpora in Second Language Acquisition (SLA) seeks to understand the process of
acquiring a second language. SLA is different from the first language acquisition in many ways. As stated in SavilleTroike (2006), SLA is compared with first language (L1) in three phrases, namely, initial state, intermediate state
and final state. The end result of L1 is native competence whereas for SLA the end result is multilingual
competence.
By incorporating corpus studies to analyze language development, Lu (2010) stated that it is a more precise
approach to evaluate and describe the learners’ developmental level. Hence, it shows that corpora provide a better
way in dealing with language development. Hunston (2002, p. 3) suggests that “a corpus does not contain new
information about language, but the software offers us a new perspective on the familiar”. Evison (2010, p. 122)
then suggested that “in order to gain this new perspective, the first analytical steps generally involve two related
processes: the production of frequency lists (either in rank order, or sorted alphabetically) and the generation of
concordances”. Therefore, by conducting corpus analysis, the process of second language development would be
viewed from a different perspective. The results which are gathered from the study will be supported with evidence
which is the real language production of the learners.
To facilitate an effective analysis of second language development, Myles (2005, p. 374) highlighted, “the
central source of evidence for these mental processes is the language produced by learners, whether spontaneously
or through a variety of data elicitation procedures”. Aarts et al. (2013, p.14) who work on the issues on investigating
current change suggested that “the systematic study of language change requires large, evenly balanced and reliably
annotated corpora with texts sampled over a period of time”. One of the issues that can be observed based on the
past studies of second language acquisition through corpora is the ideology of comparing and contrasting learner
corpora with the native speakers’ corpora.
In studying SLA, several views were considered in dealing with data of the learners of a second language.
Granger (1996) had come up with a method of analysis that is called Contrastive Interlanguage Analysis (CIA). It
compares the native and non-native speakers in which it uses the native speaker corpora as a benchmark for the
analysis of the learner corpora. With this ideology, the focus of the study is more towards error analysis which result
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from the analysis of the learner versus native speaker data. More recently, Granger (2003) come up with an error
annotation scheme that follows nine major domains; form, morphology, grammar, lexis, syntax, register, style,
punctuation and typo. These domains contain their own specific category. By using such methods of analysis, the
common errors that the learners tend to make can be identified.
However, this idea contradicts with what is proposed by Cook (2010, p. 154) who asks, “Why should the
mastery of a second language be measured against something they are not and never be – monolingual native
speakers”. Second language learners should not be compared with the native speaker of the target language. The
learner language that exists in the process of SLA should be analyzed in its own properties (Selinker, 1972). Chau
(2012) suggests that learner language is a dynamic and independent language system in which it constitutes a
linguistic system in its own right (Selinker, 1972) rather than being a deficit version of an idealized monolingual
native speaker.
Literature Review
Error versus Innovation
Errors and innovation are two different perspectives of looking at learner language. In the situation where the
language production does not follow the conventional way or native-like language use, some researchers may label
it as errors whereas on the other hand, some may accept it as innovation made by the learner (see Chau, 2015). As
highlighted in Khansir (2012, p. 1027), based on the observations on previous research conducted on errors, it has
been found that the language of second language learner is systematic and the errors are not random mistakes but it
is the evidence of rule-governed behaviour. By carrying out error analysis, the results could be used to predict the
difficulties involved in acquiring a second language and through that, teachers will be aware of the difficult areas
that their students encountered and certain strategies should be used to overcome it (see Khansir, 2012).
However, in contrast to the perspective of viewing error as error, many studies have been conducted in a
different perspective in which learner language is treated in its own right. Bley Vroman (1983) is among the earliest
to stress that learner language should be treated in its own right. In dealing with language development, LarsenFreeman and Cameron (2008, p.116) mentioned that learners not just internalize a ready-made system but rather
create his or her own patterns with meanings and uses and to expand the meaning potential of a given language.
Larsen-Freeman and Cameron (2008, p. 111) also highlight that language is “rather being created, or at the very
least assembled from conventional units, each time it is used”. Language users which include learners are actively
transforming their linguistic world; they do not just conform to it (Larsen-Freeman, 2006b, p. 285). As mentioned in
the above section, Selinker (1972) suggests that learner language has to be treated in its own rights. It should not be
compared to something that it is not (see Cook, 2010).
The Study of Language Development through Writing
In dealing with the process of language development, one important issue that needs to be considered by
researchers is how we measure language development. Lu (2010, p. 185) then suggested several ways to answer this
question which include naturalistic observation; production, comprehension, and judgment tasks; formal testing; and
language sample analysis. In order to analyse language development, Chau (2015) proposed four types of
developmental patterns. Those patterns are classified as three-phase pattern, expansion pattern, reduction pattern and
no consistent pattern. It highlights the development of learner language use over time. In other words, the pattern of
how learner used language can be illustrated by using those four types of developmental patterns.
Pattern Grammar as an Approach to Analyze Language Development
The approach of viewing language in multi-word units has inspired many researchers to analyze the formulaic
multi-word sequence (see Sinclair, 1991; Nattinger & DeCarrico, 1992; Moon, 1997; Biber, Johansson, Leech,
Conrad, & Finegan, 1999; Wray, 2002; Cortes, 2004). Leon (2007, p. 1) also discussed the famous work of Firth
that was written in 1957 mentioned “You shall know a word by the company it keeps” and “collocation as actual
words in habitual company”. Pattern grammar is one way to approach the study of language, including learner
language. The concept of pattern grammar is similar to the neo-Firthian approach in which it studies chunks of
words in relation to meaning making process. Hunston and Francis (2000, p. 37) define a pattern as “all the words
and structures which are regularly associated with the word and which contribute to its meaning”.
The study that focuses on the grammar pattern of verbs is done by Francis et al. (1996) who had produced a
comprehensive list of patterns of verbs that is based on the COBUILD project. It is a descriptive grammar book in
which it highlights the connection between the pattern and meaning. Hunston (2006, p. 243) who is one of the
writers of the book mentioned that “this is a purely descriptive grammar of English that avoids abstract grammatical
categories and that exploits the connection between phrase and meaning”. It can be seen that the Pattern Grammar
has not been deeply explored especially in the study of learner language yet. This is the research gap that this study
aims to fill.
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Methodology
Data for the study uses the Longitudinal Corpus of Languaculturer Narrative Texts (LoCLaNT) (Chau,
2015). It is an existing corpus which is used with the permission of the developer of the corpus. LoCLaNT is a
longitudinal corpus that is produced by 124 students which comprises of 77 female and 47 male. The participants
were 13-year-old at the beginning of the data collection process that started in May 2007. All of the participants
were studying at the same school in Malaysia. LoCLaNT consists of four sub-corpora collected at four different
points in time beginning from May 2007 (Time 1), November 2007 (Time 2), November 2008 (Time 3) and June
2009 (Time 4). The duration of the data collection is approximately 26 months. The size of the corpus is 116,399
words that consist of 496 texts.
The corpus was analyzed using Wordsmith software. The verbs that were analyzed in this study are the top
five high frequency action verbs together with their variants (i.e., go, goes, went, going) in LoCLaNT. Table 1
presents the list of top 10 most frequent action verbs that can be observed in the subset of LoCLaNT.
Table 1 Top 10 Most Frequent Action Verbs in the Subset of LoCLaNT.
Time 1
Time 2
Time 3
Verb
Freq.
Verb
Freq.
Verb
1.
GO
128
GO
138
GO
2.
SAVE
61
SAVE
69
SAVE
3.
SEE
46
SEE
63
SEE
4.
SHOUT 36
FISH
54
SHOUT
5.
FISH
33
HELP
49
BRING
6.
SWIM
32
PLUCK 47
RUN
7.
RUN
32
BRING 45
HEAR
8.
HELP
31
SHOUT 43
GET
9.
HEAR
30
SWIM
43
SWIM
10.
SAY
25
HEAR
42
FISH

Freq.
132
90
58
53
53
45
43
41
39
37

Time 4
Verb
GO
SAVE
SEE
BRING
SWIM
FISH
SHOUT
THANK
HEAR
RUN

Freq.
120
115
78
60
58
49
48
45
41
39

The verbs that are analyzed in this study are the top five action verbs at Time 1. Those verbs are GO, SAVE,
SEE, SHOUT and FISH. Francis et al. (1996) is used as a starting point to analyze the data. The pattern that is
reported in Francis et al. (1996) is considered as conventional pattern. On the other hand, the pattern that is not
reported in Francis et al. (1996) is considered as innovative.
Findings
From the analysis of the top five most frequent action verbs in the subset of LoCLaNT (i.e., GO, SAVE,
SEE, SHOUT and FISH), there are seven patterns of GO (see Table 2), two patterns of SAVE (see Table 3), three
patterns of SEE (see Table 4), four patterns of SHOUT (see Table 5) and two patterns of FISH (see Table 6).
Table 2 Analysis of the verb GO.
Time 1
Patterns
V to n
(i.e., Ahmad,
Abu and Ali
go to the
river.)
V + adv
(i.e., They
went there
after
finishing
their
homework
together.)
V prep

Time 2
V to n
V + adv
V prep
V –ing
V to -ing

Time 3
V to n
V + adv
V prep
Vn
V –ing
V to-inf
V to -ing

Time 4
V to n
V + adv
V prep
V –ing
V to-inf
V to -ing
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(i.e., Her
friend go into
the river.)
Vn
(i.e., They
promised to
not to go the
river again.)
V –ing
(i.e., They
want to go
fishing.)
V to-inf
(i.e., Abu
goes to
inform this
incident to
the girl's
family.)
V to –ing
(i.e., Last
Saturday, Ali,
Saiful and
Zainal went
to fishing at a
river near
their houses.)
Table 3 Analysis of the verb SAVE
Time 1
Time 2
Patterns
Vn
Vn
(i.e., Ahmad V n from
quickly
jump into
the river to
save the
girl's life.)

Time 3
Vn
V n from

Time 4
Vn
V n from

V n from
(i.e., Ahmad
ran as fast
as he could
and saved
the girl
from
drowned.)

Table 4 Analysis of the verb SEE
Time 1
Patterns
V that
(i.e., They
were shocked

Time 2
V that
Vn
V wh-

Time 3
V that
Vn

Time 4
V that
Vn
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to see that
Laila was
drowned in the
river.)
Vn
(i.e., Siti's
parent brought
her to the
clinic to see
the doctor.)
V wh(i.e., Ali,
Ramli and
Rahman saw
what
happened.)
Table 5 Analysis of the verb SHOUT
Time 1
Patterns
V for n
(i.e., His friend
shouted for
help.)
V with quote
(i.e., Mei Ling
shouted , "
Help!Help!" as
loud as she
could.)

Time 2
V for n
V with quote
V
V to-inf
(i.e., Her
friend
shouted to
ask for help.)

Time 3
V for n
V with quote
V

Time 4
V for n
V with quote
V

V
(i.e., They
quickly ran to
the river side
looking for the
girl was
shouting.)

Table 6 Analysis of the verb FISH
Time 1
Patterns
V
(i.e., They
want to
fishing.)

Time 2
Time 3
Time 4
V
V
V
Vn
(i.e., The boys
are finish
fishing a fish.)
Most of the patterns of use of these verbs reflect conventional language use. Interesting findings can be seen
in the analysis of the verb GO and SHOUT as there are instances of innovative patterns. In the analysis of GO, two
patterns that reflect innovative language use are V n and V to –ing. As for the verb SHOUT, the innovative pattern is
V to-inf. These findings mark a significant implication towards the development of learner language in the subset of
LoCLaNT.
Discussions
The findings suggest that learner language development is a rather complex process in which the learners
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seem to develop to be using the language in a conventional way. However, there are still elements of innovative
language use that can be seen in the learner language production. The development process of learner language is
rather a nonlinear process. Learners do not necessarily develop to be using the language according only to the
conventional linguistic norm as the native speakers. It can be seen through this study that learners are also
innovating their language use. For example, in the analysis of the verb GO, the pattern V n which reflects innovative
language use suggest that the learners have their own way of using the verb. It is used in Time 1 and Time 3. The
pattern V n is used to express two meaning senses in Time 1 and two meaning senses in Time 3. Apart from that, the
pattern V to –ing is also an instance of innovative pattern that was shown by the learners. It was used in all four data
sets making it an interesting observation due to its consistent existence in the types of pattern of use. Another
example of innovative language use discovered in this study is the pattern V to-inf in the analysis of the verb
SHOUT. It is an innovative pattern of SHOUT used by the learners in the subset of LoCLaNT. This is the evidence
of what is said to be an innovation in terms of the pattern of use of the verb SHOUT. Although some may interpret
instances like “They promised to not to go the river again” as error, this study take it as innovation produced by the
learners. It is a natural human language and should be respected as it is.
Learner language is shown to be developing in the direction of conventional language use. Some interesting
observations can be made which highlight that the learners are moving towards the conventional norm of using the
language. For instance, the pattern V –ing and V to –ing in the verb GO. What differentiates these two patterns is the
presence of the preposition „to‟ that is used after the verb GO. V to –ing (e.g., go to fishing) is considered as
innovative whereas V –ing (e.g., go fishing) is considered as conventional. Here, the movement of the language
development seems to becoming conventionalized over time. This is due to the usage of both patterns that shows
increase of V –ing and decrease of V to –ing. The percentage of use of the pattern V to –ing decreases from 9.6% in
Time 1 to 5.5% in Time 4. On the other hand, the percentage of use of the pattern V –ing increases from 12.2% in
Time 1 to 17.6% in Time 4. Similar situation can also be noticed in the pattern V n from in the analysis of the verb
SAVE. Two types of usage of this pattern can be seen. Those two types are V n from + (noun) such as, “saved the
girl from drowning” and V n from + (verb) such as “saved the girl from drowned”. V n from + (noun) are instances
of conventional language use whereas V n from + (verb) are innovative language use. The percentage of use of the
pattern V n from + (verb) decreases from 7.3% in Time 1 to 2.2% in Time 4. On the contrary, the pattern V n from
(noun) is not used in Time 1. The percentage of use of the pattern V n from + (noun) increases from 0% in Time 1 to
5.5% in Time 4. These two examples illustrate that the learners are developing to be using the language in the
conventional manner.
Although there are instances of innovative language use such as the pattern V n for the verb GO and V to-inf
for the verb SHOUT, these two innovative patterns disappear over time. The only innovative pattern that remains is
V to-ing for the verb GO. Table 7 highlights the development of learner language.
Table 7 The direction of the development of learner language.
Conventional
GO
̸
SAVE
̸
SEE
̸
SHOUT
̸
FISH
̸

Innovative
̸

Based on the findings of the patterns of the top five high frequency action verbs in LoCLaNT, learner
language appears to develop to be more conventional over time. Four out of five action verbs are used in the
conventional way. However, the analysis of the verb GO is interesting since direction of language development is
towards conventional yet still contain the instances of innovative language use over time. (see Chau, 2015)
As can be seen from the developmental pattern, learner language development appears to be rather complex
in this study. The developments of both innovative and conventional patterns are mostly not consistent. Table 8
shows the developmental pattern of the innovation made by learners.
Table 8 Developmental pattern of innovative language use in the subset of LoCLaNT
Verb
Pattern
Time 1 Time 2 Time 3 Time 4
Developmental
Pattern
Freq.% Freq.% Freq.% Freq. %
GO
Vn
2
3
No consistent
1.8
2.5
pattern
V to-ing
11
6
9
6
No consistent
9.6
4.8
7.6
5.5
pattern
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SHOUT V to-inf

-

-

2
5.5

-

No consistent
pattern

It can be seen in the table above that all innovation made by the learners have no consistent developmental
pattern. Hence, it suggests that the development of innovative patterns appears to be inconsistent and unpredictable.
On the other hand, for the conventional patterns, 12 out of 15 have no consistent pattern. Table 9 shows the
developmental pattern of conventional pattern in LoCLaNT.
Table 9 Developmental pattern of the conventional language use in the subset of LoCLaNT
Time 1
Time 2
Time 3
Time 4
Verb
Pattern Freq. % Freq. % Freq. % Freq. % Developmental
Pattern
GO
V to n
55
66
54
53
No consistent
47.7
52.4
45.7
49.0
pattern
V + adv 25
29
19
19
No consistent
21.8
23.0
16.1
17.6
pattern
V prep 5
6
13
10
Three-phase
4.3
4.8
11.0
9.1
pattern
V -ing
14
19
15
17
No consistent
12.2
15.1
12.7
15.7
pattern
V to-inf 3
5
3
No consistent
2.6
4.1
2.8
pattern
SAVE
Vn
38
41
62
83
No consistent
92.7
85.4
91.2
92.2
pattern
Vn
3
7
6
6
No consistent
from
7.3
14.6
8.8
6.7
pattern
SEE
V that
23
35
31
46
Expansion
57.5
61.4
64.6
66.6
pattern
Vn
15
18
17
23
No consistent
37.5
31.6
35.4
33.3
pattern
V wh2
4
No consistent
5
7
pattern
SHOUT V for n 17
22
27
17
Three-phase
54.9
61.1
62.8
47.2
pattern
V with 8
8
5
5
No consistent
quote
25.8
22.2
11.6
13.9
pattern
V
6
4
11
14
No consistent
19.3
11
25.6
38.9
pattern
FISH
V
25
46
30
42
No consistent
100
92
100
100
pattern
Vn
4
No consistent
8
pattern
From the table above, it is clear that most of the most of the patterns have no consistent developmental
pattern. Only three patterns have identifiable developmental pattern. V prep (for the verb GO) and V for n (for the
verb SHOUT) have the in the three-phase developmental pattern. The only pattern that shows expansion
developmental pattern is V that (for the verb SEE). This suggests that the development of the conventional patterns
used by the learners is also inconsistent.
Conclusion
This corpus based study suggests that language development is a complex process in which it is rather
unpredictable. In the process of language development, learners not necessarily develop to be able to use language in
the conventional way. It is in line with the notion that language development is a nonlinear process (e.g., Beckner,
2009; Larsen-Freeman, 2011; Ellis, 2011). Even by working with a small corpus, this study opens up a way to study
learner language development to uncover the development of learner language over time. If the corpus size is bigger,
more interesting findings will be uncovered. The analysis would be more exciting because the data is bigger and
stronger. However, it is also worth to note that it is not an easy task to analyze the data. A total of 43256 words were
analyzed and 1972 concordance lines have to be studied in details in order to complete the analysis. Numerous
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studies have been conducted to analyze language development. In the case of learner language development, many
more studies are needed in order for it to achieve a certain status in the field of applied linguistics. It is not just a
deficit version of the native speaker of the language as proposed by Selinker (1972). This study has shown its
capability to illustrate language development over time. Hence it opens up to a much more possibilities of in depth
study of learner language development.
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Abstract
Students are key assets in the development of the national entrepreneurial agenda. They are aspirant
entrepreneurs who set out to own their business or be an employee of a business or private entity. Success in running
a business or managing a company is greatly influenced by entrepreneurial skills that have been successfully injected
by educators through the national entrepreneurial education agenda. What are the various aspects required of educators
to open students’ minds to entrepreneurship? How does an educator evoke new perceptions to students to make
entrepreneurship a major career choice and accepted as a way of life? These are the questions that this paper sets to
answer. By way of document review and content analysis thereafter, the findings suggest that the success of educators
in developing entrepreneurial students depend on the educators’ abilities to view the entrepreneurial values embedded
in the educational curriculum. Entrepreneurial value needs to be encapsulated in each course taught at the various
stages of learning that students go through. It takes the willingness of educators to bring out those entrepreneurial
values and for them to teach effectively so that there can be dynamic entrepreneurial students who accept
entrepreneurship as a lifelong activity.
Keywords: dynamic entrepreneurs, educators, lifelong activities, national entrepreneurial education, entrepreneurship.
INTRODUCTION
Various parties have been identified to receive numerous benefits from the impact of lifelong entrepreneurial
education. Lifelong entrepreneurial education is important to students as it provides students with a sense of optimism.
The field of entrepreneurship allows them to create a career that enhances innovation and seizes opportunities to
determine their life goals. Thus allowing students to create their future. Lifelong entrepreneurship education calls for
educators to be more creative and to be innovative in their teaching, learning, and training methods.
Entrepreneurs are continuously on the look out for ways and means to get the best outcome to further develop
their endeavours. This is one of the attributes towards cultivating a lifelong entrepreneurial culture. Acquiring a
lifelong entrepreneurial culture benefits the society. Entrepreneurs, in the search to expand market segments,
unceasingly create and develop products or services that enhance the quality of life and the well-being of society. With
such positive impact of lifelong entrepreneurial education educators play the primary role to open students’ minds to
entrepreneurship. This raises the question as to what must educators be equipped with so that educators can evoke
new perceptions to students, so that students can make entrepreneurship a major career choice and accepted as a way
of life? One such attempt is through lifelong entrepreneurial education which this paper proposes.
However, before proceeding to discuss lifelong entrepreneurial education, this paper seeks to define four key terms
based on a review of existing literature.
DEFINITION OF KEY TERMS
Students are the main human capital that will trigger the national entrepreneurial agenda. Generally, students
have the energy, talents, and exposure to new experiences (Bae et al., 2014). For students to understand their role in
the realm of entrepreneurship, they need to have a good understanding of the identified four key terms which are
entrepreneur, dynamic entrepreneurs, entrepreneurship, and educator.
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Entrepreneur
Discussions on defining entrepreneurs abound. Among them, Shefsky (1994) has defined entrepreneur by
dividing it into three words namely entre, pre and neur by referring to the meaning in Latin, namely, entre means to
enter, pre means before and neur means nerve or center. In other words, he defines an entrepreneur as a person who
enters the world of entrepreneurship no matter at which form of business but simultaneously is willing to compete to
further strengthen the business embarked upon. In this regard, Kirzner (1979) has defined an entrepreneur as a person
who is always alert to opportunities that are not realized by others. Entrepreneurs will take creative and innovative
action in seizing these opportunities to meet the needs of society. Kirzner (1979) states:
“Entrepreneur is more than just a risk-taker and innovator. He or she is the one who sees the future that no
one else has seen and, if this perception is correct, bring about a reordering of resources to produce greater consumer
satisfaction and technological efficiency.”
According to Sexton and Bowman (1991), an entrepreneur is someone who can identify, exploit opportunities
and be prepared to face uncertainties. Meanwhile, for Boschee and McClurg (2003), an entrepreneur is accepted as
someone who organizes, manages and is willing to take on business risks. They may start with nothing but with only
ideas or prototypes. However, with earnest efforts, they can run a business by managing cash flow effectively.
Moreover, Dollinger (1995) states that the existence of entrepreneurs is not a new phenomenon.
Entrepreneurs have emerged and existed throughout history. Among the roles that entrepreneurs need to play are as
follows:
a)
b)
c)
d)

Ability to combine the factors of production including land, capital, technology, information and energy
resources to produce the best products and services.
Ability to source and identify surrounding opportunities that are available to boost business for universal wellbeing.
Ability to choose the best approach and take advantage of the factors of production so that there is no abuse
and waste.
Ability to ensure that future generations continue to benefit from every business conducted.

For Dollinger (1995) entrepreneurs are individuals who take the initiative in the formation of innovative
companies for profit and development. Entrepreneurs are prepared to face risks and uncertainties. Entrepreneurs play
a key role in any economy as they create new business but bear both the risks and rewards associated with such
ventures (Hayes, 2020). Entrepreneurs explore the new and create the demand. They play a very important role not
only in creating jobs but also in driving innovation for the economic needs of society (Ayatse, 2013; Akhuemonkhan,
et al., 2013).
From the above discussions, it can be surmised that the following essential characteristics and criteria of
entrepreneurs are as follow:
a) They diligently seek opportunities and realize entrepreneurial values as a mechanism for the well-being of life.
b) They are willing to invest in their energy, knowledge and finance continuously without expecting immediate
returns.
c) They are aware of the existence of limited resources so they strive to add value to resources optimally.
d) They understand entrepreneurship and act strategically.
e) They have a sharp mind and have the ability to process ideas and look for opportunities in the environment.
f) They are aware of the importance of contributing to the well-being of society, country and religion.
The difference between an entrepreneur and a non-entrepreneur is their willingness to take advantage of
opportunities and synthesize creativity, designing, risk-taking with hard work to shape, develop and maximize their
potential. Therefore, education in the field of entrepreneurship should be given special attention by educators given
the many post-graduate students who face difficulties to secure a job at the moment.
Dynamic Entrepreneurs
Dynamic Entrepreneurs in the context of this paper are the main actors in generating business. They do so
through the establishment of businesses that successfully change their lifestyle as well their family’s and the society.
Dynamic entrepreneurs are fast-moving to seize opportunities in a challenging environment. They are at the forefront
to take advantage of the challenges ahead. Dynamic entrepreneurs may consist of retailers, wholesalers, entrepreneurs,
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manufacturers, processor distributors, breeders, farmers and others. They are a legal business entity registered in the
form of a private company, a partnership, or a sole proprietorship.
Dynamic entrepreneurs are willing to make a paradigm shift, when the situation warrants, in running a
business. They are ready to face new methods of business based on digital technology. They are willing to deviate
from the traditional approach by taking advantage of the advancement of the internet and now with Industry 4.0 such
as amongst others Artificial Intelligence, Augmented Reality and the Internet of Things (IoT). An Industry 4.0 through
Industry4WRD initiative by the Malaysian Ministry of International Trade and Industry (MITI, 2018) business
approach has opened up space and opportunities without physical, place, time and cultural boundaries. As such
dynamic entrepreneurs can visualise and see a wider business opportunity beyond the borders and equip themselves
to be ever ready to face fiercer and bitter challenges, even in uncertain times.
Entrepreneurship
The concept of entrepreneurship is quite difficult to explain precisely. Most scholars are inclined to define
entrepreneurship as activities related to buying and selling, and on transactions of profit and loss. In line with this,
Bittel, Burke and La Forge (1984) once described entrepreneurship as a creative competition activity that often occurs
among traders. By meeting the needs and wants of the entrepreneurial field the quality of human life improves. The
purpose of entrepreneurship is to combine labour and capital resources to make it more valuable and profitable.
Even so, some academics and practitioners have defined entrepreneurship with a broader meaning and
perspective. For them, entrepreneurship should be accepted as a process of combining resources of production such
as land, raw materials, human resources, technology capital and information by entrepreneurs to produce products and
services to generate personal gain and meet the needs and wants of society.
In line with this, Sexton and Bowman-Upton (1991) view entrepreneurship as a process of identifying
opportunities in the market, organizing resources to achieve objectives and taking appropriate actions to exploit those
resources for personal gain over a long period. They explain as follows:
“A process of identifying opportunities in the market place, marshaling the resources to pursue those
opportunities and committing the actions and resources necessary to exploit the opportunities for long term personal
gain.”
Similarly, Kao (1995), Hisrich and Peters (2002) have defined entrepreneurship as a process of creating
something new (creative) and different (innovative) to create wealth for one’s self and add value to society. In the
meantime, Kuratko and Hodgetts (2004) define entrepreneurship as a process of innovation and creation of new
business through four dimensions including employees, companies, environment and also processes assisted by
government cooperation networks, education system and economic institutions.
Peredo and McLean (2006) say that lucrative returns encourage entrepreneurship by mobilizing resources to
produce valuable products to meet customers’ needs. Mobilization of limited resources is done with planning,
organizing, directing and controlling effectively to gain a competitive advantage.
Mowery and Rosenberg (1993) define entrepreneurship from several viewpoints such as economics and
finance. From an economic perspective, they define entrepreneurship as the activities of buying and selling a product
or service. From a financial point, entrepreneurship refers to the activities undertaken by the entrepreneur, partner, or
company to provide service and production.
For Ibn Khaldun (1957) , entrepreneurship and business are synonymous terms. Thus, he defines business or
entrepreneurship as one of the activities of muamalat (Islamic transactions). Both of these activities aim to make a
profit by expanding assets through the sale of products or services purchased beyond the purchase price. The extra
rate is what is called the profit that becomes the hopes and fortitude to every entrepreneur. Entrepreneurship exists in
various sizes and classifications in terms of production, distribution and services. In terms of production,
entrepreneurship covers aspects of manufacturing or processing of customer and industrial products. From a
distribution point of view, entrepreneurship includes aspects of transportation, warehousing and wholesale.
Meanwhile, from the service aspects, it covers the aspects of individual, professional, financial and communication
services.
In line with this, Hamidah (2012) stated that entrepreneurship has been accepted as a dynamic process to create
wealth. The wealth created by entrepreneurs is a result of their willingness to bear the risk of the investments made
either in the form of capital, time and commitment. This is because entrepreneurship involves a combination of action,
initiative, perseverance, commitment, organization, and creative effort in performing productive activities (Acs, 2006).
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Researching on the importance of entrepreneurship to national development has led Ali Kiyani (2017) to define
entrepreneurship as a process of the economic development of a country which has vast potential for continuous
growth.
Thus, entrepreneurship exposed as a career path, should be pursued and made as a choice for students after
graduation regardless of level. Entrepreneurship is accepted as a process to nurture and produce students with a
business culture (Hussaini et al., 2009). Educators should be confident that every student has his or her potential and
opportunities to become entrepreneurs.
Educator
In the context of this paper, educators are referred to as teachers, tutors, or lecturers who work in the public
or private institutions of higher learning and include those in skills-based colleges as well. They may work in any
academic as well as technical and vocational institutions. Educators are responsible for the success of the national
entrepreneurship agenda through formal entrepreneurship education. When educators are aware of the importance of
entrepreneurship education, they are inspired to develop and manage the entrepreneurship education curriculum in
their respective institutions (Shahrin Bin Hashim & Norsila Binti Abdul Rahman, 2017). Nor Aishah (2002) stipulates
that the entrepreneurship education curriculum to be based on these 5 main aspects :a)
b)
c)
d)
e)

the formation of attitudes and characteristics of entrepreneurship;
the creation of entrepreneurship thoughts;
business management skills;
vocational formation; and
ethical and moral entrepreneurship.

Educators who are prepared to shoulder the responsibility are committed to ensure their students’ future to be
more brilliant. They continue to be proactive and always strive to ensure that the vision and mission of the country's
entrepreneurial education is achieved. They are always open, willing to accept differences of opinion and always
update the delivery approach that are most effective. Therefore, educators accordingly are individuals of high quality,
are proactive and know business skills as well as effective in the delivery of entrepreneurship education (Yahya, 2004)
For the success of the national entrepreneurial education program, the diversity inherent among educators
needs to be properly addressed. Educators need to have a unified direction as well as unity of action. Importantly,
educators collectively synergy their energies and minds to lead and guide, provide guidelines, give encouragement,
inspire and attract students to make entrepreneurship as their main career choice. Developing a positive interest in a
ventured field is the key to entrepreneurial success.
Such interest enables students to do their best in the effort to realize the national entrepreneurial education
agenda. Lack of interest affects the seriousness of students and in turn, lowers their performance in any field.
Therefore, responsible educators, identify students that should be developed, get involved in the business they are
interested in that needs to be ventured into, provide the support needed and connect the students with public and
private agencies who are willing to help.
This responsibility is to be implemented by educators. Educators strive with full diligence, sincerity and
willingness to face various challenges in achieving the national entrepreneurial education agenda. With a positive
view, an educator can give the best decision on a given task (Boon & Bohari, 2010). It is the educators who ensure
there is an increase in the quality of entrepreneurial education. They recognize that lifelong education has to
consistently deal with opportunities and challenges that occur.
ENTREPRENEURIAL EDUCATION
Entrepreneurial education is a formal education approach based on a curriculum. The entrepreneurial education
curriculum is provided jointly by educators and practitioners. While entrepreneurship refers to the process of
establishing a business entity, entrepreneurial skills are a necessity. According to Keogh and Galloway (2004),
entrepreneurship education is an important mechanism for preparing students for the modern economy. According to
Fayolle (2013), the future of entrepreneurial education is closely linked to the relevance or appropriateness, selfconsistency, usability, effectiveness and efficiency of entrepreneurship courses and programs at various levels of
education and training.
Recognizing its importance, entrepreneurial education has gained national attention because it involves multi-
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disciplinary fields covering economics, management, education and technical education (Davidson, 2008). The results
of a study conducted by Akmaliah, Pihie and Alias (1997) found that there is a positive relationship between
entrepreneurship education and entrepreneurial success and that education level has a positive relationship with
economic development.
Entrepreneurial education is also generated to transform attitudes among the public, especially students towards
the acceptance of the entrepreneurship agenda. Entrepreneurial education is provided to ensure that a paradigm shift
of students from hunters to job creators occurs (Jaana Seikkula - Leino et al, 2010).
Developing entrepreneurs through entrepreneurial education means injecting students with current knowledge,
and supporting them with skills on the use of technology as well as exposing students to experience on handling
business. Entrepreneurs made through such a process are ready to become lifelong entrepreneurs when they can grasp
the need to constantly update their knowledge in the ventured field in line with the surrounding changes.
Such entrepreneurs are not only great in theory but has also proven to have charisma in terms of practicality.
They are constantly hunting for new knowledge and experience in line with current demands. For this purpose, they
not only improve the quality of delivery but continue to transform attitudes, thinking patterns and work culture. This
task is not easy but it is clear that it is not impossible to do.
To encourage the interest of public universities students in the field of entrepreneurship, the Ministry of Higher
Education (MOHE) has made it mandatory for all students pursuing studies at public institutions of higher learning
(IPTA) to take entrepreneurship as a compulsory subject. This is in line with the Entrepreneurship Action Plan Higher
Education Institutions 2016-2020 which has four initiatives. The first initiative is on high impact education practices.
The second focusses on the job creator framework. The third on improving the student entrepreneur development
support ecosystem, while the fourth initiative strengthens the entrepreneur teaching force competency (NST, 2016)
This education plan aims to foster an entrepreneurial mindset throughout the higher education system to
produce graduates who are holistic, entrepreneurial and balanced as job creators, and ensure institutional financial
sustainability with the aim to reduce dependence on Government resources.
It is the responsibility of educators to transform the education agenda for entrepreneurship in line with
globalization and digital technological advances. This requires educators to be proactive, open-minded and act with
wisdom in implementing the national agenda for entrepreneurship education.
Entrepreneurial education is recognized to have a positive impact on the lives of students, whether they will
be an entrepreneur or otherwise (Cheung, 2008). They need to accept entrepreneurial education as the main
mechanism to make entrepreneurship the main career choice among students or realize entrepreneurial values while
fulfilling their duties.
LIFELONG ENTREPRENEURIAL EDUCATION
Entrepreneurial education is a lifelong education as long as human beings need basic necessities such as food,
clothing, shelter, health and entertainment. Since quality of life needs to be improved from time to time, the quality of
entrepreneurial education has also improved throughout the ages. As explained by Nor Aishah (2002) that
entrepreneurship education should be accepted as a lifelong learning process to acquire knowledge, skills and values
of entrepreneurship through formal or informal teaching or learning.
Entrepreneurs are the ones who will concoct the socio-economic, cultural and political prospects of a country.
Without them, the natural resources they possess cannot be explored and used optimally or even if explored there will
be exploitation and abuse. In this regard, lifelong entrepreneurial education requires educators to act as triggers,
movers, motivators, mentors and even catalysts to the transformation of the national entrepreneurship agenda. In their
hands is the transformation of attitudes, values and personalities among entrepreneurs.
The educators involved need to improve their competencies through continuing education and sabbaticals.
Such efforts enable them to gain experience to increase the effectiveness of educator and entrepreneurial success
(Mohd Nor Hakimin Yusoff et al, 2010). Therefore, entrepreneurship education should be taught as a subject in the
education curriculum at the primary, secondary and IPT levels in Malaysia (Ahmad, 2013).
Therefore, it is the role of educators to continue to provide knowledge and appropriate experience to students
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to guide them when choosing entrepreneurship as a career. Thus, entrepreneurship education is a process that needs
to be done in tandem with the increase in the quality of life and the needs of society.
The entrepreneurship education curriculum has been systematically planned, neatly arranged, continuously
updated and evaluated continuously. This enables educators to be a source of reference for students who will foray
into the business world. Educators need to constantly update their knowledge and expertise so that they can guide with
the latest approaches and strategies following the changes that occur.
Lifelong entrepreneurial education should be accepted as an ongoing process to get the best in the business
sector. This is done by identifying and disseminating knowledge, develop skills and foster lifelong appreciation. The
main goal of lifelong entrepreneurial education is to produce entrepreneurs who continuously strive to improve their
achievement, have a superior personality, skilled, creative, and constantly have a positive mental attitude. With such
traits, the government's desire to realize Malaysia as an Entrepreneurial Nation will be achieved (Noorizda et al.,
2018).
THE ROLE OF EDUCATORS
The importance of injecting awareness into the culture of entrepreneurship through education is a necessity to
the lifelong education agenda. Even so, owning one is still beyond the reach of the average person. Students'
sensitivities on this aspect begins with the awareness of its importance by the educator himself. A study by Moi (2002)
found that most educators are more proficient in theoretical knowledge than practical knowledge, less in the content
of topics related to entrepreneurship and entrepreneurial strategies, less effective teaching methods, and their attitude
towards this aspect is moderately positive. He suggested that the orientation of educators’ attitudes need to be
improved to stimulate students' enthusiasm towards entrepreneurship.
Every educator at various levels need to appreciate the importance of cultivating entrepreneurial values
among students. A student’s achievement at one level will affect the student’s achievement at a higher level. A
different approach at each level of learning that students go through is thus required. Six levels have been identified,
namely preschool level, primary school level, secondary school level, skills-based institution level, university or
college level and post-entrepreneur. It is the sixth level - post entrepreneur will be the focus of this paper.
Every educator needs to be aware that all subjects and courses taught have their strategic values. Educators
ensure that students who are under their guidance do not feel inferior because they think that the major they are
pursuing or the courses they have taken have low commercial value.
With the educators’ effort to apply the understanding of entrepreneurial culture throughout life, educators
look at entrepreneurship holistically because it will also affect the development of a student’s personality. For
educators who are directly involved in developing students’ potentials, the course of action that needs to be taken is
to boost skills development. Such development is balanced with energy, power, design and achievements of
entrepreneurs coupled with the development of spirituality and profitability of the business.
Emphasis on such a balance influences the development of entrepreneurial values among students that need to
be adapted to each stage of their learning. These aspects need to be managed utmost because it will affect the
personality of the entrepreneur or potential entrepreneur produced. Therefore, educators act as facilitators by making
provocative, justifying and presenting alternatives to students about the benefits that will be gained as a result of
lifelong entrepreneurship education. They need to apply the entrepreneurial element into every level of education that
students go through even the post-entrepreneur level.
LIFELONG ENTREPRENEURIAL EDUCATION OF DYNAMIC ENTREPRENEURS
Continuous learning has become increasingly important in Malaysia due to the pressures from the boom of
globalization, rapid technological change and population growth in Malaysia (Mohamed Rashid Navi Bax & Mohd
Nasir Abu Hassan, 2005). Nordstrom (2006) further explains as follows:
“. ..lifelong learning core values of learning, exploring and serving, coupled with benefits for the mind,
body and spirit make it an incredibly powerful tool for personal transformation and enhancement. ”
In line with this, learning continues to be accepted and claimed as a democratization of education. This includes
courses on the acquisition of knowledge, skills and competencies at any formal or informal stage, based on experience
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and training in the workplace (Razzaly Wahid et.al 2007).
Karsono Ahmad Darsuki (1993) once explained that the concept of lifelong learning has three components,
namely informal education, non-formal education, and formal education. Meanwhile, according to Albert (2009),
learning continuously is recognized as a necessity in the process of learning throughout life to increase skills or develop
a career in a job-based environment for the time being.
The process of lifelong entrepreneurial learning will occur if learning brings change to the acceptance of old
methods. For example, through lifelong entrepreneurship learning, they can apply new processes, systems and utilize
products that have been introduced. In other words, the learning process provided by the educator has successfully
identified the behaviours that will be changed as well as the benefits that will be obtained by ensuring that it will have
a positive impact on relationships with the environment. This learning will carry a very large meaning if the
implementation is in line with the planning that has been neatly arranged.
The principles found in lifelong entrepreneurial learning include the delivery of more meaningful processes
and products. Dynamic entrepreneurs associate themselves and the business they run as a result of the changes that
occur to the behaviour, practices and continuity of the business they run. In lifelong learning, readiness to participate
in training programs is accepted as the most important mechanism of enhancing knowledge, skills, expertise and
abilities that are suitable to be applied as it relates to the future of business expansion. Learning is not only gained
from trial and error but should also be gained from practical experience that exposes students to the realities of the
entrepreneurial world.
Therefore, some approaches should be taken. Among the approaches advocated is seizing of opportunities and
playing an active role in achieving business goals. Dynamic entrepreneurs have confidence with deep interest to open
their minds to continue learning. This in turn enables them to increase their ability, effectiveness and efficiency in
running a business. With such confidence generated, equips them to face the uncertainties in running a business,
especially in these uncertain times in the wake of the COVID-19 pandemic.
Lifelong learning not only aims to achieve increased productivity but also enables students as aspirant
entrepreneurs to generate something more meaningful. The excellence and success gained can be a catalyst for the
continuity of the business ventured into. In the context of lifelong entrepreneurship, learning enables dynamic
entrepreneurs to come out of the clutches of perceptions, attitudes and traditions that are already practised in business.
They are ready to be exposed to the changes that are taking place by making preparations to deal with them.
Dynamic entrepreneurs are better prepared to follow appropriate training programs. In this context, the training
design determines the required training - to upgrade skills whether or aimed at improving the quality of products and
services. If there is a need for improvement, appropriate and in-depth courses through reading or making continuous
observations is to be chosen. Adequate training time is given so that each training to be followed will not be interrupted
as a result of time constraints in conducting business. Dynamic entrepreneurs are to be provided with sufficient time
so that the training sessions and the process of transferring skills, abilities and expertise are successfully done with the
latest appropriate techniques.
In this process, dynamic entrepreneurs always equip themselves with skills and knowledge that can be
replicated and become role models for others. They are willing to help their friends who also need such training. At
the same time, dynamic entrepreneurs prepare a training schedule so as not to disrupt the business being conducted.
Through scheduling the plan, all activities related to the development of training will be easier to follow.
Dynamic entrepreneurs choose the time to attend training. To cultivate continuous learning, the following actions are
taken by dynamic entrepreneurs:
a) High entrepreneurial commitment in acquiring and transferring new knowledge and technology through
the collection of information and ongoing training programs.
b) The nature of entrepreneurs' openness to the external environment by taking note of what is happening
outside the company through research reports, seminars, meetings and so on.
c) Willingness of entrepreneurs to form values that emphasize unity and cooperation. Learning can be
gained through dialogue, situation analysis and engineering processes to improve business
performance
.
Entrepreneurs who prioritize continuous learning encourage employees to receive new learning and be willing
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to give priority to practising the knowledge learned. In short, they cultivate a continuous learning program. To ensure
the existence of continuous learning, the following actions are taken by dynamic entrepreneurs.
a) Focus on the customer where the entrepreneur is sensitive to the needs and wants of the customer.
This can be done through vision sharing for customer service, distribution of power in generating
ideas to improve customer service and so on.
b) Continuous improvement that is accepted as a universal (natural) insistence. Dynamic entrepreneurs
ensure that they act faster, more efficiently and more effectively than their closest competitors. In this
context, every improvement implemented even a little, should be made with full diligence, patience
and dedication to achieve the goal according to the planning and the desired level of quality.
c) Dynamic entrepreneurs respond quickly, clearly to the direction of the business and wisely deal with
the prosperity of the business that occurs drastically, and unexpectedly. Speed in action based on
punctuality, taste and needs ensure the prosperity of the company.
d) Dynamic entrepreneurs are creative entrepreneurs who adopt an approach that leads to developing
and recognizing the importance of employee creativity in decision-making implemented in the
congregation through the shura (consensual meeting) approach.
e) Dynamic entrepreneurs create an atmosphere of mutual respect among all stakeholders in the business,
customers, suppliers, community, environment and other parties concerned.
f) Dynamic entrepreneurs prove their high sensitivity to technological advances by emphasizing
information technology, systems of expertise and ensuring that there is a balance with the demands
of piety.
According to Al-Habshi (1996), an entrepreneur is a human being with all the advantages. Through such an
advantage, a dynamic entrepreneur has been enabled to produce products or provide services with high added value,
namely the level of the very best in quality.

LIFELONG ENTREPRENEURIAL OPPORTUNITIES AND EVALUATION
Entrepreneurial education is generated when the entrepreneurial culture aspect is given priority by every
educator. The development of these values provides optimal benefits when educators are also highly competitive,
knowledge-oriented and ready to act as a mover and catalyst. The high expertise, skills and knowledge possessed by
educators produce students who have their set of advantages. This factor will strengthen students’ abilities to
continuously compete as a result of their willingness to take advantage of the ongoing stages of human development.
For educators, the changes in every human development require product adaptation and thus spur the creation of new
products to occur continuously. That is why educators need to convince students that a career as an entrepreneur will
continue to go hand in hand with the development and progress that human beings go through.
Educators develop the competitive advantage of students by improving their knowledge and skills to take
advantage of the use of technology, creativity and design to continue to create and develop products according to
market segments that are in line with human needs at various levels. Fostering entrepreneurial values is the lifeblood
of educational institutions that want to ensure that students have their competitive advantage. Educators develop
students to be creative and delve into designing as a mechanism to enable them to produce products that will have a
higher commercial value. This ensures the survival of the product in the market, proving that the products produced
have an advantage according to the targeted market segment.
To ensure that the institutions of higher learning whether in the public or private sectors and vocational colleges
continue to be the main producers of dynamic entrepreneurs, these institutions need to look at the education curriculum
strategically. Educators' focus and sensitivities on this matter will ensure that the number of students who become
entrepreneurs increase. Evaluation of the level of achievement through the feedback mechanism received should be
done. Such assessments to be done on an ongoing basis.
Therefore, educators need to be prepared to evaluate the effectiveness of entrepreneurial education programs
that have been introduced and taught. The evaluation should be based on observations, studies and the results of
consultations conducted. Entrepreneurial education should be the core subject of the university or college as a platform
to cultivate entrepreneurial values among students. To achieve this, every educator must act synchronously, in tandem
and in line with the vision, mission and goals of national education.
CONCLUSION
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Educators identify the potential and choose the best strategy to apply the entrepreneurial values to students.
They look at entrepreneurial education from a more strategic perspective by exposing students to the advantages of
entrepreneurship for future careers. Through lifelong entrepreneurship learning, dynamic entrepreneurs have critical
thinking that enables them to be more motivated, rational and committed to the business they run. They are also a
catalyst for a better change and at the same time, they can expand their business. Lifelong entrepreneurial education
should be accepted as an impetus towards achieving competitive advantage among dynamic entrepreneurs. Therefore,
educators need to give serious attention to the implementation of lifelong entrepreneurial education. The learning
methods applied need to be continuously improved from time to time in line with the ongoing changes in technology
and changes in customers’ tastes.
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Abstract
Government is using social media more to stimulate communication and provide information. Past studies have shown
social media platforms can be used effectively to reach for the public. This paper summarizes the arguments and
counterarguments within the scientific discussion on government social media and the public continuation of using
the platform. The research’s main purpose is to investigate the effect of government social media characteristics on
communication success. The conceptual part consists of an extensive search and analysis of academic articles related
to government social media. This paper is based mainly on secondary sources of information, references, and articles
from selected journals on government social media. A new conceptual framework is proposed, linking the dimensions
adapted from past studies. This study will add to the existing literature on government social media regarding
communication efforts and disseminating information effectively to the public.
KEYWORDS: Social media, Government, Communication, Information, Public

INTRODUCTION
Technology infrastructure has changed the way people communicate. The extensive internet use as a global
network, a diverse social network has risen, allowing connectivity between individuals and communities staying in
different regions. Similarly, communication technology has influenced the government efforts for communication and
dissemination of information to the public. The government has acknowledged the importance of the internet by
providing its services electronically over e-government websites. This initiative improved the efficiency of
government services provided to different stakeholders (A.Mishaal & Abu-Shana, 2015). One of the most popular
social media networks worldwide is Facebook, with over two billion active users in 2019 (Statista, n.d.). Today’s
definition of social media has evolved, helping users create and develop communication to find common interests.
Social media platforms have become popular in the public’s everyday lives, and the government has used them to
reach the public online.
In addition, with the declining newspaper readership, the quality of local news coverage and information could
be declining, forcing officials to find new sources to reach their audiences. In the past, governments had to rely almost
entirely on traditional media, specifically newspapers, television and radio, to get information to citizens. As a result,
governments had limited control over what was disseminated to the public and when it would be distributed. The
Internet boom, and in specific the social media, has changed the communications landscape. Traditional media are not
the only ones source of public government information that influences public thinking and dialogue (Dixon, 2010;
Shirky, 2008).
There is a distinction made between the eGovernance, eGovernment, and Government 2.0. eGovernance is
used as a common term for planning, innovation, and finance. The term “Government 2.0” is not identical to “Web
2.0”, which was coined for social media’s emergent services. Government 2.0 is used in combination with “a more
open, social, communicative, interactive and user-friendly version of e-government” (Jain Palvia & Sharma, n.d.;
Mainka, Hartmann, Stock, & Peters, 2014). The public’s trend in using social media to convey their opinions
encourages the government to proactively reach the public rather than expecting them to surf government websites.
Past researchers have emphasized that online interaction with citizens on governmental homepages or social
media platforms should be centred on the public. The public should be seen as clients whose demands need to be
satisfied. Studies have also highlighted the benefits of technology usage in communicating with the public, including
cost reductions, enhanced participation, transparency, collaboration, and enhanced trust. Notably, governmental social
media usage analyses in the past are generally conducted extensively; for instance, investigating communication on
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specific platforms, or specific topics (Mainka et al., 2014; Piotrowski et al., 2009), research and trends (Bakan & Han,
2019; Nur Atikah et al., 2017). However, there have been limited studies on government social media usage (Ma &
Zheng, 2018; Song & Lee, 2016). An important issue to consider is that the social media tools are helping decisionmakers to understand how the public interacts with issues posted on the page and how to respond to the measures
(Khasawneh & Abu-Shanab, 2013).
Therefore, it is important for governments to strategize in place for utilizing social media and evaluate the use
of social media by addressing the opportunities and challenges in this technology into their communication plans (M.
W. Graham et al., 2015). The objective of the paper is to review the existing studies on the effect of government social
media characteristics on communication success. The study examined the research published specifically on
government social media over the past 19 years and in light of the broader view suggest areas for study. Based on the
review, a conceptual framework is proposed for future research.
Social Media in Government Agencies
Social media are online tools intentionally designed for interactive social interaction to connect more people
without boundaries ( Bertot, Carlo, Jaeger & Hansen, 2012). The trend was initiated by the former U.S. President
Obama during his first day as a president in 2009 to increase openness in government using three principles:
transparency, participation, and collaboration (Lee & Kwak, 2012). The social media adoption in the public sector
might indicate the government responds to the social expectations of fostering openness, building trust, and engaging
people. This relates to the context in which communication asymmetry exists (Alarabiat et al., 2016).
Web 2.0 and social media innovations allow people to be involved, playing an important role in government
administration and policy making (Noveck, 2010). Besides, with technology advances and prevalent acceptance, the
internet and social media have become cost-effective mediums for disseminating information and gathering ideas.
Technology today allows the public to be more well-informed, express their ideas through online platforms and no
longer a passive recipient of government policy (Linke & Zerfass, 2013).
A study by Mainka et al. (2014) on social media sites, such as Twitter and Facebook, found governments
mostly used them to disseminate information to the public. Their findings showed 79% of the European municipalities
have a dedicated official Facebook page. The study also highlighted that simply using a Facebook page is not enough.
Social media presence should be used in a mutually beneficial manner to both the entity and its audience. Besides
providing stakeholders with highly interesting and appropriate content to encourage engagement, local governments
should also consider citizens’ views and concerns (Bonsón et al., 2015).
Past studies have also pointed out hindrances for public engagement with government social media, including
technological factors (Bertot, John, Jaeger, & Grimes, 2010). Therefore, researchers highlighted the need to build
public trust in government prior to having successful public engagement. The literature identified several factors of
which the two most essential factors in government social media are transparency in the governance system and
technology and access to government agencies (Bertot et al., 2010). Researchers believe that without the two critical
success factors, effective engagement with the public will not be achieved successfully.
Related Issues on Government Social Media– Literature Review
These journals were selected because of their particular focus on government social media as well as their
ability to represent scholarly, practitioners and public perspectives from both within and outside of Malaysia. Each
journal’s article titles were searched from the title and selected if its title indicated a primary focus on some aspect of
government social media particularly in the arguments within the public perception, challenges and effects. It is
including key words such as social media, government, public, information and communication. Through a repetitive
and reductive process, each article was reviewed and assigned to two categories related issues on government social
media and social media characteristics.
This work follows previous investigation with similar intent (Duhé, 2015). The choose of article are from
other countries such as US, Korea, Arab, UK, China, Singapore, Malaysia and other countries to get more information.
As a first step in developing a framework, this paper presents reviews on the public perception followed by the
dimensions used to propose the framework. As a social media evolve the framework can be updated and adjusted to
reflect the changing technology landscape.
Despite several positive impacts found in technology use in transforming government administration, past
scholars revealed many challenges faces by the government, specifically related to the implementation of social media
as a communication tool. Among the challenges identified are lack of clear strategy (Sandoval-Almazan & Gil-Garcia,
2012), failure to identify public needs and an excessive focus on the government while the relationship among social
media constructs was ignored (Medaglia & Zheng, 2017). Currently, the biggest challenges are misinformation and
fake news on social media (Allcott & Gentzkow, 2017; Depoux et al., 2020; Tasnim et al., 2020). Unlike businesses,
government social media does not offer a clear-cut return on investment, whereby selecting target customers is rather
easy.
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Lack of Clear Strategy
A clear social media strategy will lead to an effective communication channel between the public and the
government. A study conducted within the Government of Bahrain concluded that social media adoption is good
enough but still requires some improvement to meet the public’s needs (Hidayat et al., 2019). The low characteristic
of communication can be described as part of the traditional use of one-way-communication; they do not facilitate
public feedback and dialogue between the public and the government.
Previous studies’ suggestions to strategize government communication include increasing the intensity of the
public’s reaction on posted posts, providing the latest information, creating awareness, engagement, and positive
attitudes toward the government, and using attractive pictures and videos to engage more likes and comments. The
government must adjust their behaviour to succeed in this new communication trend (Hofmann et al., 2013).
Freeman and Loo (2009) suggested three benefits that governments can attain from using social technologies:
efficiency, user convenience, and citizen involvement. Bertot et al. (2010) and Macintosh et al. (2009) found that the
public’s unwilling participation in the government social media is not because of the technical tool, even though
mobile phones have been identified as a possible key barrier. The reason is not fully understood, but many government
officials’ lack of commitment to have open communication with the public is one of the causes (John C. Bertot et al.,
2010; Macintosh et al., 2009).
A study on the Blackburg government by Kavanaugh et al. (2012) revealed that the person-in-charge for the
government social media was unfamiliar or uncomfortable with social media. Due to this reason, the government
official failed to manage the channel of communication with the public efficiently and effectively. The study also
found that most of the posting was not posted by the agency leader but by a young adult working on behalf of the
agency (Kavanaugh et al., 2012).
The government has all the powerful tools to impart information and knowledge but failed to fully use the
advantage, which is the case of the local government of Mexico. The study’s findings showed that there are almost no
opportunities for information sharing despite the available tools. Most municipalities did not use the interactive tool
to connect with their stakeholders. The abuse or under exploitation of these advantages are linked to many issues,
which were not properly addressed (Sandoval-Almazan & Gil-Garcia, 2012).
Too Much Focus on Government
Several studies focused on the limited public participation and factors influencing the public’s intention to
commit in government initiatives. Mergel (2013) pointed out that government social media managers have low
confidence in handling the platform. Some were found to purposely shut off the commenting function in their
Facebook page and did not track their Twitter updates. In addition, there are also issues such as lack of formal guidance
on how to conduct government social media (Mergel, 2013b). The biggest challenges on government social media are
when most of the messages posted are related to government operations, policies, and events. This is consistent with
other findings that government social media focuses too much on organizational purposes instead of the public’s need
(DePaula et al., 2018).
The government should make an effort to ensure users feel empowered when using the government
communication tool. Aitoro (2009) asserted that the government should look forward to the long strategic value of
how technology can be used to share and communicate with citizens and others. The government should recruit
employees capable of effectively handling social media functions (Kuzma, 2010).
The Role of Citizen Trust
Findings show that the most important part of research on e-Government acceptance is trust. Public trust is
significantly supported by the trust on the internet. Trust is also a motivator for the public to accept and adopt the
government system (Hofmann et al., 2012). Another study by Belanger and Carter (2008) found that trust in the
internet and trust in the government directly correlate with antecedents of intention to use and factors influencing trust
in an e-Government website (Bélanger & Carter, 2008). Another issue on government social media is the privacy and
security of personal data, which has recently become a hot issue. Kuzma (2010) stated that the most important barrier
to using government social media is the threat of attackers using the profiles’ information. Loss of confidential
information, including privacy and security, is the virtual world issue, leading to physical security issues for users
(Kuzma, 2010).
Another study was conducted in 2012 and 2013, involving internet users between 18 and 70 living in Germany,
the U.S.A., Brazil, China, India, and South Korea by Kreis (2008). The study evaluated the citizens’ needs in
interacting with governments and administrations. It was found that users in all these nations have less confidence in
government platforms with regards to the protection of their personal data. This study shows audiences on the web
would like to use social media to get in touch with governments and their administrations. The study suggested
governments should be well-represented on social media platforms to reach as many citizens as possible.
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Fake News
For most countries, social media plays an important role in disseminating information during the COVID-19
pandemic; however, social media is also associated with misinformation (Teichmann et al., 2020; Thelwall &
Thelwall, 2020). Misinformation would cause chaos and panic, damaging the information’s authenticity (Tasnim et
al., 2020). For example, hundreds of Iranians died after reports on the remedy for COVID-19 by drinking alcohol went
viral on social media (B.B.C. News, 2020). In Malaysia, as of 24 March 2020, the Quick Response Team has verified
205 fake news spreading in social media. The Minister of Communications and Multimedia has repeatedly warned
Malaysians to verify any news before sharing them (Malaysiakini, 2020).
Due to the COVID-19 pandemic, the government social media received an unexpected massive number of
public visits seeking information, especially health-related information. As a result, the method of conveying
information through social media become a topic of interest. News media, such as live conferences, direct messages,
and interactive communication by health and government leaders, play an important role in ensuring news are
accurately conveyed to the public. Past researchers suggested that repeated information and statement strongly
associated with the increase of trust towards the statement given (Teichmann et al., 2020).
Communication Success

Continuous Use of Government Social Media
ses and gratification theory (U&G theory) is the appropriate theory for explaining users’ motivations towards using
social media (Hsu et al., 2015). The intention to use the government social media platform indicates a person’s
readiness to engage in a particular behaviour, which is considered an antecedent reaction. The success of the
information system depends on users’ repeated use of the system. It is the same with social technology, such as social
media, which depends on its acceptance and the continuous use of the platform. Psychological motivations have a
significant impact on their decision to continue using the platform (Basak & Calisir, 2015; Bhattacherjee, 2001).
Therefore, this study operationalized continuance to use of government social media as communication success.
Government Social Media Characteristics
Transparency
Transparency is typically related to trust in government openness. Former U.S. President Barack Obama first
introduced the concept in 2008, describing transparency as one of the pillars in open government (John Carlo Bertot
et al., 2012). The definition of transparency may vary according to the subject matter. However, in this study,
transparency refers to the government’s acts for publicity and its willingness to provide relevant information to the
public’s members (da Cruz et al., 2016). Past researchers found mixed findings and even negative effects of
transparency on trust. The results showed greater transparency is associated with more trust, less trust, little, or no
effect at all (Grimmelikhuijsen et al., 2020).
Data transparency is the first step of an open government initiative whereby information published should be accurate,
consistent, and timely. An empirical test found that most countries supported the relationship between transparency
and communication success on media social (A.Mishaal & Abu-Shana, 2015; Abu-Shanab, 2015).
The type of content posted in government social media sites merits advance consideration regard to how well is the
accomplishes key objectives in public sectors. Through utilization of social media, there are making the government
initiatives and activities more open and accessible to promote public dialogue and government transparency on public
issues. In other words, government are making information available to public and providing them a platform to get
information and ask questions (M. Graham & Avery, 2013).
A review of the literature conducted by Bertot et al., (2010) proclaimed that e-government and social media will
improve through additional steps like develop measures for transparency, develop transparency readiness index,
evaluate existing system for portability and expansion, reuse rather than reinvent and create and invest in collaboration
(Jaeger & Bertot, 2010). Undeniably, transparency has become an international norm with renewed attention of
government laws and policies that promote government information to the public. Therefore, governments have
initiated to promote transparency in the public sector by confirming the correct and effective dissemination of
information to the public (Krah & Mertens, 2020).
A study investigated the websites of Texas cities to find evidence to which cities embraced transparency via the
internet. The researcher found evidence that transparency has come routine in bigger cities and transparency. They
found that the use of popular applications such as Facebook or Twitter government have the opportunity to engage the
public and the public’s use the information as ultimate value of transparency (Bearfield & Bowman, 2017). It can be
concluded that social media may provide a promising way to reach the public.
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Participation
Participation is one of the key factors in determining the success of government social media. Online
participation in social media is different from noninteractive websites, which only provide information to the public
(Abu-Shanab, 2015). The social media allow two-way communication, transforming the public from inactive to active
society, increasing the participation and reforming the relationship between the public and platform providers (John
Carlo Bertot et al., 2012; Medaglia & Zheng, 2017; Mergel, 2013a).
Online participation, especially in social media, allows interaction between the government and the public. For
example, when the government uploaded postings on its Facebook page, tweeted short messages on Twitter to blast
breaking news and information, the public can directly respond by commenting on the posting. This encourages the
public to share their opinions and comments, and join in discussions, leading to interactive communication. Similar
technology is also used in discussion forums, online surveys, voting tools, and educational sessions. In short,
interactive communication technology allows a wider engagement (Mergel, 2016).
However, the social media participation also makes organisations vulnerable to both internal and external
crises. At the internal level, organisations need to be concerned about online behaviour that could potentially harm
them. Brands, such as management criticism, leakage of intellectual property, and embarrassing employee behaviour;
external criticism, false information postings, and rogue activist groups may cause considerable harm (DiStaso et al.,
2011). Defining an ultimate objective for government culture and goals are needed before governments can achieve
success in the use of social media. In the era of many industries have fully integrated and used social media into the
communication strategies if the government not utilized the social technology this may indicate that governments may
be lagging behind in their use (M. Graham & Avery, 2013).
Mossberger et al. (2013) stated that the public needs to see that their involvement with the government is taken
seriously through participation initiatives. Typically, the public will not participate if the government does not listen
to the public (Alarabiat, 2016).
The Dimensions Used on Government Social Media in Literature
Author, Year
Definition
Dimensions
Mergel (2012)
“forms of interaction a. Transparency
with
diverse b. Participation
audiences
of c. Collaboration
government.”
Hofmann et al. (2013) “creating awareness a. Topics post
and engagement and b. Frequency
reinforcing positive c. Citizen Reaction
attitudes toward the
government.”
(A. Mishaal & Abu- “to determine the a. Transparency
Shana, 2015, 2017)
information
and b. Participation
collaboration.”
c. Collaboration
d. Comfort
f. Posted post
“to
transfer a. Reliability
information
from b. Speed
sender to receiver c. Effectiveness
and vice versa.”
Hung (2019)
“interaction
that a. Communication
facilitates
quality
conversation
and b. Responsiveness
participation.”
Source: Author’s compilation
Sanina et al. (2017)

Gaps
Lacks measurement social media
communication in government.
What makes government social
media successful have been
insufficiently addressed.

There is a communication
problem
between
the
government and the stakeholders
because of neglected attraction
for communication from both
sides.
Lack of understanding of how
government
and
business
communication pose risks for
success.
Lack of empirical study of
expectation confirmation theory
in government social media
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Proposed Research Model

Participation

Communication Success

H1

Transparency
H2

Source: Proposed research framework
Transparency Effects on Communication Success
Transparency is open communication between the public and the government. Past research indicated that
transparency has an important role in reducing public uncertainties towards the government. An empirical study by
Abu Shanab (2013) suggested a significant relationship between transparency and e-government success. According
to the study, a strong correlation exists between the two measures (Abu-Shanab, 2013). Transparency is crucial in
government information to the public. Mergel (2013) revealed that the main reason for social media’s success with
billon users is that they want the government to release the information so that the public can easily check them on
the newsfeed. There is a high level of engagement between transparency and government social media (Mergel,
2013a). Therefore, it is hypothesized that transparency will have a significant effect on communication success.
H1: Transparency has a significant effect on communication success.
Participation Effects on Communication Success
Previous studies suggested that public participation in government social media provides government
opportunities to strengthen its relationship with the public (Alarabiat, 2016). The most important factor for
maintaining social media accounts is public engagement, particularly participation from the public. Public
participation and interaction level in government social media give better measuring in communication success. Both
the public and the government will gain innovative knowledge and solve problems when the public express their ideas
on government policies (Mergel, 2013a). The use of social media, namely the public participation and strong
engagement between the public and the government, will stimulate discussions and contribute to policy development
(Fashoro & Barnard, 2017). Previous studies found that the higher the participation in government social media, the
higher the communication success (A.Mishaal & Abu-Shana, 2015; Lee & Kwak, 2012).
Therefore, it is hypothesized that participation will have a significant effect on communication success.
H2 Participation has a significant effect on communication success.
METHODOLOGY
This study proposed a framework for investigating the success of communication between governments and
the public through government social media. The framework is founded on the proposed predictors’ effect leading to
communication success, namely transparency and participation. The quantitative approach will measures stakeholder
engagement to identify communication and interaction trends (Alarabiat, 2016). This study highlights the two most
essential predictors based on the literature related to the proposed model. This study aims to review the structural
analysis and the relationship between the two predictors’ effect, namely participation and transparency in government
social media communication success.
A survey methodology will be used in this study to gather the data. In order to achieve the objective of this
study, the followers of government social media, particularly the followers of the Information Department of Sabah
(JaPen) Official Facebook Page will be the proposed population. The official JaPen Facebook Page is chosen because
it is struggling to improve the communication success of its social media, particularly the official Facebook page. To
ensure that this study’s respondents truly reflect the sampling, the study will use a quantitative method of the nonprobability sampling strategies or, more specifically, purposive techniques in performing the study involving the JaPen
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official Facebook page followers. This study will use a 7-point Likert scale ranging from “strongly disagree” (1) to
“strongly agree” (7) to analyse all exogenous and endogenous variables. To approximate the sample size, the of use
G*power 3.0 software will be implemented (Faul et al., 2007). A set of survey questionnaire is carefully designed to
examine the predictors’ effects on communication success namely transparency and participation are included. The
research process comprises three variables under review. Data were then evaluated using SmartPLS 3.3.2 (Ringle et
al., 2020) to analyse the research hypotheses. Exploratory factor analysis and reliability analysis to test for construct
validity, reliability and measurements loading will be performed.
Conclusions
This paper highlights the government social media issues and the effects of using government social media to
communicate with the public based on the review of existing studies. The study has explored the related literature to
understand the roles of social media’s atmosphere and its application in government communication success. The
importance of social media as a communication platform and public reluctance in using government social media are
also discussed in the literature review section.
The conceptual framework is proposed for future studies undertaking. The research framework consists of two
major predictors of e-government communication success: transparency and participation. It may assist the
government in gaining current data and information to develop strategies in improving communication with the public,
specifically in disseminating information during this Covid-19 crisis.
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Abstract
On Twitter, antisocial behaviour like trolling often interrupt online discussions. Although past research indicates that
trolling behaviour is confined to antisocial and vocalised minority, we highly believe that ordinary users too can
engage in such behaviour. In this research, we propose four fundamental mechanisms that may trigger young adults
to engage in trolling. These include the individual’s mood, personality disorder, peer influences and prior troll posts.
Throughout this research, we found that negative mood, narcissistic personality disorder, peer influences and seeing
prior troll comments by others perpetuate the tendency of young adults trolling as well as double this tendency.
Therefore, to further support and extend these results, we examine how these mechanisms play its role via thematic
analysis and in-depth interview with several psychological experts. Overall results explain that mood, personality
disorder, peer influences and prior troll comments contribute to the perpetuation of trolling behaviour among young
adults, specifically on Twitter.
KEYWORDS: Trolling, antisocial behaviour, young adults, Twitter, online discussion
INTRODUCTION
Social media has become a fundamental to particular people these days. A total of 7.3 billion population of the world,
3.17 billion people are using internet and social media. In today’s age, trolling has become a threat in social media,
particularly on social platforms (Salil Shringarpure, 2019). Salil (2019) also stated that trolling means a creation of
division on the internet that uses offensive language such as argue or criticize other with language that gives intention
to gain cheap publicity. Also, social media troll is when a person purposely speaks something controversial and tries
to grab the attention of other user.
In today’s digital era, it is no doubt that the use of social media is rapidly increasing day by day especially Twitter.
According to the statistics, 44% of Twitter users mainly consist of young adults (Chen, 2020). Unfortunately, the
percentage of young adults who are addicted to Twitter increases, thus the rise of an online antisocial behaviour known
as trolling (Chen et al., 2017). These antisocial behaviours include sending hate mails, sending threats, spreading
rumours and harassments (March et al., 2017). In recent years, trolling is one of the most common antisocial
behaviours. Such antisocial behaviours are made for the troll’s own enjoyment. Generally, trolling refers to an act of
communicating online with the intention of being provocative and offensive to make people upset and distress for no
specific reason.
Cheng (2018) noted that those engaging in trolling often have unique traits and motivations. Trolling is a serious social
issue in which it has led to the prisoning of several individuals. In fact, it may psychologically and emotionally affect
victims.
Trolling behaviour causes can be defined as a behaviour that falls outside sustainable bounds. There are multiple ways
trolling can be as someone that purposely disrupts an online group or makes trouble. Thus, negative mood not only by
surrounding discussion context to engage on internet trolling, but behaviour can be spread from one to another in
discussion and continue to spread further in the community (Cheng, 2017).
METHODS
1.0 Data Collection Strategy
1.1 Unit of Analysis
Unit of analysis refers to the entity that is being examined in a study (Babbie, 2003).
As for this study, the unit of analysis is Twitter.
1.2 Purposive sampling
Purposive sampling, also known as judgment sampling, is a systematic choice of an informant based on the qualities
he or she possesses (Etikan, 2016). In short, the researcher needs to set the purpose of the study so that the process
of identification and selection of eligible informant can be thoroughly done. As for this study, informants were:
Puan Saliza, Psychiatrist
Puan Solehah, Counsellor
1. Cik Husna, Counsellor
2. Puan Atikah, Lecturer of Psychology
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3. Puan Mira, Counsellor
1.3 In-depth Interview
In-depth interview involves direct face-to-face interaction between the researcher and informant (Babbie, 2003).
Boyce and Neale (2006) found that interview is useful when researchers need intensive information about the
informant’s opinions and behaviors or want to discover new issues in detail. Since the Restriction of Movement
Order has been announced by the government, all outdoor activities are limited. Therefore, the interviews were
conducted using online text based via Whatsapp.
2.0 DATA ANALYSIS
2.1 Thematic Analysis
Braun and Clarke (2006) identifies thematic analysis as a method for identifying, analyzing and reporting patterns
(themes) within data. It minimally organizes and interprets datasets intensively. As for this particular research, the
diversity of perspectives enables the researcher to extract data from various angles. Therefore, based on the
questions that are in focus, data collected during the interview session were thoroughly examined. As the data
reached the saturation point, the consistency of answers through different methods has portrayed the underlying
causes of young adult’s antisocial behavior, specifically on Twitter. This has enabled the researchers in collecting
and extracting reliable data for the process of analyzing.
RESULTS / FINDINGS
RQ1: What are the underlying causes of young adult’s trolling behaviour on Twitter?
1.0 Negative mood increases the likelihood of trolling
Young adults in bad mood are generally more intense and aggressive in nature which often leads to the unfavourable
impression of others. Therefore, the tendency to act intrusively online is higher especially when a person is emotionally
unstable. This is proven to be true by Puan Solehah, a professional counsellor.
“People who engage in trolling will eventually troll more especially when they’re not in a good mood. When
they’re not able to express their feelings directly, they tend to do it indirectly by reacting aggressively online.”
Essentially, mood plays a significant role as they determine how a person decides to spend the entire day hence, a
person’s mood will affect his behaviour. This statement is supported by one of the informants, Puan Mira, who is also
a professional counsellor.
“Young adults who are not emotionally stable have the tendencies to act provocative, manipulative or treat
others in a harsh way.”
Puan Atikah, a Psychology lecturer, also believed that young adults appear defensive as well as hostile and isolate
themselves when they are not feeling good. This statement is further agreed by another counsellor, Cik Husna as she
mentioned;
“People in negative mood are more prone to react aggressively in terms of physically, verbally or writing.”
To sum up, negative mood increases user’s likelihood of trolling. This shows that young adults have higher tendency
to engage in trolling behaviour such as providing offensive and malicious commentary especially when they are not
emotionally stable.
2.0 Narcissistic personality disorder motivates trolling behaviour
On Twitter, narcissists tend to write negatively and engage in antisocial behaviour to gain attention. They curse more
and talk less about positive emotions than their non-narcissistic peers. Hence, trolling and narcissism are often
intertwined. This statement was mentioned by an informant, Puan Saliza, who is also a Psychiatrist.
“A study by some Canadian researchers looked for evidence that linked trolling with the “Dark Tetrad” of personality
traits: narcissism, Machiavellianism, psychopathy and sadism. This study confirmed that people who said trolling was
their favourite Internet activity scored highest on the Dark Tetrad measurement.”
Often, narcissists seek attention on Twitter through anger, cursing, and complaining. People with narcissistic
characters likes to be admired by the others. This statement is proven to be true by the remark of Puan Solehah.
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“One of the characteristics of narcissist is that they are more inclined to be selfish in any situation including
in social media such as Twitter. This group is said to be self-centred, judgmental and feel only what they say
or do is true regardless of other people’s opinion. When this trait is exaggerated, it leads to the trolling
behaviour of other social media users who disagree with him.”
Together with the remark above, Puan Solehah further supported her opinion by adding;
“Lack of attention and insecure causes a person to lose self-confidence. It is these feelings that make them
antisocial because they often feel inferior, have a hard time to express feelings, comfortable living in their own
world and feel ashamed when dealing with people.”
Meanwhile, according to Puan Atikah, she declared that insecurities may affect a person’s self-esteem that leads to a
greater risk of emotional problem. She claimed;
“It is because of their insecurities that affect their self-esteem as they suffer more emotional stress, anxiety,
depression, and loneliness. As a result, they may be at a greater risk for emotional problems including antisocial personality disorder.”
The dark tetrad traits specifically narcissism has been associated with trolling behaviour. As a result, young adults
with narcissistic characters have higher tendency to engage in Twitter trolling. Regardless of what others feel or think
about them, they continue doing it for their own enjoyment.
3.0 Peer conforming behaviour
Young adults, in general, are easily influenced by their friends. They feel the need to conform to others. In fact, they
even do things they do not even like in order to feel accepted and belonged to a certain group. In this context, peers
are one of the reasons why young adults troll on Twitter. Puan Solehah who clearly stated;
“Peer influence plays an important role and adolescent interaction on a daily basis. This shows that they will
easily follow what their peers do. Therefore, if their circle consist of people who troll, then most of the time
the person will troll too.”
Cik Husna, on the other hand, also agreed upon the statement as peers are close friends that can give a strong influence
towards young adults.
“Peers are usually close friends that can give great influence to young adults to be more brave and prone to
troll others for fun, even without any specific reasons.”
Basically, young adults follow what their peers do to show their bravery and courage among themselves. This
statement is further added by the first informant, Puan Mira;
“Yes, young adults have the tendency to follow what their peers do as they want to show who is more brave
and stronger among themselves.”
In addition, , Puan Saliza confirmed that peers can trigger a person to engage in Twitter trolling.
“If an individual is easily swayed by persuasion and pressure from his peers, he might do it but may not enjoy
it as much as a real cyberbully would.”
In a nutshell, all of the informants above agreed that peer influence encourages trolling behaviour among young
adults. This often happens when they want to conform to their group members in which they usually have the same
interests, lifestyles and behaviours. Thus, it is crystal clear that young adults are braver and tend to lure others to troll
even without any particular reasons.
CONCLUSION
Based on the findings, mood plays an important role as they determine how a person decides to spend his or her entire
day. Young adults appear defensive and hostile as well as drift themselves away when they are not in a balanced
emotional state. This indicates that young adults have higher tendency to engage in trolling behaviour such as
providing provocative commentary especially when they are not emotionally stable.
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Furthermore, young adults with narcissistic characters like to be admired by others. They tend to write negatively and
engage in antisocial behaviour to gain attention. Similarly, narcissists gain attention through anger, criticism, and
grievances. While young adults with narcissistic character seek admiration from others, insecurity can affect their selfesteem which leads to a greater risk of emotional problems such as antisocial behaviour. They will constantly do it for
their own amusement regardless of what others feel or think about them.
In addition, peer influences are one of the reasons why young adults troll on Twitter. This is because peers are close
friends that can give a strong influence. Essentially, peers share the same interests, lifestyles and behaviours. They
would do whatever their peers ask to prove sense of trust and loyalty among themselves. Throughout this research,
we found that young adults have more courage to troll especially when they belong to the same group that trolls. They
also tend to lure their peers to troll even for no particular reason.
For future research, a survey is needed to better understand the phenomenon empirically. Based on prior research,
there is some evidence demonstrating the correlation between antisocial behaviour and traditional bullying. More
research into this specific study can be conducted to discover the reasons that perpetuate such behaviour as a form of
prevention methods for future generation.
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Abstract
Azman Hashim International Business School's Commercialisation and Innovation for Master of Business
Administration (MBA) course is designed to provide students with the toolkits to successfully manage product or
services development cycles from idea generation to commercialization. This course applied to learn elements through
real business activities in which the Covid-19 Fighter Project is one of the activities. It is a social enterprise concept
(social enterprise) project and future-ready curriculum's initiative. The project contributes and assists the frontline
team, such as medical experts, to provide PPE medical equipment and fostering the interest and entrepreneurial
personality through the experience of conducting duties and responsibilities as the organizer and program committee.
The organizers sparked the concept of "Purchase for Good Deed," which provides a platform to allow customers to
purchase Personal Protective Equipment (PPE) and delegate the organizer to distribute PPE to the needy. After the
project is completed, students learned that all the customers are from Islam religion, races, and other religions. They
are concluded that purchase for the good deed is an outstanding initiative in which all human have their own good
heart regardless of their background. If they are given the opportunities to do a good deed, they will participate in it.
Keywords: Future-ready curriculum, Commercialisation, Covid-19 pandemic, Innovation, Social
enterprise.
Introduction
Real-world business activities give UTM AHIBS MBA students opportunities to be curious, innovative,
resilient to adapt to new changes such as pandemic Covid19. Creativity is most important in entrepreneur leadership
skills. They learn how to use their knowledge of acceptable practices to solve real-world problems. They retained 30%
from theory in class but another 70% by applying that knowledge to solve a real-world problem. By doing this, AHIBS
does not compete with artificial intelligence but focuses on developing unique human intelligence (Julia Horowitz,
Jack Ma, 2017).
They were fostering the interest and entrepreneurial personality by conducting duties and responsibilities as
the organizer and program committee. The organizers sparked the concept of "Purchase for Good Deed," which
provides a platform to allow customers to purchase Personal Protective Equipment (PPE) and delegate the organizer
to distribute PPE to the needy.
Believing in the social responsibility towards medical front-liners who fight the coronavirus to keep our
community, Azman Hashim International Business School (AHIBS) 's MBA students decided to solve the problem
and overcome the crises the essential personal protection equipment (PPE). The commercialization and innovation
students conducted by Dr. Normal Mat Jusoh planned to launch a "COVID-19 FIGHTER" project. This project aimed
to help people who want to solve the covid-19 problem by providing frontline health responders with proper and
inevitable PPE. Honesty, transparency, and quick response are our values in delivering the good deed to the deserved
destination.
2.0 Learning Objectives
This Covid19 Fighter project is a future-ready curriculum's initiative
● To enhance their study with a wide range of suitable digital technologies and appropriate software.
● To allow students to approach complex challenges through critical thinking, creativity, communication,
and collaboration.
● To develop character quality through social culture awareness, curiosity, initiative, persistence, and
leadership
1.

3.0

Method

There are seven (7) steps of practices from innovation to commercialization evolution conducted by students in
commercializing the Covid-19 Fighter Project. The steps are to choose leadership with entrepreneur mindsets, idea
generation, screen the ideas and select one, market validation project, market strategy, operational planning, and
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market test.
3.1

Leadership with an entrepreneurial mindset
A leader with an entrepreneurial mindset is willing to be champion the ideas or innovation to take forward.
This person has passion and compassion characteristics. Their team has inspired hearts and wisdom to uplift the
community and country by empowering people to think creatively. The person should have a start-up company a least
a registered enterprise with the Companies Commission of Malaysia (SSM) via sole proprietorship.
The Covid-19 Fighter Project choose Ahmad Aiman Bin Fauzi as a champion leader who owned AF Gempak
Ventures (AFGV) business entity sole proprietorship registered under the Companies Commission of Malaysia (SSM)
(003089884-A) on 15 Jan 2020. The company name AF stands for founder name Aiman Fauzi, while the GEMPAK
is for the company brands. Mr. Ahmad Aiman Fauzi is one of AHIBS's postgraduate commercialization and innovation
course and AHIBS Business Incubator's participants. Since his university time seven years ago, he joins an
entrepreneurship boot camp, which becomes his starting point in the business industry.
3.2
Idea generation
The search task for any feasible idea was using the brainstorming technique. Each member has roughly
presented his/her opinion, mentioning the benefit of it. To identify a problem and market opportunity is needed. The
team is relying on market polls to check the possibility of the innovation to succeed. Timing is vital. Timing must be
right (the best idea cannot survive if the markets are in a bad state). Do not try and launch it at that wrong time. The
team is not afraid to stop if things are looking bad (prepared to walk away).
After a lengthy discussion, the team agreed to conduct Mega Iftar projects. The class decided to organize a
mega iftar during Ramadan at UTM with an estimated participation of 1,000 people. Customers were meant to pay an
organizer for services provided the dinner for them, and one of the themes during the dinner is "Purchase for the good
deeds." With the theme, customers also were planned to have the ability to purchase for others, and they give a choice
either to provide the free food package to their friends or orphans. Because of the covid-19 pandemic and consequent
restriction that the government has issued out to all citizens, nobody can organize gathering during Movement Control
Order (MCO), including religious activities, formal meetings, and weddings. The universities and schools also have
been closed- down, and the citizen cannot go out at a specific time without any reasonable reason.
Problems are sometimes coming along with opportunities. Even though the team can not proceed with their
original ideas, Mega Iftar for UTM, they have decided to take the opportunity during the pandemic with organizing
Covid-19 Fighter Projects, with a similar concept "Purchase for the Good Deeds." This project provides an opportunity
and platform for those who wish to do charity during pandemic Covid-19 in Malaysia.
3.3

Screen the idea and select one
With the advent of Covid-19, the team decided to change the program. The new plan was held to help the
frontline team, doctors, and nurses who are working hard to treat pandemic Covid-19 in Malaysia regardless of the
time. They are extremely lacking in medical equipment and had to wear PPE made from garbage plastic. With the
program's concept, as mentioned above, the committee organizer could provide the facilities and give opportunities
for those who wish to do charity even though they were not working as frontline to combat Covid3.4 Market Validation and Strategy
Market validation is the process of determining whether their product is of interest to a given target market.
Market validation involves a series of customer interviews with people in their target market. It almost always takes
place before they made a significant investment in their product/concept. (Prajogo, 2016; Bouncken, Kraus, & RoigTierno, 2019; Visnjic., Wiengarten, F & Neely, 2016).
Before we launch our project, we determine our target audience in the first place. This action would allow
proper planning in targeting the specific audience during the fundraising campaign. Although our project is open to
the public and all individuals, we still have to focus on particular groups to achieve our target sales within a short
period.
In this project, we decided to choose competition-based pricing for our PPE. This decision is mainly
due to the limited supply of PPE during the crisis. The supplier has increased its price drastically. According to the
Society for Healthcare Organization Procurement Professional, the standard cost for a PPE isolation gown is $0.25
but grows up to $5.00 during the crisis. For disposable paper gowns, the price from $0.80 increases up to $6.50,
according to the Beaumont Health system (Diaz, Sands & Alesci, 2020).
.
3.5 Operational Planning
Operational planning is the process of linking strategic goals and objectives to tactical goals and objectives. It
describes the stages and conditions for success. It explains how to enter a strategic plan or any part of its parts that
will put into effect during a specific operating period, in the case of commercial application, fiscal year, or any other
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specified extent in the budget (Aznar-Sánchez, Velasco-Muñoz, Belmonte-Ureña and Manzano-Agugliaro. 2019, Al
Shobaki, Amuna, and Naser, 2017, Vernardakis, 2016, and Camillus, & Grant,1980).
The short-term operating plan does not exceed a year. It clarifies the operations carried out daily and is
usually accompanied by short-term goals that branch from general objectives that can be accomplished within one
year (Yun, Jeong, and Kim, 2018). Covid19 Fighter is a short-term project, less than a year. During this period, we
needed to achieve the goals, so we decided to adopt a short-term operating plan to achieve maximum profits and help
society to bypass and fight the Covid-19 pandemic, so we create our "Covid-19 Fighter Project". This project aims to
help hospitals by suppling PPE. PPE is one of the most necessary pieces of equipment for fighting the coronavirus.
There is no doubt that the massive use of PPE during the crisis will fuel global PPE's market growth.
Covid-19 Fighter Project operational plan starts with setting up the participation's estimate of all parties and
beneficiaries in preparing the sub-plans and the produced reports. In the first meeting, we divided the tasks between
us based on each member's skills. Create an acceptable and appropriate timetable for the plan. Maintain continuous
communication to review what has all parties' achievement. As a team, they had a WhatsApp Group to keep all team
members updated and make communication more comfortable and keep all the stakeholders updated.
After reviewing and consulting in the group, the team decided to work with the ENSANY website and
introduce it to all the people who want to help them in this project through social media. The ENSANY platform
charged 10% for the services, but it safe and well-known for donors (Figure 1).

Figure 1: Screenshot of ENSANY website to for raising money
Another plan, the team negotiated with Bahraman saffron company, promised to help Covid19 Fighter Project and
donate the proceeds from the charity's sale. To deliver the affront's orders, we used the Jupeh post office. The concept
gives the user of the product or service a different and new value compared to competitors. (Ortiz-Villajos., & Sotoca,
2018).

Figure 2: Collaboration with Bahraman company
3.6 Market Testing and Revenue
The revenue stream of the project consisted of three sources of income. First, the sales of PPE to customers who
wanted to donate it for frontlines at hospitals. Secondly, the service for delivering these PPE to hospitals and clinics
eased the distribution process, as most donors didn't know how and to whom they will provide PPE. Finally, we
charged businesses who wanted to sell and promote their products through our channel.
4.0 Findings
4.1 Secondary Data Market Analysis' Result
It is predicted that the Covid-19 crisis will positively impact the PPE market globally. PPE is now one of the
most critical equipments for the frontline workers in combatting the virus. Without a doubt, the substantial use of PPE
during the crisis will fuel the global PPE market. Last year, protective equipment only accounted for 11% of worldwide
revenue, and the hospital accounted for nearly 56% of the market (Obrien, 2020). As the pandemic continues, it is
expected that the number will increase, and the market is predicted to reach nearly $ 9 billion by 2027 (Newswire,
2020, Iyer, 2020).
According to Malaysia Director-General of Health, Datuk Dr. Noor Hisham, about 59 million personal
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protective equipment (PPE) units are needed a month to combat the spread of the Covid-19 outbreak in Malaysia
(Rafidah & Luqman, 2020). In this regard, the Malaysian government will monitor the consumption and ensure PPE
stock was obtained and sent to the Ministry of Health (MOH).
4.2

Survey Analysis's Result for Covid-19 Fighter Project
Before project implementation, the team surveyed to identify the public's acceptance, determine appropriate
pricing for their PPE sets, and estimate potential sales opportunities for Fighter Project. The survey highlighted one
of their main objectives: To become a mediator who can provide and distribute PPE to the front liner. The team also
asked the respondent the expected price for one set of PPE. Based on the survey results, the team managed to collect
positive feedback from the respondents. Ninety-five percent of respondents agreed that providing PPE to the frontline
health will improve their combatting Covid-19 virus capabilities.
The respondents' input also shows that fifty-five percent of the respondents were having difficulty contacting
the hospital and clinic to support PPE's frontline. Sixty-five percent of respondents looked for a mediator who can
help purchase and distribute PPE to the impacted hospital and clinic. As for the pricing, most of the respondents were
comfortable with the pricing of less than RM50 per set, which fit PPE's current market price. Figure 3 shows the
market research results of the survey.

Figure 3 Market research results
4.3 PPE Distribution Channel
Covid19 Fighter Project was conducted under social enterprise activities through Personal Protective
Equipment (PPE) sales donated to hospitals or clinics that require. During the campaign period, the team contacted
several nearby clinics in the KL area to distribute the PPE. Due to travel restrictions during the Movement Control
Order, PPE's distribution was limited to nearby locations. Table 1 shows the list of clinics:
Table 1: List of clinics received Covid19 Fighter Project
Clinic/Hospital
Phone Number
Klinik Kesihatan Setapak
03-41425429
Klinik Kesihatan Gombak Setia
03-61770305
Klinik Kesihatan Selayang
03-61878564
Klinik Kesihatan Dato Keramat
03-42573333
Klinik Kesihatan Ampang
03-42923332
Klinik Kesihatan AU2 Keramat
03-42579466
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Figure 4 PPE distribution in Klinik Kesihatan Dato Keramat
5.0 Impact on Teaching and Learning
5.1 Technology Used
Because of MCO, it was inevitable to adopt technology in running this business. However, some challenges,
such as team members' communication through the web, faced some difficulties due to internet access problems. On
the other hand, using an online payment gate like ENSANY was helpful in money collection in a secure and trustful
pathway. The ENSANY platform provides a comprehensive technological solution for payment or fundraising. We
succeed through this technology to easily track the ongoing payment at any time
The best place to promote the project is via social media. We finalized multiple channels that the team can utilize
to promote the project that does not involve additional fees and, at the same time, can attract our target audience's
attention as much as we can. The platforms are Facebook, Instagram, WhatsApp, and Email communication. Besides
using our own Facebook page, we are also promoting our project on other group pages such as the UTM Community
group and other public groups. We targeted group pages that have more than 1000 members.
Fighter Project does not have an official Instagram account, but we collaborate with other Instagram accounts
to promote our project. We contacted the admin for UTM AHIBS, publish our project poster on their Instagram
account. The project's progress was discussed through online zoom meetings, and email was used to communicate to
all AHIBS students and staff. The team had a WhatsApp Group to keep all team members updated and make
communication easier and keep all the stakeholders updated.
5.2 Achievements
The covid19 Fighter project manages to achieve revenue for supplying 400 PPE as targeted and assist the
frontline, such as medical experts. The team makes sales less than RM 11000 to minimize the cost of operations and
resources. The total sales are RM10300.
As this project is temporary, the team's project distributed 100% of the dividends and redeeming the initial
investment. In this Covid19 Fighter project, the group's project manages to get more than a 15% dividend and save
their initial investment. The team's achievement allows them to approach complex challenges through critical
thinking, creativity, communication, and collaboration.
5.2.1

Collaboration

It was essential to collaborate with UTM through the AHIBS business incubator to get the legitimacy of using
the UTM logo during the marketing campaign of the project benefiting from the trustable reputation of AHIBS/UTM.
Another issue was the regulation of the government to ensure the quality and efficiency of PPE. Therefore, it was
compulsory to confirm that PPE meets the standard requirements and measures. Moreover, getting permission to move
between hospitals to distribute PPE was challenging and required previous approval.
The concept of charitable sales, in collaboration with NGOs, ENSANY GLOBAL, Bahaman
Saffron company and Jupeh post office, the organizer, has provided a website which displays information on the
project and has an online transaction function that facilitates customers to make online payments
5.2.2

Communication, Critical Thinking and Creativity

The team needs to apply communication with NGOs, PPE Suppliers, Frontline, and real Customers' purchase
for the good deed. Develop solutions to address issues and problems in the real world case covid19 Fighter project
related to commercialization and innovation through critical thinking. Create and Integrate theories and practices in
the commercialization and innovation process, especially for operational planning and market strategy for Covid
Fighter Project.
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5.3 Character Quality Development
The team character's quality develops through social culture awareness, curiosity, initiative, persistence, and
leadership.
5.3.1 Social culture awareness
This covid-19 crisis made all diversified people being united and cooperated. They had the primary goal,
fighting covid-19 and help in speed recovery for their society. Moreover, around of Malaysian population are Muslims
who were more interested in doing good deeds, especially in Ramadan. They used to prepare Iftar for poor people, but
it was prohibited to arrange any gathering to conserve social distance. Therefore, they were looking for another way
to contribute.
With the advent of Covid-19, it was decided to change the program. The new plan was held to help the frontline
team, doctors, and nurses who are working hard to treat pandemic Covid-19 in Malaysia regardless of the time. They
are extremely lacking in medical equipment and had to wear PPE made from garbage plastic. With the program's
concept mentioned above, the organizers and committee members could provide the facilities and opportunities for
those who wish to do charity even though they were not working as frontline to combat Covid-19.
5.3.2 Leadership.
Their leadership skills build up strong teamwork among them. They agree to divide the roles for each person with
tasks that fit their skills. The collaboration entertained high diversity, which enabled the team to be having trustfulness
and strong networks in different dimensions. Some members had wide networks with entrepreneurs who are willing
to contribute. Others have a good relationship with NGOs, suppliers, and hospitals.
5.3.3 Curiosity
Their curiosity's character allows them to explore new strategic planning and business concepts to make the
Covid19 Fighter project successful. Before project implementation, our team surveyed to identify the public's
acceptance, determine appropriate pricing for our PPE sets, and estimate potential sales opportunities for Fighter
Project.
5.3.4 Initiative
The team members' initiatives to connect with responsible authorities ensure all documentation's activities and
events are accurate and follow regulation to implement their plan. They correct any deviations or deficiencies that face
the implementation of the project.
The team conduct meeting with relevant community institutions, such as AHBIS and other corporate companies
participate in Corporate Social Responsibility (CSR) project and Connect initiatives with the responsible authorities.
The team determines the activities for financial support, including fundraising. All activities and events documentation
needs to be accurate according to the implementation of the plan. Correct any deviations or deficiencies that face the
project's objective (Thomas, Paules., Simeonov and Others, 2018).
5.3.5 Persistence
Due to travel restrictions during the Movement Control Order, PPE production faces shortages as COVID-19
containment measures prevent workers from working in the factories producing these products. Furthermore, exporters
have also limited their PPE exports. Many producers and exporting countries of PPE products imposed an export
licensing requirement on certain PPE products due to anticipated COVID-19-induced shortages. Governments tried
to put price control measures trying to stop price exploitation by sellers due to the overwhelming demand for PPE by
healthcare workers and the rise of bulk buying by the public.
The raw materials were bought and transferred to a storage place. After that, production started at an escalating
pace despite the government quarantine imposed, but the determination and persistence made us achieve our goals in
the end.
6.0 Conclusion
Based on the Covid19 Fighter project's impact(refer to section 5.0), this project achieved all the objectives of a
future-ready curriculum's initiative to prepare for quality graduates in the 21st century. The team has more
understanding and real experience applying commercialization and innovation course learning elements through actual
business activities. They articulate the soft skills of the interest and entrepreneurial personality while conducting duties

and responsibilities as the organizer and program committee. The team's creativity allows them to have a success story
in the Covid19 Fighter project. The "Purchase for the Good Deed" business concept is an outstanding initiative in
which all human have their own good heart regardless of their background. If they are given the opportunities to do a
good deed, they will participate in it.
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Abstract
Facebook, the popular social network site, is changing the nature of privacy and the consequences of information
disclosure between educators and students. The researchers interviewed students from two universities; Universiti
Teknologi Mara (UiTM) and Universiti Malaya (UM). Six informants were interviewed and conducted by using
WhatsApp. The study found that the bond between students and the educators can be strengthened by following the
educators on social media. Through social media, educators may develop good credibility amongst their students and
following lecturer’s social media account such as Facebook can build stronger bonds, trusts and connections between
the two.
KEYWORDS: self-disclosure, Facebook, instructor, credibility, bond
INTRODUCTION
Instructors have the obligations to demonstrate integrity, impartiality and ethical behaviours in the classroom, outside
the classroom or even in social media. During a classroom lecture, educators often disclose personal information to
their students, such as their own personal experiences (Woolfolk & Woolfolk, 1975) personal information about their
family, friends, educational background, and favourite hobbies (Downs, Javidi & Nussbaum, 1988). This creates a
strong personal connection to the educator which lead the students to talk to the educator frequently, and receives
more constructive guidance and praise rather than just criticism from the educator (Kaufman 2010).
This positive educator-student relationship draws students into the process of learning and promote their desire
to learn. As educators explore innovative ways to communicate with their students and make learning easier, they are
continually experimenting with a range of new technology in the classroom (Shaw, 2015). One technology that has
been incorporated to a limited but potentially limited extent is the use of the Facebook social networking site. Facebook
was created in 2004 specifically for use by students at Harvard University, but soon became available to universities
across the United States and eventually to the general public around the world in 2006.
This research is carried to find out how does exposing of educator’s personhood through social media
(Facebook) can impact the educator’s credibility amongst students. Educators should assess the risks and benefits to
such disclosures and enacted various avoidant strategies to prevent sanctions, damage to their credibility, and to
maintain student comfort. Privacy boundaries became permeable based on the relationship with the student and shared
experiences.
In a study conducted in one of Malaysia’s large public Universities, the researchers found that, among 105
students, only three students stated that they did not use Facebook (with only 2.8 percent) (Alhazmi, A. and Rahman,
A, 2013). Moreover, in a study conducted in Universiti Teknologi Malaysia (UTM), the findings of the study showed
that 97.10% of students use Facebook compared to 28.50 %use blogs and only 14.50% use Twitter alongside their use
of Facebook (Aldheleai, 2010). This shows how pivotal it is to use Facebook to reach to students in terms of learning
engagement. Many recent studies have shown that social media play a central role in online education (Wilson, 2013).
According to Bosch (2009), students are suggested to use Facebook for an educational purpose to find answers
to their questions regarding course venues and assignments to share information or ideas about projects, study or
lecture notes to communicate or to inform other students and to ask the questions that they hesitate to ask in classroom
to their instructors. According to Mazer et al. (2009), this may consequently affect the teaching and learning climate.
However, the boundaries that dictate professional and unprofessional behaviours blur when the teacher-student
relationship is moved outside of the classroom. Educators are expected to act as role model citizens and the issue of
ethics and morality is admissible (Foulger, Ewbank, Kay, Popp, & Carter, 2009; Kuther, 2003). McBride and Wahl
(2005) found that educators who revealed private information about their families, feelings, everyday activities,
personal histories, personal information such as negative relationships, sexual topics, and information could damage
their credibility. Thus, the goal of this study is to identify how does exposing educator’s personhood through social
media (Facebook) can impact the instructor’s credibility amongst students.
METHODOLOGY
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1.0 Data Collection Strategy
I.
Unit of Analysis
Unit of analysis of this research is Facebook.
II.
Purposive Sampling
The purposive sampling technique, also called judgment sampling, is the deliberate choice of an informant due
to the qualities the informant possesses. It is a nonrandom technique that does not need underlying theories or a set
number of informants. Simply put, the researcher decides what needs to be known and sets out to find people who can
and are willing to provide the information by virtue of knowledge or experience (Bernard 2002, Lewis & Sheppard
2006).
Purposive sampling is especially exemplified through the key informant technique (Bernard 2002, Garcia
2006, Gustad et al. 2004, Jarvis et al. 2004, Lyon & Hardesty 2005), wherein one or a few individuals are solicited to
act as guides to a culture. Key informants are observant, reflective members of the community of interest who know
much about the culture and are both able and willing to share their knowledge (Bernard 2002, Campbell 1955, Seidler
1974, Tremblay 1957).
The informants were from Universiti Teknologi Mara (UiTM) and Universiti Malaya (UM). There were six
informants, five females and one male. The researchers chose university students because it is the best way for
researches to get the exact answer on how they evaluate their educator’s credibility based on social media.
The informants for this research were:
i. Muhammad Nazzim bin Kamarul Ariffin (Diploma in Accounting, Universiti Teknologi Mara)
ii. Nurin Natasha binti Muhd Izam (Diploma in Mass Communication and Media Studies, Universiti
Teknologi Mara)
iii. Syarah Asyikin binti Muhd Amin (Diploma in Accounting, Universiti Teknologi Mara)
iv. Nabila binti Zulkifly (Degree in Pure Geology, Universiti Malaya)
v. Aida Ilyana binti Hussin (Diploma in Accountant, Universiti Teknologi Mara)
vi. Intan Zarith Soraya binti Shahfawi (Degree in Public Relation, Universiti Teknologi Mara)
III.

In-depth Interview
In-depth interview also known as one-on-one is a method of extracting more detailed information or
deep understanding of a subject or concept Kvale (1996). According to Boyce (2006), in-depth interviewing
is a qualitative research technique that involves conducting intensive individual interviews with a small number
of informants to explore their perspectives on a particular idea, program or situation. In addition, in-depth
interview is a qualitative data collection method that involves direct, one-on-one engagement with individual
participants and it also can take place face-to-face or in some cases over the phone. (Steber, 2017)
Due to the Covid-19 situation and Malaysia Movement Control Order, the researchers interviewed the
students using digital platform through WhatsApp. The interviewers sent a message in advance on WhatsApp
to explain the details of the interview that will be conducted. After the explanation was completed, the
informants also agreed to cooperate in the interview. The informants were given time to prepare before being
interviewed. The interviews were recorded using smartphone and transcribing were done based on
screenshots. All the data has been collected right after the interview session ended.
2.0 Data Analysis
i.

Thematic Analysis
Thematic analysis is the process of identifying patterns or themes within qualitative data. Braun & Clarke (2006)
suggest that it is the first qualitative method that should be learned as ‘it provides core skills that will be useful for
conducting many other kinds of analysis’. A further advantage, particularly from the perspective of learning and
teaching, is that it is a method rather than a methodology (Braun & Clarke 2006; Clarke & Braun, 2013). This means
that, unlike many qualitative methodologies, it is not tied to a particular epistemological or theoretical perspective.
This makes it a very flexible method, a considerable advantage given the diversity of work in learning and teaching.
In this research, the researchers used thematic analysis method in order to analyse the data that have been answered
by the university’s students. For thematic analysis, the first step was familiarization. The researchers familiarized with
the collected data. The interviews were conducted via video call through WhatsApp. After the video calls the
researchers the researchers went through the data from entire interview and that is where the transcript is obtained.
After the researchers read through the transcript, codes were assigned to the data to specific groups and made it easy
to analyze the data from the transcript. The data then were sorted to themes. Basically, the researchers identified the
patterns first before coming with themes. Themes are quite similar with codes but a bit bigger and broader. The
highlighted information became themes that were labeled with the names build relationship, understanding and
recognize opportunities. Final step was creating themes for the findings.
FINDINGS/ DISCUSSIONS
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1.0 Findings
RQ: How does exposing of instructor’s personhood through social media (Facebook) can develop the instructor’s
credibility amongst students?
i.
Following the educators’ Facebook account can strengthen educator - student bond.
By knowing the educators’ personal accounts, the student was able to communicate with him/her mutually and both
parties are able to understand each other’s needs. Furthermore, any doubts can be clarified without obstacles. This was
stated by Nurin Natasha Binti Muhd Izam a student from UiTM Alor Gajah, Melaka.
“Yes, because by following each other, we can interact with the instructors without hesitation and get to know
each other better.”
By using this method, the students can learn more effectively and to have a clearer picture of what is being discussed.
When the relationship is close, the students will be on track with the learning engagement. In fact, the students can
have an upper hand compared to others on certain matters. This statement was supported by Muhammad Nazzim Bin
Kamarul Ariffin a student from UiTM Alor Gajah, Melaka.
“Yes, because i can always catch up and follow what my instructor is teaching so that i can learn more
efficient.”
ii.
Educators’ personal and professional life on Facebook can improve the understanding on learning.
When knowing the educators’ personal life, the students would be able to understand any subject matters that is laid
down by the educator. The students will have a better understanding of what is being discussed and feel as if the
educator is beside them. Aida Ilyana Binti Hussin a student from UiTM Alor Gajah Melaka stated:
“In my opinion, once I know about the person’s life journey, I can improve the way I am learning because I
can know her better and the type of instructor she is. This can get us closer.”
Normally, the educator will tell stories about themselves in order to make topics or the discussed issues more
understandable and more efficient. Students will be becoming more curious about the subject and the usually wants a
better explanation of it. When the relationship of students and instructor on Facebook is close, the students will have
the advantage of absorbing the information effectively. This statement was supported by Nurin Natasha Binti Muhd
Izam a student from UiTM Alor Gajah.
“I think to make something easier to understand, some instructors tend to make connections about his/her
personal life in order to make the issue they talk about easy to be understood.”
iii.
Educator-student relationships in Facebook can influence the learning climate.
Normally, when relationship between the students and educators are close, the atmosphere is more enjoyable and both
parties do not have any dissatisfaction or complaints. The educator -student relationship will be more cheerful which
leads to better understanding of any topics in particular. This creates a conducive environment for both parties. As
Syarah Asyikin Binti Mohd Amin a student from UiTM Alor Gajah Melaka mentioned in her interview:
“When student and teacher have a very good connection their learning process will be more productive since
both choose to be in a peaceful environment.”
The good relationship between the instructor and the students are crucial because it has the positive effects and a
desirable way of learning process. The students tend to communicate well with the educator if the students and the
educators are in good relationships. The students will be comfortable to share their curiosity, interests and opinions.
This statement was supported by Muhammad Nazzim Bin Kamarul Ariffin a student from UiTM Alor Gajah, Melaka.
“If your relationship is good between teacher and student. I think the learning climate is more effective because
we can ask anything without feeling shy if we not understand some questions.”
2.0 Discussion
This study has found there are impacts of educators’ self-disclosure in social media (Facebook) in developing
credibility amongst students. The data revealed that students were able to strengthen the bond between students and
educators by following them on social media. According to Hockett (2018), a sense of community in the classroom is
not a one-time event to create and strengthen bonds between students. Therefore, social media such as Facebook gives
a sense of continuous engagement with the students. This study also revealed that students may develop trust with the
instructor through social media. This shows that students would be able to have a good connection and being
comfortable with their instructors without having the feeling to be scared for asking a question. However, several
issues may arise when it comes to professionalism in order to taking care of their credibility. It is crucial to maintain
high professionalism on how educators conduct themselves with students (Konen, 2018). Personal life shouldn’t be
exposed too much on social media however if the educators choose to do so to get some credibility, there may have
some consequences later. Therefore, it is vital for the educators to be professional while connecting with students in
social media as it implies their work credibility as a lecturers or teachers.
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Abstract
The aim of this research is to determine how the usage of E-book influences the students' reading motivation. Five
students of Universiti Teknologi Mara (UiTM) Alor Gajah, Melaka from different semesters who are E-book readers
were selected as the fellow informants for this research and were interviewed accordingly in order to fulfil the aim of
this study. A semi-structured approach of in-depth interview sessions were done to gather data from the informants.
The finding shows students prefer E-book for its conveniency as it offers portability, second is the feature that E-book
provides interactive elements, and third is the variation of E-book in term of genre, reading materials and E-book
format. This research concludes that the attributions of the E-book does impact the usage of E-book and its influence
on the students’ reading motivation.
KEYWORDS: E-book, reading motivation, university students

INTRODUCTION
A recent trend in the book industry towards the development of electronic books has emerged with the
convergence of computer and telecommunications technology (Sawyer, 2002). According to Yates (2017), E-book is
a text in a format that can be read on a computer or a handheld device such as mobile phones. The titles found on
printed books, whether it is a bestselling fiction or classics, can be found and is readable in E-book. Since the E-book
is simply an electronically text, it also includes extras such as audios and videos to bring more visual impact towards
the reader (Yates, 2017). E-book has been used by academic institutes for academic purposes as the advantages of the
E-book will be helpful and reduces the students’ difficulties.
Chen, Fan, & He (2012) believed that the existence of the E-book has become increasingly popular among the
students for as it is easy to be used, portable, cost saving and convenience rather than the conventional book. So,
student should not be worry on having to carry the heavy books and buying expensive books. Another research by
Akpokodje & Ukwuoma (2016) in the same line of this topic stated that the use of these devices was seen as convenient
and the usage rate of such devices was on the rise. The degree and effect of E-book on students’ reading motivation
therefore has to be determined.
Reading motivation is one of the leading contributors to school success (Turner, 2017). Reading is a
multifaceted process involving recognition of words, understanding and motivation (Leipzig, 2013). Reading is
important because it gives a clearer understanding, improves critical thinking, developing self-confidence and also, it
gives you the opportunity to learn information and gain more knowledge (Alhamdu, 2016). Without reading, students
will perform badly in school and it will affect their understanding on many things. However, the culture of reading in
Malaysia is not as strong as other country. Practice of reading has declined in Malaysia in recent decades and younger
adults are witnessing the greater decline in reading (Pandian, 2011). Most of the students has low reading interest and
are also lacking of motivation in reading which direct them in being a reluctant reader. Students usually needed
motivations for them to read.
The researchers found answers on how the E-book can influence the students' reading motivation where
according to Vera Akpokodje (2016), most of the research that had been done based from the study topic is for
examination regarding the challenges faced by the use of E-book among higher education students, the impact towards
their reading motivation, reading and study habits and the range and awareness of students’ use of E-book. According
to the 2018 Academia Student E-book Experience Study, conducted by LJ’s research department and funded by Elton
B. Stephens Co (EBSCO), almost two-thirds either preferred E-book or show no format choice because printed books
are easier to read and E-book are easier to access (Matt, 2018). According to the LJ’s research, it is basically examined
whether students preferred the printed book or the E-book according to the existing and emerging trends in preferred
devices, research outlets and interface preference such as the ease of use, download, cost and many more aspects
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depending on their situation and preferences with both choices of reading materials. Majorities of college students
usually choose reading printed books when it comes to leisure reading while they would rather use E-book often for
research purposes (Matt, 2018).
E-book gave the convenience for citation, availability for relevant resources, technology equipment, lower
price and easy use for searching (Matt, 2018). The era evolution of reading materials has emerged into a digital for
that can fit in devices which are E-book that brought flexibility for every user to bring it along everywhere. This Ebook ecosystem had profoundly changed the way books are readable which volumes that were once out of sight are
now able to get access easily (Carl, 2011).
Students’ reading motivations depended on their incentive especially when it is regarding something that will
give benefits to them such as doing research for assignments or reading mostly based for reading materials instead for
leisure reading. This begs the research objective in finding the impact of e-book on reading motivations among UiTM
Melaka students.
METHODS
The research was carried out as a qualitative research. According to Aksoy, M. E. (2018), qualitative research
involves data analysis in relation to data obtained using information collection techniques such as interviews, study
of the records and evaluation of participation. The researchers have conducted a semi structured approach of in-depth
interview session that provides open-ended questions that allow the informants to freely give their insights on the
research. Due to the Covid 19 situation, a total of five (5) students of UiTM Alor Gajah who are E-book readers had
participated in the interview session through video conferences on Google Meet to gain data in order to achieve the
objective of this research. The informants were selected based on their constant habit of reading E-books according
to their semesters and their willingness and consent to take part in the research. The data collected was analyzed by
the researchers through thematic analysis to organize and coded the data into different categories for the findings.
Accordingly, this research focused on determining the usage of E-book influences the students' reading
motivation. Therefore, based on the discussion above, the research question for this research is:
i. How does the usage of E-book influence the students’ reading motivation?
RESULT AND FINDINGS
3.1

The conveniency of E-Book as it offers portability, affordability and easy access reading materials to
the students.

From the in depth-interview session that has been conducted, the researchers found that the conveniency of Ebook can indeed influence the Univerisiti Teknologi Mara Alor Gajah students’ reading motivation. The usage of Ebook become essential and popular among students because of it portability which can be used anytime and anywhere.
As stated by Casselden and Pears (2019), students around the world agree that the usage of E-book has become one
of the main platforms for them to read effortlessly without worrying about their surrounding and timing.
The researchers found that one of the informants, Siti Maisarah Binti Maseri supported the statement as she claimed:
“I spend a lot of time in reading E-book as it is portable and I like to read it anywhere and anytime because I
am a book lover. So I can just read everywhere that I want, at the bus station, in class, everywhere.”
Another informant, Muhammad Nur Hidayat Bin Zabah, said:
“I think it is the convenience of it. Like you can get or buy it at any time you want and bring it and even read
it whenever and wherever you want. You do not have to go to the bookstore because you can just buy it online
whenever you want. Even you know, even as it is 3AM while you are doing your assignment, literally any time
you want.”
In addition, E-book is well-known for its convenience in the terms of affordability towards the readers also the
students. Kozlowski (2014) claimed E-book is much cheaper than printed books. This is the reason why students and
readers choose to read digitally as they can read more and often without spending too much money on reading
materials that they love and needed.
One of the informants, Muhammad Haziq Bin Mohd Nor Hishamudin, stated his opinion and supported the statement
by saying:
“Buying E-book are much cheaper for a life time. For example, when a person buys or subscribe to an Ebook, he or she will have a life time subscription.”
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Muhammad Nur Hidayat Bin Zabah, an informant in semester three also confirmed and strongly agreed with the
affordability of an E-book as he said:
“I think it is probably because it is affordable compared to the printed books. Frankly speaking, from what
I have experienced, the textbook in our campus may cost us like RM80 per book but through E-book, it will
cost you less than RM40 per say, for real.”
Moreover, the informants also stated that the usage of E-book is super convenience as they only have to bring one of
their devices or gadgets in order to read throughout the day. The students simply need their daily devices such as
phone, tablet or laptop.
This statement was supported by Muhammad Nur Hidayat Bin Zabah, as he agreed that the usage of E-book has
increase the time he spent on reading by saying:
“Yes! because I use my phone a lot and I use my phone to read E-book anytime I want and I noticed is that I
find myself reading E-book on my phone without any force. Like, by default, I just do it.”
3.2

The features that E-book provides such as interactive elements, easy to share and search engine.

Based on the interview sessions that were done, the researchers found that the features of the E-book also can
attract the students in influencing their reading motivation. All of the informants agree that the interactive element
that comes along with E-book is one of the reasons why students are most likely read by the students. Through the Ebook interactive elements, students were able to enjoy reading alongside the features provided by E-book like the
audio, interesting visual, and the compatibility to read the E-book. As mentioned by Ebied, M (2014), the current
innovation presents e-content in an increasingly appealing and intelligent way which has never been seen through the
customary printed book.
One of the informants Nur Umairah Binti Zulkifli supported the proclamation with her opinion of the interactive
element in the E-book that motivates her in reading:
“Okay so in my opinion, one of the benefits of E-book that couldn’t be found in printed version is the interactive
element on E-book itself such as the audio or the video. If you are like auditory person, you will find that the
audio is really helpful in encouraging you to more to have more enthusiastic feeling in reading. When you
read the book, it will be beneficial for you to have the audio included in your reading.”
Another informant Muhammad Haziq Bin Mohd Nor Hishamudin a student in Diploma in English for Professional
Communication supported the statements and he also added about the E-book compatibility:
“Elements in E-book that can inculcate interest among students is the compatibility of it by having E-book a
student can read the E-book at any time and any place as long as he or she has a compatible electronic device.
Not only that, students do not have to think on how or where to store their E-book compare to physical book
which take a lot of storage.”
According to the Harman M (2018), the E-book contents can be shared with multiple users in which it can be shared
with many people at once. The social feature on the E-book is available for sharing and liking of content in which it
is not available in the printed books.
The informant from Diploma in English for Professional Communication in semester three, Muhammad Nur Hidayat
Bin Zabah agreed with the statements and he added that E-book is shareable content as to support the statement above:
“I personally think the benefit of E-book is that it is the shareable content. Like to me, I think that like, you
can share what you are reading with your friends, with your family and you know you can share your interest
with them and share it with them.”
3.3

The variations of E-Book in term of genres, reading materials and E-book
format.

All the informants agreed that one of the factors of E-book that influence the students reading motivation is
the variety of genres that E-book offers. This is because, by using E-book, students now can find many books or
contents of the related genre that they want just by clicking on that specific genre category, for example, romantic,
comedy and so on.
Nur Umairah Binti Zulkifli, supported this statement by saying;
“As for me, I think E-book is effective as reading material because it helps us to read whatever elements,
whatever genre we want or whenever we wanted to read the book. I think it is effective because if today you want to
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read, you want to read some mysterious kind of genre, you can just pick which title that you want to, and then suddenly
you need to find a reading revision for your subject for this semester, you can simply search for the keyword of the
subject and then you can simply change between the books in one platform.”
Besides, Siti Maisarah Binti Maseri, one of the informants also agreed with the statement above by saying that E-book
has managed to help her to read any fictions or genres.
“Like, as for me, I think that I become interest in E-book as it has easy access and it has many choices. Any
fictions and any titles or genres. So, I just have to choose it and click it and then I can read the book that I
want.”
According to Johnson D (2010) people use Portable Document Format (PDF) because it is easy to use because
of the strong security, it is also shareable, portable and so on. To conclude, Portable Document Format (PDF) is the
most preferred format by the students as it is easy to use and beginner-friendly.
This statement is strongly agreed by Nur Umairah Binti Zulkifli as she mentioned;
“As for me, I also think that the most preferred E-book format to increase the students‟ motivation in reading
is the PDF format in which the Portable Document Format. Because of what, I think most of our devices
available for the PDF format rather than other choices.”

CONCLUSION
Based on the data collected the researchers have found three categories of themes for the findings. These
findings have been analysed and categories to match the research question. In this research, the researchers aimed to
determine how the usage of E-book influence the students' reading motivation. The researchers have found that the
attributes of the E-book could affect the usage of the E-book. The usage of E-book indeed influences the students’
reading motivation. The students who use E-book tend to find themselves reading E-book more constantly compares
to reading physical book. This qualitative research does not generalise the results of the study due to the relatively
small scale of the research. It is recommended for the future research to conduct the research with a larger sample to
increase the reliability of the research.
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Abstract
Commenting section in a news website, allow media engagement among the online readers. However, posting
comments is the most popular form of user participation. This qualitative study observed the use of commenting
section in the MalaysiaKini news website. The main objective is to study the benefits of comment section for the
readers and the commenters of the articles in the website. In order to assist in this research, five students were selected
from UiTM Melaka Branch Campus. All of them were chosen because they participated in commenting articles in the
news website. In-depth interviews were conducted through video conferencing features to generate information from
the informants. The results of the study are comment section builds connection among commentators and change
passive readers into active readers.
KEYWORDS: Malaysiakini news website, comment section, active readers, commentators, UiTM students
INTRODUCTION
Comment section can build a website community around the content. The comment section is a section on a website
where visitors can post comments in response to content on site, typically located below the piece of content in
question (Lexico, 2020). The comment sections provide a lot of collection data or the news the journalists need.
According to Snell (2008) many news websites allow readers to leave comments, but they are usually an afterthought
in the design.
Commenting on the news is the most common form of participatory among readers and it is certainly one of
the most common forms of citizen engagement via online. According to Henrich & Holmes (2013), commenting in
response to online news provides an opportunity for readers to interact with each other or express their agreement or
disagreement with the content of the article or other comments.
Comment section is also a reflection of public opinion. Studies show that people modify their beliefs and
behaviours based on how they think other people are responding to media, and readers interpret comments as a good
gauge of public opinion despite their non-representativeness (Henrich & Holmes, 2013).
Furthermore, comment section also encourages a public discourse (Weber, 2014). There is great potential for
public discourse associated with this form of user communication. However, in the context of online newspapers, this
potential only emerges when a number of users participate in commenting and when users repeatedly post comments
to the point at which communication in the article’s comments section becomes interactive.
This research is carried to find out how does the comment section in a news website (MalaysiaKini) can impact
the users who participated in commenting. Other than that, this research also identifies the effect on the users who
only read the articles without leaving any comments.
In a study conducted by Pew Research Center study found that about one-in-five (22%) internet users that had
been victims of online harassment reported that it had happened in the comment section of a website. Furthermore, in
a study conducted in University of Duisburg-Essen, the findings of the study show the negative opinions of the
commenters can also alter the message being presented in articles in news websites. Uncivil user comments, especially
on less familiar topics, influence how readers interpret the preceding information. Negative comments make articles
less persuasive. Thus, the goals of this study is to identify the usefulness of the comment section in news website
(Malaysia Kini) can impact the readers of the article.
METHODOLOGY
1.0 Data Collection Strategy
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i.

Unit of Analysis
Unit of analysis of this research is the commenters under the articles in Malaysia Kini news website.
ii.
Purposive Sampling
The purposive sampling technique is a type of non-probability sampling that is most effective when one needs to study
a certain cultural domain with knowledgeable experts within. Purposive sampling may also be used with both
qualitative and quantitative research techniques. The inherent bias of the method contributes to its efficiency, and the
method stays robust even when tested against random probability sampling. Choosing the purposive sample is
fundamental to the quality of data gathered; thus, reliability and competence of the informant must be ensured
(Tongco, 2007).
The informants were from Universiti Teknologi Mara (UiTM). There were five informants, two males and three
females.
The informants for this research were:
1. Muhammad Haziq bin Muhammad Nasri, 20 years old (Diploma in Accounting, Universiti Teknologi
Mara UiTM, Cawangan Melaka)
2. Muhammad Danial Irfan bin Rudzahan, 24 years old (Diploma in Communication and Media, Universiti
Teknologi Mara UiTM, Cawangan Melaka)
3. Nur Izzatul Liyana binti Azmin, 21 years old (Diploma in Accounting, Universiti Teknologi Mara UiTM,
Cawangan Melaka)
4. Nur Ain Balqis binti Zulkefli, 20 years old (Diploma in Communication and Media Universiti Teknologi
Mara UiTM, Cawangan Melaka)
5. Sarah Nasya binti Ruay Kurniawan, 24 years old (Diploma in Communication and Media Universiti
Teknologi Mara UiTM, Cawangan Melaka)
iii.

In-depth Interview

For this research, the technique used is the in-depth interview. According to Boyce (2006), in-depth
interviewing is a qualitative research technique that involves conducting intensive individual interviews with a
small number of respondents to explore their perspectives on an idea, program, or situation. In addition, in-depth
interview is a qualitative data collection method that involves direct, one-on-one engagement with individual
participants and it also can take place face-to-face or in some cases over the phone (Steber, 2017).
Due to the Covid-19 situation and Malaysia Movement Control Order, For the researchers interviewed the
students using digital platform through WhatsApp video call and Google Meet. The interviewers sent a message
in advance on WhatsApp first and explained the details of the interview that will be conducted. After the
explanation was completed, the informants also would be agreed to cooperate in the interview. The respondents
are given time to prepare before being interviewed. It enabled the informants to answer the questions appropriately
and understand the terms clearly and the interview consists 10 questions. The process of this interview was
recorded using smartphone and screenshot or screen record so all the data would be saved in video.
2.0 Data Analysis
According to Caulfield (2019) thematic analysis is a method of analysing qualitative data. It is usually applied to a set
of texts, such as interview transcripts. The researcher closely examines the data to identify common themes – topics,
ideas, and patterns of meaning that come up repeatedly. There are various approaches to conducting thematic analysis,
but the most common form follows a six-step process. Starting with familiarization, it continues with coding,
generating themes, reviewing themes, and lastly defining and naming themes. Braun (2014) also defined thematic
analysis as a flexible data analysis plan that qualitative researchers use to generate themes from interview data.
In this research, the researchers found that the thematic analysis method is the most suitable to analyse the
interview transcripts collected from the informants. With this method, the researchers can carefully categorize and
identify the data to come out with the results accurately. Since the research is qualitative, the answers given by the
informants are flexible and not very specific. Therefore, thematic analysis helps the researcher find a pattern which
can lead to a conclusion.
The first step for thematic analysis is to familiarize all the data collected. During the interview, which was
done through digital platform such as WhatsApp Video Call or Google Meet, the researcher would type in the answers
given by the informants under each question while also screen record the entire interview session using the laptop’s
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screen record option or recording the interview session with the researcher’s smartphone. After the interview, the
researchers would reread the interview transcripts or even watch the interview again to familiarize with the data.
Next step is to start coding the data. After familiarizing themselves with the data, the researchers label or code
certain words or phrases manually using highlight in Microsoft Word. The researchers began highlighting words which
indicated positive feelings, negative feelings, benefits, or disadvantages which the informants gave when talking about
commenting online. After that the researchers started to search for the themes in the coded words and phrases which
is the next step in thematic analysis. Among the codes there are words and phrases which are like each other and can
be linked to form one theme and other set of similar codes to form another theme.
Later, the researchers then review the themes created. Some themes can be put into another theme while one theme
can be broken down into smaller themes. The researchers identify and sort the themes carefully using a mind map to
examine the themes and codes clearly. After all the themes are identified and organized, the themes need to be defined
and named accordingly.
FINDINGS/ DISCUSSION
1.0
Findings
RQ: How is the comment section useful to the readers and commenters in Malaysia Kini news website?
i.
Building connections with other commenters
Based on the data collected, the informants agreed that they feel connected to the other commenters which have
the same opinion or view as they do regarding the topic being discussed in the article they commented on. This
was stated by Sarah Nadya a student from UiTM Cawangan Melaka.
“I feel connected with them as if we are in the same shoes since they are going through something I’ve been
through before. It is not easy finding someone to relate to in real life.”
Even though the commenters is written by anonymous person, but the ability to engage between other commenters
also can be seen. This statement was supported by Nur Izzatul Liyana Nadya a student from UiTM Cawangan
Melaka.
“It feels nice when the opinion I presented was not a popular one but some of them agreed with me. That is
when I feel that a lot of people can relate with me.”
ii.

Bringing commenters out of their comfort zone

The informants agreed that, the comment section can change passive readers into active readers. Instead of just
reading the articles, readers decided to take part in the discussion and share their opinion which makes them an
active reader. Muhammad Danial a student from UiTM Cawangan Melaka stated:
“It takes guts to leave a comment especially when it comes to heated discussions like racism or politics. But
sometimes people get passionate about something so they still leave comments no matter how scary.”
Furthermore, the informants also agreed that the anonymity makes people braver to leave risky comments. The
statement was supported by Nur Ain Balqis a student from UiTM Cawangan Melaka.
“The people leave riskier comments through anonymous because they feel safer with the fact that other people
cannot track them down.”
Besides that, the option to make anonymous comments in Malaysia Kini news website also bring out a more brave
and confident side of the readers and commenters. As Sarah Nadya a student from UiTM Cawangan Melaka
mentioned in her interviewed:
“I think anonymity brings more people into the discussion. Some people might still be shy but they can state
their views anonymously.”
iii.

Broadens readers’ and commenters’ perception

The informants agreed to have found extra information in the comment section from other commenters which can
change their perspective or stand on certain issue. Muhammad Haziq a student from UiTM Cawangan Melaka
stated:
“There are some comments which made me reconsider my initial thought about the issue being discussed.
Comments can easily shape your mind and make you think further.”
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Meanwhile, some articles tend to be bias at times or simply do not paint the whole picture of a situation. As
Muhammad Danial a student from UiTM Cawangan Melaka mentioned in his interviewed:
“You have to have an open mind and be more considerate when you read other comments who disagree with
you. When you have an open mind it is possible for your own view to change and have a bigger perception on
things.”
2.0 Discussion
This study has found three main benefits for the comment section in news website (Malaysia Kini) to the readers.
The comment section helps in building connections among the readers and commenters as they take interest in
others from reading their opinions in the comment section. Aside from making them feel connected when they
read an opinion, the readers also having more diverse engagement regarding the same interest topic (Henrich &
Holmes 2013). Furthermore, comment section also helps in getting readers out of their comfort zone and voice out
their opinion. According to Weber (2014), the interactivity encourages readers to get out of their comfort zone and
share their opinion to the public. Besides that, comment section can help turning a passive reader into an active
one. Seeing other people’s opinions might trigger them to write a comment and participate in the discussion instead
of just reading the article. This study also revealed that by being anonymous in the comment section, will make
them fearless to voice out their thoughts on certain issues. People tend to leave riskier comments when their
identity is unidentified to the public, knowing they cannot be traced down. Lastly, the comment section broadens
people’s perceptions as they read other commenters’ opinions and views on the topics being discussed. Some
articles might be biased or not detailed enough which leaves people uninformed about the truth. The comment
section provides additional information regarding the event that happens in the articles where people can have
more input on a situation which helps them create a better perspective on the issue. Therefore, by having the
commenting section as one of the news website features enable readers to participate and engage online.
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Abstract
Google meet is a real-time video communication services developed by Google. It can invite up to 100 participants
and meet for up to 60 minutes per meeting for free. The study investigated the uses of Google Meet in online learning
mode among university students. The major objective is to study the function of Google Meet, as a communication
platform among students and lecturers during Covid-19 pandemic. A qualitative methodology was adopted to study
five selective students from UiTM Cawangan Melaka, Kampus Alor Gajah. In-depth interviews were conducted
through voiceover features to generate information from the informants. Findings reveal that video conferencing in
Google Meet enable students to communicate with their lecturer during online learning. The platform is user friendly
for learning purposes compared to other online communication platforms.
KEYWORDS: Google Meet, communication platform, UiTM students, Covid-19, online learning
INTRODUCTION
The Covid-19 pandemic has affected schools and universities closures in around 186 countries (Li & Farah, 2020).
Currently more than 1.2 billion children are out of the physical classroom. As a result, education has changed
dramatically with the rise of e-learning, whereby teaching is undertaken remotely on digital platforms.
Google Meet is one of the digital platform that allowed e-learning. Lecturers act as facilitators rather than
transmitters of content knowledge. This is a form of distance learning or distance education. Therefore, during this
pandemic, so many people use Google Meet. This free platform is suitable for small meetings, supervision, and other
small group teachings.
Google Meet is an excellent tool for distance learning and the best alternative way to replace from a physical
classroom teaching method. Google Meet works like any other video conference platform. This platform has launched
with so many features. The features have made online learning possible.
This research is carried to find out how does Google Meet allow students to communicate with their lectures.
According to Teacher Centre website (2020), Google Meet is the platform that enable virtual learning in education
institution such as schools or universities.
According to Racheva (2017), virtual learning is a learning experience through utilizing computers and/or the
internet. The instruction most commonly takes place in an online environment. The teaching activities are carried out
online whereby the teacher and learners are physically separated. Similar forms of virtual learning are also known as
online learning (Beek, 2011). Online learning is associated with the provision of electronic content available on a
computer/mobile device (Racheva, 2017). According to Beek (2011) online learning might involve the use of the
internet and happened in any form of instruction that takes place over the Internet. It includes Internet-based instruction
and remote teacher online instruction.
Students received a lot of advantages on e-learning. Online learning allow flexibility where students can access
the learning material in anytime and anywhere (Picolli et al, 2001). Thus, online learning system employ a variety of
online tools, systems and software, which place new demands on the technical competence of instructors (Volery &
Lord, 2000). Furthermore, online learning created student-centered learning environment which increased student-toteacher and student-to-student interaction and discussion (Stern, n.d.).
According to Stansfield, McLellan & Connolly (2004), students also requires to become more active compare
to before in order for them to cope with online learning. Therefore, the goal of this study is to identify the uses of
Google Meet allow towards students in a way to communicate with their lecturer during Covid-19.
METHODOLOGY
1.0 Data Collection Strategy
i.
Unit of Analysis
Unit of analysis of this research is Google Meet.
ii.
Purposive Sampling
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Purposive sampling technique also known as judgmental sampling, is a form of non-probability sampling in which
researchers rely on their own judgment or their own knowledge when choosing members of the population to
participate in their study (Ben, 2018).
The informants were from Universiti Teknologi Mara (UiTM). There were four informants, one male and three
females.
The informants for this research were:
1. Ayu Farhanis Mohd Fadzil (Diploma in Communication and Media, UiTM Cawangan Melaka, Kampus Alor
Gajah)
2. Muhammad Syafiq Salimi (Degree in Public Relations, UiTM Cawangan Melaka, Kampus Alor Gajah)
3. Mardiena Syahiruddin (Diploma in Communication and Media, UiTM Cawangan Melaka, Kampus Alor
Gajah)
4. Nur Sharmine Ameera Amar (Diploma in Business Studies, UiTM Cawangan Melaka, Kampus Alor Gajah)
5. Nurul Eisya Muzammir (Diploma in Communication and Media, UiTM Cawangan Melaka, Kampus Alor
Gajah)
iii.

In-depth interview

In-depth Interview is a long interview. Depth interviewing can be used together with participant observation, or as a
stand-alone research method. Then, the goal of the depth interview is to understand the informant’s point of view
on some phenomenon or experience in as richly detailed a manner as possible (Baxter & Babbie, 2003).
2.0 Data Analysis
i.
Thematic Analysis
According to Boyatzis (1998), thematic analysis is a type of qualitative analysis. It is used to analyse classifications
and present themes that relate to the data. It illustrates the data in great detail and deals with diverse subjects via
interpretations. This, thematic analysis is considered the most appropriate for any study that seeks to discover
using interpretations. It provides a systematic element to data analysis and it allows the researcher to associate an
analysis of the frequency of a theme with one of the whole contents. Thematic analysis gives an opportunity to
understand the potential of any issue more widely (Marks & Yardley, 2004).
In this research, the researchers used thematic analysis method in order to analyse the data that have been
answered by the university’s students. For thematic analysis, the first step was familiarization. For this step, the
interviews were conducted via WhatsApp. After received the data through voice note in WhatsApp, the researchers
went through the data from entire interview and that is where the transcript is obtained. After the researchers read
through the transcript, the second step is to generate initial codes. The codes were assigned to the data to specific
groups and made it easy to analyze the data from the transcript. The data then were sorted to themes. Basically,
the researchers identified the patterns first before coming with themes. Themes are quite similar with codes but a
bit bigger and broader. The highlighted information became themes that were labeled with the names build
relationship, understanding and recognize opportunities. Final step was creating themes for the findings.

FINDINGS/ DISCUSSION
1.0

Findings

RQ: How does Google Meet allow UiTM students to communicate with their lecturers?
i.
The best platform to communicate
Google Meet is the best platform when it comes to student’s engagement with lectures during online learning. By
having online class on Google Meet, the students can feel the present of their lecturer through face-to-face
communication even though they were in different locations. This was stated by Nur Sharmine Ameera Amar, a
student from UiTM Cawangan Melaka.
“In my opinion, Google Meet is the best video conferencing platform for student to communicate with their
lectures.”
Google Meet is easy to use and does not involve too many complications. The students need to have a personal Gmail
account, a laptop or a mobile phone. As Ayu Farhanis Mohd Fadzil a student from UiTM Cawangan Melaka stated in
her interview:
“I think Google Meet is the best video conferencing platform for student to communicate with their lectures
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as it is convenient where we just need to download it in the app store in our phone or tablet and join the class without
need to bring the laptop everywhere.”
Mardiena Syahiruddin a student from UiTM Cawangan Melaka also agreed to the statement and clarified her opinions.
She said:
“In my point of view, yes. Because by using the Google Meet, the sessions can be recorded and be join in a large
group of students in a moment.”
ii.
The benefits of Google Meet features in online learning
Google Meet create an interactive learning environment. The online process requires both instructor and students to
take an actives role. This was stated by Muhammad Syafiq Salimi a student from UiTM Cawangan Melaka.
“Yes, sharing slides in Google Meet will make all the learning process become easier. It is very interesting
when lecturers insert more illustrations to the slide. This is based on a study; human brain will be more attracted to
something that colorful and attractive.”
The instructor will often act as a facilitator and organizing activities that engage students directly on real time. As Ayu
Farhanis Mohd Fadzil mentioned in her interview:
“Actually, the chat box contributes the most in Google Meet app. For students who face a problem with their
mic or camera, the chat box in one of their alternative to stay connected with their teachers.”
Google Meet features has many advantages. This was stated by Ayu Farhanis Mohd Fadzil a student from UiTM
Cawangan Melaka.
“Yes. The recording feature can help students who lost their internet connection during the ongoing classes
to catch up their syllabus by watching on the recorded video later.”
The ability to allow the user to record a Google Meet video call is to re-watch or share the meeting with others later.
Mardiena Syahiruddin a student from UiTM Cawangan Melaka also added that:
“For me yes, because the sessions can be re-watch back and can be used for students as a reference.”
2.0 Discussion
This study has found that the uses of Google Meet brings benefit towards the student in online learning during the
pandemic Covid-19. Interaction and communication have been identified as key factors in the success of an online
course, leading to enhanced student satisfaction and motivation. Interaction can take place in three central areas,
interaction between the learner and the instructor, the learner and other learners, and the learner and the content
(Savenye, 2005). According to Gilbert (2015), online learning allows students to work at a time and a place that is
compatible with their learning needs. Therefore, Google Meet is the best platform for synchronous communication
over video conferencing. Attempting to recreate the traditional classroom in an online setting may not necessarily be
the wisest course of action. Thomson (2010) advises course creators “to capitalize on the benefits that the online
environment can offer” and “to minimize the challenges specific to the environment” (p.703). This study also revealed
that students gain benefit through Google Meet features. Thus, the students and lectures work collaboratively and
cooperatively through Google Meet features such as slides sharing and chat box.

REFERENCES
Alismail, H. A. (2015). 21st Century Standards and Curriculum: Current Research and Practice. Journal of Education
and Practice.
Baxter, L.A., & Babbie, E.R. (2003). The basics of communication research. USA: Thomson Wadsworth.
Beek, M. V.
(2011). Introduction: “What is virtual learning?” Mackinac Centre for Public Policy.
https://www.mackinac.org/14475
Ben,
F.
(2018).
Purposive
sampling
101.
Alchemer
Formerly
Survey
Gizmo.
https://www.alchemer.com/resources/blog/purposive-sampling-101/
Boyatzis, R. E. (1998). Transforming qualitative information: Thematic analysis and code development. Thousand
Oaks, CA: Sage.
Gilbert, B. (2015). Online learning revealing the benefits and challenges. Education Masters. Paper 303.
Li, C., & Farah Lalani. (2020). The Covid-19 pandemic has changed education forever. This is how. World
Economic Forum. https://www.weforum.org/agenda/2020/04/coronavirus-education-global-covid19-onlinedigital-learning/

195

Marks, D., & Yardley, L. (2004). Research methods for clinical and health psychology. SAGE.
Picolli, G., Ahmad, R., Ives, B. (2001). Web-based virtual learning environment: A research framework and a
preliminary assessment of effectiveness in basic IT skill training. MIS Quarterly, 25 (4), 401-426.
Racheva, V. (2017). What is virtual learning? Vedamo. https://www.vedamo.com/knowledge/what-is-virtuallearning/
Savenye, W.C. (2005). Improving online courses: What is interaction and why use it? (Undetermined). Distance
Learning, 2(6), 22-28.
Stansfield, M., McLellan, E., & Connolly, T. (2004). Enhancing student performance in online learning and traditional
face-to-face class delivery. Journal of Information Technology Education, 3, pp 173-188.
http://jite.org/documents/Vol3/v3p173-188-037.pdf
Stern, J. (n.d). Introduction to online teaching and learning. Retrieved November 20, 2020, from
http://www.wlac.edu/online/documents/otl.pdf
Teacher Centre website (2020). Enabling Distance Learning using Google Meet. Google for Education. Retrieved
November 20, 2020 from
https://teachercenter.withgoogle.com/level_zero/edu_assets/images/Enabling_Distance_Learning_using_Han
gouts_Meet.pdf
Thomson, L. D. (2010). Beyond the Classroom Walls: Teachers’ and Students’ Perspectives on How Online Learning
Can Meet the Needs of Gifted Students. Journal of Advanced Academics, 21(4), 662-712.
http://joa.sagepub.com.pluma.sjfc.edu/content/21/4/662.full.pdf+html
Volery, T., & Lord, D. (2000). Critical success factors in online education. International Journal of Education
Management, 14 (5), pp 216-223.
https://doi.org/10.1108/09513540010344731

196

BRIDGING THE COMMUNICATION GAP BETWEEN PRIVATE PRIMARY SCHOOLS EDUCATORS
AND STUDENTS DURING COVID-19 PANDEMIC: A CASE STUDY IN KLANG VALLEY, MALAYSIA
Nur Anis Aniza Anuar
nuranisaniza96@gmail.com
Master Student, Asia Pacific University of Technology and Innovation
Rahilah Ahmad
rahilah@staffemail.apu.edu.my
Lecturer, Asia Pacific University of Technology and Innovation
Rohizan Ahmad
rohizan@staffemail.apu.edu.my
Senior Lecturer, Asia Pacific University of Technology and Innovation

Abstract
A Movement Control Order (MCO) has been imposed in Malaysia effective from March 18, 2020, due to Covid-19
pandemic. As a result schools, colleges and universities were forced to switch from in-person teaching to online
learning. This environmental reversal has evoked psychologists, educators and also computer scientists to analyse the
students’ learning progress with the new teaching and learning medium. The main aim of this research is to bridge the
communication gaps between private primary school educators and students while shifting from face-to-face learning
to virtual classroom approach. A qualitative approach is adopted to solve the gaps. A total of 12 respondents from
three private primary schools in Klang Valley were interviewed; out of which 6 respondents were educators and the
remaining 6 respondents were the private primary schools' students. The findings revealed that from the students’
perspective, the factors contributing to the communication gap between them and their educators during online class
were the mismatched of students’ expectation, students’ readiness, students’ identity and students’ participation. From
the educators’ perspective, the factors that lead to the gaps are the changes in the educators’ role, the transitioning
from traditional classes to the online class, the educators’ lack of interest and time management. These findings have
not only provided solutions to the gaps mentioned above but also able to address the importance of practical
implications among private primary school business owners and educators. The ramification of technology in online
education has converted the theoretical balance from the learning theory of behaviourism and cognitivism to
constructivism.
KEYWORDS: Covid-19 pandemic, communication gap, online education, bridging gap, the effectiveness of new
media.
INTRODUCTION
Communication is one of the most significant parts of human life just as a mean of business development. In the
business sector, different communication strategies are utilized to promote a product, services, or organization. It is
likewise used to convey data and gather data from others. It is a method of transferring between a supply chain, for
model the buyer and manufacturer. Communication is neither transmission of message nor message itself. It is the
common trade of comprehension, beginning with the beneficiary. Communication should be viable in business.
Communication is a basic segment in devising, spreading and looking for after the organizational destinations for all
organization (Jones, Watson, Gardner and Gallois, 2004). It incorporates lighting up target get-togethers of individuals
about nonstop, favourable and significant information to people, for example, tuning in about prerequisites and what
moves the people who fund these organizations and staff associations, who are responsive, instructed and vivacious
about the organization. It is believed that Web and online advancement will be generally basic for the improvement
of communication (Brignall and Van Valey, 2005).
In the middle of the last century, communication under-went various quick changes, anyway it very well may be seen
as an astounding advancement in communication development, particularly the Web. Four critical examples that have
created over the earlier decade are digitization, solidification, deregulation and globalization. Besides, the state of
nonstop change and fiscal loads infer that all affiliations need to remain mindful of these examples because the
communication strategy of making and reflecting new structures, strategies and connections is developing (Hachten,
2012). The movements in electronic arrangements of progressing events, for example, blogging, Voice over Internet
Protocol (VOIP) and remote systems propel the example towards deregulated conditions similarly as braces the
example towards globalization (Hatfield et al., 2016).
This seemingly neat pattern has been complicated by the growing ‘globalization’ of social life, in which mass
communication has played some part. There is a yet higher ‘level’ of communication and exchange to consider that
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crossing and even ignoring national frontiers, concerning an increasing range of activities. Organizations and
institutions are less confined within national frontiers, and individuals can also satisfy communication needs outside
their society and their immediate social environments. The once strong correspondence between patterns of personal
social interaction in shared space and time on one hand, and systems of communication on the other, has been much
weakened, and our cultural and informational choices have become much wider. This is one reason why the idea of
an emerging ‘network society’ has been advanced (McQuail, 2012). Such developments also mean that networks are
to an increasing degree not confined to any one level of society. New hybrid (both public and private) means of
communication allow communication networks to form more easily without the usual ‘cement’ of shared space or
personal acquaintance. In the past, it was impossible to match a particular communication technology approximately
with a given ‘level’ of social organization as described, with television at the highest level, the press and radio at the
regional or city level, internal systems, telephone and mail at the institutional level, and so forth. The Internet, for
instance, now supports communication at virtually all levels. It also sustains chains or networks that connect the social
‘top’ with the ‘base’ and are vertical (in both directions) or diagonal, not just horizontal.
Business communication is goal-oriented. The standards, guidelines and strategies of an organization must be imparted
to individuals inside and outside the organization. Business communication is controlled by specific principles and
standards. In early occasions, business communication was restricted to administrative work and calls. In any case,
presently with the appearance of technology, we have mobile phones, video conferencing, messages, and satellite
communication to help business communication. Viable business communication helps in building altruism of an
organization. As the infiltration of cell phones in social orders builds, there is a huge development in the utilization of
cell phones, particularly among the adolescent. This pattern is trailed by the quick development being used of online
social networking services (SNS) (Silver et al., 2019). During the first months of the pandemic, industry reports
showed that digital media use tremendously increased as people spent more time at home due to coronavirus
lockdowns (Kemp, 2020).
How Covid-19 Affects the Education Industry
Coronavirus disease 2019 (COVID-19) is an infectious disease brought about by a newfound strain of coronavirus, a
kind of virus known to cause respiratory diseases in people. This new strain was obscure before December 2019, when
an episode of pneumonia of unidentified reason developed in Wuhan, China (Readfearn, 2020). COVID-19 brought
about by the Severe Acute Respiratory Syndrome (SARS)- CoV-2 is the principal illness brought about by a
coronavirus to be pronounced pandemic by the World Health Organization (WHO) (WHO, 2020). Malaysia and
neighbouring countries, such as Thailand and Singapore, were among the initial not many countries to report COVID19 cases outside of China. The COVID-19 pandemic in Malaysia happened in two waves, the primary wave between
24th January to 15th February added up to 22 cases, comprising for the most of contaminated people showing up from
China and, while the subsequent wave started on 27th February, setting up network transmission of COVID-19
(Ministry of Health, 2020). Following the quick ascent in dynamic cases of the subsequent wave, the Malaysian
government has imposed the Movement Control Order (MCO) starting eighteenth March 2020, at which 790 active
cases were accounted for (Prime Minister's Office, 2020). Other than restrictions on global travel, the MCO instated
prompt closure of schools, universities, worship places, and was continuously actualized with the guide of the military
to confine the development of people (Prime Minister's Office, 2020). The remarkable general wellbeing mediations
to contain COVID-19 extending from self-controlled social distancing to military-authorized lockdown have caused
abrupt gigantic interruptions in worldwide travel, economy, instruction and day by day life for billions of individuals
around the world (Wood, 2020). COVID-19 is additionally the principal pandemic to happen in the time of hyperconnectivity, whereby 76% of individuals living in cutting edge economies report possessing a cell phone and 67%
report utilizing social media (Pew Research, 2019). As opposed to the swine influenza (H1N1) epidemic in 2009,
during which under 14% of Malaysians claimed a cell phone, at present Malaysia is positioned 29th universally, with
around 66.4% of Malaysians utilizing a cell phone, 24.6 million Malaysians utilizing social systems administration
stages, and 27.8 million utilizing communication applications, for the most part, Facebook and WhatsApp,
respectively (Malay Mail, 2020). The abrupt lockdown in regular citizen life has far-reaching suggestions, yet most
extraordinarily by moving work online, including the utilization of communication platforms, for example, Skype,
Microsoft Teams, Webex and WhatsApp that enable virtual network (New Straits Times, 2020). These platform
empowered not just supported basic communications across in any case genuinely isolated gatherings, yet social
sharing of data relating to the advancements of COVID-19, including science communication of fundamental ideas,
for example, the reason and side effects of COVID-19, diminishing danger of transmission, and the significance of
general wellbeing mediations, such as social distancing.
Children aren't just in danger from COVID-19 themselves, however, they can likewise transmit the virus to guardians,
grandparents, and other people who may have much more serious hazard for extreme complexities. While guardians

198

may simply be attempting to help keep their children engaged, they could be adding to the requirement for long term
social distancing and likely lockdowns for everybody. The presence of the pandemic has disturbed life as we probably
are aware of it. Schools are shut, eateries no longer permitting clients to feast in, organizations are closing their
entryways, and the individuals who can in any case work are being approached to do as such from home at whatever
point conceivable. This has impacted businesses of all sizes and industries of various kinds.
For the most part, people are accepting this new way of life and do what they can to help prevent the spread of this
new virus. This paper presents results from an interview conducted during the first 10 weeks of the Movement Control
Order (MCO) among private primary schools in Klang Valley, that aimed in bridging the gap of communication
between the private primary schools’ educator and the students during online classes in handling the sudden outbreak
and extreme social distancing measures.
Problem Statement
Examining the business communication from the perspective of Malaysian Private Primary school is essential
especially with the current issues arises when conducting online classes. As not many studies being carried out in
Klang Valley in particular, with limited works of literature that related to education. The country has ground to a halt
in the wake of the lethal Covid-19 virus. The Covid-19 episode has sent the world into the middle of vulnerability,
and amid everything, an emergency of learning has developed. This crisis presents us with new chances and options.
Schools were among the primary establishments that were effected, to be closed down when the virus escalated in
Southeast Asia. While Malaysia has closed schools and all learning institutions, learning despite everything proceeds.
This new reality has constrained intense training for online learning techniques and technology for students as well as
educators (Sani, 2020). Inevitably, the COVID-19 pandemic is a reminder for the administration to concentrate all the
more eagerly online educating and realizing which presently can't seem to arrive at a good level in this nation. As
much as online learning stages are commended as the following huge thing in instruction, they are still in their earliest
stages and presently can't seem to arrive at their maximum capacity.
A few challenges incorporate commonality with the stages and devices just as the academic requests of online
discovering that they never needed to consider in ordinary conveyance. Educators will require a brief period to set up
their materials. They additionally need to improve their data technology aptitudes, just as online instructional method
and assessment abilities (Lederman, 2020).
Online learning is more to self-realizing which students can be missing from the online class and blame the helpless
internet issue. Some may truly experience issues getting to the internet, however, online learning will lessen the
productivity of learning when contrasted with eye to eye. Students likewise experienced issues acclimating to a
learning worldview where they couldn't simply lift their hands, pose an inquiry in class and get prompt input, however,
needed to accomplish more foundation perusing before each class and take part in online conversations (Arumugam,
2020).
Changing mindsets is perhaps the most difficult challenge particularly among educators who have been safe towards
receiving technology and online learning. Despite a portion of these challenges, training must go on during this season
of emergency. The pandemic has opened a door for students and educators to additionally explore different avenues
regarding various strategies with regards to learning and instructing.
Research Objectives
This research attempts to examine what currently faced by the private primary schools in Klang Valley of the shift of
business communication during Covid-19. The objectives of the study are as follows:
1. To identify the factors contributing to the communication gaps during online class among educator and
students in private primary schools in Klang Valley.
2. To analyse the impacts of communication gaps during online class among educator and students in private
primary schools in Klang Valley.
3. To evaluate the strategies to be adopted by a private primary school to minimize communication gaps during
online class in Klang Valley.
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METHODS
Figure 1: Research Design

To satisfy the objectives of this study, qualitative research was held. The main characteristic of qualitative research
is that it is most appropriate for small samples, while its outcomes are not measurable and quantifiable.
For the purposes of this research, in depth interviews were used. The researchers conducted face to face
interviews with a total of 12 participants from three private primary school educators that based in Klang Valley. This
qualitative interviewes covered a structured interview and generally open-ended questions on which was destined to
draw out some views and opinions from participants. This structured interview was executed at the outset in which
information is needed and was prepared in advance (Sekaran and Bougie, 2016). It comprises three sections; (1)
Introduction where the interviewer introduced herself and the intention of study, as well as asking permission to record
the interview; (2) Introductory questions about profile of the private primary school educators and some relaxed and
non-threatening questions; (3) The questions regarding the business operation, where the interviewer used some
probing questions to generate in-depth information. Besides taking notes of the respondents' explanations, the
researchers were also doing a qualitative observation, meaning that the researchers took notes of the behaviour and
activities of the individuals on each research site.
Thematic Analysis
The researchers chose a thematic approach to analyse the themes on meanings shared across this qualitative study.
Thematic analysis is a flexible concept on which connects particular data to concepts, identifies broad themes, and
advance generalizations (Neuman, 2014). The qualitative coding process is an integral part of data analysis, and thus,
turned the research questions as a guide and not overloading the research with specific details (Neuman, 2014). Braun
and Clarke (2013) summarized the thematic analysis into six steps; (1) Familiarization with data; (2) Generating initial
codes; (3) Searching for themes; (4) Reviewing themes; (5) Defining and naming themes; and (6) Producing the report.
RESULTS/FINDINGS
Twelve respondents from three different primary private schools’ educators and secondary students were interviewed.
The interviews results were as follows:
Demographics of Respondents
Code
S1
S2
S3
S4
S5
S6
E1
E2
E3

Gender
Male
Female
Male
Male
Female
Female
Male
Female
Female

Designation
Student
Student
Student
Student
Student
Student
Teacher
Head of School
Head of School

School
INCS
INCS
APSS
APSS
INCS
SRI KL
INCS
INCS
APSS

Years of experience
n/a
n/a
n/a
n/a
n/a
n/a
3
16
12
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E4
E5
E6

Female
Female
Male

Teacher
SRI KL
Teacher
APSS
Deputy Head of INCS
School

8
4
14

Table 1: Respondents’ demographic
The interviews were conducted with educators and primary students from three different primary private schools.
They were held within two weeks which took between 25 to 50 minutes, giving an average of 35 minutes per interview.
The interviewer asked 10 questions to the respondents with an interview schedule. One of the respondents are the
founders of the business (private schools) which means they have experience in the education industry. The least
experience that the respondents have is two years in the education industry. The respondents were local citizen
comprising of Malay, Chinese, and Indian who are currently living in Klang Valley. The 'E' code was assigned as the
abbreviation of the 'Educator', and the ‘S’ code was assigned as the abbreviation of the ‘Students’ to protect the
anonymity of respondents. The number assigned is according to the order of the interview.
Based on the data collected, the researchers found four themes each under the students’ perspective and educator’s
perspective respectively. The factors for students’ perspective include students’ expectation, students’ readiness,
students’ identity and students’ participation. As for the educators’ perspective, the factors are the shift of educators’
role, transitioning from face-to-face learning to online learning, educators’ lack of interest and time management.
Students Perspective: Factors contributing to Communication Gap
The findings revealed that the issues related to students perspectives were categorised into students’ expectations,
readiness, identity, and participation in an online class.
Themes
EXPECTATIONS

READINESS

IDENTITY
PARTICIPATION

Findings
● confuse and do not know what to expect during online
class
● expecting instant feedback on their online comments
and homework
● no clear guidelines on how to accomplish their
homework
● identifying and adopting learning styles and skills
required
● need to be self-motivated and self-directed
● feel isolated and disconnected
● students’ true self or identity cannot be identified
● Online listening or observing is a complex phenomenon
● students spent three-quarters of their time listening
● not be able to express themselves

Table 2: Students Perspective: Factors contributing to Communication Gap
Students’ expectations
About 66% of students are confounded and do not have the foggiest idea what's in store during an online class.
Students' expectations can be challenging and can likewise meddle with effective online class. Two out of six students
(33%) have wrong expectations, for example, expecting instant feedback from the educator regarding schoolwork that
may seem impolite and demanding Some seeking for evaluations and others may not pay attention to the schoolwork
cut-off times. Students likewise expressed that there were no reasonable rules on the most effective method to achieve
their schoolwork online.
Students’ readiness
All respondents expressed that they were not prepared to take part in the online class. Students' readiness to attend
online class is one of the significant issues talked about in the interview as the communication gap. Not all students
can effectively participate in the online class. Distinguishing and receiving learning styles and aptitudes required to
participate in online courses can be tough for the students. Generally, the students should act naturally roused and selfcoordinated. They are furthermore not levelled out as expressed by S6 “My parents go to work each morning and I
missed most of my morning classes because I don't have the foggiest idea how to work with the personal computer
(PC) and couldn't focus during classes despite attending it online".
Students’ identity
33% of the students feel secluded and disengaged during online class, which may influence their learning. Alienated
with the network of learning impacts students' feeling of identity and learning. Especially from a social constructionist
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point of view, students and the network inside which they connect socially concrete their characters. Since classes
were carried out for all intents and purposes, students' actual self or identity can't be recognized. Students who were
not intrigued by specific subjects feel disconnected during the ongoing online class.
Students’ participation
Students' tendency to participation and commitment in online settings is another significant issue examined by the
researchers. The researchers thought about participation through interfacing with peers and educators by composing
and proposed that students who watched the observation and invested energy in reading more than composing or
writing were as yet occupied with learning. Online tuning in or watching is a mind-boggling marvel and a generous
segment of students' participation in the online conversation. It was found from the respondents that the students
invested seventy-five per cent of their energy tuning in or seeing in online conversations. Along these lines, this causes
the absence of students' participation when classes are held online. The students undoubtedly will not have the option
to communicate like how they did during face-to-face (physical) classes.
Educators Perspective: Factors contributing to Communication Gap
The findings revealed that issues related to educators were divided into four specific categories which comprise of a
shift of educators’ roles, a transition from face-to-face to online learning, interest and time management.
Themes
SHIFT OF ROLE

TRANSITION FROM
FACE-TO-FACE
LEARNING TO ONLINE
LEARNING
INTEREST

TIME MANAGEMENT

Findings
● transfer from educator-centred to student-centred
education
● new role for the educators as a facilitator rather than
teach students
● “disconnect between the way educators were taught to
teach”
●
●
●
●

been teaching face-to-face for years
do not feel comfortable switching to the online format
inability to connect with students
find the online environment cold and distant for
students
● time to prepare, plan and teach an online class
● spending more time per student to facilitate the class

Table 4.3.2: Educators Perspective: Factors contributing to Communication Gap
A Shift in Educators’ Role
One of the crucial gaps with online class is a shift in educators’ role. The shift in the educator's role by setting
accentuation at the capacity to convey content, from educator-centred to student-centred instruction, better
correspondence, and the utilization of technology. The educators' role has shifted from face-to-face "entertainer" in a
talk style delivery to "guides" who must make acclimations to the conveyance of substance-dependent on their online
surroundings. To some extent, online educator’s role has shifted from information transmission operator to a master
to direct students' learning procedure. In this role, the educators have to “encourage” student learning, instead of
teaching the students. The variation of roles has made it tougher and more challenging whilst the educator is an amateur
to an online setting.
Transitioning from face-to-face to online
The challenge to viably move what is taught at the face-to-face setting to online keeps on being a gap. The "distinction
between the manners in which educators were instructed to educate" was referenced by E4, and how the lesson plan
must be conveyed in a compelling online setting. This distinction, whilst not new, does introduce a hole the same
number of the educator training projects might not have yet made up for the loss of time to the advancing online
instructing conditions. Another challenge delineated by the researchers is the nearly non-presence of institutional
desires for their online class. These incorporate desires for educators, students, courses, and staff.
Educators’ lack of interest in an online class
The findings also showed that most educators were not keen on teaching online. One of the key issues is that these
educators have been teaching face-to-face in a classroom setting for a considerable length of time. They are in a
comfort zone and do not feel contented in changing to online setup. This is a dread of the obscure or might be identified
with the powerlessness to associate with the students inside the online settings. As per dread of the obscure, the
respondents were worried about the possibility that they would be superseded by PCs. E2 and E5 stated that the online
condition distant and cold for students and have not yet made the associations between the materials and how best to
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convey their classes online. The educators' solace level with innovation just as their impression of the estimation of
online instruction assumes significant jobs in their ability to educate online. An educator mentioned that it is good
adding innovation to improve their classes, anyway, they felt that online class hold a similar incentive as customary
courses. What's more, the educators who are happy with instructing in face-to-face settings and appreciate the students'
communication with face-to-face settings once in a while feel that online training can offer the degree of association
endemic to personnel student commitment.
Time management
One of the major issues faced by educators is the demand on their time, as it takes quite a bit of time to prepare, plan,
and teach an online class. It takes educators two times as long to prepare and teach online than face-to-face, thus
spending more time per student to facilitate the class. An educator teaching Mathematics class stated that he has
taught both online and face-to-face spent 120 hours to prepare and teach the course online compared with 50 hours
face-to-face per month. Note that the time difference did not vary with class size. In fact, even smaller classes online
demand the same amount of time. The impact of time on class development, design, and facilitation may be a deterrent
to educator interested in online classes
CONTRIBUTION TO NEW KNOWLEDGE
COVID-19 has impacted immensely to the education sector. Though it has created many challenges, various
opportunities are also evolved. The presence of the outbreak has taught us that change is inevitable. It has worked as
a catalyst for the educational institutions to grow, sustain and opt for platforms with technologies, which have not
been used before. The education sector has to strive for survival in these crises with a different approach and digitising
the challenges to wash away the threat of the pandemic.
There is an urgent need to take efforts on the maximum utilisation of online platforms so that students not only
complete their education but also to get ready for the future digital-oriented environment. Immediate measures are
required to lessen the effects of the pandemic with the cooperation from the private schools, parents and authorities.
Educators need to start to upgrade themselves with interactive activities to maintain students’ attention span for a
certain amount of time. They also have to explore other tools that could entice students’ responsiveness. The education
industry should develop creative strategies to ensure that all children must have sustainable access to learning during
the pandemic. Parent engagement or involvement should be taken as another step in minimising the communication
gap between educators and private primary schools.
At the current situation, access to technology and the internet is an urgent requirement. So, the digital capabilities and
the required infrastructure must reach to the remotest and poorest communities to facilitate the students to continue
their education during the pandemics. The state governments/private organisations should come up with ideas to
address this issue of digital education.
CONCLUSION
The ramification of technology in online education has converted the theoretical balance from the learning theory of
behaviourism and cognitivism to constructivism. This is due to the way that the use of instructive innovations is
expanding rapidly particularly during the current pandemic where most private school industry depends entirely on
virtual classes and the gap between face-to-face communication and online training can be connected through the shift
from face-to-face learning to online learning setting. The study proposed that on account of the social idea of
individuals, the face-to-face learning environment is still preferred by the students. In this condition, educators and
students are available and face-to-face interaction takes place. Besides, both educators and students sent out an
impression of needing observing each other’s signals and conduct for better understanding and communication.
Furthermore, technological and social barriers seem likely to remain challenging, for both educators and students.
Both students and educators have no choice but to adapt to the advancement of technology align with the inescapable
situation. It is undeniable that both parties need to adapt to the current condition as a new normal in education.
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Abstract
Entrepreneurship has been the major driver of innovation, competitiveness among firms which generates to a nation’s
economy and create more job opportunities through the business activities. As in Malaysia’s context women have
prolific potential to uplift national economy and innovative growth by participating in entrepreneurship development.
Furthermore, the growth in entrepreneurship in 21st century stimulate many women entrepreneurs to start their own
businesses. Accordingly, present study aim to examine the impact of entrepreneurial competencies on sustainability
growth of women owned firms. In this respect, some of the entrepreneurial competencies namely network competency,
leadership competency, strategic competency and social capital as moderator used to examine the sustainability growth
of women owned firms from Kedah and Kelantan states in Malaysia. The findings showed there are significant
relationship between leadership, network and strategic competency and sustainability growth of women owned firms.
Besides, results indicated that social capital moderate between strategy competency and sustainability growth of
women owned firms. This study is contributing especially to the women entrepreneurs to understanding importance
of the entrepreneurial competencies enable them to sustain businesses in the marketplace.
KEYWORDS: sustainability growth, Entrepreneurial competency, women entrepreneurs.
INTRODUCTION
Entrepreneurship is the biggest contributor to economic development, job creation and one of the recipe in reducing
unemployment in a nation. The women entrepreneurship research consistently increasing in the context of
entrepreneurship field (Constantinidis, Lebègue, El Abboubi, & Salman, 2018; Panuwatwanich & Nguyen, 2017;
Wamuyu, 2015). In Malaysia context out of 5 companies 1 is owned by women entrepreneur shows that how the
women empowerment keep increasing to conquer the businesses and emerging economy in Malaysia. Generally,
women owned firms majority are in Small Medium Enterprises (SMEs) or Microenterprises. As Small Medium
Enterprises (SMEs) development are the biggest contributor to the economic development in Malaysia. SMECorp
(2016) stated that SMEs are contributed 98.5 percent of business in all sector size and women owned firm are 30%
from that percentage contributed to country’s GDP. The development of in the businesses enlarge the income of
household and increasing self-confidence, welfare and bringing the social stability in the distribution of the income
(Liedholm & Mead, 2013). Besides, the development of mirco-enterprises or small scale organizations are important
factor to improve the overall socioeconomic well-being among the low income household in Malaysia and sustainable
for the economic progression ((Mamun, Permarupan, Raihani, Zainol, & Mohamad, 2016; Zainol, 2017).
Correspondingly, according to (Mitchelmore & Rowley, 2009) stated that main requirement to start and run a small
new venture successfully the entrepreneurial competencies is essential in the initial stage. According to (Carter &
Shaw, 2006) women entrepreneurs have some obstacles to connect themselves with various entrepreneurial capitals
because of their background, experience in employment to operate the business activities. Besides, Global
Entrepreneurship Monitor (GEM, 2008) studies stated that women entrepreneurs in low or middle income countries
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are less likely than male entrepreneurs to keep their businesses surviving beyond 42 months. The importance of
entrepreneurial competencies will deeply compost an entrepreneur to gain their strength from their background as well
their through trainings or education enable the sustainable growth of organization (Man, Lau, & Lau, 2005). The
researcher tend to examine the impact of entrepreneurial competencies on women entrepreneurs’ firm sustainability
growth.
Objectives of the Research
The objective of present research to examine the impact of entrepreneurial competencies on sustainability growth of
firm. In this respect, some of the entrepreneurial competencies namely network competency, leadership competency,
strategic competency and social capital as moderator will be used to examine the sustainability growth of firm women
entrepreneurs from Kedah and Kelantan states in Malaysia.
Literature Review
The theoretical framework of this study is developed based on the underlying principles of resource-based view (RBV)
theory (Barney, 1991; Penrose, 1959). RBV maintains that organisational capabilities that are valuable, unique and
difficult to imitate result in sustainable competitive advantage for firms (Barney, 1991). In particular, the proponents
of RBV have argued that unique competencies may affect firm’s performance if they fulfil two conditions. First, the
competencies should be valuable that allow the organisation to overcome risks and develop opportunities. Second, not
many organisations in a particular competitive environment possess these competencies. This study claims that
entrepreneurial competencies such as strategic competency, ethical competency, as well as network competence can
be considered as valuable resources for SMEs. It is well documented that SMEs tend to be burdened by financial
and/or human resources. SMEs in developing/emerging countries also need to deal with many institutional difficulties.
However, the synergistic effect originates from these specific competencies of SMEs’ entrepreneurs may help them
to compensate for financial, human resources and institutional weaknesses in identifying and exploiting business
opportunities successfully, which in turn result in superior business performance. In addition, not all the business
owners possess these competencies and network competence. Therefore, the success of many firms can be dependent
on their entrepreneurial competencies and networking capabilities. Using RBV as an underpinning theory and in line
with studies of Ahmad et al. (2018) and (Mitchelmore et al., 2013), we thus argue that entrepreneurial competencies,
namely, strategic and ethical competencies as well as network competence are the essential internal resources that lead
to the growth of SMEs. A number of existing studies have also related entrepreneurial competencies to RBV
((Tehseen, 2015; Ahmad et al., 2018;).
Sustainability Growth
In attempting to define sustainability, the Brundtland Report described sustainability as the ability to meet present
needs of society without damaging future generations’ capacity to support their future needs (Brundtland, 1987). The
Brundtland Report definition remains the accepted explanation for sustainable development or sustainability in
scholarly and practitioner-based research articles, yet the definition of sustainability remains controversial.
(Barkemeyer, Comyns, Figge, & Napolitano, 2014) suggested that sustainable development does not have the same
meaning as sustainability. Sustainability and sustainable development are among the most significant challenges
facing business (Tencati & Pogutz, 2015).
Top executive managers set corporate agenda, and through strategic planning, guide and support the development and
accomplishment of derivative organizational goals and objectives (Galpin, Whittington, Galpin, & Whittington, 2014).
SMEs owners and leaders are responsible for establishing the vision and mission of the smaller firm, and in so doing,
demonstrate predilections toward integrity and organizational values reflective of the society (Jing, Avery, &
Bergsteiner, 2014). Furthermore, leaders must ensure that the corporate representative’s act in ways that are in the
best interest of local, regional, and national communities, and at the same time are responsible for financial profit. At
the same time, some SMEs leaders lack plans for implementing sustainable strategies even though others are unable
to operationalize sustainable initiatives (Beske-janssen, Johnson, & Schaltegger, 2015).
Sustainable growth rate of a business is considered as the highest speed at which a business can grow without
consuming its own financial resources (Gibson, 2012). Therefore, with the increasing competition in the market, only
economic profit cannot ensure long-term success, but it also requires sustainability in social, cultural and
environmental factors. Sustainability of service organizations also improves the social and environmental
sustainability of the society at large (Gibson, 2012).
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All firms owned goals to ensure the direction of the firm moving toward success. Sustainability growth is an important
goal of an organization to ensure they last and remind attractive to all the stakeholders included banker, creditors and
so on. According to (Platt, Platt, & Chen, 1995) defined that sustainability growth rate is ability of a company to
maintain their capital structure without sell out any new equity to enlarge the company’s assets. Clearly showed that
sustainability growth is one of the factor to uplift the performance and bring success to the company. Sustainability
growth refers to the ability of a company to maximize the wealth of the company without reducing the financial
resources. As mentioned by Brinckmann (2008) although entrepreneurial competencies viewed as important factor to
the sustainability growth but arguments still stated competencies more contributing in the initial stage of a business.
Besides that, sustainability growth provide benchmark for a firm to perform in long run. Sustainability growth of a
firm also include the corporate sustainability which showed corporate strategy as competitive advantage and enhance
strategic planning process (Hahn & Kühnen, 2013). This strategic planning much related with one of the
entrepreneurial competency (strategy competency) that skill to set the firm in the right path in future. As the previous
studies focused on the entrepreneurial competencies been backbone to a business to survive in long run, enable
business to grow successfully (Mitchelmore et al., 2013; Wickramaratne, Kiminami, & Yagi, 2014) and discussed
factors which contributing to SMEs to be success.
Sustainability helps tends to explain firms growth in terms of strategic behaviour (Demaid & Quintas, 2006; V. Jo,
2006), and the firm growth is enhances through social capital (Clark, 1995).Social capital is a vessels that enhance
trust in the community. It is It is defined in the pioneering “a set of ‘horizontal associations’ between people, social
networks (‘networks of civic engagement’) and associated norms that have an effect on the productivity of the
community” (Grootaert, 1997). Thus, a firm behaves sustainably when it at attains the following condition; increase
in output expansion, technological improvement of the firm, tremendous improvement of human capital, as well as
supporting natural capital of the firm (Danchev, 2006). All this sustainability are enhanced through social capital
because firm’s performance is improved if the managerial board uses the informal structure to correct the formal
structure (Danchev, 2006). Hence, ensuring social capital existence in the managerial machine as well as improving
its quality is crucial for the sustainability growth of the firm.
Leadership Competency
Although no universal definition of leadership competence exists, leadership competency is the combination of those
skills, knowledge, and abilities (SKAs), and personal characteristics that result in individual and organizational goal
attainment by inspiring others to achieve complementary results (Day, Fleenor, Atwater, Sturm, & Mckee, 2014;
Getha-taylor, Fowles, Silvia, & Merritt, 2015). A competency refers to a specific behavior or a set of behaviors leading
to the effective performance in a role or within a specific job function. Scholars and practitioners agreed that the
success of a SMEs is largely dependent upon the entrepreneur and the competencies they possess (Kyndt & Baert,
2015; Parilla, 2013)
In examining leadership competencies, scholars suggested that leaders develop competencies involving specific job
and technical know-how, the ability to get along with and manage others, and the ability to conceptualize to make
effective decisions (Chiabrishvili & Chiabrishvili, 2013).
Having competencies and applying competencies are different. Possessing the right set of competencies for a particular
job or type of organization and applying those skill sets that the organization, customers, and stakeholders value, are
vital to both leader and organizational success (Tehseen & Ramayah, 2015). According to Bird and Stevens (2013) a
competency must be both measurable and observable. Some specific types of leadership competency include planning,
establishing mission and goals, effective communication skills, the ability to manage and disseminate knowledge
((Lawrence, 2015; Ziek, Smulowitz, & Ziek, 2014). Leader who possess these key skills may experience successful
performance on the job (Simonet & Tett, 2013; Verle, Marki, Kodri, & Zoran, 2014).
Competencies fall into two larger 22 classifications those that are job specific and those that are generic (Talik et al.,
2012). Some authors suggested that a competent leader display attributes that rise to the level of exemplary
performance and other scholars focus on the effectiveness of a leader in the performance of assigned responsibilities
(Jena & Sahoo, 2014; Sanger, 2012). The globalization of business requires even SME leaders to adapt and add new
competencies to compete in a changing world (Tehseen & Ramayah, 2015). Given the similarities among these
definitions, it is possible to synthesize a working explanation of leadership as the processes used to influence others
to accomplish goals and tasks successfully. Hence, leadership tasks assumed by the owner or general manager of an
SMEs involving the planning, organizing, staffing, directing, and controlling of the firm’s assets and resources.
Leadership competency requires the SMEs leaders to combine the technical, human, and conceptual skills to operate
and maintain the SMEs in an efficient and effective manner (Mujtaba, Ping, & Jieqiong, 2013; Northouse, 2016).
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Leadership skills or competencies vary evolving with experience, education, and can be situationally dependent. As
skills evolve, a leader may hone specific attributes (Yulk, 2012). Examining leadership competencies provide
researchers and practitioners with insights regarding new skills needed to remain effective in leading SMEs. The
business environment requires leaders to adapt to change at a faster pace (Takács & Matkó, 2014). Skills sets for
operating various businesses may vary depending on the types of goods or services.
Modern competence theory emerged from the industrial and organizational (IO) psychology field in the 1970s when
researchers began exploring the behaviors of successful leaders. Researchers also sought to understand predictable
behaviors and SKAs of successful leaders (Boyatzis, 1982; Day et al., 2014)). By the 1980s, IO psychologists and
other organizational researchers began to develop competency models based on the KSAs for multiple types of work
in the modern organization (Stevens, n.d.).
Achieving firm sustainability requires competent leadership because the successful conduct of firm sustainability
vision requires competent leader (Forbes Insights, 2014). Recently, a survey of 106 executives was carried out which
and it found that poor leadership competence is a major affecting the firm sustainability growth as well as
transformational change (Forbes Insights, 2014). This is because achieving firm sustainability growth seriously relies
on the level of leadership competence and this is in accordance with previous studies (Kanungo & Mendoca, 1996;
Kalshoven et al. 2011;. Maak & Pless, 2006; Ferdig; 2007) as each of the studies suggested that promoting firm
sustainability is the responsibility of competence leadership’.
For instance, Firm success is centred on competence leadership for profit making and sustainable growth (Heskett et
al., 1994), as well as key driver for excellence performance (Prabhu et al., 2002). This is because for firm to gain
effective service and competitive advantage, they require good to echelon quality (Armistead & Kiely, 2003). This is
because firms that ont have competent leadership skills finds it difficult to compete due to poor and unattractive vision
from leaders (Stalk & Hout, 1990). In other words past studies have revealed a positive relationship between
competence leadership skills and firm sustainability growth interms of flexibility, quality and speed (Crocitto &
Youssef, 2003; Crosby, 2002; Jabnoun & Rasasi, 2005). Knowing fully well sustainability of firm is crucial continuous
survival, (Metcalf & Benn, 2013), emphasized that employees and leaders as well as external stakeholders hobnob
together in for the purpose of achieving positive outcome and that the most critical decision that will enhance such
continuity is competent leadership. This is because leaders are able to make wider view that may seems irrelevant at
times, yet able to interpret such complex view to suit the appropriate way that will enhance firm strategy or structure
for sustainability growth.
Network competency
Network or networking refers to improve the firms’ relationship to overcome the business challenges. Network
competency essential for an entrepreneur because bigger network will helps to open up opportunities to business. In
additional, network competency a criteria to build relationship with all the internal and external environment of
business and avoid isolation from others (Taylor & Thorpe, 2004). According to (Wilkinson & Young, 2002) stated
that success of a firm not only depending on the performance of the firm itself alone but the ability of the firm to build
quality relationship with related parties also the secret of a firm’s growth and success. Besides, entrepreneurs must
able to expand their network with investor, marketing partners, government and other stakeholders so that it shows
their ability to build their own business circles. Network competency helps entrepreneurs to achieve the vision and
goals of their firm (Hazlina Ahmad, Ramayah, Wilson, & Kummerow, 2010). According to (Dess, Pinkham, & Yang,
2011) the effective way to assess rare or unavailable resources is by networking as well to overcome the limited access
to information. Networking competency enable an entrepreneur to expand the business opportunity and build new
business relationship that beneficial to the company (Frishammar & Anderson, 2009).
Salancik and Pfeffer (1978) argued that the organisations indeed have to manage their relationships with the external
parties whom they depend directly or indirectly because the uncertain actions of such external parties can insecure the
survival and success of the organisations. Firms strive to build the networks with other firms to have access to the
required assets and resources (Kogut and Singh, 1988; Nohria and Garcia-Pont, 1991; Salancik and Pfeffer, 1978). It
is difficult for a firm to achieve success alone, as success depends on the performances and quality of relationships
with other parties (Wilkinson & Young, 2002)
Strategic competency
A successful entrepreneur’s characteristic should be tenacity to failure. Running business not always will be success
there are failures hit businesses and it is important that business leaders prepare their crisis management plan to avoid
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risk. Therefore, the strategic competency is the capability of an entrepreneur to set his/her goals and vision of their
firm. Strategic competency relate with setting, evaluating and implementing the business strategic as mentioned by
(Lau & Pang, 2000). Another way to sustain the growth of business for women owned businesses they must aware
and take advantages in added value function in businesses to boost up their firm’s sustainability growth (Palalić, Dana,
& Ramadani, 2019). In SMEs human capital which about the knowledge, intelligence, expertise, education essential
to sustainability growth of a firm. SMEs totally will be depending on entrepreneurs’ strategic making skills to ensure
that set future path for the firm. Women entrepreneurs who focus on strategic competency are likely to gain a
sustainable competitive advantages, which would track the business to achieve a higher operation. Besides, the women
entrepreneurs also have the ability to program and implement scheme and strategies that create ability to dominate the
customers or competitors in the market and enhance their potential to shine among all stakeholders (Sparrow &
Makram, 2015).
Social capital (Moderator)
Social capital refer to both a tangible and intangible resource to organizations to be used appropriately. Social capital
is associated with the extent to which people share information, and are concerned with the resources embedded in
the relationship network [Wang, & Ho, 2017]. Further, it is possible to obtain the necessary resources for new
technology adoption and technology improvement [SoléParellada, Ribeiro-Soriano, Huarng, 2011]. Capital acts like
a precursor to organizational innovation and performance (Hamadamin, 2019).
Previous studies focusing on the impact of transformational leadership have predominantly studied human capital
rather than social capital (Zheng, Wu, & Xie, 2017). Social capital theory suggests that social relationships among
organizational members and those with outside actors, confer vital resources such as information or advices among
others, all representing important preconditions for information sharing, knowledge creation, and innovation (Wu &
Chen, 2018). The leadership style is a combination of characteristics, skills and behavior that the managers uses to
interact with employees (Chen, Zheng, Yang, & Bai, 2016). Leaders manage and inﬂuence a vital part of the resources
through social capital, though a few studies addressed the effects of transformational leadership and transactional
leadership on social capital (Caldwell & Hayes, 2016). It is essential to study how different leadership styles leverage
social capital to foster innovation. Moreover, social capital research has been somewhat neglected in the construction
projects. Thus, the research hypotheses used in our research are the following.
Social capital can facilitate access to information and vital sources in order to promote performance (Tasheva &
Hillman, 2018). For example, Golmoradi et al. (2018) stressed that an organization with powerful social capital could
have immediate access to a wide range of information in order to create an innovative performance. Social capital is
useful in the process of sharing knowledge through some components such as trust and cooperation, thus it will
improve the innovative performance of the organization (Tsai, Joe, Lin, Wu, & Cheng, 2017). Additionally, social
capital could also impact organizations’ efﬁciency in different ways, by using knowledge sharing and innovation
(Shan, Dan, & Qiu, 2018). Alvani et al. (2017) noted that social capital is considered as a value, shared by the people
who are involved in social networks due to common cultural norms, effective interactions, mutual trust and personal
relationships.
Since social capital exists in connections, it resides both within and beyond organizational boundaries. Looking within,
the study see two sets of relationships, those among leaders and followers and those among work units (Hitt & Duane,
2000). From this perspective the organization is much more than a machine; it is a living community. Cohen and
Prusak (2001) see communities as means to generate social capital as people engage in common interests that create
norms of trust and reciprocity. Community formation takes place as people come together and share in common goals,
tasks, or interests. The resulting connections among community members and development of a safe trustful
environment facilitate the sharing of knowledge and information.
Furthermore, social sustainability encompasses various organizational issues, such as employee motivation,
stakeholders’ inter-relationships, stakeholder participation, social equity, livability, health security, social capital,
human rights, social justice, cultural competence, organizational resilience, and employee communication to address
the demands both of the organization itself and the concerning stakeholders (Magis, 2010; Light, 2008). According to
the Western Australia Council of Social Services (WACOSS): “Social sustainability occurs when the formal and
informal processes, systems, structures and relationships actively support the capacity of current and future
generations to create healthy and livable communities” (McKenzie, 2004).
According to (Bose, 2006) and (Lea, Yu, Maguluru, & Nichols, 2006) firms that have better social capital tend to have
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more competitive advantage when compared to others that have poor social capital. For instance, the informal structure
takes quicker advantage of the data system management tool, thereby reducing the gap between informal and formal
structures. It is on this not that (Yu & Zhao, 2015) maintained that lack of a long-term view of both environmental
and social capital may infringe on the firms long-term growth opportunities. This is in accordance to past studies
where scholars have emphasized that social capital reduces conflict between stakeholders, leading to low corporate
attitude as well stable growth of the firm ((H. Jo & Na, 2012; Lanis & Richardson, 2011; Vveinhardt, Andriukaitienė,
& Cunha, 2014) .More so, when social capital is upheld, firms are less likely to be involved in corporate tax
aggressiveness, maintaining firm sustainability leadership, improved employees productivity, brand loyalty as well as
operating efficiency. Others benefits of social capital includes maintaining good relationship with regulators,
stakeholders and society (Maignan, 2001). Contrarily, the value destroying theory emphasized that pursuit of social
capital may affect profit maximization of the frim which may also affect stakeholders due to the fact that it may lead
to invest in other issue that will not allow the firm to make adequate profit (Barnea & Rubin, 2010)
METHODS
The purpose of current study is to examine the impact of entrepreneurial competencies on women owned firms’
sustainability growth. In this respect, some of the entrepreneurial competencies namely network competency,
leadership competency, strategic competency and social capital as moderator are used to examine the sustainability
growth of firm women entrepreneurs from Kedah and Kelantan states in Malaysia. Besides, present study used crosssectional survey design with simple random sampling. The data collection process was like 500 questionnaires
distributed to the targeted respondents and 312 unable questionnaires were returned by the respondents. The valid
response rate 81.25% also supported by Sekaran (2003) that 30% rate is sufficient and valid for cross-sectional study.
RESULTS/ FINDINGS
The data collected was analysed used Statistical Package for Social Science Software version 19. All hypotheses were
tested using Pearson Correlation Analysis and Multiple Regression Analysis. Firstly, it should be noted that the
importance of data cleaning for carrying out any multivariate analysis cannot be overemphasized. This is consequent
on the fact that the quality of the result of the analysis depends on the data screening and editing exercise (Pallant,
2011). Therefore, missing data were carefully observed, checked and taken care of. In view of the missing data in the
analysis, the researcher took preventive measures right from the data collection in an effort to decrease the occurrence
of missing value. On the receipt completed questionnaire the researcher rapidly checked from beginning to the end to
make sure that all questions were properly answered. Thus, this help significantly in decreasing the figure of missing
data in the examination. Following the putting of the data into SPSS Software, first round descriptive statistic was run
to recognize whether there were missing data. The descriptive statistic exposed that three cases with significant
missing values and seemed to be at random, and therefore were removed from further analysis. This is in line with
suggestion of (Tabachnick & Fidell, 2007) that any case with more than 5% missing data should be removed provided
that the sample is adequate for the subsequent analysis. Moreover, a process for treating missing data is to basically
drop the case that has substantial missing data either by columns or raw. For this reason, the value was treated in the
curse of SPSS MEAN Substitute of missing data in SPSS. Both mean and standard deviation are considered essential
descriptive statistics for interval and ratio scale. Therefore, it is important to examine the descriptive statistics of the
latent variables because they allow for an inspection of the construct’s mean and standard deviation to have an
impression of the data before further analysis. This is in line with the recommendations of similar studies, Sekaran
(2016). The present study applied Likert measurement scale and adapted Nick, Jantan and Taib (2010)’s interpretation
of the level of score who suggested that scores of less than 2.33 are low level, 2.33 to 3.67 are moderate levels while
3.67 and above are considered as high level.
Furthermore, the mean and standard deviation of the whole study variables are presented in Table 1. For instance,
network competence recorded the highest mean (M = 4.26, SD = .62) followed by leadership competence (M = 4.24,
SD = .65). Similarly, social capital scored (Mean = 4.14, SD = .51), sustainable growth has a mean score of (Mean =
4.11, M = .82) while strategy competence recorded the lowest mean (M = 3.90, SD = .50) in the highest-level range.

TABLE 1: Mean, standard deviations of the study
Item
1

Study Variables
Sustainable growth

Mean
4.11

Standard
Deviation
0.82
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2
3
4
5

Leadership competency
Network competency
Strategy competency
Social capital

4.24
4.26
3.90
4.14

0.65
0.62
0.50
0.51

Multiple regression analysis is an approach that objectively evaluates the level and quality of relationship between the
independent variables and the dependent variable (Sekaran & Bougie, 2012). Generally, the regression coefficient
shows the comparative importance of each independent variable in foretelling the dependent variable. Furthermore,
this study employed regression analysis to test the hypotheses in order to investigate the relationship between the
independent variables and the dependent variable respectively.
TABLE 2: Result of the multiple regression analysis (Firms’ Sustainable Growth as dependent variable)
Beta
Hypotheses
t-value p-value
Findings
0.195
H1
2.635
0.009
Supported
0.305
H2
3.854
0.000
Supported
H3
0.396
4.441
0.000
Supported
0.415
H4
1.341
0.181
Not Supported
0.511
H5
1.326
0.186
Not Supported
H6
0.870
2.195
0.029
Supported
Note: *P<0.10, **P<0.50, **P<0.01

Table 2 indicates that strategy competence is the major predicting variable that best predicts the criterion variable with
(B = .396, t = 4.441, p = .000). This is closely followed by network competence in terms of ranking with values of (B
= .305, t = 3.854, p = .000). Another vital predictor in order of ranking and importance is leadership which has the
following values: (B = .195, t = 2.635, p = .009). Conclusively, all the 3 independent variables impacted significantly
on the dependent variable through the directional hypotheses and therefore are supported.
Besides, as stated in Table 2 Social capital only moderates between strategy competency where the values: (B = 0.870,
t = 2.195, p = 0.029) therefore, social capital moderates the relationship between strategy competency and firms’
sustainability growth.
As showed in table 2 that leadership competency, network competency and strategy competency have relationship
with women owned firms’ sustainability growth. These supported by the previous literature as well that leadership is
an important skill that an entrepreneur should has to be successful in business. Similarly that networking is important
to an entrepreneur because business is embedded with social environment. So the networking enable entrepreneurs to
respond quickly to the changing stakeholders demands since they grow their relationship with the networking skill.
The strategy competency is a bridge between executive the plan into action, entrepreneur who master this skill rapidly
grow the business and do better than competitors as well. Besides, the moderator social capital doesn’t moderate
leadership and network but only the relationship between strategy and women owned firms’ sustainability growth.
Present research showed that social capital is not contributing much to the women owned firm, women entrepreneurs
focused on entrepreneurial competencies will increase their firms’ sustainability growth.
Limitation and Recommendation for future study
There is one limitation in this research such as the sample size for present study only selected from two states in
Malaysia, so this findings not able to generalize. Future researcher may conduct the research by collecting the data
from larger sample so that the findings can be generalized.
Conclusion
Women owned firms Present study attempted to explore the women owned firms’ sustainability growth with
entrepreneurial competencies, where the findings add value to existing literature in same variables. Besides, the results
enable the women entrepreneurs focus on the proposed entrepreneurial competencies strengthen their ability to
compete with other companies in the market. The study also contribute to policy makers to develop programs that
grow the leadership, network and strategy competencies among women entrepreneurs.
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Abstract
Community authority and tourism management in Malaysia have advised the promotion and improvement of medical
tourism to enhance the financial performance and quality of life in the community residents. The current research has
been used the social exchange theory with spillover theory and theory of planned behavior as the conceptual
framework to investigate factors of personal benefit of medical tourism, economic performance of medical tourism,
overall community satisfaction, healthcare satisfaction and attitudes towards medical tourism; this kind of factors
influence medical tourism development and its impact on residents’ quality of life which influence the gender as a
moderator and impact the residents’ quality of life. The findings investigated that better economic performance
influence the quality of life of residents, similarly personal benefit and overall community satisfaction, healthcare
satisfaction and attitudes towards medical tourism positively influence the quality of life of residents. Finally, medical
tourism development is positively impact to the residents’ quality of life.
Keywords: medical tourism, quality of life, personal benefit, economic performance, overall community satisfaction,
1.0 INTRODUCTION
A community resident, attitudes toward tourism is an important issue around 30 years. Some researchers explained
that medical tourism and its impact on residents’ quality of life in the residents’ perceptions. Some researchers found
that community residents and residents support for medical tourism are highly interrelated residents’ perceptions of
community wellbeing which impact the residents’ quality of life and also influence the residents’ living condition in
their community. In this sector, relatively limited research has attracted to examine where medical tourism interrelated
the quality of life in their community residents’ perspective. There is a relationship between community residents’
satisfaction and perception impact the residents’ living conditions where quality of life is an essential component to
extant the researches (Suess et al., 2018).
This research is planned to develop how to identify the medical tourism impact the quality of life domains were
community conditions and living experience are included. It will be measuring a theoretical framework that
connections of residents’ perception of medical tourism and its impact on quality of life and its variables related to
residents’ overall community satisfaction, satisfaction with healthcare, economy performance of medical tourism,
attitude towards of medical tourism and personal benefits of medical tourism which may affect the community
residents’ quality of life. This study is plan to prepare advice to planers and academic for creating a learning base on
residents’ perceptions and medical tourism development and its impact on residents’ quality of life (Suess et al., 2018).
Many researches have been conducted on the success on medical tourism development and its benefits to the
country (Norhaliza, 2013; Sarwar A, 2013; Cornell, 2013). However, very limited study can be found on the impact
on medical tourism on residents’ quality of life (Kim, Woo, & Uysal, 2015; Suess, et al., 2018). Besides, no study has
yet conducted in Malaysia. Even, this model (Suess, et al., 2018) is not enough to measure the full impact on the
residents’ quality of life. Malaysian medical tourism development will be enhanced but here also increased the
differentiation of private hospitals and public hospitals treatment cost. Private hospitals always consider their profitmaking analysis to their business that’s why most of the people do not have capability to maintain private hospitals
treatment for high cost. Hospitals have limited seats and have huge gap between doctor and patient ratio is 1: 633,
2017 in Malaysia where doctor and patient ratio in international standard is 1:400 (Ministry of health in Malaysia,
2019). On the other hand, public hospital has lot of patients but they do not have sufficient doctors compare to their
patient ratio in Malaysia. Most of the people do not take their treatment for long waiting lists in public hospitals and
high-income countries finding their treatment in low income countries. Particularly, most of the country face an aging
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population, soaring health care service expenses, decreasing insurance coverage, and caregiver numbers shrinking in
relation to the population size, while maintenance of good health are increasing (Suess, et al., 2018). Tourism can
have negative impacts on quality of life and can be in the form of crowding, traffic and parking problems, increased
crime, and increased cost of living, and changes in hosts’ way of life. Medical tourism could result in traditional health
care services for locals turning into commercial opportunism, resulting in varied and paradoxical effects such as higher
costs of services, diversion of public funds, decreased accessibility to health care services, and negative relationships
between residents and tourists which reduce enjoyment and quality of life for residents in the community (Connell,
2013; Suess, et al., 2018).
Medical tourism could cause damage to the socio-cultural and environmental fabric of local communities. The
influence of medical tourism development on the accessibility and equity of health care in low- and middle-income
countries which included the increase in medical tourism in those countries can lead to a reduction in the health care
services available to the local population and the current benefits of developing a medical tourism industry do not
appear to outweigh its unfavorable effects on equitable health care access (Beladi et al., 2019). The potential negative
effect of medical tourism is not limited to developing countries, since similar concern has also been raised in some
developed countries. In some developed countries with a universal health care system medical tourist enjoy
preferential medical treatments at the expense of its local residents (Cohen, 2015).
1.1 Tourism Impact on Residents’ Quality of Life
In recently, quality of life is more important topic in a central role in political and academic discourse and it is more
difficult to identify the real concept. Quality of life is a subjective issue dependent on personal’s perceptions and
emotions. In recent studies, many definitions and framework to identify the quality of life in the discussion, showing
that there is no specific definition about quality of life and others have used to interchangeably (Carneiro, & Caldeira,
2016). Despite there is no specific definition of quality of life but this concept has multidimensional and interactive
construct as like as many characteristics of individual life and environment and it also measure the subjective and
objective indicators in the tourism studies (Uysal et al.,2016).
The tourism impact on residents’ quality of life which has been investigated many kinds of tourism activities
and tourism destinations. Some research investigated that tourism impact on cultural heritage tourism destinations and
others researches analyze the impact of events and casinos. Despite the great popularity choice in Malaysia for tourists
but there is limited research in medical tourism impact on residents’ quality of life in the coastal tourism. Moreover,
coastal tourism destination found many differences compared to other tourism destinations in the tourism development
model, tourist types and economic situation in the tourism development industry. Tourism destination is more
important for economic benefits and residents’ per capita income but it has some dis advantages as like as
overcrowding, environmental damage and increase the crime. Therefore, it is ensuring that coastal tourism expected
that host tourist interaction and effect make the gaps among the others tourism.
1.2 Tourism and Quality of Life from the Perspective of Community Residents
Tourism destinations created by a community, community are affected by tourism economy, sociocultural and
environmental impact in the living of community residents. There is a number of systematic methods have been
proposed to realize the tourism development impact in the host community, finally as an output of tourism impact
which has been recognized in the historical research area of tourism development. There are many kinds of tourism
impact, all of them, only economic growth, socio-culture and physical and environmental in these three types of
domains are more important for the tourism impact. These three kinds of domains impact sets of researches have both
positive and negative characteristics, normally residents always consider the positive economic impact in the tourism
development but also sincere about the negative social and environmental impacts (Perdue, Long & Allen,1990; Uysal
et al., 2016).
Among the tourism development research, the tourism development impacts the indicator techniques which
has more concentration in the quality of life (Uysal et al., 2016). Many researches potentially improved the tools and
techniques to indicate the resident attitudes towards tourism and its impacts. Community residents toward tourism
development have been investigated largely. Future tourism programs, marketing and existing operation are
successfully interrelated with planning and policymaker which is more important in the perception and attitude of
residents toward tourism development. Several researches have examined in the connection between tourism impact
and attitude towards tourism development by comparing residents across demographics (Nunkoo, Smith, &
Ramkissoon, 2013). The researchers explained that the identifying the effect of kinds and forms of tourism
development and examined the effect of trust, political economy and power of tourism development (Nunkoo & Smith,
2013).
2.0 LITERATURE REVIEW
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2.1 The Fallout of Medical Tourism on the Locals
Tourism is analytical to both urban and rural improvement functions around the global world. Several rules and
regulation have mentioned tourism as a fearful which defines financial diversification and social improvement. Past
studies have recognized that tourism advantages to both benefit and cost to a local community and tourist impact
negative or positively impact on quality of life (Suess et.al.,2018).
Some previous studies explained that medical tourism is initially dedicated in the private hospital where rich
tourists have the experience in the private healthcare. The initial stages of local medical tourism in the self-paying,
some patients were unsure if access to healthcare services would be feasible (Tham, 2018). This was an important for
local residents in the domestic medical tourism, medical patients will have a discharge effect on their access to the
healthcare sectors. Some researcher examined that extra funding is necessary for medical tourists in the local residents’
area but it should cheap price for the local residents in their healthcare sectors for medical tourism facilities (Suess
et.al., 2018). Medical tourism may be developed, but some researchers suggested that it should be developed after
ensure the local residents healthcare facilities are available in their affordable cost and some also suggested that
government should not develop the medical tourism until develop the healthcare facilities for local people which they
need. Healthcare facilities and medical services involved with necessary treatments are a decomposable commodity
which turns into encounter capacity issues (Tham, 2018). For the local residents needs to be fresh definition as to how
medical tourism development can addition the healthcare as a calculated technique for the improvement of local
resident in the medical tourism development sector which turn only facilities and treatments of hospitals. In recent
years, the healthcare facilities are suffering many difficulties from an amalgamation of rising population size and
shortage of healthcare resources (Suess.et.al., 2018).
2.2 Social Exchange Theory
From the theories and models that has been explained in the connections between community residents’ perceptions
of medical tourism impact on Malaysian residents’ quality of life. Social exchange theory has been important for
bearing the most utility and that has been used innumerable tropics describe the residents’ perception in the medical
tourism’s influence to their community for maintaining residents’ reactions in the tourism impact and influencing
those factors for medical tourism quality of life. Social exchange theory (SET) has been determined by (Perdue, Long
and Allen, 19990) as being a suitable framework for explaining the community residents’ perception in the medical
tourism quality of life. Modern SET has been developed from the works, it is a suitable model of social exchange
theory which used in the understanding of exchange program for appropriate resources between individual and teams
in the interaction condition for residents’ quality of life.
SET explained that individual and groups which interrelated in the resources of residents’ perception towards
something or willing to connect in an exchange of resources for perceiving maximize benefit or positive and minimize
cost or negative in the residents’ perception on medical tourism development. Residents come to exchange of their
resources when they realized that the exchange result is a reward as a output of exchange of resources as like as
information, money, non-material benefits and tangible products are used the exchange of resources which interrelated
with love, joy, affection, esteem, approval, and compliance (Capocchi, Vallone, Amaduzzi & Pierotti, 2019). (Thibaut
and Kelley, 1959) introduced first assumed an academically point of view in which realize a big team or residents’
community as a twin, every point of view involved by personal interactions. The consequence of this are depend on
the theory that if the determinants of the personal attitude toward an exchange of resources can be described, a
residents’ reaction to their exchange value can be realized as well. Personal social relationship has a strong connection
with attitudes, belief and behavioral intentions under the necessary situations and ended that these connections can be
interrogated in the personal and collective level.
2.3 The Theory of Planned Behavior (TPB)
The theory of planned behavior (TPB) is a theoretical model to investigate the effect of elements on the behaviors
studied. The Theory of Planned Behavior has been expansion the previous theory of reason actioned (TRA) which
presume that residents behave logically. Theory of reason actioned (TRA) theories that personal behavior is quickly
explained by her/his objective to appear or under form that behavior which is developed the turn affected by two
elements as like as attitude and subjective norm. Personal belief and evaluation have been measured by attitude which
regarding the outcomes of the behavior and personal and residents’ personal perception of social pressure has been
measured by subjective norm with respect to performing behavior.
The lack of appropriate scope, resources and kills are included the existence of other determinants which
perform the several types of behavior where the theory of reasoned actioned (TRA) has been extended to the theory
of planned behavior (TPB)by developing a third element which called perceived behavioral control (PBC). The
behavior in question, the individual’s intention which should be performed by the stronger to the more advantageous
three important factors of theory of planned behavior (TPB) as like as attitude, subjective norm and the greater the
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perceived control as a general rule has been explained by Ghani et al., 2013. Finally, residents are expected to the
performance of residents’ intentions when the scope arises for their sufficient degree of actual control over the
behavior. Despite its shine in inquiring the determinants of many types of behavior, the conventional theory of planed
behavior (TPB) model was indicated to be in adequate for describing difficult behavior as like as personals’ waste
source separate collection that why some extra elements should be in corporate.
2.4 Spillover Eﬀects and Medical Tourism
Spillover theory defines to the legal principle of dividing the same evidence that is relevant to both a defendant and a
codefendant. Spillover Theory is an essential theory for medical tourism development, this theory issues an
underpinning to realize community residents’ perception of health tourism development which effect the residents’
quality of life. In the exchange of resources advised that social exchange theory represents a proper model for
explaining the residents’ perception of medical tourism development which effect the residents’ quality of life and
also describing behaviorist approaches. Social exchange theory is an important theory for medical tourism which
focused on the residents’ community element of the framework where unit of analysis is the residents of a community.
The spillover component admits enhanced the residents’ community quality of life from the health tourism
development. The realizing of the exchange of resources in the social exchange theory created in this class is explain
critically in the interaction between components which interrelated with residents’ perception of health tourism in the
community residents; quality of life and the ultimate feedback of the exchange, community residents’ behavior to its
improvement.
In the tourism industries, health tourism is a dynamic change about medical care and their treatment, quality and
systematic process, also medical tourism interrelated the process of spillover effect of the commodification and
consumption where community wellbeing is contributed by medical tourism development (Connell, 2013). As a result,
if the proper treatment by healthcare facilities maintain their quality, facilities, availability and accessibility according
to the patient’s satisfaction then medical tourism will contribute expedience and enjoyment for the residents’ quality
of life. Tax revenue, job opportunities, economy development, develop the healthcare facilities and improve the
hospitals’ treatment are interrelated with medical tourism development which also developed residents’ overall quality
of life.
2.5 Overall Community Satisfaction
Most community studies included, overall community satisfaction, satisfaction with community conditions and
satisfaction with community services forecast resident quality of life. Researcher also explained that how individual
human demographic functions are highly affected on overall community satisfaction as an example, female variable
is more satisfied than male variable in the overall community satisfaction level and also found that higher level of
community income is highly related to overall community satisfaction where income level is associated with social
satisfaction and is not associated with infrastructure satisfaction. Services evaluation are very important for community
satisfaction where evaluation of social factor, employment facilities and quality of residential environment play an
essential role in the community satisfaction level (Bernard, 2015). (Yang et al., 2017) investigated that overall
community satisfaction significantly affects the quality of life (QOL) where more positive perceptions of medical
tourism development are highly impact the higher satisfaction of community, emotional activities, good health
activities and proper safety. Quality of life and overall community satisfaction have got more consideration in the
medical tourism development study (Woo et al., 2015; Yang et al., 2017). Some researchers clearly found that the
relationship between residents’ community satisfaction and residents’ perception of tourism development (kim et al.,
2013). The study suggested that community satisfaction should be explained within medical tourism development in
the tourism area (Ngowi & Jani, 2018). Residents’ community satisfaction highly affected in their quality of life
(QOL) in the time of dissatisfaction (Garau-Vadell, et al., 2018). Consequently, the research of the tourism
development should be highly involving community satisfaction’s discussion of residents as a previous quality of life,
support for medical tourism development and importance of resident satisfaction improvement with their community
expectation from tourism development (Suess et al., 2018). Resident’s overall community satisfaction may positively
or negatively impact on perceived improvement from medical tourism development for Malaysian quality of life
conditions.
H1: There is a significant relationship between overall community satisfaction and perceived improvement
from medical tourism development.
2.6 Satisfaction with Health Care Services
Past researches on resident’s satisfaction with community health care have investigated perception of their community
life by using a necessary scale on different community functions included public services, civic institutions, economic
factors, environmental factors, government policy, social factors, recreational services, medical services, citizen
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involvement and formal education recreational along with medical tourism development (Suess et al., 2018). Their
research investigated that public services, citizen involvement and environmental factors are highly attractive issue to
tourism development. Researchers suggest that as tourism development raise, respondent’s satisfaction increases by
different opportunities for citizen involvement and public facilities increases along with the necessity of resident
citizen involvement attached. They also advised that medical services and recreational facilities with necessity issue
on environmental factor is more attributes of population size than overall tourism development and selected their
findings depend on small rural communities. The research of elements of a personal perception of community
functioning has been the important issue of considerable interest (Turkoglu et al., 2019). Previous study of community
functioning was found traditional predictor like formal education employment rate and crime. The quality of life
(QOL), however, cannot properly perceived without subjective evaluation of services, facilities and opportunities
which is a good indicator for quality of life (Suess et al., 2018). The research found that satisfaction with health care
services have significance contribution in the way from medical tourism quality of life (QOL) are perceived
requirement. The objective of the research is to focus on community functions of health care services in the order to
describe how resident satisfaction level with healthcare facilities in the community services influence Malaysian
quality of life (QOL). The study postulated that resident satisfaction level with community healthcare services forecast
for Malaysian quality of life (QOL); in the other word mention that resident’s quality of life will raise when satisfaction
with community healthcare services will increase (Vargas et al., 2011).
H2: There is a significant relationship between satisfaction with healthcare services and perceived improvement
from medical tourism development.

2.7 Attitudes toward Medical Tourism
From the Psychological studies, medical tourism evaluation of different situation is affected by patient feelings and
attitudes. Attitudes can be denoted a person’s positive or negative emotions which influences a person’s behavior.
Some researcher found that some researches got empirical evidence on the necessity of patient’s attitudes in effecting
patient’s satisfaction level (Iranmanesh, et al., 2018). A positive attitude of a patient towards the medical doctors’
engagement tend to demonstrate which inspire clinical experiences and help to main their responsibilities to their
patients (Suess et al., 2018). On the other hand, a negative attitude of a patient is highly related to the functions of
patients’ dissatisfaction in their clinical experiences (Kushnir et al. 2013). Attitudes are an important scale to define
the relationship between residents and tourism in a society. Attitudes are an emotion of residents towards achieve the
resident long-term plans and define the measurement of social and economic planning strategy in the tourism industry
area. Tourism literatures are highly concern about important factors: resident attitudes towards medical tourism,
resident perception tourism impact and elements of residents which are highly related to attitudes towards tourism
(Kim et al., 2015). Community residents in area with mitigate facilities are likely to rapid attitudes towards adopting
tourism to depleted financial decline. An emerging exiting financial condition in a community is highly to impress
financial profit related with tourism and impress the quality of life. The positive tourism industry’s financial
performance is highly related with more positive express attitudes which influence financial performance of a nation
(Suess et al., 2018). Community residents’ attitudes with positive and negative reaction towards tourism industry when
tourism industry mentioned the necessity with across the element of social and political and enhance the overall
community environment (Cardenas PhD et al., 2016).
H3: There is a significant relationship between attitudes toward medical tourism and perceived improvement
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from medical tourism development.
2.8 Economic Performance of medical Tourism
New technologies are highly related to the economic performance of the tourism development and new world has lot
of interest in promoting medical tourism for their economy development. Medical tourism revenues are highly
considering the export income that can be generated foreign exchange income and develop the balance of payment of
a nation. Generated revenues are included from food, hotels, transportation and other services by spending
international patients (Beladi, et al, 2019). Twenty first century, Malaysia got a well-known position in the health and
tourism sector which both sectors contributed gross domestic product (GDP). Medical sector added 3.9% and Tourism
sector added 3.5% of Malaysia GDP in 2016 (World Bank, 2018). Malaysia is promoting Medical Tourism which also
added economic growth in the short and long run. There is a long-run relationship between economic development,
growth of health care sector and tourism sector in Malaysia (Cheah and Rahim, 2018). Some reputed medical
destination in the developing counties introduced tax benefit for health equipment, medical infrastructure and tax
exemption on revenue earned from international patients to attract the foreign direct investment FDI in the health care
sectors. Another researcher (Etemad-Sajadi, 2016) explained “economic development” as enhance the labor
production, capital requirement and technology development which improve the potential production capability and
increase necessary needs of consumption, income distribution, education, changes the research income, investment
procedures and feedback which develop the economic scale. Yu et al., 2018 also explained that economic performance
is deeply related to the medical tourism development of a country. The government has taken the proper steps for the
increasing of medical treatment and limit the medical expenditure for the resident. When financial development
occurred with medical tourism industry development positively which could be helped the policy maker to develop
the proper policy to expected correlation with economic performance and medical tourism development.
H4b: There is a significant relationship between economic performance of medical tourism and perceived
improvement from medical tourism development.
2.9 Personal Benefit of Medical Tourism
Although very limited study has directly examined the influence of personal benefits from the medical tourism on
community residents’ perception where many researchers have explained the observed the connection between
community residents’ characteristics and perceptions of medical tourism which impact on residents’ quality of life, as
helping a favorable connection between personal benefits of medical tourism and advantageous community residents’
perception of medical tourism impact on community residents’ quality of life (Suess et al., 2018). (Perdue, et al., 1990)
improved a framework that interrogated the connections between community residents’ perception of medical tourism
impact on quality of life and support for tourism development.
Personal benefits have a positive connection with dependable variable medical tourism impact on residents’
quality of life. On the other hand, more community residents perceived a gain from medical tourism development
impact on quality of life which provide positive relationship with personal benefits and quality of life. Residents also
realized that tourism development are interrelated to develop the financial conditions of community residents as like
as innovation the new jobs and developing the financial situation which interrelated with improve the residents’ quality
of life in the medical tourism development. Residents were feeling the uncertainty in their personal benefits from the
medical tourism development where they realized that tourism should be planned, controlled and managed (McGehee,
N. G., & Andereck, 2004). The authors on personal; benefits have highlighted concentration on the financial
measurements of the potential exchange as like as additional taxes, consumer spending, new job opportunities,
individual income and financial dependency, etc. where different domains interrelated with social, aesthetic and
residents’ community development in the tangible variables of medical tourism development.
H5: There is a significant relationship between personal benefit of medical tourism and perceived improvement
from medical tourism development.
2.10 Quality of Life
Quality of life (QOL) represented as individual’s judgment of her essential needs, goal and wishes which have been
completed. Researcher explained that QOL is an awareness cognitive evaluation of satisfaction with a person’s life.
Subjective wellbeing or satisfaction of life and the realizing of community residents’ perceived satisfaction are
equivalent as quality of life which residents live. Community residents has become an essential destination where
medical tourism development affect the residents’ quality of life which perceived impact of medical tourism in the
residents’ quality of life by gathering a big set of items as like as clean air, clean water, police service, fire protection,
peace area, quite place, proper road, free from traffic jam and safety (Uysal et al., 2016). (Woo et al., 2015) explained
that perceived improvement of medical tourism positively affects residents’ quality of life that community satisfaction,
good health, feeling life and safety impacted a significant perception of medical tourism development. Quality of life
with perceived improvement from medical tourism has found more concentration in tourism research (Woo et al.,
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2015). Regional effect, neighborhood development and residents’ community are interested highly by policy makers
through both subjective and objective measurement of community resident’ quality of life (Woo et al., 2015)
H6: There is a significant relationship between perceived improvement from medical tourism development and
quality of life.
2.11 Gender as a Moderator
There is an important relationship between community residents and medical tourism in the quality of life there are
strong measurements that other independent variables are highly influence the gender as a moderator (Peterson, N. A.,
& Hughey, J. 2004). There is an essential factor that medical tourism influences the gender as a moderator variable.
Several public health issues interpositions dividedly target male or female which progresses that ignore of fails to
gender distinguished may the mark and many risk could be ineffective. If the gender as a moderator the connection
between community residents and quality of life in the medical tourism development (Itzhaky & York, 2000). In a
normal study of Malaysia about community activities, researchers found that gender has connections with involvement
to positively predict for quality of life in the perceived improvement from medical tourism development. The
researcher realized that there was a significant difference between male and female in the quality of life.
H7: There is a significant relationship between perceived improvement from medical tourism development,
gender and quality of life.
3.0 METHODOLOGY
3.1 Overview of the study
The aim of this research is to analyze the medical tourism and its impact on Malaysian residents’ quality of life. In
pursuit of this objective, a quantitative questionnaire survey will be distributed through the hospital management
among the selected hospitals located within Malaysia and the sample of the study will be consisted of residents staying
in Kuala Lumpur, Malaysia. For the study purpose, 20 hospitals will be selected on the basis of a non-probability
convenience sampling technique (Amick & Walberg, 1975). After permission will be gained from the hospital
Management, 500 questionnaires will be distributed to residents. Structured questionnaire will be used to collect and
gather the data. The measurement scale of questionnaire for all items will be based on 5-Likert scale, and that scale
range from ‘1’ being ‘very low’ to ‘5’ being ‘very high’. The current measurement scale will be based on the variables
those will be identified during the study process and hypotheses will be formed for empirical test.
The questionnaires for the actual survey will be distributed to eligible respondents with assistance from hospital
authorities and no personal identity such as names and/or contact details of potential respondents will be seeking to
assure the privacy of the patient. The tourism and health-care offices and agencies will also provide with hard copies
of the written survey, along with pre-paid postage envelopes, for use by any potential respondent who will preferred
to complete the survey in this format, rather than using the online version. A sampling size of 500 will determine to
be adequate for all the statistical analyses to be undertaken in this study. It will then have transformed, as appropriate,
in accordance with the nature of the items. Composite variables will be computed for further analysis using SPSS
statistical software. Statistical techniques will be adopted in this study included structure equation modeling (PLSSEM), analysis of variance, principal component analysis, and multiple linear regression.
3.2 Survey Development
The research will be used survey research design and a questionnaire survey has been developed from the past research
work. In the initial stage of the questionnaire, three statement impact on tourism community development in the living
experience which adapted on the basis of face validity from a questionnaire survey (Yu, 2013). Interviewee asked in
the survey what extant every of the elements on a five-point Likert-type scale (1=Much Worse; 5= Much Better)
would be development or worsen as an output of medical tourism development in the residents community
development. In the next, survey asked to interviewees, to rate of the five-point Likert-type scale (wherein 1=stongly
oppose; 5=strongly support) how they realize about medical tourism development in Malaysia in their quality of life.
In the 2nd section of the questionnaire, three elements depend on a research by Nunkoo & Ramkisssion, 2012 on a
five-point Likert-type scale (1-stongly disagree; 5= strongly agree) measured community residents perception of
medical tourism impact in the economic performance of residents quality of life.
On the other hand, five elements regarding overall community satisfaction and three elements are regarding
community healthcare satisfaction (wherein 1=very unsatisfied; 5=very satisfied) where included in the residents
quality of life. On the other section, medical tourism development’s attitude scale targeted at constraints residents’
emotions and feelings about future medical tourism development, the essential of promoting medical tourism
development would be developed in the overall community development image. A potential stages of attitude
statements would be measured on a five-point Likert-type scale (1=strongly agree; 5= strongly disagree) which
adapted by (McGehee & Anderck, 2004). In the final stage, age, gender, household, education, income, profession,
revenues are included in the demographic questions elements which included in the last part of questionnaire survey.
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3.3 Finding and Discussion
This research found that a working model to evaluate residents perception towards medical tourism and its impact on
quality of life. From the effective past studies, community residents perception in Malaysia has been impacted by
medical tourism development which defined by residents behavior. Overall the output showed the interplay among
different effective factors as like as residents’ attitudes towards medical tourism, overall community satisfaction,
satisfaction with healthcare, personal benefit, economic performance of medical tourism development, gender as a
moderator and quality of life as a dependent variable. In this research, the study findings that residents do not feel
medical tourism as a development that creates problems in the quality of life in a community and is a testament to the
essential placed on the enjoyment and desirability of living in a community. Overall community satisfaction positively
influences the residents’ quality of life in the living experience. This finding revealed that the community satisfaction
could be critical factor influencing how residents highly impacted positive and negative in the medical tourism
development, this study do not find the positive connection between residents satisfaction with healthcare satisfaction
community in the quality of life where attitude toward impact the residents community satisfaction in the quality of
life. This research found that there has positive relationship between economic performance and quality of life in
residents’ community perception in the medical tourism development which impacts the positive and negative affect
in the different conditions. These study found that there is a positive relationship between personal benefit and quality
of life in the medical tourism development.
3.4 Conclusion
In this study, future research influenced to improve the detailed framework for critical evaluation in the medical
tourism and its impact on quality of life in the residents perceptions. Further study should also develop on cleaning
objective and subjective indicators in the future research about medical tourism and its impact on quality of life in the
residents’ perceptions. The study indicate that subjective and objective indicators to develop in the quality of life in
the residents perceptions. On the other hand, quality of life assessed evaluate the different types of analysis in the
residents; perception as like as individual, family, destination levels.
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Abstract
The COVID-19 quarantine has affected educational systems throughout the nation. Educators are getting creative
during this new and stressful time. Besides teachers, many students and their families are also adjusted to this new
norm. However, an important question emerges which related to the students with special needs such as Autism
Spectrum Disorder (ASD) students on how they are ‘adjusting’ themselves. Impairments in social interaction is the
primary characteristics for the students with ASD. In addition, nonverbal communication and repetitive behaviours
become a main issue that people with ASD will struggling with. During the pandemic, since many schools is closed,
hence it may affect the therapy sessions too. Nowadays, technology has become a necessity for our daily life, and it
provides convenience to people to communicate. The use of technology is taking an increasingly prominent role in
Autism Spectrum Disorders (ASD) research. Hence, the main objective of this research is to explore the usage of the
technology that allows ASD children to communicate. A qualitative research approach was chosen as the
methodology in this research. For this study, researchers conducted in-depth interviews to gather information from
participants. An in-depth interview is a form of qualitative data collection that includes one-on-one interaction, faceto-face communication, and long duration with the participants to achieve the desired outcome. Since this research is
aiming to explore the usage of technology in assisting Autism Spectrum Disorder (ASD) students to communicate,
thus an in-depth interview is the most suitable method to be used in obtaining the data on the understanding of
underlying causes, opinions, and motivations. Besides, the triangulation data analysis is applied to analyse the data
and to make sure the consistency of the data.
Keywords: autism spectrum disorder, technology, communication, social interaction, education
Introduction
Over the past decade, the prevalence of Autism Spectrum Disorders (ASD) has been gradually increasing.
Autism Spectrum Disorder (ASD) is a disability of development in their brain. Many of the researchers do not have
a clear and precise idea of what causes these distinctions for a great many people with ASD. In any case, a few
people with ASD have a referred to contrast, for example, a hereditary condition (Donaldson, 2015; (Johnson &
Myer, 2012). ASD children usually facing with learning problem that falls in the categories of disabilities eligible
for registration as persons with disabilities (Othman & Rahmat, 2020). This means that their knowledge is not
predictable with their biological age. In addition, according National Institute on Deafness and Other
Communication Disorders (2020) explained that people with ASD also having a difficultly in social interaction and
communication. People with ASD sometimes self-absorbed and always living in a private environment in which
they have little capacity to communicate effectively and connect with others.
People with ASD may be struggling to develop language skills and understand what others say to them
(Mohd Yusof Zulkefli & Norfishah Mat Rabi, 2018). Since they are having difficulty to communicate verbally, thus,
it is often to have nonverbal communication with them such as through hand movements, eye contact and facial
expressions. The ability of people with ASD to interact and language are depending on their mental and social
growth (Rabi, Ghazali, Rohaizad, & Zulkefli, 2018). Some people with ASD may not be able to communicate using
language or voice, and some may have very poor speaking ability. Besides, they may also not able to interpret body
language and the significance of different tones of voice. Hence, those difficulties will affect the people with ASD's
ability to communicate with others.
Education is the only path which leads to have a better future (Johan & Harlan, 2014). Besides, education is
to develop people’s minds, thoughts, behaviours, and communication skills. Hence, education is very important for
human life. Nowadays, technology also plays a significant role in helping disabled learners develop their
competencies and skills (Daud, Maria, Shahbodin, & Ahmad, 2018; Peterson-Karlan, 2011). According to Lewis
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(1998), there are two major purposes in technology which to increasing the abilities of a person, counterbalancing
the effects of the impairment, and offering an alternate mood for the task. Therefore, the use of technology helps
students to compensate for or completely bypass their impairment (Daud, Maria, Shahbodin, & Ahmad, 2018).
According to Mallin & Carvalho (2015), stated that technology can carry out as an assist tool, foster a cycle of
healing and as a language device for autistic children. Therefore, the children with ASD can improve their social
skills, communication skills, functional skills, and repetitive behaviour by using the technology.
There is some existing technology that specially to design for ASD children such as Virtual Learning
Environment (VLE), Mobile Learning Apps, Virtual Reality (VR), Edutainment and so on. Virtual Learning
Environment (VLE) is an educational method in social stories to address recurrent gaps in social communication and
imagination (Christina, Tsiatsos, Mavropoulou, & Karagiannidis, 2016). Besides, mobile learning apps had been
broadly used for ASD because it is a behaviour modelling training to improve the functional communication of
people with ASD (Law, Neihart, & Dutt, 2018). Edutainment is to capture the attention of ASD and improve their
communication skills (Hussain, Abdullah, Husni, & Mkpojiogu, 2016). For the virtual reality, it can used as a
treatment for ASD to handle with the real-world interaction and to study how they behave according to the
predefined social scenarios (Parsons, 2016).
Nowadays, technology has become a necessity for our daily life, and it provides convenience to people to
communicate. People communicate through technology such as emails, mobile phones, chat messenger and social
media channels to the exchange of information, ideas, emotions, and thoughts (Sharma, 2021). The use of
technology is taking an increasingly prominent role in Autism Spectrum Disorders (ASD) research. People who
have ASD may experience a wide variety of communication challenge. Hence, by conducting this study, we will be
able to understand how technology may assist ASD to communicate and at the same time will be able to help their
parents to maintain their psychological and emotional wellbeing during the pandemic by utilising the good things of
the technology.
However, things went upside down when the Pandemic of COVID-19 hit the entire world. It is not only
affecting the economic growth, but in academic too. This pandemic forcing students and teachers go out of the
classroom (no physical class) for the remainder of the 2020 academic year (Syahirah Hani Roslan, 2020). In
addition, the school systems across Malaysia had to figure out how best to stand up systems for at-home instruction
(Najmi Syahiran Mamat, 2020). Among the greatest challenge that schools have faced is finding the most effective
way to serve students with special education needs when classroom learning is not an option (North, 2020). Due to
that, uncertainty also included what would happen to the one-on-one support that the ASD children needs to learn
effectively, as well as the occupational and physical therapy that they obtain at school. Besides, parents worry about
a fall with more of the same uncertainty over whether schools will be able to provide from a distance the resources
their kids need (Tan, 2020). Since that, educators are getting creative during this new and stressful time to assist
students with special needs especially ASD children. Therefore, it is not only the teachers, therapist or caregivers
must take part in educating them, the parents also must play their roles in assisting their children.
Literature Review
Issues of ASD
The prevalence of ASD is keep rising globally. Autism Spectrum Disorder (ASD) is a lifelong developmental
disability that affects how a person interacts with others and how they experience the world around them. Those who
are diagnosed with ASD see, hear, and feel the world will differ from others (Stewart, 2016). ASD is characterized by
varying levels of social behaviour, communication, and ritual and stereotype deficiencies. This group of disorders
historically believed to be caused by the environment are now considered to have a strong component in
neurodevelopment. Eventually, ASD is characterized by deficiencies in impulsive, challenge behaviour, and
psychopathology in much greater numbers than is seen in the general population. Those deficits make the people with
ASD to difficultly live independently (Matson & Kozlowski, 2011). Hence, difficulties with social communication
and social interaction become the big issue of ASD.
Perspectives of ASD in Malaysia
According to Centeers for Disease Control and Prevention (2019) and Scutti (2018), it is estimated that there are
around one in 59 children to be diagnosed with ASD. In addition, the boys are four times more easily to get diagnosed
with autism compared to girls. According to Zainudin (2018) it is shown that the review of national gross birth rate,
there are approximate 9,000 born in every year may have autism in Malaysia. There is no official list in Malaysia
regarding the number of people diagnosed with autism. This is partially because both autism and other cognitive and
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developmental disorders are classified under learning disabilities. Nevertheless, The World Health Organization
(WHO) reports that one in 160 children has ASD, and its prevalence continues to increase globally (Murad, 2019).
In Malaysia, children with special needs are selectively put into mainstream classes on a child specific basis
(Lee, Yeung, Tracey, & Barker, 2015). However, this placement is not mandatory, and the decision relates solely to
the prerogative of the school administration based on the advice of the special education teachers at the school (Neik,
Low, Chia, Chua, & Lee, 2014). According to the preschool and primary school, the children with ASD in Malaysia
are included in the mainstream education after mutual decision between the parents and the school administration
(Razali, Toran, Kamaralzaman, Salleh, & Yasin, 2013; Lee & Low, 2013). This laid-back approach towards inclusion
is about to shift as 30% of children with special needs are aimed at enrolling in mainstream classes by 2015 and 75%
under the National Education Blueprint by 2025 (Ministry of Education Malaysia, 2013).
ASD and Social Interaction
Social interaction is a complex sequence of social behaviour among individuals or groups which alter their behaviour
and reactions because of actions by their partners. The distinguish social interactions into unintended, repeated,
frequent and controlled interactions (Milner, McIntosh, Colvert, & Happé, 2019). In addition, social interaction is a
social exchange between two or more individuals. Impairments in social interaction is the primary characteristics for
the people with ASD. People with ASD are struggling with social interaction because they are having the difficulty in
communicate with others. In addition, social interaction, verbal and nonverbal communication and repetitive
behaviours become a main issue that people with ASD will struggling with it (Lee & Semenova, 2019).
ASD is a form of the neural disorder where a person has social interaction difficulties and other issues of
communication-related to interests and behaviour. People with ASD lacked social communication with others.
According to Norfishah Mat Rabi (2016), when someone attempts to interact with ASD children, they do not have eye
contact with that person and the person who does this may think it is a kind of a rude reaction for the very first time.
Autistic people are very sensitive and cannot accept a minor change in their surrounding environment (Mohd Yusof
Zulkefli & Norfishah Mat Rabi, 2018). ASD children faces difficult problems because they do not know how to react
depending on the situation. It sometimes becomes a very difficult task to manage because if the environment changes
in their surroundings, they can show their aggressive behaviour or run away (Shoaib, Hussain, Mirza, & Tayyab,
2017).
ASD and Communication
Communication is a process involving the information exchange, ideas, emotions, and thoughts. It allows a sender to
send the message, and then transmitted to the receiver through the communication channel, processes the information
and send the appropriate response via the same communication channel (Donaldson, 2015). Every form of symbolic
communication using words is considered verbal, whether it is spoken or not. Communication can be both nonverbal
and verbal communication. Prelock & Nelson (2012), stated that communication includes the co-construction of
meaning by communicating partners who use gaze, non-symbolic gestures, facial expression, physical presence, voice
tone, and other ways of para-linguistic modulation to enhance linguistic meanings and transmit the message's
emotional tone, or to communicate without verbal symbolism.
There are many issues with social communication among the children with ASD. For example, failure to make
eye contact or answer questions and a propensity towards repetitive communication (Denworth, 2018). Children with
ASD are frequently self-absorbed and tend to live in a private environment where they have little potential for good
communication and contact with others. Children with ASD may be having difficultly to build language skills and
know what others talk to them. These also often have nonverbal communication difficulties, such as eye contact, facial
expressions, and hand gestures (Centers for Disease Control and Prevention, 2019). The knowledge of human
communication is central to the theory and clinical practice in the field of ASD. Milestones in language and
communication play significant roles in defining ASD at almost every point of development. Many parents of autistic
children start to worry about something that is not quite right with their child’s development due to regression and
early delays in speech development (Denworth, 2018). Hence, communication is one of the issues that have always
been a core feature of ASD.
The technology in assisting ASD to communicate
Technology can affect the daily lives of people and it can be used by people easily to communicate in several ways.
Technology is the sum of the techniques, expertise, methods, and processes used in manufacturing goods or services
or in achieving goals (Hacker, Johnson, Saunders, & Thayer, 2019). Nowadays, people communicate through
technology without face to face. In addition, it has rapidly changed young generation become more ignorant and lazier
(Christina, Tsiatsos, Mavropoulou, & Karagiannidis, 2016). On the other hand, technology is used to enhance a
person's quality of life and it has been used to help people with ASD to make their life easier. Nowadays, there are
several of technologies are being used to support children with ASD in different ways. The technology can be used to
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help autistic children understand their world in general, develop their expressive communication skills, social
interaction skills, concentration skills, motivational skills, organizational skills, self-help skills, academic skills, and
overall autonomous everyday function (Mohammad & Abu-Amara, 2019)
One of the largest autism research founders continues to support an Innovative Autism Technology Initiative
initiated by Cure Autism Now to improve and accelerate the speed of autism research and treatment by promoting
collaboration among technologists, designers, developers, and different stakeholders in the ASD community (Bölte,
Golan, Goodwin, & Zwaigenbaum, 2010). There are few types of technology or application that can help ASD as
support tools and provide the benefits of their use such as virtual reality application, dedicated applications, telehealth
systems, robots and so on (Aresti-Bartolome & Garcia-Zapirain, 2014). Technologies can also help children with ASD
to address common stress directly, reduce overstimulation and provide learning and communication by using apple
devices, locating devices, home security systems and communication technologies (Long, 2018).
Problem Statement
People with Autism Spectrum Disorder (ASD) are facing communication problems in their life because they do not
know how to express themselves. Besides, they do not know how other people feeling and thinking about them.
ASD is a complex condition that people who diagnosed with ASD will have difficulties to communicate and they
also behave differently (Norfishah Mat Rabi, 2016). For example, they will communicate, behave, or think
differently from normal people. They need more full-time care and a special facility for their daily life. Children
with ASD always engage in behaviour, interest, and activities about repetitively and in a stereotypic way (Mohd
Yusof Zulkefli & Norfishah Mat Rabi, 2018). For instance, they may focus seriously on a movement such as turning
the wheels on a toy vehicle or arranging toys consistently, that will comfort and stabilizes their minds
(Zwaigenbaum & Penner, 2018). Communication is an important process in the growing development of a person,
but people with ASD they tend to have a slower pace of learning language and many of them can not properly
pronounce out a proper sentence to communicate with people (Mohd Yusof Zulkefli & Norfishah Mat Rabi, 2018).
In addition, there is no medical detection of ASD, and it is a permanent disability (Zander, Sturm, & Bölte, 2014).
They can have unprovoked aggressive behaviours, thus according to Stewart (2016), stated that, it is important for
ASD people to have an early intervention to prevent heavy treatment in the future.
Advance technology is significant and supportive of the people’s living. People with the determination to use
technology to improve the quality of living can bring benefits and make people’s life easier. Technology
characterized as the utilization of logical information to the reasonable points of human life or, as it is now and then
stated, to the change and control of the human environment (Irwin, Harstad, Deister, & Augustyn, 2019). This shows
that technology’s basic motive is to help people to enhance their life. For instance, some of the developers have
invented technologies by scientific knowledge and technologies. They have like apps, guidance machines and
communication machines to help people with ASD (Christina, Tsiatsos, Mavropoulou, & Karagiannidis, 2016). By
utilising the usefulness of the technology, it may help them to communicate and bring benefits to their life.
Technologies may help in assisting ASD to communicate. However, how many people such as teachers,
therapist, caregivers or even parents may utilise the benefit of the technology in assisting the ASD children to
communicate? Therefore, the main objective of this research is to explore the usage of the technology that allows
ASD children to communicate. This is very significant to all parents living with ASD children because at least they
may utilise the usefulness of the technology in assisting their children and encourage them to communicate
effectively.
Methodology
A qualitative research was chosen as the methodology in this research. Qualitative research is used to gain an
understanding of underlying causes, opinions, and motivations (DeFranzo, 2021). The qualitative approach that most
suitable in this research is case study which aims to explore the usage of the technology that allows ASD children to
communicate. A case study is an approach where the researcher can provide a deep insight into the method of
researching a limited number of cases in the greatest depth of expectations (Bacon-Shone, 2020). Therefore, by
using case study approaches in this study may help the researchers to find out more opinion about the usage of
technology that helps ASD children to communicate.
Non-Probability sampling has been chosen for this research. Non-probability sampling is defining as
researcher may select a sample based on the subjective judgment from the population (Taherdoost, 2016). In this
research, all the participants should fulfil the requirements and needs upon the prior knowledge of overall response
patterns. The samples requirement of this research are 1) Parents that have ASD child, 2) Special Education
Teachers or caregivers, or therapist, which has at least 5 years’ experience in handling ASD student, and 3)
Instructional Communication Technology expert. In this study, the researchers conducted an in-depth interview by
utilising semi-structured interview to gather information from the participants. The researcher used interview
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protocol as research instrument for this research. According to Hunter (2012), interview protocol serves as the guide
to give direction and path to carrying out the data gathering process and follow-up by analysis. Researchers
interviewed three people from each of the categories. The purpose of choosing an in-depth interview is to extract
more accurate details, understand more profoundly and have a better relationship with the participant (Jamshed,
2014). During the pandemic of the COVID-19, face to face interview is not allowed. Therefore, the interview
session conducted via Google Meet and the interview session took about 30-45 minutes.
To measure the accuracy of this research, validation process had been made. Validity in research is the extent
to which the data is appropriate, justifiable, and relevant (Cypress, 2017). Firstly, researchers used descriptive
validity which to achieve high accuracy, the transcribe notes were sent back to the participants for consensus
purposes. Therefore, Maxwell (1992), viewed descriptive validation as the agreement between both researchers and
interviewees. Next is interpretive validity which researchers reflected researchers’ ability to report interviewees’
meaning, behaviour, or emotions in the response. However, the interpretation process is not only based on the
researchers’ point of view, but it also reflects the true feeling of the participants such as anger, sad or romance
(Thomson, 2011). For example, if the interviewees started to increase the pitch or tone to express his or her answer,
the researchers able to interfere with the emotional experience of the informant. Afterwards, the transcription
outcome will also be reported back to participants for agreement purposes. If the participants find unsatisfied with
the interpretation, researcher will need to remark and re-interpret until consensus achieved. Lastly is the theoretical
validity where researcher forms a theory in the studied phenomenon and evaluate it with researchers’ own theorized
perception. Thus, to validate this, the obtained response such as concepts and patterns must be fitted into the predetermined theory in the phenomenon to create a constructed idea for the theory (Hannes, Lockwood, & Pearson,
2010). Afterward, the researchers will be able to produce data that are aligned and support the pre-determined
theory.
Findings
Based on the interview session, researchers found that there are some common signs and symptoms of autistic
children. The informants mentioned that most people with ASD have poor eye contact, expression, repetitive
behaviour, and inappropriate social interaction. Thus, these are the problems of communication difficulties,
emotional and social interactions with others. According to the informants the biggest problem that they faced is
when they do not know and understand what people with ASD asking for and what they want due to the people with
ASD do not know how to express their feelings and emotions to others. This is because people with ASD may be
struggling to develop language skills and understand what others talk to them and how to express to people too.
Due to the difficulty to communicate with ASD children, thus majority of the informants agreed that with the
technology such as computers, phones or TV can be used as a tool to encourage children with ASD to communicate
with others and helps in their education. In depth, researchers found that caregivers and parents mentioned that
technology such as smartphones, tablets, and TV, were good and very helpful to be used to encourage children with
ASD to communicate with them. By using that tools, the ASD children have the chances to express their needs and
wants, build some knowledge and skills by using the technology. However, from the interview session, majority of
the informants and the ICT expert itself do not specify which tools is the best tool to be used. All of them mentioned
that any technology has their own functions and benefits to children with ASD. Therefore, they cannot choose which
types of technology they prefer since the different technology have their different benefits.
Based on the interview session, it is also can be concluded that majority of the informants agree about
technology is beneficial to ASD children which its work to encourage people with ASD to communicate. From the
interview session, researchers concluded that the technology its really works for parents and special education
teacher to encourage people with ASD by using the technology. Throughout the interview, they also mentioned that
there is some application provided may assist ASD children to interact with others. Each of the application has their
own function to let them learn, improve their social interaction skills, facial expression, language skills and so on.
For example, the special education teachers, caregiver, and therapist use tablet to show variation of pictures to help
them express their emotion, wants, and needs. Therefore, all of them think the technology can helps them to interact
with others due to it is very helpful. Besides, to avoid any negativity of the technology, the parents, special
education teachers, caregivers, therapist mentioned that they will guide the children the right procedure with step by
step to let them learn how to function it by their own. Besides that, the ICT expert also advised people matter to
ASD children to monitor throughout the process of learning and communication of children with ASD by using
technology.
Parents and special education teachers explained that many practices can be done by using technology to
help ASD children to communicate. They mentioned that technology can help ASD children to improve their social
interaction skills, language, communication skills and facial expression. Most of them stated that they help their
children with ASD to communicate by using visual support via tablet. A visual support is a way of non-verbal
communication which referring to using a photo or other visual object to interact with a child who has trouble
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understanding or language use. In addition, it can include drawings, objects, photographs, written words, or lists. For
example, the special education teacher shows a lot of options such as demands and illustration to their student with
ASD for them to choose and pick the right word and image. Majority of the special education teachers mentioned
that ASD students will learn what is the appropriate words to say during the process by using this way. Besides,
majority of the parents were also using such way to help their children to interact such as they can pressed the
picture, then it will reveal options of words, and the chosen word will be read by a text to speech.
However, many people viewed technology can be a negative influence on many people, thus based on the
interview, the ICT expert, parents, special education teachers, caregivers and therapist concluded to use technology
such as tablet phone, Tv or computer are really depending on how people take it because they are still able to teach
them well before the advancement of technology. This is because the development of communication for children
with ASD occurs differently and more slowly due to the sensory problems associated with the condition.
Discussions
Technology is also playing an important role in assisting ASD to communicate. Therefore, researchers found that
there are two main technologies which are Smartphones, Tablets, and Television (TV) that are most of the informants
preferred in assisting ASD to communicate. Nowadays, it seems the whole of the world appears to be revolving around
smartphones, tablets, and the internet. According to the Autism Speaks (2020), smartphones and tablets can be great
tools for people with ASD of all ages. It can also serve as motivation to people with ASD such as iPad. There are
many great applications that concentrate on language development. Many parents and teachers are interested in
helping their children, and students with ASD learn to talk by using a smartphones or tablets. It can be a great benefit
to those people with ASD who are having trouble learning the language. Hence, researchers are found that there are
some functions that can benefit children with ASD by using smartphones and tablets.
Visual Support
Children with ASD may not recognize social signals as they communicate with others in their everyday activities.
They cannot understand social norms, such as how to start a conversation, how to respond while others follow social
approaches, or how to change actions based on unspoken social rules. Therefore, visual support can help to teach
social skills for children with ASD and use them in social settings on their own (Autism Speaks, 2019).
A visual support is a way of non-verbal communication which referring to using a photo or other visual object
to interact with a child who has trouble understanding or language use. In addition, it can include drawings, objects,
photographs, written words, or lists. Besides, it also may help the children with ASD communicate better with others
and parents can better communicate with their children with ASD (Autism Speaks, 2021). For example, they can
communicate by picking the pictures and options on the tablets and show it towards other students or teachers to
express their needs and wants. In addition, there will be sets of options like requests, demands, illustrations for them
choose and pick the right words and pictures for others to see and know what they trying to say. This will make their
conversation more fun and meaningful and they will learn what is the appropriate words to say during the process.
From the findings, researchers can conclude that children with ASD tend to learn better on visual support. This
research shown that visual support is supporting well to help children with ASD to communicate because the children
with ASD are difficult to understand and express their needs and wants. Therefore, visual supports are very important
because it can help children with ASD challenges in socially, have limited interest, repetitive behaviour and using
language to interact with others (Baker, 2012). In addition, visuals can help to explain what parents expect. This
reduces frustration and can help to decrease the problem behaviours resulting from communication difficulties.
For example, the children with ASD may begin with matching object to object, and object to image, then image
to image. They begin by matching the actual object to the same object. After that, matching a picture to the object
once that is mastered. This allows the children with ASD to understand that an image may represent an entity. At the
end, a photo of an image will line up (Bennie, 2017). Hence, visual support can be a tool to help children with ASD
to communicate with others by using smartphones and tablets.
Video Modelling
Video modelling is an evidence-based form of prompting which used to improve positive behaviours in children with
ASD and to aid in the development of skills. It is a teaching method in which a person watches a video of someone
performing an activity, and mimics the activity itself (Park, Bouck, & Dueñas, 2018). According to Brereton (2018),
it shown that many people with ASD learn best through visual means. In addition, video modelling has proved to be
a highly effective method of teaching for all children with ASD. This is because the technology is a good way that can

231

used to encourage them to communicate with others such as let them watch some video through mobile phone, tablet
or TV like Animal Planet or Cartoon through TV to let them build some knowledge and skills.
From the findings, researchers found that video modelling can be a very effective method that involves a visual
way and teaching skills to children with ASD. Besides, the video may be of the children with ASD to perform a task
or assignment. For example, the breakup a task like brushing teeth into steps that the children with ASD can follow
by watching the video as the task is complete. Hence, video modelling can help with a wide variety of skills such as
jobs tasks, hygiene and so on. It helps children with ASD to learn new skills, concepts, emotional responses through
video modelling.
Practice of technology that helps ASD to communicate
Children with ASD has difficulty to communicate effectively and understanding with other people. Based on the
objectives, researchers found that most of the interviewees mentioned there are many benefits on the usage of
technology to help the ASD children to communicate. There are four common benefits the usage of technology in
assisting people with ASD to communicate which are language, social interaction skill, emotions, and confidence.
Language
Children with ASD may be delayed in learning language skills, leading to disappointment as they are unable to
communicate with others and tell them what they need. Hence, they might avoid joining a group in social situations.
Children with ASD have less chances to learn language skills. Therefore, they usually have a complicated problem
that requires more explicit communication than difficulties with speech and language. Usually, children with ASD
may find it difficult to interpret social behaviour. They are not willing to interact with others can be evident in the way
they fail to make eye contact (Mohd Yusof Zulkefli & Norfishah Mat Rabi, 2018). Throughout the findings,
researchers found that technology is assisting ASD to improve their language or speech. This is because it provides
some application to let them learn, think, and interact with others. The application has their own function to help them
improve their language, communication skills and facial expression.
Social Interaction Skill
Social interaction is a complex sequence of social activity between individuals or groups that alters their conduct and
reactions because of their partners' actions. Social interactions are characterized by unintended, repeated, repetitive
and regulated interactions (Milner, McIntosh, Colvert, & Happé, 2019). Impairments in social interaction are key
features of people with ASD. People with ASD are struggling with social interaction, as they have trouble interacting
with others. Furthermore, social interaction is becoming a big problem with which people with ASD can struggle
(Boucenna, et al., 2014).
Therefore, researchers found that using the technology can help the children with ASD to improve their social
interaction skills. It be concluded that building up the social interaction skills through practice can help improve group
engagement and promote results such as happiness and friendships by using the technology. Because there is common
misconception that children with ASD do not even make friends with others because they are anti-social. They want
to make friends and speak to others, but they do not always know how to do it properly. Therefore, they fail to
understand social interaction and keep the eye contact with others (Autism Parenting, 2021).
Confidence
Confidence is very important for everyone and for people with ASD. According to the Alex (2015), confident of
children and adolescents can cope better when things go wrong. In unfamiliar or unusual circumstances, they are less
likely to be nervous. Besides, the children and adolescents with low self-confidence can be distressed when faced with
challenges and may be less likely to try new things. They are more likely to be harsh on themselves and might think
they cannot do something right, irrespective of their abilities. Confidence develops as children and adolescents succeed
and learn they are good at things. Therefore, parents should pay careful attention to the strengths of their children to
build and improve their self-esteem and confidence. Thus, it is believed that the technology can help them to be more
confident to express their emotions and social interaction skills.
Emotions
People with ASD are struggling to understand, control and express their own emotions for a variety of reasons. At one
point, people with ASD were considered as an emotional condition because of cold, resisting parents Tantrums and
self-injurious behaviours can be used as a coping mechanism which can create challenges for parents and special
education teachers in the educational setting (Baker, 2012). It may present depression, constant anxiety, and probably
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unreasonable fears. For example, children with ASD can display no reaction to heights or dangerous situations but be
frightened in their environment by popular toys or objects (Smith, Segal, & Hutman, 2021).
Emotional responses may involve bouts of aggressive behaviour and heightened anger levels that do not occur
for any specific cause. Some children with ASD may be misdiagnosed as having a behavioural disorder in place of
ASD (Baker, 2012). Similarly, children with ASD may also be known to display apposition defiant behaviours because
of their emphasis on sameness (McCoy, 2011). Therefore, researchers found that using the technology can help the
children with ASD to express their emotion.
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Abstract
This paper reviews the progression of domestic tourism in Vietnam during the period 2000-2019 and identifies
the travel behaviour of Vietnamese tourists, thus provides insights on future trends for the domestic market in Vietnam.
The paper concludes with suggestions for exploiting the lucrative domestic market. Secondary data retrieved from
multiple sources including the Vietnam National Administration of Tourism, the General Statistics Office, the World
Bank, and Vietnam Tourism Master Plans, were reviewed and synthesized to examine the growth of domestic tourism
and determine the effects of tourism on Vietnam’s economy. The future trend for the domestic tourism market in
Vietnam was forecasted based on the obtained data. The findings reveal that domestic tourism in Vietnam is
experiencing a tremendous shift, as reflected in improvements in the living standards, disposable incomes,
infrastructure, accessibility, and many other aspects with regard to that sector. Also, thanks to imperative policies of
the government in pushing people to travel and to accept it as part of their current lifestyles. In terms of future trends,
the increase in Vietnamese middle class and the reduction in their working time will drive them to travel more
frequently and seek short distance trips for recreation and the weekends in the future. This paper provides critical
insights into how the Vietnamese Government imposes policies and strategies to encourage citizens to travel and
boosts the tourism sector.
Keywords – Domestic tourism, Vietnam, Vietnamese tourists, government policy, tourism growth

Introduction
According to the United Nations’ World Tourism Organization, domestic tourism is “a form of tourism
involving residents of a given country travelling only within that country” (UNWTO, 1994, p. 5). In Vietnam,
domestic tourism has experienced a great leap in recent years. Domestic tourism in Vietnam has received increasing
attention from the government following a statement published on the online newspaper of the Vietnamese
Government (VGP News) that more than 85 million trips had been made in 2019 (VGP News, 2019). Indeed, the
domestic sector has been showing an upward trend in the 2000s. It should be noted that during 1990s, the domestic
tourism statistics was not published continuously so that the article presents the data since 2000s to ensure the
confidential information. Currently, the number of Vietnamese citizens who offer great potential for developing
domestic tourism exceeded 96.2 million in 2019. Table 1 shows the figures for domestic tourism in Vietnam and the
total population for the period 2000–2019. Overall, domestic tourism has been undergoing an upward trend in recent
years. During the first 10 years, that is 2000–2009, the sector developed steadily at an average growth rate of 8.74%.
The highest figure of 25.5 million tourists was recorded in 2009, which made an increase of 24.39% over that of the
previous year, an increase of 128% compared with 2000, and was equal to 29.28% of the entire Vietnamese
population. However, it grew by only 3.85% and 7.41% respectively in 2003 and 2004, because of the severe acute
respiratory syndrome (SARS) disease. The following decade saw a continuation of the success of the 2000–2009
decade when the number of Vietnamese people travelling within the country boomed and broadened year by year.
Beginning with 28 million tourists in 2010, the statistics jumped to 85 million tourists in 2019 which accounted for
204% raise and corresponded to 88.36% of the population of Vietnam of that year. It should be noted that in 2015,
the Vietnam National Administration of Tourism (VNAT) changed its statistical method for measuring domestic
tourism, particularly with respect for the measurement of same-day visitors, which explains the boom in the number
of domestic visitors from 2014 to 2015.
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Table 1: Domestic tourism and population of Vietnam for 2000–2019.
Source: VGP News (2019); GSO (2019); World Bank (2019)
Population
Year
(in millions)
2000
2001
2002
2003
2004
2005
2006
2007
2008
2009
2010
2011
2012
2013
2014
2015
2016
2017
2018
2019

79.91
80.74
81.53
82.29
83.06
83.83
84.62
85.42
86.24
87.09
87.97
88.87
89.76
90.75
91.71
92.68
93.64
94.57
95.54
96.21

Domestic Tourism
Arrival
Growth
Arrivals overpopulation (%)
(in millions) (± %)
11.2
14.02%
11.7
4.46%
14.49%
13.0
11.11%
15.94%
13.5
3.85%
16.40%
14.5
7.41%
17.46%
16.1
11.03%
19.20%
17.5
8.70%
20.68%
19.2
9.71%
22.48%
20.5
6.77%
23.77%
25.5
24.39%
29.28%
28.0
9.80%
31.83%
30.0
7.14%
33.76%
32.5
8.33%
36.19%
35.0
7.69%
38.57%
38.5
10.00%
41.98%
57.0
48.05%
61.50%
62.0
8.77%
66.21%
73.2
18.06%
77.38%
80.0
9.29%
83.73%
85.0
6%
88.36%

Currently, under the pressure of COVID-19 pandemic starting from the end of 2019, the governments all over
the world have put an embargo on the movement within the country and closed their borders for an indeterminate
time. This unprecedented disaster which has never seen outside of wartime has put international tourism market into
a critical situation and influenced dramatically on the global scale (Bakar & Rosbi, 2020; Gössling et al., 2020; Karim
& Haque, 2020). According to Prideaux et al. (2020) tourism activities should be arisen by domestic tourism as the
first stage of recovery from COVID-19. During and post pandemic, domestic tourism market has shown its resilience
while international market has been affected substantially. The outbreak has heightened the need for more research on
domestic tourism, help to provide more empirical evidence for government and stakeholders considerations.
Considering the significant growth and contribution of domestic tourism in Vietnam pre-pandemic and postpandemic, this paper reviews and discusses the expansion of domestic tourism in Vietnam through the 2000s and
2010s. This review paper provides background literature and insight on domestic tourism development in Vietnam
during the two last decades. It also examines the behaviour of tourists and brings predictions for development trends
in the next decade. The paper provide a scientific support for government and stakeholders to plan their future
projects.
Determinants of Domestic Tourism Growth
In terms of body literature in tourism, researchers focus mainly on international market demand and growth
rather than the domestic market due to the benefit in foreign exchange. Meanwhile, the well-recorded statistics of
international tourism provides a good database for studies on this market. Obviously, there have been few research
papers focusing on domestic tourism growth. In the context of tourism development, the determinants of the growth
in domestic tourism in a country can be led by several factors. Amongst the factors, there are three main determinants
of the growth which are discussed by following.
In the first place, it should be taken into account the importance of economic growth which absolutely induces
the development of domestic tourism. Economic determinants have been used widely for studying on modelling and
forecasting of tourism demand (Li et al., 2005; Song et al., 2010; Song & Li, 2008). Especially, a considerable number
of researchers have recently explored the economic factors to predicting the domestic tourism demand and growth
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(Allen et al., 2009; Athanasopoulos et al., 2014; Athanasopoulos & Hyndman, 2008; Coenen & van Eekeren, 2003;
Divisekera, 2010; Huybers, 2003). Moreover, several researchers have criticized economic growth as an impetus of
domestic tourism development. While studying about domestic tourism in Italy, Massidda & Etzo (2012) used the
gravity model to analyse the role of economic growth on domestic tourism and explain the interregional tourism flows
based on the per capita GDP gaps amongst the regions. The findings revealed that economic factors have played an
essential and positive role in the growth of domestic tourism. Likewise, based on the data from the National Household
Tourism Survey, Yang et al. (2014) applied multilevel modes to investigate the influences of economic features
including absolute income, relative income, domestic tourism price, and substitute price on Chinese domestic tourism
demand. The study proved that the dominant role of absolute personal income and the significant role of relative
income which influence on demand for domestic tourism in China. Most recent, Alvarez-Diaz et al. (2020) have
identified that economic growth, especially, GDP growth, increasing income, and reasonable prices affect domestic
tourism flows and tourism demand in Spanish provinces by using a gravity model and various econometric models.
Absolutely, the relationship between economic growth and domestic tourism growth exists.
In addition to economic determinants, researchers have emphasized the role of government policies supporting
domestic tourism development. For example, as the case of Malaysian domestic tourism, the Government have been
promoted various themes and campaigns with the most successful campaign namely Cuti-Cuti Malaysia first launched
in 1999 and re-launched in 2004 targeted to domestic travellers (Mohamed et al., 2017). This campaign focuses on
promoting Malaysian destinations to domestic tourists with numerous interesting activities and programs and builds
the travel culture amongst Malaysian people. Recently, Narsir et al. (2020) remark on the campaign Cuti-Cuti Malaysia
as an effort of Government to push thousands of Malaysian travellers to take domestic trips. In the same vein, the case
of Chinese domestic tourism, the leave policy, especially, the Golden Weeks implemented since 2000 influence
dramatically to the great leap of the domestic market in the country (Qiao & Lew, 1995; Wang, 2010; Wu et al., 2000;
Xu, 1999; Yang et al., 2014; Zhang, 1997). Golden Weeks are called for the three separate weeks national holidays
including spring holidays Golden Week, National Day Golden Week and Labour Day Golden Week. During these
Golden Weeks, all the working people in China will have 7 or 8 paid leave. In a review of Chinese domestic tourism
researches, Aramberri & Xie (2003) claim that the Golden Weeks of Spring Festivals gives ideal opportunities for
domestic tourism growth. Likewise, Wang (2010) uses the Vector Auto-regression model to determine the influential
factors on Chinese domestic tourism growth during period 1985-2007 by examining three main factors consisting of
income, leave policy and transportation. Although the results reveal that leave policy does not have a significant
influence on the growth of domestic tourism, the author emphasizes in his conclusion that “do not ignore the role of
the leave policy” (Wang, 2010, p. 458).
According to The Organisation for Economic Co-operation and Development (OECD), in terms of market
characteristics, business environment especially the nature of competition is identified as a key determinant which
drives the innovation and improvement of any market, including tourism (OECD, 2006). In one hand, according to
Pirnar et al. (2012) companies struggle to reduce cost and upgrade service and product quality under the pressure of a
forceful competition. On the other hand, innovation and improvement in supply-side help to enhance the efficiency of
companies and to reply and satisfy more accurately customer’s demand (Pirnar et al., 2012). Correspondingly, the
competition and the improvement of tourism suppliers led to the increasing domestic tourism market. Zhang (1997)
specifies that the efforts which improve tourist supplies in China comprising food and beverage, accommodation,
transportation, entertainment, and shopping have not basically focus on satisfying the needs of international tourists
but also targeting to cater to domestic tourists. The author proves that the development of these components in the
tourist supply-side leads to the great success of domestic tourism in China. Additionally, Wu et al. (2000) conclude in
their study on the trends in China’s domestic tourism development that the advancement of railway, airport and
accommodation during the 1990s brought a large demand of domestic tourism. For the case of China domestic tourism
development, it should be noticed the vital role of achievements in the modernization of transportation railway and
also air transport since the 1990s (Wang, 2010).
Domestic Tourism Research in Vietnam
Although domestic tourism in Vietnam has increased remarkably in the past 20 years, this phenomenon still
lacks the attention of Vietnamese researchers in the context of international publications. Most of their studies are
centred around the international tourism market. The exception includes Bui & Jolliff (2011), Can (2013), Giao et al.
(2020) Nhan & Dua (2019) Thi & Linh (2014). Their research focuses mainly on market segmentation and the
behaviour of the domestic tourism market including tourist motivation, tourist satisfaction, and tourist revisit intention.
Thus, they neglected the following questions: “Why has the proportion of domestic tourists increased constantly and
remarkably in Vietnam in recent years?” and “What have been the favourable conditions for the recent growth in
domestic tourism?”. Moreover, all previous studies show the geological limitations conducted in a few specific
destinations. There has been limited research on the domestic tourism market for the whole of Vietnam. In this article,
the authors determine the impetus of domestic market growth and provides a full background of the development of
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the market in Vietnam since the 2000s. Besides, considering the importance of insights on a domestic tourist in
previous studies, the characteristics of domestic tourist are analysed in this paper.
Methodology
The article is a review paper using secondary data retrieved from multiple sources. Forgracs (2003, p. 94) states
that “the systematic review, as the careful weighing of evidence, has surpassed the ex-cathedra overview”. The data
collected through secondary sources based on a review of existing information and data. The secondary data analysis
is criticized as a useful technique which can bring a new insight and gain some background knowledge (MacDonald
& Headlam, 2009). Therefore, this collecting data technique reply to the purpose of this study that is to provide
background knowledge and insight of the domestic tourism market in Vietnam. In the context of Vietnam Tourism,
the information is acquired during the period 2000-2019 from official sources including The Online Newspaper of
Vietnam’s Government (VPG News), the General Statistics Office of Vietnam (GSO), Vietnam National
Administration in Tourism (VNAT), the Ministry of Foreign Affairs of Vietnam (MOFA), the World Bank and from
other authoritative statistics. The selected data is then constructed based on three key criteria namely Economic
Growth, Government Policy Support and Abundant of Tourism Supply Side. These three criteria were revealed in the
systematic review as the determinants of domestic tourism growth. Additionally, the research data to analyse the
character and behaviour of domestic tourists is retrieved from the results of the survey on domestic tourists in 20002017 conducted by the General Statistics Office of Vietnam and published in 2019 (GSO, 2019).
The Findings
Historically, it took 10 years from 1975 to 1985 for the Vietnamese Government to moderate its political and
economic directions after the war ended. Since the establishment of the Doi Moi policy in 1986, Vietnam has entered
a new period, built up its international relationships, established and perfected its socialist market system. Its reforms
and open-door policy since the 1990s have led to a developing economic environment. As an economic sector, the
tourism industry has been affected by this change of the open-door policy, where tourists are welcomed from all over
the world, thanks to internationalization and globalization. Noticeably, the first master plan for tourism in 1995
indicated that the state recognized the vital role of a smoke-free industry, which was specified as a tool for earning
money from the international market (Vietnam Government, 1995). At the immature stage of the tourism sector, in
1990, the “Tourism Year” campaign was launched by VNAT, and it attracted 250,000 international tourist arrivals
(VNAT, 2015a). Simultaneously, domestic tourism in Vietnam rose with 1 million Vietnamese people travelling
within the country. The number of domestic tourists was still limited because of the economic issues that arose during
the 1980s. However, the prominence of international tourism in the 1990s pushed the general development of the
tourism sector, which boosted the growth of domestic tourism in the 2000s. With the continuous effects of the
beginning stages in the scenario of tourism development, Vietnam’s domestic tourism has boomed since 2000,
reaching 80 million domestic tourists in 2018 (VNAT, 2019a). Three inherent reasons for the augmentation of this
market in Vietnam during the 2000s should be considered: economic growth inducing a change in the economic
structure and an improvement in the living standards of the Vietnamese people, a supportive government policy, and
the reinforcement of the tourism supply side.
The Effects of Economic Growth
During the 2000s, the global challenges arising from health crises, including SARS in 2002–2003, the Middle
East Respiratory Syndrome in 2012, and H5N1 in 2018, as well as the world financial crisis in 2009, had an
considerable impact on economies worldwide, especially on the tourism and trade sectors (Segura et al., 2019). Despite
these obstacles, the economy of Vietnam has still been rising steadily. Figure 1 indicates that in the period of 30 years
since the initiation of Doi Moi, the GDP of Vietnam has increased more than 17 times, from USD 14.095 billion in
1985 to USD 244.948 billion in 2018. From 2000 to 2003, Vietnam’s economy experienced a slight growth of USD
8.4 million. Nevertheless, in 2004, this figure increased by USD 5.8 million from the previous year. Since that year,
Vietnam’s economy went up gradually and hit its peak in 2018 at USD 244.9 billion (see Figure 1). It should be noted
that the GDP of Vietnam in 2018 was 7.08% more than in 2017 — the highest increase in 11 years.
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Figure 1: Gross domestic product growth of Vietnam from 1985 to 2018.
Source: World Bank, (2018)
As a result of the economic growth, the income per household has also increased significantly. According to the
survey results of the Vietnam Household Living Standards in 2016 by the General Statistics Office of Vietnam (GSO),
the average monthly income per capita in Vietnam increased nearly fivefold in this decade from VND 636,500 in 2006
to VND 3,097,600 in 2016, and monthly consumption expenditure for living per capita was VND 2,157,000 in 2016
(GSO, 2016). However, this average income was calculated by dividing the GDP by the total population of Vietnam
which did not account for the gap between the poor and the rich or the differences between urban and rural regions.
According to the Jobseeker Salary Report in Vietnam 2019, which was conducted by Vietnam Works — the leading
online recruitment company in Vietnam — the average salary range per month for a Vietnamese employee is between
VND 8 million and VND 15 million, which is respectively equal to USD 344 and USD 646 (Vietnam Works, 2019).
Moreover, the Conference Board Global Consumer Confidence Survey, in collaboration with Nielsen, a global
information and measurement company, indicated in their report on the second quarter of 2018 that 49% of Vietnamese
consumers are willing to spend their spare cash on holidays (Nielsen, 2018). The figures show that because of
economic growth, the Vietnamese people have more dispensable income, and travelling is an activity that they are
happy to spend their money on, after covering essential living expenses.
The Central Intelligence Agency (CIA, 2019) stated that Vietnam is recognized as a populous country, whose
government, since 1986, has shifted the economy from a centrally planned one based on agriculture to a more
industrialized market economy that has driven a gradual upward trend in incomes. Indeed, the structure of Vietnam’s
economy in the 2000s has changed to one with a lower proportion of agriculture than in the 1980s and 1990s. Figure
2 shows the structure of Vietnam’s economy in 2018. Overall, the trade sector had the largest share of the GDP of the
country, gaining VND 534.2 trillion (USD 23.061 million). Agriculture reached only 15% of the GDP, whereas the
trade sector accounted for the highest proportion, at 41%, followed by the industrial sector at 34%. Within the trade
sector, 75.4% came from retail and sales, and 24.6% from the accommodation, food and beverages, and services and
tourism. The change in the economic structure, with the trade sector rising rapidly claimed the largest proportion of
the entire economic sector, indicates that this sector can deal with the demands of both international tourism and
domestic tourism. In addition, since agriculture has not constituted a large part of the economy, the lifestyles of the
people have become more industrialized and modernized.
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Figure 2: Vietnam’s economic structure in GDP. Source: GSO (2018)
Clearly, the economic growth over the past two decades has driven the increase in per capita income, which
indicates that the living standards of the Vietnamese people have improved. As a result of this economic growth,
domestic tourism in Vietnam has generated favourable conditions for further growth because the people can earn more
money and increase their disposable income, and as aforementioned, travel is recognized as one of their favourite
activities. Likewise, the change in the economic structure led by the trade sector indicates that the Vietnamese people
of today no longer give priority to agriculture. Along with the change in the economic structure, career structures have
been adjusted. Eventually, the proportion of workers and employees will be higher than that of farmers. The
Vietnamese people ultimately have more free time for their leisure and recreation because they have a maximum
working time of 48 hours per week. These two main economic situations in the 2000s have led to the development of
domestic tourism, thanks to the rise in disposable income and the change in the lifestyle of the Vietnamese people.
The Effects of Government Policies
In the competitive tourism market, the Vietnamese Government has already taken proactive steps to expand
both international and domestic tourism in the 2000s. Domestically, four prominent policies are promoting the growth
of domestic tourism in Vietnam during this period: company-sponsored trips, as cited in the Trade Unions Law of
2012; the National Master Plan for Tourism Development to 2020, Vision 2030; the Người Việt Nam du lịch Việt
Nam—Mỗi chuyến đi thêm yêu Tổ quốc (Vietnamese people travel around Vietnam—Every trip makes you love your
country more) campaign; and the promotion of the biennial tourism festivals in Dalat, Danang, Nha Trang, and Hue.
The first government policy, company-sponsored trips, as cited in the Trade Unions Law adopted by the XIII
National Assembly (Vietnam Government, 2012b), should be acknowledged as the primary impetus having had a
substantial effect on the thriving of domestic tourism in Vietnam. Trade unions established on a voluntary basis are
broadened socio-political organizations of the working class and workers and considered as an integral part of the
political system of Vietnamese society under the leadership of the Communist Party of Vietnam. Because trade unions
are under the government, their finances and the way funds are used are clearly regulated by the official decisions of
the government. In addition, a large part of trade union funds (equivalent to 2% of the salary of workers and
employees) is paid by agencies, organizations, and enterprises (Vietnam Government, 2012b). Article 27 of this law
refers to the “management and use of trade union finance,” and clause 2(e) notes that one of the expenditures of trade
union funds is for “organizing cultural, sports, and tourism activities for workers.” This law was published to improve
relationships among workers as well as between employers and employees. The destination is decided collectively,
but the final decision is generally made by the head of the organization. Generally, domestic destinations are the
popular choices due to the low basic salary of workers and the high price of travelling abroad. In relation to this policy,
Bui & Jolliff (2011) found that the employer’s sponsorship has a crucial effect on the travel motivations of domestic
tourists in Vietnam.
The second policy noticed is master plans on tourism, the National Master Plan on Tourism to 2020, Vision to
2030, approved in 2011 by Prime Minister Nguyen Tan Dung, reformed the strategy for tourism development and
drew the attention from the state towards the domestic market. In the first master plan, only four zones were focused
on to exploit tourism across the country. However, in the second master plan, the industry was spread throughout the
country (Vietnam Government, 2011). To effectively exploit the strengths of each province and to strengthen the links
between regions and localities for creating specific tourism products, the second master plan divided the country into
seven tourist regions based on their geographical situation. Moreover, the first master plan neglected the domestic
market, while in the second plan, it was identified as an alternative to the international market. The main tourism
products for this segment were maritime products, cultural tourism, natural tourism, ecotourism, and meetings,
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incentives, conferences, and exhibitions (MICE) in the low season (Vietnam Government, 2011). Even though
Vietnamese travellers were recognized as a substitute for foreign travellers, the state sought profits from this market.
Third, also admitted as an effective policy to boost domestic tourism market, the Người Việt Nam du lịch Việt
Nam—Mỗi chuyến đi thêm yêu Tổ quốc (Vietnamese people travel around Vietnam—Every trip makes you love your
country more) campaign was launched in 2014 (VNAT, 2014). The aim of the program, which was implemented from
October 2014 to the end of 2015, was to promote domestic tourism. VNAT expected the growth in domestic tourism
to offset the decline in international tourism. In response to this policy, Vietnam Airlines offered a discount of 50%
on its tickets for domestic flights, which in turn led to a decrease in tour prices by 30%–40%. As a result, 2015 was
recognized as the most successful year for tourism, with an increase of 48% in domestic tourist arrivals and of 6.2%
in tourist receipts compared with the previous year (VNAT, 2015). Continuing with this success, in 2019, the 15th
International Tourism Exposition, held from September 4 to 7 at the Office of Tourism in Ho Chi Minh City, had 350
attendees, including representatives of airlines, hotels and resorts, and travel agencies from 45 cities and provinces
(Ho Chi Minh Government, 2019). Furthermore, the International Tourism Fair organized by the Hanoi Capital
Government that was held in March 2019 provided more than 100,000 low-cost flights and 180,000 tour packages at
discounted prices (International Travel Expo, 2019). Notably, all these special events and offers occurred within the
country and gave priority to its citizens; as a result, they contributed a positive influence on the domestic market.
Lastly, the biennial cultural tourism festivals held by the Ministry of Culture, Sports and Tourism, and the
Department of Culture, Sports and Tourism in provinces and cities attracted numerous Vietnamese travellers. Four
biennial tourism festivals encouraged the progress of domestic tourism are the Nha Trang Beach Festival, the Da Lat
Flower Festival, the Hue Festival, and the Danang International Fireworks Festival. Among these four festivals, the
Nha Trang Beach Festival is the most successful tourism event in the country. In 2017, the festival attracted 117,500
tourists, including 104,500 domestic tourists (VNAT, 2019b) The Da Lat Flower Festival is a biennial cultural and
tourism festival to celebrate flowers and highlight the flower industry in Da Lat. Da Lat is famous, not only for its
colourful flowers, but also for the locally-grown bonsai, and the Lam Dong Tea and Silk Culture exhibition. The latest
festival attracted more than 500,000 visitors in 2017 (VNAT, 2019d). In 2000, the 1st Hue Festival was organized by
Hue Province in collaboration with the French Embassy. To date, the Hue Festival is the most important international
festival of culture, arts, and tourism in the country. In 2018, the festival welcomed 1.2 million tourists (Hue
Government, 2018). In the same vein, the 1st Danang International Fireworks Festival (DNIFF) took place in 2008.
Noticeably, the DNIFF in 2017 is recognized as the first tourism festival to be run by a private enterprise, the Sun
Group, without seeking funding from the government (DNIFF, 2019). In 2019, the DNIFF greeted more than 1.5
million tourist arrivals (VNAT, 2019c).
Briefly, these four policies of the government forced a boom in Vietnamese domestic tourism in the 2000s. Among
these positive policies, company-sponsored trips produced the highest number of Vietnamese travellers within the
country in the 2010s. Thanks to the increasing incomes of both employers and workers, this policy has touched most
of the Vietnamese people. Since the approval of this law, this class of the population has had the opportunity to travel
at least once a year, thanks to sponsorships by organizations, even though in some cases the financial support is
insufficient, and people must contribute their own money. In addition, the second tourism master plan built up an
advantageous context for the growth of this sector. Since then, domestic tourism has attracted attention from the
government and is considered as an alternative to the international market. Further, as the government recognizes and
focuses on the development of tourism in Vietnam through media promotions, citizens are becoming more curious
about the beauty of their country. In short, organizing biennial festivals, regulating company-sponsored trips, and
approving a master plan for the integral development of tourism in the whole country are regarded as the three most
beneficial policies of the Vietnam Government for the domestic tourism market.
The Effects of the Abundance of the Tourism Supply Side in Vietnam
Following the economic growth that led to modernization and the supportive policies of the government,
Vietnamese tourism has been experiencing exceptional conditions for development over the past two decades. With
respect to the background on the supply side, the rich tourism resources, the large investments from the government
and foreigners in infrastructure and tourism projects, the advancement of the airline sector, and the explosion of tourist
accommodations have contributed to the expansion of both the international and domestic markets.
Indeed, Vietnam possesses a diversity of natural and cultural resources that have been influenced by Chinese as
well as Western culture. Until 2018, Vietnam had eight world heritage sites recognized by UNESCO (2019),
comprising five cultural heritage sites, namely, the Central Sector of the Imperial Citadel of Thang Long–Hanoi
(2010), Citadel of the Ho Dynasty (2011), Complex of Hué Monuments (1993), Hoi An Ancient Town (1999), and
My Son Sanctuary (1999); two natural heritage sites, namely, Ha Long Bay (1994, 2000) and Phong Nha-Ke Bang
National Park (2003, 2015); and one mixed heritage site, Trang An Landscape Complex (2014). Moreover, the World
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Travel Awards (2018) named Vietnam as Asia’s Leading Destination in 2018. In the same year, An Bang Beach in
Hoi An, Vietnam, was recognized as one of the 25 best beaches in Asia in the Traveller’s Choice Awards (TripAdvisor,
2018). All these rich tourism resources have made the country well known throughout the world and have attracted
more potential tourists within the country. Based on the mix of natural and cultural resources, Vietnamese tourism has
the ability and opportunity to build a wide range of tourist products to attract potential visitors who are seeking beach
holidays, beautiful natural landscapes, historic places, and cultural identities (Jansen-Verbeke & Go, 1995). With these
valuable resources, Vietnam can offer tourism products, such as sun and beach tourism, mountain tourism, rural
tourism, heritage tourism, ecotourism, MICE, urban tourism, and health tourism. Among these, 80% of the products
are related to sun and beach tourism. The Vietnamese Government recently turned its attention to mountain tourism
to develop pro-poor tourism (Truong, 2013)
The sector has received investments to develop tourism from both the national budget capital and Foreign Direct
Investment (FDI). Table 2 illustrates the amount of investments in tourism during the period 2001–2008. In total, the
sector accumulated USD 178.17 billion from the national budget during this epoch, and the FDI reached USD 9.126
billion in 2008. The investments were used mostly for roads to increase the accessibility to resorts and tourist
attractions, and most of these were concentrated in the buffer zones of tourism centres or along the coast. In addition,
at the level of international cooperation recently, Vietnamese tourism was supported by a project from Luxembourg
with a budget of up to EUR 10 million to develop employment quality. VNAT also established a tourism development
project in Mekong, which concentrated on tourism infrastructure in the Mekong Delta, and was supported by the Asian
Development Bank with a budget of up to USD 12.2 billion (in which USD 8.47 billion was through preferential
loans; VNAT, 2018). This strong financial support from the government and foreign investors over the past 20 years
built a wealthy and healthy environment for the growth of Vietnamese tourism.
Table 2: Tourism investments from 2001 to 2008 (in USD billion).
2001 2002 2003 2004
2005
2006
2007
National investment
11.46 16.37 19.39 21.54 23.69
26.71
32.31
Foreign
direct 10.3 174.2 239
111.17 (lack
of (lack
of
2,012
investment
data)
data)

2008
26.71
9,126

Total
178.18
-

In terms of transportation, the development of air transportation, which helps people to move to their
destinations faster and easier, has driven the expansion of the tourism sector in both international and domestic
markets. Vietnam is launching an increasing number of flights, raising the volume and the turnover of flights, and
improving the infrastructure in airports. As at 2018, Vietnam had 22 airports, including 10 international airports,
namely, Noi Bai, Van Don, Cat Bi, Vinh, Phu Bai, Da Nang, Cam Ranh, Tan San Nhat, Can Tho, Cam Ranh, and Phu
Quoc (VNAT, 2019a). In 2018, Quang Ninh province inaugurated the Van Don International Airport, the efficiency
of which in the first period led to 2.5 million travellers per year (Civil Aviation Authority of Vietnam, 2019). In 2018,
106 million tourists travelled to Vietnam by air, an increase of 12.9% in comparison with 2017 (VNAT, 2019a). In
addition to Vietnam Airlines, Vietnam has four airline companies, namely Vietjet Air, Jetstar Pacific Airlines, Bamboo
Airways and VASCO, which caters to the low-cost market (Civil Aviation Authority of Vietnam, 2018).
Tourism accommodation in Vietnam has improved rapidly in terms of quality and quantity. In the initial stage
of tourism development in the 1990s, the number of hotels in Vietnam was limited, and these were managed totally
by the state. In 2018, Vietnam added 56 four- to five-star accommodations, including 14,192 rooms in three provinces:
Son La, Lang Son, and Dong Nai. In total, there are 40 five-star hotels in 63 provinces within the country comprising
6% of the total number of rooms, three- to five-star hotels with 126,743 rooms accounting for 36%, and several hostels
with only 76,525 rooms accounting for 45% of accommodations (see Figure 3). As cited in the Vietnam Tourism
Annual Report, in 2018, the average occupancy rate was 54%, and in some coastal provinces, this figure reached 70%.
In 2018, Vietnam had 28,000 tourist accommodations with 550,000 rooms (VNAT, 2019a). Vingroup was the first
hotel group in Vietnam, and it had the lead on the number of five-star hotels that were opened in 2018, with nine hotels
and one luxury condotel, followed by the Muong Thanh group with two five-star hotels and one four-star hotel (VNAT,
2019a). At the international level, Vietnam attracted investments from the largest global groups, such as the
InterContinental Hotels Group, Marriott International, Hilton Worldwide, Accord Hotels, Best Western International,
Starwood Hotels and Resorts, Global Hyatt, Wyndham Hotel Group, and Choice Hotels International.
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Figure 3: Tourist accommodations classified as 1 to 5 stars in 2018.
Source (VNAT, 2019a)
Generally, when the number of tourist arrivals increases, the challenge increases as well for the destination to
maintain its carrying capacity; especially during peak seasons. If the demand is higher than what the supplier can
provide, the destination will not be able to develop sustainably. In the 2000s, Vietnam’s tourism sector gradually
generated its supply to manage the demand of the international and domestic tourism markets. First, the prosperous,
nature-based and cultural-based tourism offered its customers a wide range of products. Indeed, Vietnam is a paradise
for those who seek a sunny climate with glorious beaches, gastronomic delights, picturesque nature, and so on. Second,
a huge amount of capital from the government and FDI contributed to changing tourist facilities, such as hotels,
infrastructure, and roads in the past two decades. Third, with the evolution of low-cost airlines, the sector was able to
respond to clients with low budgets and who wanted to travel over a short time during weekends or public holidays.
Finally, in the context of accommodation, participation was recorded not only from international and Vietnamese hotel
groups but also from the community through homestays, which accounted for 4% of the total rooms on offer. The
number of accommodations ranging from one to three stars and focusing primarily on domestic tourists increased
steadily over the 20-year period. For all these reasons, Vietnam has become a healthy and wealthy environment for
the growth of both the international and domestic tourism markets.
Conclusion
During the past two decades, the dramatic development of Vietnam’s domestic tourism has been marked by
the following features: a fast-growing economy inducing an increase in per capita income and an improvement in the
living standard of the Vietnamese people; favourable policies by the government, especially concerning companysponsored trips; and a healthy and wealthy environment generated in terms of the suppliers’ market. Among these
impetuses, the fast and constant development of the national economy is the most direct and vital factor that has
boosted the growth of domestic tourism in the country. Although the living standard of the Vietnamese people is still
low compared to that of the developed world, it has improved remarkably in the past two decades. Since the 2000s,
travelling for pleasure has become one of the favourites consumed items of Vietnamese families. Undoubtedly, steady
economic development has been the main feature for establishing tourist growth, engaging a high-status supply market
based on rich tourism resources, and considerable capital investment in the sector.
In terms of provision, the domestic market will continue to increase in the future. The increase in the living
standard ensures that the domestic tourism market in Vietnam will continue to grow in the next decade. In particular,
since 2012, the Vietnamese Government has approved a new labour law, which states that the working time is limited
to 48 hours per week, and the state has encouraged companies to apply a working time of 40 hours per week (Vietnam
Government, 2012a). This change in the working time promises to bring about growth in the number of domestic
visitors in Vietnam in the next decade. It can be forecasted that based on the reduction in the working time and the
advancement of the air transportation sector, the travel motivation for the Vietnamese people will not be solely
dependent on company-sponsored trips. Due to the increasing demand for relaxation from the Vietnamese people, the
proportion of short trips on weekends and short ho
It requires more specific attractive products for Vietnamese people, which cannot be the same as for foreigners
due to the differences in their incomes and personal characteristics. For future research, scholars should study the
application and adaptation of specific and efficient marketing techniques to exploit the domestic tourism market in
Vietnam. Furthermore, consideration of the importance of government policies in tourism development should be
focused to provide a more scientific understanding for further policies and strategies to promote domestic tourism
market. Through experiences from post-Covid-19, further research should study the impacts of the pandemic on
domestic tourist behaviour and the accurate changes in government policy supporting to the domestic market.
Likewise, the suggestion for changes in the Master Plan of Tourism in Vietnam should be considered.
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Abstract
In the Malaysian banking sector, overseas banks have increased their presence in financial activities in recent years.
The objective of this paper is to compare the domestic and foreign banks’ performance in the Malaysian banking
sector in the time period from 2010-2015. Bank Negara Malaysia (BNM) has taken proper steps in the financial
crisis from 1997-98 and 2007-08. BNM has implemented the most productive steps of the financial sector master
plan (FSMP) to liberalize the Malaysian financial market after the financial crisis. This paper investigates the impact
of financial liberalization, efficiency, productivity, and loan quality of commercial banks in Malaysia. This paper
further investigates the global financial market conditions, financial crises 1997 and 2007 with BNM strategy and
proper financial estimation methods of financial ratio analysis. In the process, a combined 16 domestic and overseas
commercial banks were studied in the Malaysian banking sector. The findings of the study show that the local
commercial banks outperformed the foreign commercial banks in the financial indicators such as the return on
equity (ROE) ratio, current assets ratio, gearing ratio, and non-performing loan ratio. All these ratios show that local
commercial banks are more effective compared to foreign commercial banks.
Key words: financial liberalization, efficiency, productivity, loan quality.
1. Introduction
In Malaysia, the commercial banks, Islamic banks, financial firms, shipper bank, and the discount house are
recorded under the banking and financial industry ACT 1989 (BAFIA) and controlled by Bank Negara Malaysia
(BNM). Financial liberalization secures the creation for exceptional investment rate, which differentiates the
demand and supply of the financial countries. Financial efficiency implies how well the money invested in each
alternative produces revenues for the agency, and economic efficiency defines how well the currency invested in
each alternative produces benefits for the society. The development of productivity and high rate of returns on assets
for the financial organizations are needed to realize a greater penetration of efficiency and low-cost delivery
channels, access to process, procurement, other back office functions, and leveraging on world class skills.
Currently, the Malaysian banking sector has 27 business banks (19 remote business financial banks) and 16 Islamic
banks. Malaysia is trying very hard to develop its position to be the top in the Islamic financial industry (Islamic
financial sector is regulated by the Sharia theory which does not permit interests and administers income-sharing).
The administration of Malaysia established the Malaysian International Islamic Financial Centre (MIFC) for Islamic
finance in 2006.
The global financial crisis in the time period of 2007-08 and the Asian financial crisis in the time period of
1997-98 genuinely influenced the execution for the Malaysia banking industry; after these crises, Malaysia's
government focused for a while on relieving the Malaysian banking industry while settling the problem of nonperforming loans. However, as the economy situation developed, Bank Negara Malaysia (BNM) had taken proper
steps in the financial crisis during the period of 1997-98 and 2007-08. BNM had implemented the most productive
steps of the financial sector master plan (FSMP) to liberalize the Malaysian financial market after the financial
crisis. At that time, BNM provided for these opportunities, the priority and the inspiration to the local financial
institution to empower the local banks to develop a highly competitive market with overseas banks. A few times, we
still get a notification that the domestic financial institutes are being highly assisted by the authorities and subsidized
in the government-private sector like the GLCs. This paper investigates the impact of financial liberalization,
efficiency, productivity and loan quality of commercial banks in the Malaysian economy sector which analyzes the
performance of domestic and overseas banks and describes the readiness of our domestic bank in facing
international competition after years of liberalization efforts by the central bank of Malaysia. This paper further
investigated the global financial market conditions and the financial crisis of 1997 and 2007 with government
strategy and proper financial estimation methods of financial ratio analysis by Bank Negara of Malaysia (BNM).
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The analysis will include the investigation of 8 domestic and 8 overseas commercial banks from 2010-2015. The
financial investigation will develop the asset ratios, cash proportion, debt-equity proportion, current proportion, nonexecuting credit rate, and leverage proportion.
2. Literature Review
2.1 Financial Liberalization
Hossain, M. (2020) took a deeper look at firm financing policy and growth in the Chinese economy. The Chinese
economy has been the world fastest economy in the last 20 year period. The Chinese economy has expanded through
its proper financial policy and governance in the financial sector. The commercial business sector of the Chinese
government enhances an alternative financial policy that is not related to the general financial systems. Gopalan et
al. (2020) investigated the finance and economic opportunities of a country. Proper financial policy is highly related
to economic opportunities compared to informal financial systems for the developing countries. The study explained
how financial market impacts the economic opportunities in the formal financial policy. Sultan Emir Hidayat and
Muhamad Abduh (2012) examined that global financial crisis impact on the Islamic banking system in Bahrain’s
economic sector in 2007-2008. It also utilized the factor of the performance of Islamic banking in the Bahrain
economy. Roy et al. (2020) investigated the functions of saving for short-term, midterm and long-term which
specified the asset qualities for credit risk in the Ghanaian banking sector. The significant components of the
business are keeping banking framework regulated quality asset, bank productivity, equity on saving and credit
standard, which constructed the medium between surplus and deficit financial sector.
2.2 Efficiency
Minh et al. (2020) examined the impact of banking regulations on banks’ cost and profit efficiency. The researchers
investigated the impact of regulations, such as Basel II on capital adequacy requirements, official supervisory
power, and market discipline mechanisms which impact the restriction and bank efficiency in the banking industry.
Wasiuzzaman et al. (2010) carried out a comparative study of the profitability of Islamic and Conventional banking
systems in Qatar in the period of 2010-2014. This study indicates how capital adequacy, bank size, and liquidity
impact the profitability of Islamic and Conventional banking system in the Qatar financial sector. S. Gul et al.
(2011) examined the relationship between macroeconomics and bank- specific factors of bank efficiency in the
Pakistani banking sector in the periods of 2005-2009. This paper investigated the impacts of assets, equity,
economic growth, interest rate, inflation rate, credit risk, market capitalization, credit risk and the loan quality ratio
on profitability indicators which provides the bank's profitability of Pakistani banks. The major indicators like return
on equity (ROE), return on assets (ROA) and current assets (CA) impact the banking efficiency of the Pakistani
banking industry.
2.3 Productivity
Bae et al. (2020) analyzed the productivity of the Korean banking sector including total assets growth, gearing, and
profit before taxation. It was found that the Korean bank's low liquidity tends to lead to greater profitability in the
microeconomics banking sector. Almazari (2014) examined which economies were powerful in the financial sector
between Saudi Arabia and Jordanian banking sector on the productivity sector toward utilizing domestic information
examination. He only utilized second-hand information about Saudi Arabia and Jordan financial sector, which
provides the effect of productivity such as income ratio, profit before ratio, total asset growth, gearing as well as
administrative efficiency utilizing several investigations. Swamy (2015) analyzed the standardization of asset and
income by utilizing board information procedures and strong information which influence money adequacy and
solving exercises of business banks.
2.4 Loan Quality
Pierros, C. (2020) examined the macroeconomic and bank-specific determinant of non-performing loans in the
Greek economy. Several categories of loans such as commercial loans, consumers' loans and mortgage significantly
impact the non-performing loans in the Greece banking sector. The loan quality of the Greece banking sector is
affected by microeconomics and bank-specific variables determined by different types of loans. Castro and V.
(2013) examined the determinants of microeconomic credit risk in the banking policy in a group of countries such as
Greece, Ireland, Portugal, Spain, and Italy (GIPSI) as countries that were recently affected by unfavorable financial
crisis. The macroeconomic factors are highly related to the credit risk of these countries. Abid et al. (2014)
examined the determinants of macroeconomic and bank-specific household's Non-Performing loans in Tunisia. The
main objective of this study maintains that macro financing and bank-specifics vary in loan quality. Kirikkaleli et al.
(2020) described the determining impacts of non-performing loan ratio in Turkey’s banking ratio. The loan
represents an important element of total assets of banks in Turkey’s banking area which generates the interest
income and impacts the bank's profitability. The non-performing loan is the critical indicator for measuring the
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bank's performance of Turkey’s financial sector.
3. Research Methodology
In the experimental framework, dependent and independent elements are especially explained. We concentrate on
the dependent element by 7 executive estimates such as the current ratio, return on assets (ROA), income before tax
(IBT), the aggregate liability against tangible assets (Gearing), return on equity (ROE), aggregate asset growth and
non-performing credit ratio that would be largely utilized within an execution estimation. The experimental
framework works as the independent element that estimates economic development and additionally controls the
macroeconomic factors as well as bank features which constantly influence banks in the Malaysian financial sector.
3.1 Measurement of Variable
Return on equity, return on assets, and gearing ratio model are used to determine the influence of financial
improvements and bank's features on efficiency, productivity, and loan quality of national and international banking
sectors. Return on assets, which estimates net profit is divided by average total assets of a firm. Return on equity
represents the net profit divided by the shareholder's equity of a financial company. Total liability against tangible
net worth (gearing) represents the firm's debt related to their equity capital. Current ratio, profit before tax (PBT),
and total asset growth are highly related to the financial development and banking features of the efficiency of local
and international banks of the Malaysian economy sector.
3.2 Data Collection
Secondary data will be used in this paper from different sources. These fundamental sources of data will be utilized
in the examination comprising of several historical secondary data from financial statements. The other secondary
information will be picked up from several findings expressed over different papers, sources of thesis problems,
monetary report and applied under the equation that is specified prior to arriving at the final result. This data will
again examine the Min, Median, Max and Average value. Sources for the secondary data include: financial reports
about 16 business banks under review that will be gathered from the organizations’ web pages, different educational
institute's library, internet sites and Bank Negara of Malaysia’s library. The time period will start from 2010 to 2015.
We will analyze 16 local and foreign commercial banks including 8 domestic and 8 foreign commercial banks.
These banks are the best banks in the Malaysian banking sector.
4. Data Analysis
4.1 Efficiency
4.1.1 Return on Assets (ROA)
The highest Return on Assets (ROA) in this study is 4.88% reported by Citibank in 2014 but Citibank always had
the highest return on assets from 2010- 2015 in this analysis. On the other hand, the lowest Return on Assets (ROA)
in this study is 1.42% reported by Deutsche bank in 2011 (Table 4.1 (a)).
The average Return on Assets of the 16 banks under review are 3.08% in 2010; 2.92% in 2011; 2.90% in
2012; 2.79% in 2013; 2.84% in 2014, and 2.86% in 2015. The overall banks’ ROA developed in 2014 to 2015 and
declined from 2010 to 2013 (Table 4.1 (b)).
Local banks’ average ROA is 3.11% in 2010; 3.03% in 2011; 2.89% in 2012; 2.77% in 2013; 2.62% in
2014, and 2.49% in 2015 (Table 4.1 (c)). Foreign banks’ average ROA is 3.06% in 2010; 2.81% in 2011; 2.92% in
2012; 2.81% in 2013; 3.05% in 2014, and 3.23% in 2015 (Table 4.1 (d)). Finally, the foreign banks’ ROA average is
higher compared to the ROA average of local banks. The highest ROA for foreign banks is 4.88% in 2014 and the
lowest ROA for foreign banks is 1.42% in 2011 (Table 4.1 (d)). The highest ROA for local banks is 4.16% in 2011
and the lowest ROA for local banks is 2.08% in 2015 which gradually dropped from 2010 to 2015 (Table 4.1 (c)).
Table 4.1 (a): Banks’ Ranking for Return on Assets
R.K
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16

2010
CITY

4.76%
HSBC
3.79%
Ambank 3.73%
MAY
3.57%
CIMB
3.29%
RHB
3.27%
SCB
3.16%
OCBC
3.14%
United
3.14%
PBB
2.94%
Alliance 2.88%
Affin
2.79%
Deutsche2.60%
HLB
2.43%
China
2.15%
Bangkok 1.77%

2011
CITY
4.24%
Ambank4.16%
SCB
3.62%
CIMB
3.43%
HSBC 3.42%
RHB
3.10%
OCBC
2.95%
MAY
2.93%
Alliance 2.89%
PBB
2.86%
United 2.74%
Affin
2.45%
HLB
2.44%
China
2.25%
Bangkok1.85%
Deutsche
1.42%

2012
CITY

4.80%
HSBC
3.89%
SCB
3.79%
Ambank 3.55%
CIMB
3.12%
MAY
2.97%
Alliance 2.93%
PBB
2.79%
RHB
2.75%
OCBC
2.73%
United
2.67%
Affin
2.57%
HLB
2.44%
China
2.08%
Deutsche1.81%
Bangkok 1.63%

2013
CITY

4.58%
HSBC
3.84%
SCB
3.63%
Ambank 3.15%
Alliance
3%
RHB
2.93%
MAY
2.85%
CIMB
2.83%
United
2.63%
OCBC
2.58%
PBB
2.54%
HLB
2.53%
Affin
2.37%
Deutsche2.24%
Bangkok 1.58%
China
1.43%

2014
CITY

4.88%
HSBC
3.64%
SCB
3.40%
Ambank 3.27%
Deutsche
3.16%
United
3.07%
Alliance 2.83%
CIMB
2.68%
MAY
2.63%
HLB
2.48%
RHB
2.48%
OCBC
2.47%
PBB
2.40%
Affin
2.22%
China
2.21%
Bangkok 1.64%

2015
CITY

4.83%

HSBC 3.76%
OCBC
3.66%
SCB
3.55%
Ambank2.91%
United 2.82%
China
2.76%
MAY
2.69%
Alliance2.61%
CIMB
2.60%
PBB
2.37%
HLB
2.36%
Bangkok
2.36%
RHB
2.35%
Deutsche
2.10%
Affin
2.08%
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Table 4.1 (b): Min, Median, Max and Average of Local and Foreign Bank’s Return on Assets (ROA)
2010
2011
2012
2013
2014
2015
Min
1.77%
1.42%
1.63%
1.43%
1.64%
2.08%
Median
3.14%
2.91%
2.77%
2.73%
2.65%
2.65%
Max
4.76%
4.24%
4.80%
4.58%
4.88%
4.83%
Average
3.08%
2.92%
2.90%
2.79%
2.84%
2.86%

Min
Median
Max
Average

Table 4.1 (c): Min, Median, Max and Average of Local Bank’s Return on Assets (ROA)
2010
2011
2012
2013
2014
2015
2.43%
2.44%
2.44%
2.37%
2.22%
2.08%
3.1%
2.91%
2.86%
2.84%
2.55%
2.48%
3.735
4.16%
3.55%
3.15%
3.27%
2.91%
3.11%
3.03%
2.89%
2.77%
2.62%
2.49%

Table 4.1 (d): Min, Median, Max and Average of Foreign Bank’s Return on Assets (ROA)
2010
2011
2012
2013
2014
2015
Min
1.77%
1.42%
1.63%
1.43%
1.64%
2.1%
Median
3.14%
2.84%
2.7%
2.6%
3.11%
3.18%
Max
4.76%
4.24%
4.8%
4.58%
4.88%
4.83%
Average
3.06%
2.81%
2.92%
2.81%
3.05%
3.23%
4.1.2 Return on Equity (ROE)
The greatest Return on Equity (ROE) in this study is 67.91% reported by Am Bank in 2011 but Am Bank declined
in return on equity from 2011 to 2015 in this study. On the other hand, the lowest Return on Equity (ROE) in this
study is 9.12% as reported by Bangkok Bank 2011 (Table 4.2 (a)). The average Return on Equity (ROE) of 16 banks
under review is 36.89% in 2010; 36.06% in 2011; 33.52% in 2012; 32.78% in 2013; 30.5% in 2014, and 29.02% in
2015. The overall banks’ ROE declined from 2010 to 2015 (Table 4.2 (b)).
Local banks’ average ROE is 38.33% in 2010; 38.42% in 2011; 34.58% in 2012; 32.96% in 2013; 29.54% in
2014, and 27.41% in 2015 (Table 4.2 (c)). Foreign banks’ average ROE is 35.46% in 2010; 33.69% in 2011; 32.45%
in 2012; 32.61% in 2013; 31.45% in 2014; and 30.63% in 2015 (Table 4.2 (d)). Finally, the local banks’ ROE
average is higher compared to the ROE average of foreign banks. The highest ROE for local banks is 67.91% in
2011 and the lowest ROE for local banks is 20.38% in 2015 (Table 4.2(c)). The highest ROE for foreign banks is
54.92% in 2010 and the lowest ROE for foreign banks is 9.12% in 2011 and approximately, dropped from 2010 to
2015 (Table 4.2 (d)).
Table 4.2 (a): Banks’ Ranking for Return on Equity (ROE)
RK
1)
2)
3)
4)
5)
6)
7)
8)
9)
10)
11)
12)
13)
14)
15)
16)

2010
Ambank
57.48%
SCB
54.92%
HSBC 54.59%
CITY
49.58%
PBB
44.64%
RHB
40.99%
United 39.55%
OCBC
38.40%
CIMB
35.69
MAY
35.10%
HLB
32.49%
Affin
31.79%
Alliance28.47%
Deutsche
23.13%
China
12.45%
Bangkok
11.12%

Min
Median
Max
Average

Min
Median
Max

2011
Ambank67.91%
HSBC 53.26%
SCB
52.51%
CITY
46.96%
PBB
42.25%
United 41.20%
RHB
38.69%
OCBC
38.11%
CIMB
37.70%
HLB
32.59%
MAY
30.74%
Affin
29.27%
Alliance28.27%
China
16.38%
Deutsche
12.05%
Bangkok 9.12%

2012
SCB
49.65%
Ambank
47.70%
HSBC 47.25%
CITY
43.08%
United 39.69%
PBB
37.81%
RHB
36.25%
OCBC
36.24%
CIMB
35.36%
HLB
34%
Alliance
29.73%
Affin
28.27%
MAY
27.55%
China 20.94%
Deutsche
13.34%
Bangkok9.46%

2013
SCB
48.81%
HSBC 43.96%
Ambank
42.37%
CITY
40.62%
United 38.97%
OCBC
35.45%
RHB
35.42%
PBB
34.31%
CIMB
33.21%
HLB
32.55%
Alliance30.87%
MAY
27.98%
Affin
26.97%
China
25.46%
Deutsche
17.84%
Bangkok 9.81%

2014
SCB
CITY
United

43.01%
42.32%
40.86%
HSBC
40.43%
Ambank 39.81%
OCBC
34.87%
RHB
31.26%
Alliance 31.02%
HLB
29.87%
CIMB
29.50%
PBB
26.49%
MAY
25.81%
Affin
22.63%
China
20.33%
Deutsche
19.19%
Bangkok 10.67%

2015
CITY
41.61%
SCB
41.42%
HSBC 40.14%
OCBC
37.16%
United 35.01%
Ambank32.82%
Alliance 29.72%
RHB
28.68%
HLB
28.18%
CIMB
28.12%
MAY
26.67%
PBB
24.78%
Affin
20.38%
China
19.96%
Deutsche
16.73%
Bangkok13.02%

Table 4.2 (b): Min, Median, Max and Average of Local and Foreign Bank’s ROE
2010
2011
2012
2013
2014
2015
11.12%
9.12%
9.46%
9.81%
10.67%
13.02%
37.05%
37.90%
35.8%
33.76%
30.44%
28.43%
57.48%
67.91%
49.65%
48.81%
43.01%
41.61%
36.89%
36.06%
33.52%
32.78%
30.5%
29.02%
Table 4.2 (c): Min, Median, Max and Average of Local Bank’s ROE
2010
2011
2012
2013
2014
2015
28.47%
28.27%
27.55%
26.97%
22.63%
20.38%
35.39%
35.14%
34.69%
32.88%
29.68%
28.15%
57.48%
67.91%
47.70%
42.37%
39.81%
32.82%
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Average

38.33%

38.42%

34.58%

32.96%

29.54%

27.41%

Min
Median
Max
Average

Table 4.2 (d): Min, Median, Max and Average of Foreign Bank’s ROE
2010
2011
2012
2013
2014
2015
11.12%
9.12%
9.46%
9.81%
10.67%
13.02%
38.97%
39.65%
37.96%
37.21%
37.65%
36.08%
54.92%
53.26%
49.65%
48.81%
43.01%
41.61%
35.46%
33.69%
32.45%
32.61%
31.45%
30.63%

4.1.3 Current Assets Ratio (CAR)
In the Malaysian banking sector, all banks have a current asset ratio > 1 which is very good for a stable economy
(Table 4.3 (a)). The highest current assets ratio (CAR) in this study is 1.19 reported by the Bank of Bangkok in 2011
but the Bank of Bangkok had the highest current assets ratio (CAR) from 2011 to 2014 in banking performance. On
the other hand, the lowest current assets ratio (CAR) in this study is 1.02 reported by the Bank of China in 2010 and
the Bank of Bangkok in 2011 (Table 4.3 (a)). The average current assets ratio (CAR) of 16 banks under review is
1.09 in 2010; 1.08 in 2011; 1.08 in 2012; 1.08 in 2013; 1.10 in 2014; and 1.10 in 2015. The overall bank's current
assets ratio (CAR) increased from 2011 to 2015 (Table 4.3 (b)).
Domestic banks’ average current assets ratio (CAR) is 1.07 in 2010; 1.06 in 2011; 1.08 in 2012; RM 1.08 in
2013; 1.09 in 2014; and 1.10 in 2015 (Table 4.3 (c)). Foreign banks average current assets ratio (CAR) is 1.11 in
2010; 1.10 in 2011; 1.09 in 2012; 1.08 in 2013; 1.10 in 2014; and 1.10 in 2015 (Table 4.3 (d)). Finally, the local
banks’ current assets ratio (CAR) average is higher compared to the current assets ratio (CAR) average of foreign
banks. The highest current assets ratio (CAR) for local banks is 1.18 in 2014 and the lowest current assets ratio
(CAR) for local banks is 1.02 in 2010 and 2011 (Table 4.3 (c)). The highest current assets ratio (CAR) for foreign
banks is 1.19 in 2011 and the lowest current assets ratio (CAR) for foreign banks is RM 1.04 in 2014 and 2015 and
approximately, dropped from 2010 to 2013 (Table 4.3 (d)).
Table 4.3 (a): Banks’ Ranking for Current Assets Ratio
R.K
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16

2010
China
1.2
Bangkok 1.17
MAY
1.12
Deutsche1.12
RHB
1.12
CITY
1.1
OCBC
1.08
SCB
1.08
HSBC
1.08
United
1.07
Affin
1.07
Alliance 1.07
CIMB
1.06
Ambank 1.04
PBB
1.03
HLB
1.02

2011
Bangkok 1.19
China
1.14
Deutsche1.13
MAY
1.1
RHB
1.09
CITY
1.09
Alliance 1.08
CIMB
1.07
SCB
1.06
United
1.05
OCBC
1.05
HSBC
1.05
Affin
1.05
HLB
1.04
Ambank 1.03
PBB
1.02

2012
Bangkok
MAY
CITY
China
Deutsche
RHB
CIMB
Affin
Alliance
HLB

HSBC
SCB
Ambank
United
OCBC
PBB

1.15
1.13
1.11
1.1
1.1
1.1
1.09
1.07
1.07
1.07
1.07
1.07
1.05
1.05
1.05
1.03

2013
Bangkok
Deutsche
CITY
RHB
MAY
CIMB
SCB
Alliance

HSBC
HLB
Affin
OCBC
United
China
Ambank
PBB

1.13
1.12
1.11
1.11
1.11
1.09
1.08
1.08
1.07
1.07
1.07
1.05
1.05
1.05
1.04
1.03

2014
Bangkok
MAY
Deutsche
RHB
CITY
China
CIMB
HLB

HSBC
SCB
Affin
Alliance
United
PBB
OCBC
Ambank

1.13
1.13
1.12
1.12
1.12
1.11
1.1
1.1
1.09
1.09
1.08
1.07
1.07
1.05
1.04
1.03

2015
MAY
Bangkok
China
RHB
CITY
CIMB
Deutsche

HSBC
SCB
HLB
Affin
Alliance
United
PBB
Ambank
OCBC

1.18
1.15
1.14
1.13
1.12
1.11
1.11
1.1
1.1
1.09
1.09
1.08
1.07
1.06
1.05
1.04

Table 4.3 (b): Min, Median, Max and Average of Local and Foreign Bank’s Current Assets Ratio
2010
2011
2012
2013
2014
2015
Min
1.02
1.02
1.03
1.03
1.03
1.04
Median
1.08
1.07
1.07
1.08
1.10
1.10
Max
1.2
1.19
1.15
1.13
1.13
1.18
Average
1.09
1.08
1.08
1.08
1.10
1.10

Min
Median
Max
Average

Table 4.3 (c): Min, Median, Max and Average of Local Bank’s Current Assets Ratio
2010
2011
2012
2013
2014
2015
1.02
1.02
1.03
1.03
1.03
1.05
1.065
1.06
1.08
1.08
1.09
1.09
1.12
1.10
1.13
1.11
1.13
1.18
1.07
1.06
1.08
1.08
1.09
1.10

Table 4.3 (d): Min, Median, Max and Average OF Foreign Bank’s Current Assets Ratio
2010
2011
2012
2013
2014
2015
Min
1.07
1.05
1.05
1.05
1.04
1.04
Median
1.09
1.08
1.09
1.08
1.10
1.11
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Max
Average

1.12
1.11

1.19
1.10

1.15
1.09

1.13
1.08

1.13
1.10

1.15
1.10

4.2 Productivity
4.2.1 Total Liability against Tangible Net worth (Gearing)
The best gearing in this study is 16.62 reported by the Bank of China in 2013 but the Bank of China declined its
gearing from 2013 to 2015 in this study. On the other hand, the lowest gearing in this study is 3.93 reported by the
Bank of Bangkok in 2011 (Table 4.4 (a)). The average gearing of 16 banks under review is 10.6363 in 2010;
10.8613 in 2011; 10.33 in 2012; 10.8056 in 2013; 9.7019 in 2014; and 9.38 in 2015. The overall banks gearing
declined from 2013 to 2015 (Table 4.4 (b)).
Local banks average gearing is 11.3 in 2010; 11.515 in 2011; 10.9738 in 2012; 10.8675 in 2013; 10.2275 in
2014; and 9.94 in 2015 (Table 4.4 (c)). Foreign banks average gearing is 9.9725 in 2010; 10.2075 in 2011; 9.6863 in
2012; 10.7438 in 2013; 9.1763 in 2014; and 8.82 in 2015 (Table 4.4 (d)). Finally, the local banks’ gearing average is
higher compared to gearing average of foreign banks. The highest gearing for local banks is 15.32 in 2012 and the
lowest gearing for local banks is 8.54 in 2015 (Table 4.4 (c)). The highest gearing for foreign banks is 16.34 in 2010
and the lowest gearing for foreign banks is 3.93 in 2011 and approximately, dropped from 2013 to 2015 (Table 4.4
(d)).
Table 4.4 (a): Banks’ Ranking for Total Liability against Tangible Net Worth (Gearing)
R.K
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16

2010
SCB
16.34
Ambank14.37
PBB
14.15
HSBC 13.38
HLB
12.36
RHB
11.57
United 11.56
OCBC
11.2
Affin
10.39
CIMB
9.85
CITY
9.4
Alliance 8.88
MAY
8.83
Deutsche7.86
Bangkok 5.25
China
4.79

Min
Median
Max
Average

2011
Ambank15.32
HSBC 14.54
United 14.01
PBB
13.76
SCB
13.48
HLB
12.34
OCBC
11.91
RHB
11.5
Affin
10.96
CITY
10.05
CIMB
9.97
MAY
9.49
Alliance 8.78
Deutsche7.48
China
6.26
Bangkok 3.93

2012
United
HLB
PBB
Ambank
OCBC
RHB
SCB

13.85
12.89
12.57
12.41
12.25
12.2
12.07
HSBC
11.14
CIMB
10.33
Affin
9.98
Alliance
9.13
China
9.06
MAY
8.28
CITY
7.97
Deutsche 6.38
Bangkok
4.77

2013
China
United
OCBC
Ambank
PBB
SCB
HLB
RHB
CIMB

16.62
13.8
12.69
12.43
12.43
12.41
11.83
11.05
10.72
HSBC
10.44
Affin
10.36
Alliance
9.3
MAY
8.82
CITY
7.86
Deutsche 6.93
Bangkok
5.2

2014
OCBC
United
SCB
RHB
Ambank
HLB

13.09
12.29
11.63
11.57
11.17
11.06
HSBC
10.07
PBB
10.05
CIMB
9.99
Alliance
9.97
Affin
9.21
MAY
8.8
China
8.15
CITY
7.66
Bangkok
5.47
Deutsche 5.05

2015
OCBC
United
RHB
HLB
SCB
Alliance
Ambank
CIMB

13.57
11.39
11.19
10.97
10.66
10.39
10.27
9.82
HSBC
9.67
PBB
9.56
Affin
8.78
MAY
8.54
CITY
7.6
Deutsche
6.96
China
6.22
Bangkok
4.49

Table 4.4 (b): Min, Median, Max and Average of Local and Foreign Bank’s Gearing
2010
2011
2012
2013
2014
2015
4.79
3.93
4.77
5.2
5.05
4.49
10.795
11.23
10.735
10.885
10.02
9.745
16.34
15.32
13.85
16.62
13.09
13.57
10.6363
10.8613
10.33
10.8056
9.7019
9.38

Table 4.4 (c): Min, Median, Max and Average of Local Bank’s Gearing
2010
2011
2012
2013
2014
Min
8.83
8.78
8.28
8.82
8.8
Median
10.98
11.23
11.265
10.885
10.02
Max
14.37
15.32
12.89
12.43
11.57
Average
11.3
11.515
10.9738
10.8675
10.2275

Min
Median
Max
Average

2015
8.54
10.045
11.19
9.94

Table 4.4 (d): Min, Median, Max and Average of Foreign Bank’s Gearing
2010
2011
2012
2013
2014
2015
4.79
3.93
4.77
5.20
5.05
4.49
10.3
10.98
10.10
11.425
9.11
8.635
16.34
14.54
13.85
16.62
13.09
13.57
9.9725
10.2075
9.6863
10.7438
9.1763
8.82

4.2.2 Profit before Taxation
The highest Profit before taxation (PBT) in this study is RM 7,344,427 reported by Maybank in 2014 but Maybank
always maintained the highest amount of Profit before taxation (PBT) from 2010 to 2015 in this study. On the other
hand, the lowest Profit before taxation (PBT) in this study is RM (8914) reported by the Bank of Bangkok in 2014
(Table 4.5 (a)). The average Profit before taxation (PBT) of 16 banks under review is RM 1216858.56 in 2010; RM
1415219.25 in 2011; RM 1574454.13 in 2012; RM 1614562.81 in 2013; RM 1751090.31 in 2014; and RM
1648368.31 in 2015. The overall bank's Profit before taxation (PBT) declined from 2014 to 2015 (Table 4.5 (b)).
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Domestic banks average Profit before taxation (PBT) is RM 1899923.50 in 2010; RM 2201728.25 in 2011;
RM 2475723.37 in 2012; RM 2559841.25 in 2013; RM 2820775.50 in 2014; and RM 2693378.87 in 2015 (Table
4.5 (c)). Foreign banks average Profit before taxation (PBT) is RM 533793.625 in 2010; RM 628710.25 in 2011;
RM 673184.875 in 2012; RM 669284.375 in 2013; RM 681405.125 in 2014; and RM 603357.75 in 2015 (Table 4.5
(d)). Finally, the local banks’ Profit before taxation (PBT) average is lower compared to Profit before taxation (PBT)
average of foreign banks. The highest Profit before taxation (PBT) for local banks is RM 7344427 in 2014 and the
lowest Profit before taxation (PBT) for local banks is RM 253,220 in 2010 (Table 4.5 (c)). The highest Profit before
taxation (PBT) for foreign banks is RM 1632973 in 2014 and the lowest Profit before taxation (PBT) for foreign
banks is RM (8954) in 2014 and approximately, dropped from 2014 to 2015 (Table 4.5 (d)).
Table 4.5 (a): Banks’ Ranking for Profit before Taxation (,000)
R.K
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
R.K
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16

2010
MAY
PBB
CIMB
RHB

HSBC
HLB
Ambank
OCBC
CITY
United
SCB
Affin
Alliance
Deutsche
China
Bangkok
2013
MAY
PBB
CIMB
RHB
HLB
Ambank

HSBC
United
OCBC
CITY
Affin
Alliance
SCB
Deutsche
China
Bangkok

2011
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM

4786544
3677657
2352728
1740757
983854
961005
952683
920274
833606
794694
507670
474794
253220
188555
22912
18784

MAY
PBB
CIMB
RHB
Ambank

RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM

6126940
4646632
2729015
2037172
1973692
1632078
1324521
1303899
1113310
716869
672529
660672
647748
154277
72936
20715

MAY
PBB
CIMB
HLB
RHB
Ambank
United

HSBC
HLB
United
OCBC
CITY
SCB
Affin
Alliance
Deutsche
China
Bangkok

2012
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM

4561429
4085281
3186293
1886540
1845498
1292987
1078566
1007322
978374
855193
765036
536371
433848
76175
34625
19970

MAY
PBB
CIMB
RHB
HLB
Ambank

HSBC
United
OCBC
SCB
CITY
Affin
Alliance
Deutsche
China
Bangkok

2014

HSBC
OCBC
CITY
Alliance
Affin
SCB
Deutsche
China
Bangkok

RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM

5498158
4681734
3105142
2164986
1673988
1567237
1407812
1182714
1025107
822141
789577
595555
518987
81430
56190
20508

2015
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM

7344427
5019001
3033172
2057725
2016018
1793374
1632973
1304836
985163
702751
674787
627700
500423
189782
144267
-8954

MAY
PBB
CIMB
HLB
RHB
United
Ambank

HSBC
OCBC
CITY
Alliance
Affin
Deutsche
China
Bangkok
SCB

RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM
RM

6984535
5000080
3424901
2279191
1558642
1411857
1331117
1327292
996004
755261
624336
344229
152798
136855
27588
19207

Table 4.5 (b): Min, Median, Max and Average of Local and Foreign Bank’s Profit before Taxation (RM)
2010
2011
2012
2013
2014
2015
Min
18,784
19,970
20,508
20,715
(8,954)
19,207
Median
8,76940
992848
1103910.50 1208604.50 1144999.50
1161648
Max
4,786,544
4,561,429
5,498,158
6,126,940
7,344,427
6,984,535
Average
1216858.56 1415219.25 1574454.13 1614562.81 1751090.31 1648368.31

Min
Median
Max
Average

Table 4.5 (c): Min, Median, Max and Average of Local Bank’s Profit before Taxation (RM)
2010
2011
2012
2013
2014
2015
253,220
433848
518987
660672
627,700
344,229
1350881
1166019
1919487
2005432
2036871
1918916.5
4,786,544
4561429
5498158
6126940
7344427
6984535
1899923.50 2201728.25 2475723.37 2559841.25 2820775.50 2693378.87

Min
Median
Max
Average

Table 4.5 (d): Min, Median, Max and Average of Foreign Bank’s Profit before Taxation
2010
2011
2012
2013
2014
2015
18,784
19,970
20,508
20,715
(8,954)
19,207
651182
810114.5
805859
682308.5
601587
454029.5
983854
1292987
1407812
1324521
1632973
1411857
533793.625 628710.25 673184.875 669284.375 681405.125 603357.75

4.2.3 Total Assets Growth
The highest total assets growth in this study is 96.03% reported by the Bank of China in 2013 but the Bank of China
declined total assets growth from 2014 to 2015 in this study. On the other hand, the lowest total assets growth in this
study (16.80%) is reported by the Deutsche Bank in 2014 (Table 4.6 (a)). The average total assets growth of 16
banks under review is 10.36% in 2010; 14.83% in 2011; 12.32% in 2012; 13.22% in 2013; 7.92% in 2014; and
3.41% in 2015. The overall bank's total assets growth declined from 2013 to 2015 (Table 4.6 (b)).
Domestic banks average total assets growth is 6.67% in 2010; 12.15% in 2011; 15.29% in 2012; 7.6% in
2013; 9.92% in 2014; and 5.55% in 2015 (Table 4.6 (c)). Foreign banks average total assets growth is 14.04% in
2010; 17.51% in 2011; 9.36% in 2012; 18.84% in 2013; 5.91% in 2014; and 1.31% in 2015 (Table 4.2 (d)). Finally,
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the local banks total assets growth average is lower compared to total assets growth average of foreign banks. The
highest total assets growth for local banks is 60.05% in 2012 and the lowest total assets growth for local banks is
5.43% in 2010 (Table 4.6 (c)). The highest total assets growth for foreign banks is 96.03% in 2013 and the lowest
total assets growth for foreign banks is 16.8% in 2014 and approximately, dropped from 2014 to 2015 (Table 4.6
(d)).
Table 4.6 (a): Banks’ Ranking for Total Asset Growth:
R.K
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16

2010
China 37.43%
Bangkok
20.26%
United
17.88%
Affin 16.88%
HSBC12.18%
RHB 11.83%
HLB
10%
SCB
7.90%
CIMB 6.61%
OCBC 6.07%
Deutsche
5.94%
PBB
5.57%
CITY
4.72%
MAY
4.24%
Ambank
3.68%
Alliance
-5.43%

2011
United35.62%
China 34.50%
HSBC24.39%
MAY 18.22%
CITY 18.14%
RHB
14.57%
OCBC 13.91%
Affin 13.02%
HLB
12.69%
Ambank
10.26%
PBB
10.21%
CIMB
9.20%
Alliance9.07%
Bangkok
8.57%
SCB
3.87%
Deutsche
1.10%

2012
HLB
60.05%
China
54.55%
RHB
19.82%
Bangkok19.38%
United 16.41%
OCBC
13.29%
Alliance 11.54%
PBB
10.57%
CIMB
10.75%
MAY
5.72%
Affin
4%
SCB
3.44%
Ambank -0.13%
HSBC -9.22%
Deutsche-9.45%
CITY
-13.50%

2013
China 96.03%
Deutsche
16.27%
MAY
16.12%
CIMB 13.45%
United 11.84%
Alliance11.05%
PBB
10.61%
Bangkok9.91%
OCBC
9.72%
Affin
8.91%
SCB
5.94%
HLB
3.41%
HSBC 1.25%
RHB
0.63%
CITY
-0.21%
Ambank-3.38%

2014
Bangkok39.65%
RHB
18.24%
MAY
13.82%
PBB
13.34%
CIMB
12.93%
Alliance 9.80%
China
8.94%
OCBC
8.16%
Affin
6.48%
United
4.70%
HSBC
3.69%
Ambank 2.53%
HLB
2.28%
SCB
0.92%
CITY
-1.92%
Deutsche
-16.80%

2015
Deutsche
31.16%
CIMB
9.98%
Alliance 9.68%
MAY
8.80%
HLB
7.97%
HSBC 7.08%
RHB
5.15%
CITY
3.53%
OCBC
1.96%
PBB
1.96%
United 1.34%
Affin
0.83%
Ambank-0.32%
SCB
-7.86%
Bangkok
-13.25%
China -13.44%

Table 4.6 (b): Min, Median, Max and Average of Local and Foreign Bank’s Total Asset Growth
Min
Median
Max
Average

2010
(5.43%)
7.25%
37.43%
10.36%

2011
1.10%
12.85%
35.62%
14.83%

2012
(13.50%)
10.66%
60.05%
12.32%

2013
(3.38%)
9.81%
96.03%
13.22%

2014
(16.80%)
7.32%
39.65%
7.92%

2015
(13.44%)
2.74%
31.16%
3.41%

Table 4.6 (c): Min, Median, Max and Average of Local Bank’s Total Asset Growth
Min
Median
Max
Average

2010
(5.43%)
6.09%
16.88%
6.67%

2011
9.06%
11.47%
18.22%
12.15%

2012
(0.13%)
10.66%
60.05%
15.29%

2013
(3.38%)
9.76%
16.12%
7.6%

2014
2.28%
11.36%
18.4%
9.92%

2015
(0.32%)
6.56%
9.98%
5.55%

Table 4.6 (d): Min, Median, Max and Average of Foreign Bank’s Total Asset Growth
Min
Median
Max
Average

2010
4.72%
10.04%
37.43%
14.04%

2011
1.1%
16.02%
35.62%
17.51%

2012
(13.5%)
8.36%
54.55%
9.36%

2013
(0.21%)
9.81%
96.03%
18.84%

2014
(16.8%)
4.19%
39.65%
5.91%

2015
(13.44%)
16.5%
31.165
1.31%

4.3 Loan Quality
4.3.1 Non-performing Loan (NPL)
The highest non-performing loan ratio in this study is 1.89% reported by the Bank of Bangkok in 2014 but Bank of
Bangkok declined non-performing loan from 2014 to 2015 in this study. On the other hand, the lowest nonperforming loan in this study is 0.001% reported by Maybank in 2011 (Table 4.7 (a)). The average non-performing
loan of 16 banks under review are 0.4139% in 2010; 0.3136% in 2011; 0.245% in 2012; 0.2837% in 2013; 0.3070%
in 2014; and 0.2847% in 2015. The overall bank's non-performing loan declined from 2010 to 2013 and 2014 to
2015 (Table 4.7 (b)).
Domestic banks average non-performing loan is 0.3425% in 2010; 0.2273% in 2011; 0.14% in 2012; 0.1825%
in 2013; 0.1166% in 2014; and 0.1745% in 2015 (Table 4.7 (c)). Foreign banks average non-performing loan is
0.4853% in 2010; 0.40% in 2011; 0.35% in 2012; 0.385% in 2013; 0.4975% in 2014; and 0.395% in 2015 (Table
4.2 (d)). Finally, the local banks non-performing loan average is lower compared to non-performing loan average of
foreign banks. The highest non-performing loan for local banks is 0.76% in 2010 and the lowest non-performing
loan for local banks is 0.0010% in 2011 (Table 4.7 (c)). The highest non-performing loan for foreign banks is 1.89%
in 2014 and the lowest non-performing loan for foreign banks is 0.0030% in 2010 and approximately, dropped from
2010 to 2012 and 2014-2015 (Table 4.7 (d)).
Table 4.7 (a): Banks’ Ranking for Non-performing Loan (%)
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R.K
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16

2010
China
0.003
Deutsche0.12
Alliance 0.12
MAY
0.23
PBB
0.23
Affin
0.29
HLB
0.31
CIMB
0.31
OCBC
0.34
RHB
0.49
HSBC
0.57
SCB
0.57
United
0.6
Bangkok 0.65
Ambank 0.76
CITY
1.03

2011
MAY
0.001
Affin
0.008
Alliance
0.1
HSBC
0.23
SCB
0.23
HLB
0.24
CIMB
0.24
OCBC
0.26
China
0.27
RHB
0.32
United
0.37
Ambank 0.45
PBB
0.46
Deutsche0.56
Bangkok 0.57
CITY
0.71

2012
HLB
Affin
CIMB
RHB
Deutsche
OCBC
MAY
PBB
China
Alliance
SCB
United

HSBC
Ambank
Bangkok
CITY

0.03
0.03
0.04
0.06
0.11
0.11
0.12
0.17
0.22
0.26
0.4
0.4
0.4
0.41
0.53
0.63

2013
OCBC
Ambank
PBB
Deutsche
HLB
CIMB
Affin
China
MAY
Alliance
United
RHB

HSBC
SCB
Bangkok
CITY

0.01
0.06
0.06
0.08
0.1
0.17
0.18
0.18
0.21
0.28
0.35
0.4
0.6
0.6
0.61
0.65

2014
Ambank
China
PBB
Affin
MAY

0.003
0.02
0.05
0.07
0.08
HSBC
0.09
HLB
0.1
Alliance
0.12
Deutsche 0.22
RHB
0.23
CIMB
0.28
SCB
0.3
United
0.38
OCBC
0.47
CITY
0.61
Bangkok
1.89

2015
PBB
0.006
HLB
0.05
Ambank
0.05
Deutsche
0.09
CIMB
0.1
HSBC
0.17
RHB
0.21
Alliance
0.21
MAY
0.23
China
0.27
OCBC
0.27
United
0.28
SCB
0.43
CITY
0.47
Affin
0.54
Bangkok
1.18

Table 4.7 (b): Min, Median, Max and Average of Local and Foreign Bank’s Non-Performing Loan
Min
Median
Max
Average

2010
0.003%
0.325%
1.03%
0.4139%

2011
0.001%
0.265%
0.71%
0.3136%

2012
0.03%
0.195%
0.63%
0.245%

2013
0.01%
0.195%
0.65%
0.2837%

2014
0.003%
0.17%
1.89%
0.3070%

2015
0.006%
0.22%
1.18%
0.2847%

Table 4.7 (c): Min, Median, Max and Average of Local Bank’s Non-Performing Loan
Min
Median
Max
Average

2010
0.12%
0.3%
0.76%
0.3425%

2011
0.0010%
0.24%
0.46%
0.2273%

2012
0.0300%
0.09%
0.41%
0.14%

2013
0.0600%
0.175%
0.40%
0.1825%

2014
0.0030%
0.09%
0.28%
0.1166%

2015
0.0060%
0.155%
0.54%
0.1745%

Table 4.7 (d): Min, Median, Max and Average of Foreign Bank’s Non-Performing Loan
Min
Median
Max
Average

2010
0.0030%
0.57%
1.03%
0.4853%

2011
0.23%
0.32%
0.71%
0.40%

2012
0.11%
0.40%
0.63%
0.35%

2013
0.01%
0.475%
0.65%
0.385%

2014
0.02%
0.34%
1.89%
0.4975%

2015
0.09%
0.275%
1.18%
0.395%

5. Conclusion
The research shows empirical evidence on the execution of local and foreign commercial banks in Malaysia. Finally,
this analysis is highly focused on the non-performing loan (NPL) which is highly afraid by most financial
institutions, as a big ratio is a difficult financial situation for the loan quality position. A lower non-performing loan
ratio is more efficient for the financial institutions. A proper management and infrastructure minimize the nonperforming loan in the Malaysian banking sector. Based on the result from above, foreign commercial banks are
more efficient compared to local commercial banks in ROA and local commercial banks are more efficient
compared to foreign commercial banks in ROE and CAR. Based on the result from above, foreign commercial
banks are more effective compared to local commercial banks in PBT and TAG. On the other hand, local
commercial banks are more effective compared to foreign commercial banks in gearing ratio. The local banks’ nonperforming loan average is in a good position compared to non-performing loan average of foreign banks.
According to the research question 3, based on the result from above, local commercial banks are better than foreign
commercial banks in the loan quality performance. Finally, the study reported that the efficiency of local
commercial banks is better than foreign commercial banks according to the return on equity (ROE) ratio, current
assets ratio, gearing ratio, and non-performing loan ratio. All these ratios show that local commercial banks are more
effective compared to foreign commercial banks.
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Abstract
This paper surveys previous research on the role of attention in second language learning, and its significance in open
and distance learning setting, as well as the limitations of the ODL in relation to learners’ attention. Undoubtedly,
teachers in the English as a second language (L2) classroom make instructional decisions aimed at harnessing the
attention of their learners. However, to what degree does the learners’ attention contribute towards their learning?
Secondly, how is attention in ESL learning influenced by open and distance learning (ODL)? And thirdly, what
potential distractions attenuate attention? Amid the global COVID-19 pandemic outbreak, the majority of students
worldwide are restricted from going to school; hence online learning has become the only option available to them.
In Malaysia, ODL has been extensively employed, especially at the higher education level, and it is expected to be in
use to the year’s end irrespective of the learners and lecturers’ readiness. Additionally, there is another method of
online learning known as the flipped classroom approach, which is being applied to complement ODL. In this review,
the authors sought to highlight the gap in discourse on the role of attention in ESL learning, and its limitations,
particularly in the ODL setting in Malaysia, and to outline the distractions that can influence attention in an ESL lesson
via ODL.
Keywords: attention, noticing hypothesis, second language acquisition, English as a second language, open distance
learning, hybrid learning, flipped classroom
Introduction
Attention is aa critical component of learning; (Al-Hejin, 2005; Gass, 1988; Hlas, Neyers & Molitor, 2017;
Schmidt, 2010) i (McGinnis, 2005). It is a process that encodes language input and keeps it active in working and
short-term memory before it is retrieved from long-term memory (Robinson, 2003). Earlier researchers in SLA studies
agree that input is recognized as significant in the acquisition process (Gass & Selinker, 2001; Wang, 2015). They
stated that input is acquired by noticing as part of the attentional system which includes the detection and consequent
registration of stimuli into memory (Philp, 2003; Robinson, 1995; Wang, 2015). According to Schmidt (1995),
noticing is a crucial level of attention that is required for learning second language (L2) grammatical forms. Noticing
is characterised as a cognitive function involving detection, awareness, or consciousness. Without noticing, there will
be no formation of the new mental representations. Contrary to the way young children acquire their native language
without the presence of awareness; adult learners of a second language are often unable to learn an L2 through
detection alone. Due to the vital role of detection and awareness in managing attention, it is indeed a struggle for both
teachers and learners to ensure significant implications for language classrooms (McGinnis, 2005).
Research Objectives
Attention is generally regarded as a limited capacity resource (Kahneman, 1973, 2011; Tomlin & Villa, 1994).
In other words, a person is limited to how much they can attend to at a point in time (Hlas et al., 2017). Therefore it
must be selectively (or strategically) focused (Robinson, 2005; Schmidt, 2001). Robinson (2005), for example, refers
to attention as a ‘spotlight’ with variable focus, which can be narrowed and concentrated, or broadened and diverging,
depending on what the task conditions require. The conditions of a task may be perceived differently among learners
and it may make less or more demands on a learner’s attention in relation to the different available amount of
attentional resources among individuals (Robinson, 2005). Thus, a learner’s attention fluctuates during the course of
class. This understanding can be to the benefit of teachers regarding making instructional decisions.. However, in this
current situation where learning is executed via ODL, it has raised the question whether learners’ attentional
fluctuations during ODL are similar to those in the traditional classroom, and whether learners are able to preserve
their attention throughout the online learning session. Another online learning setting worth mentioning is known as
the flipped classroom, which is used to complement ODL. This has raised another question on the influence of the
flipped classroom approach on learners’ attention in ESL via ODL setting. However, this paper focuses on
understanding learners’ attention in ESL and how it is influenced by the ODL setting amid the pandemic outbreak. In
fact, there is not enough discussion about the influence of attention during online ESL classes to make a comparison;
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therefore, the focus of this discussion will be on the learners’ attention capacity in ESL traditonal and the influence of
ODL class on learners’ attention, as well as the possible distractions that can influence their attention in ODL in
comparison to face-to-face or physical classrooms. , The literature review revealed that previous studies were carried
out to achieve the following objectives:
i) To understand the degree to which the learners’ attention contribute towards their ESL learning.
ii) To discover the influence of the ODL setting on attention during ESL learning.
iii) To characterize the limitations of ODL that can attenuate attention.
Research Questions
Based on the objectives of the study, the following research questions were formulated:
i)
To what degree does attention contribute toward ESL learning?
ii) How is attention influenced by open and distance learning (ODL)?
iii) What are the possible distractions that attenuate attention?
Methodology
The first attempt for search string in Scopus was using keywords search in TITLE-ABS-KEY. This yielded
articles from various fields of studies, but they were mostly unrelated to the current study. This is because the term
‘attention’ is a widely used expression in research articles. Therefore, the next search was run on the TITLE only. This
search yielded 12 documents but only 6 were of relevance to the current study. In the beginning, the focus of the
search was on the role of attention on ESL, and later on second language acquisition (SLA) was added to broaden the
search result. The articles found at this stage were analyzed in order to understand the degree to which learners’
attention contributes towards ESL learning.
The second step is to search for articles relating to the influence of the ODL setting on attention during ESL
learning. ODL has related terms including online learning and virtual learning.
Research Findings and Discussions
In general, there are three stages of information processing at which attention operates, which correspond to
three themes in attentional research and theory proposed by Sanders (1998), Sanders and Neumann (1996) and
Sergeant (1996). “Input” and “output” are broad search terms describing the first and second stage and the terms that
constitute the phrase “cognitive processes” describes the middle (or second) stage. Input, cognitive processes and
output are recognized in the generic model of human information processing as perceptual encoding, central
processing and responding. In what follows are the activities occurring at each stage:
(i)
Input stage - auditory and visual information intake and processing (perceptual encoding)
(ii)
Cognitive processes - central control and decision-making functions, including allocation of attention to
competing task demands, and automatization (central processing)
(iii)
Output stage - response execution and monitoring via sustained attention (responding)
Each stage is related to three uses of the attention concept. The first concept of attention describes information
selection. This happens when the individual attends in order to select information for subsequent processing. The
second concept of attention describes the availability of attentional resources which describes the amount of attention
available to execute a cognitive task that requires effort. This varies intrapersonally in that there are times when a
learner can sustain attention at an increased duration and visa-versa. The third use of the attention concept describes
the effort involved in sustaining attention to a set of goals to complete a task. This latter concept incorporates learners’
attention lapses or failure to sustain attention as discussed by Hlas, Neyers and Molitor (2019), which describes the
learners’ ability to maintain the level of attention on a task, or attention can decline over time. These are distinct uses
of the concept of attention, but each one can operate in conjunction with another.
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Figure 1 A generic model of human information processing with three memory systems
Many researchers in the SLA area have begun to theorize and operationalize the attentional demands involved
in second language learning, and to examine their influences on comprehension, as well as language production.
The contribution of learners’ attention to learning ESL
Leow (2015) noted that attention and awareness in second language learning are two intensely discussed
constructs (whether explicitly or implicitly) in second language acquisition (SLA) studies. There are various empirical
studies that investigate the roles of these constructs in the L2 learning process. There are many replicated studies
examining the role of attention and awareness including the absence of both in the second language learning process.
Replicated studies are beneficial to determine either support or refutation of previous SLA research.
While Leow (2015) focused on the role of both attention and awareness in second language learning, this
review focuses solely on the role of attention. Granting that, it is worthwhile to recognize the gains made in SLA due
to prominent theories of attention and learning. More recently, researchers have been using Schmidt’s (1990) noticing
hypothesis and Robinson’s hierarchical memory model as the groundwork of their research (1995, 2003). For example,
Dolgunsöz (2015) discussed Schmidt’s and Robinson’s use of the eye-tracking technique in SLA research. In said
study, it was hypothesized that vocabulary learning and attention are closely related. The researcher described how
learners spent more time on unknown (vs. familiar) words. Furthermore, there was a positive correlation between
attention and learning. Specifically, higher fixation values (i.e., more time spent on the unknown words) increased the
probability of subsequent recognition.
In other research, Valeo (2013), asserted a widely accepted theoretical premise that learners must notice the
language form in order to learn it. He further explained the integration of attention to language form with attention to
content as the support for language instruction. Although empirical research has revealed the effectiveness of this
combination, Valeo (2013) reported that there has been little research on how learners attend to form in a contentbased language context. Using a pre-test/post-test/delayed post-test design to assess language and content outcomes,
as well as a retrospective recall protocol, learner attention to language and content was investigated. Although the
researcher confirmed that the participants were able to identify the focus of the instruction they received in reference
to content (or language), the study reported that there was no relationship between awareness of language and language
outcome. This finding suggested that learners’ attention contributes to a certain degree towards their ESL learning.
Additionally, attention lapses have also been discussed in study about the role of attention in SLA/ESL.
Specifically, Hlas et al. (2019) conducted a study aiming to determine the factors influencing attention during the
conventional face-to-face ESL lecture at a higher education level. Traditionally, and most commonly, lectures are held
in physical classrooms or halls. In their study, the researchers found two conditions that seemingly contradict each
other. First, the learners’ attention lapses increase as the lecture progressed (Brunce, Flens & Neiles, 2010; Risko,
Anderson, Sarwal, Engelhardt & Kingstone, 2012), and secondly, learners are unlikely to pay attention during the first
minute while they are settling down (Bligh, 2000; Bunce, Flens & Neiles, 2010). However, numerous authors like
Bligh (2010), Bunce et al. (2010) and Johnstone and Percival (1976) attested that the first 10 minutes of class are the
most valuable for holding learner attention.
Based on the discussion thus far, it can be concluded that the learners’ attention provides a certain degree of
contribution toward ESL learning. There are other factors influencing attention such as the learners’ readiness to pay
attention, the duration of a lecture, as well as lecturers’ ability to sustain the learner’s attention in a face-to-face ESL

260

class. The question becomes which situation is relevant to learning in the ODL setting? Does Schmidt’s noticing
hypothesis and Robinson’s hierarchical memory model have application to ESL learning in the ODL setting? There
is value in knowing the pros and cons of the ODL setting in that it can assist the instructor in making the best
instructional decisions to maximize their learners’ attention.
The influence of ODL setting on attention during ESL learning
It is difficult to find an article on the influence of attention on the ODL second language class. Previous studies
such as Paepe, Zhu and DePryck (2017) Hildebrandt (2020) and Gallant (2020) have focused on the areas such as the
role of teachers, the integration of online second language learning and the importance of maintaining a social presence
in the online classroom. ODL includes different modes of online teaching and learning such as real-time webinar using
applications like Zoom, Google Meet, Google Classroom and Webex Meet. There is also an option for asynchronous
classes wherein instructors provide materials, lecture notes, tests, assignments and lecture videos for students to access
upon demand. This type of learning integrates flipped classroom, but with full teacher-student engagement through
online applications. Students may be given a timeframe for each lesson and assignment, and they may be required to
connect with each other at least once or twice a week.
Despite the emergence of various online teaching and learning apps, little attention has been given to the
teacher perceptions of online language teaching (Paepe et al., 2017). The researchers mentioned that understanding
the teacher’s perceptions are vital, as they may influence decisions pertaining to instructional design, teaching methods
and ultimately the learning experience. Ever since technology began to contribute in education, researchers in the SLA
area have conducted studies to examine effective communication tools for teaching online second language classes,
as well as on the challenges of online teaching. Paepe et al. (2017) discovered four fundamental roles required by the
language instructor to ensure successful online language learning, which are instructors as a practitioners, developers,
researchers and trainers. The findings from the study indicated that student engagement during online L2 class was
perceived as hindered and that collaboration among students was experienced as hampered. They suggested that
teachers would do well to shift towards an individualized, learner-centered teaching model. Azhar and Iqbal (2018)
conducted research using 12 higher education teachers who had implemented Google Classroom for one semester.
The findings revealed that Google Classroom was perceived by the teachers only as a facilitation tool used for
managing documents and the classroom but it had no significant impact on teaching methodology. The teacher
respondents stated in the interview that the format lacks user-friendly interface leading to its inefficiency. The authors
of that study suggested that future studies should take the students’ perspective into account.
Apart from investigating the teachers’ perspectives on the use of online platforms for second language
teaching, there has been debate on the use of the platform for instilling motivation and engagement among online
language learners (Hildebrandt, 2020). Bozkurt and Ataizi (2015) described the online platform as a dynamic structure
that has changed the rules of the game in which, according to Hildebrandt (2020), technology is turned into a reliable
environment that can support language acquisition. Sun, Gao & Yu (2013) reported that several online applications
that utilized peer feedback in second language writing such as Wiki’s, blogs, and discussion forums, reported positive
outcome for language learners. Theoretically, the availability of online platforms would be beneficial to L2 learners
as they have access to English speaking individuals which allows them to practice the target language orally or in
written form to discuss mutual interests (Bozkurt & Ataizi, 2015). The researchers added the addition of good
instructional design practices, access to other language users practicing the target language can further support the
learners’ motivation and engagement. However, the researchers have argued that there is insufficient research to
support the influence of the use of technology for beginner language learners despite the evidence to support
improvements in reading and writing (Derakhshan & Hasanabbasi, 2015). For this study, determining the influence
ESL learning in the ODL setting on learners’ attention, while further research is in order to investigate whether moving
towards individualized and learner-centered method during ODL has a positive impact on learners’ attention.
To be sure interaction and collaboration between the instructor and learner(s), and among learners must occur
to maximize learning. Bearing that in mind, Garcia, Elbeltagi, Brown and Dungay (2015) deduced that learners must
be provided with opportunities to communicate with people, encourage group discussions and build communities of
practice to allow them to organize themselves online as part of the educational designs, which can help to harness and
sustain their attention.
The limitations of ODL that attenuate attention
E-learning has become a trend in higher education and has provided an alternative approach to the conventional
classroom. Several institutions have promoted blended learning, a combination of face-to-face, traditional learning
and online learning, to keep up with the technological advancement so their students will be technology literate.
Besides that, online learning became a way to overcome long distances, where students from different parts of the
country and the world are brought together in a collaborative manner (Haron, Hanafi Zaid & Ibrahim, 2015). Krashen’s
(1982) Second Language Acquisition (SLA) Theory was frequently referenced by researchers in online language
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studies. According to the theory, the acquisition of language happens subconsciously while the process of learning is
conscious. Flores (2015) described that the learning of L2 depends on three elements; the learning structure, the
environment, and comprehensible input from peers, or in the formal setting that the learning occurs.
In 2020, we observed Malaysian universities and schools in general transition from a traditional, face-to-face
(or blended learning) classroom to a fully online classroom. As mentioned in the earlier section, researchers (Brunce
et al., 2010; Risko et al., 2010) reported that the learners’ attentional lapses increase as the lecture progresses, and that
it is unlikely for them to pay attention during the first minute of the lecture, but does this also happen in the ODL
setting? And more generally, does the golden ten minute rule at the beginning of a traditional, face-to-face lecture
hold in an online class setting? Holding the learners’ attention in a traditional setting requires that instructors
understand the vital role of attention and how it works in order to maximize language learning as studies have shown
that learners’ attention contributes towards their ESL learning. However, having to learn ESL in the ODL setting has
engendered a set of different challenges on both students and instructors. For ODL students, the challenge is to not
lose interest due to demotivation and anxiety. Nevertheless, there are several activities recommended by Chen,
Gonyea and Kuh (2008) that can assist students in the ODL setting, such as initiating peer interaction activities,
producing student-instructor interaction, collaboration between/amongst peers, as well as encouraging active learning.
ODL applies a learner-centered approach to promote self-reflection and co-construction of knowledge, critical
thinking and higher order thinking skills (Murugaiah & Thang, 2010). The researchers explained that instructors need
to play a major role in ensuring the success of online learning; specifically, they must design activities that engage
and motivate and move students towards self-directedness.
Despite its tremendous benefits to ESL learning with respect to improving the students’ awareness of their
own learning processes, and by extension helping them to become more conscientious for their learning, instructors
of ESL are required to adapt rapidly to a fully online and distance learning format in response to the closure of
education institutions (Hildebrandt, 2020). There are gaps in the studies investigating the use of the online learning
platform for teaching ESL in important areas such as the production stage, on developing learning skills, and in the
area of fostering collaboration between learners. (Chakowa, 2018; Derakhshan & Hasabbasi, 2015; Hildebrandt,
2020). Bozkurt and Ataizi (2015) agreed that “language acquisition is the process of mastering language through
natural ways” by which a language is communicated and exposed in a natural context. If so, this presents additional
challenges for instructional designers and L2 teachers as they need to create natural, structured, meaningful, and
engaging language learning lessons in the absence of the traditional, face-to-face interaction. As Flores’ (2015)
discussed about the significance of the learning structure, the environment and opportunities to gain input from other
learners, the researcher argued that online setting is not as conducive for L2 learners. Other barriers to learning of ESL
in the ODL setting include the lack of technical skills, limited access to technology, economic problems and problems
related to demographic influences, such as age and gender (Hildebrandt, 2020). Additionally, with the rapid
emergence of various applications to aid online teaching and learning, teachers and students may experience burnout
due to a different set of stressors such as the fact that learning is conducted online, they are expected to be more
available, and that they should be able to respond to questions and interactions instantly. However, this would require
further research in the future as it is important to verify the setbacks and researchers need to discuss ways to deal with
challenges to promote effective and reliable learning using online platforms.
Discussion
Based on previous discussion in the literature about the effect of learners’ attention on ESL learning and the
impact of ODL on learners’ attention, it is suggested that language teachers expose ESL learners to English via
listening and reading activities regardless of their comprehension level, but at the same time they should be encouraged
to look up unfamiliar words. This is corresponding to Dolgunsöz’s (2015) argument that learners spend more time
trying to understand new words which results in higher fixation value and consequently increases the probability of
recognition in subsequent encounter. In addition, Valeo (2013) recommended that learners must notice the language
form for the learning to occur. However, it is essential for teachers to realize the needs for meaningful material for
language learning, as well as the significance of creating the environment that allows for the authentic use of the
language (Mubaslat, 2012) that does not only motivate the learners to learn the language, but also able to attract and
retain their attention throughout the lesson. Therefore, it is deemed useful to create and pursue many different
techniques and procedures in teaching and learning ESL. In today’s situation since the COVID-19 pandemic outbreak
where schools and other learning institutions are required to practice the new normal in teaching and learning using
ODL, whether fully or hybrid method, it is important for the teachers to continue searching, creating and implementing
creative ways of delivering knowledge to help learners achieve the learning outcome.
Conclusion
In conclusion, this study perceives that there is an important need to explore the best way to teach ESL via
open and distance learning using various tools available that does not only able to draw their attention but also motivate
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them to continue exploring and learning the language. To complement ODL, there is flipped classroom as one of the
online teaching and learning method that can help reduce burnout among teachers and learners due to the
overwhelming online applications pushed into everyday life. The flipped classroom, or inverted classroom, was
originally meant for students to review lecture materials before class, while in-class time is dedicated for discussions,
interactive exercises, or independent work that requires the teachers’ assistance and explanation. The idea of flipped
classroom is to let the learners review in advance materials in the form of recorded lectures, curated videos, video
broadcasts and/or reading assignments, so that the information can be further discussed and expanded upon during inclass time; making the process blended learning. However, since early 2020, learning has become limited to open and
distance via the online approach, so the flipped classroom has expanded into an alternative to synchronous online
learning. It supports asynchronous online learning, and therefore, its use should be further explored as a means of
avoiding burnout among teachers and students. Learners’ attention in synchronous learning via ODL should be
examined in order to find the best options for ESL teachers to increase attention and its influences on language input
and production. Online language learning has a dynamic structure but it has to be studied in order to improve its
reliability in order to instill motivation and engagement among language learners (Hildebrandt, 2020).
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Abstract
There is a rising trend of social entrepreneurial activities in Malaysia, but the research on social entrepreneurship,
particularly within the context of food-based social entrepreneurs and mindset, is limited. This paper examines the
components of mindset among food-based social entrepreneurship in Malaysia. A detailed review is used to sort out
the literature and develop the research direction of the study. The review is focused on components of mindset among
social entrepreneurs. An entrepreneurial mindset could sharpen the focus and strengthen the rationale for the benefits
compared to merely entrepreneurial competencies. However, research on the entrepreneurial mindset does not address
these particularities, and the entrepreneur mindset attributes have been investigated mainly within the commercial
entrepreneurial context. As the food is continuously on demand and has plenty of room to grow, exploring and
understanding the components underlie food-based social entrepreneurs’ mindset will shed some light to society and
policymakers, which later assist in developing social entrepreneurship in Malaysia.
Keywords: social entrepreneur, food-based, component, mindset
INTRODUCTION
Social entrepreneurs, regardless of their geographical context or legal forms, share several specific characteristics that
distinguish them from their commercial counterparts. However, research on entrepreneurial mindset does not address
these particularities, and the attributes of an entrepreneur 's mindset have been investigated primarily within the context
of a commercial entrepreneur. (Booth, Chaperon, Kennell & Morrison, 2020; Hidalgo, Rialp & Urbano, 2020;
Majumdar & Ganesh, 2020; Żur & Naumann, 2018). Much of the focus on social entrepreneurship is on the question
of the boundaries between social entrepreneurs and commercial entrepreneurs. While some researchers include the
notion of shared value creation, specifically in the definition of social entrepreneurs, other scholars point out that
maximizing social value creation is a defining difference between social and commercial entrepreneurs. (Baporikar,
2020; Dacin et al., 2010; Ergul & Johnson, 2011).
There is a rising trend of social entrepreneurial activities in Malaysia (MaGIC, 2020; The Sun Daily, 2019),
but the research on the social entrepreneurship, particularly within the context of food-based social entrepreneurs and
mindset is limited (British Council, 2018; Wahid, Hussain & Hanifah, 2018). It is crucial to study on the food-based
social entrepreneurs as food security has been an issue not only in Malaysia but worldwide. Food security is one of
the concerns under the two goals of United Nations Sustainable Development Goals Envision 2030, which are Goal
2: Zero Hunger and Goal 12: Responsible Consumption and Production (United Nations, 2020). Food and Agriculture
Organization of the United Nations reported that Malaysia gained 8.2% of its total GDP from agriculture in 2017 and
was ranked 40th in food security among 113 countries tracked by the 2018 Global Food Security Index. Former finance
minister, Tun Daim Zainuddin, stated that Malaysia has been ignoring the agricultural sector for the longest time and
looking forward to the supply of quality and safe food at affordable prices. He also suggested that investment in food
production not only evaluated in terms of private benefits but social returns and the country's security. Food security
requires an ecosystem and a mix between food policy, technology, and entrepreneurship (Surendran, 2019). Therefore,
there is a need to provide more funds in the development of entrepreneurs in food production, particularly the foodbased social entrepreneurs.
Goal 8 of the United Nation Envision 2030 aims to promote sustainable, inclusive, and sustainable economic
growth, full and productive employment, and decent work for all. One of the objectives is to promote developmentoriented policies that support productive activities, appropriate job creation, entrepreneurship creativity and
innovation, and encourage the formalization and growth of micro-and medium-sized enterprises. The Federal
Agricultural Marketing Authority (FAMA) is helping local suppliers to promote local products in Malaysia. There is,
however, a lack of coordination between hypermarkets, cooperatives, hotels, and restaurants with farmers, where local
farmers have not well informed of what is lacking in the local market and led to a high import of raw ingredients for
food products. (Surendran, 2019). The existence of social entrepreneurs in the community will be able to solve these
problems, as they focus on addressing social, cultural or environmental issues that will further improve the well-being
of society (Adnan, Yusoff & Ghazali, 2018; Baporikar, 2020; Kline, Boluk & Shah, 2017).
Literature Review
Social Entrepreneur
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Entrepreneurs are agents of change and catalysts for innovation (Anderson & Starnawska, 2008; Bhushan,
2020; Laskovaia, Marino, Shirokova & Wales, 2019) and identified as individuals who take advantage of
opportunities, create new ventures that will stimulate the economy later and have a positive impact on the economic
growth and development of a nation (Lee, 2019; Littunen, 2000; Mazzarol & Reboud, 2020). The implementation of
the National Entrepreneurship Policy in Malaysia expected to create a holistic entrepreneurial ecosystem to support
an inclusive, balanced, and sustainable economic development agenda by the year 2030 (Prime Minister's Office of
Malaysia, 2019). As of 2018, the gross domestic product (GDP) contributed by small and medium enterprises (SME)
was 37.4% and expected to increase to 50.0% by 2030 (Rao, 2019).
Social entrepreneurship is one type of entrepreneurship that has been on the rise in recent decades (Apadula &
Predmore, 2019; Bhushan, 2020; Sarkar & Sinha, 2015). The social entrepreneur is different from the commercial
entrepreneur, where the social entrepreneur refers to an individual who creates needs, while the commercial
entrepreneur fulfills needs (Booth, Chaperon, Kennell & Morrison, 2020). The study on social entrepreneurs has been
a new area of research yet to emerge fully, and there are more rooms to explore. (Hidalgo, Rialp & Urbano, 2020;
Majumdar & Ganesh, 2020). There are critical challenges in the literature to agree on definitions, move from
conceptual work, and broaden the discussion to different areas of concern (Canestrino, Ćwiklicki, Magliocca &
Pawełek, 2020; Mottiar, 2016).
Social entrepreneurs are those who take responsibility and risk for the needs of society, focus on existing
environmental and social issues, and seek solutions to social issues such as fair trade environment, education, health,
and human rights. (Ergul & Johnson, 2011). According to Abu-Saifan (2012), social entrepreneurs have four unique
characteristics in performing social entrepreneurship, as compared to commercial entrepreneurship.
Social entrepreneurship activities have long been practiced in developed countries and have been gaining
attention in developing countries (Ali, Khalid, Ali & Razali, 2019; Bornstein, 2007; British Council, 2018; Haugh,
2007). The social entrepreneurial activities in Malaysia are growing (MaGIC, 2020; The Sun Daily, 2019), but the
study on the social entrepreneurship is still at the infancy stage (British Council, 2018; Wahid, Hussain & Hanifah,
2018). There is no definite number of social entrepreneurs in Malaysia, but British Council (2018) estimated there
were around 20,000 Malaysian social enterprises among micro, small, and medium enterprise (MSME), cooperative
and non-governmental organizations (NGO) in 2018. As compared to Thailand, there were over 120,000 social
enterprises, while in the United Kingdom, there are more than 70,000 social enterprises. These countries have more
than one million individuals who were social entrepreneurs and contributed 5% of their total GDP (Malaysian Social
Enterprise Blueprint 2015-2018, 2015). As social entrepreneurs are not only able to escalate the society growth but
also contributing to the national income, the Malaysian Global Innovation and Creativity Centre (MaGIC) obtained
RM10,000,000 to develop social enterprises from Budget 2020 (TheStar, 2019). MaGIC is an agency under the
Ministry of Entrepreneur Development and responsible for realizing the aspirations of the National Entrepreneurship
Policy 2030. The critical focus of MaGIC is social entrepreneurship, intending to drive the movement of
entrepreneurship through community engagement, capability development, and social impact initiatives (MaGIC,
2020).
Malaysia is now giving attention to social entrepreneurs as they are the visionary change agent, thinker, and
disrupter, who works for the betterment of society. Social entrepreneurs are creative in initiating ideas and solutions
for the existing social and community problems. Environmental sustainability, waste management, and food security
are part of the social issues in Malaysia that capture the interest of social entrepreneurs. They are not merely finding
mechanisms to solve the problems, but also to make a difference among the community (Adnan, Yusoff & Ghazali,
2018; Baporikar, 2020; Kline, Boluk & Shah, 2017; MaGIC, 2020). Nonetheless, reported that one of the common
challenges faced by social entrepreneurs in Malaysia was a lack of awareness of social enterprises among Malaysians
(British Council, 2018). This can be due to the lack of promotion and studies about social entrepreneurship (Ab Wahid,
Rahman, Mustaffa, Rahman & Samsudin, 2019).
METHODS
The article begins with a review of the component of entrepreneurial mindset. It then draws together views on the
notion of entrepreneurial mindset before exploring and summarising research on the link between entrepreneurial
mindset and business performance and growth. It focused on a content analysis for future research topics in social
entrepreneurship.
RESULTS/ FINDINGS
Entrepreneurs' Mindset Components
Entrepreneurship is unpredictable and ambiguous therefore, need vigorous mindset (Erikson, 2010; Laskovaia,
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Marino, Shirokova & Wales, 2019). Entrepreneurs mindset can be defined as socio-emotional skills and overall
entrepreneurship awareness, which is linked to entrepreneurial motivation and future success as an entrepreneur.
(Valerio, Parton & Robb, 2014). There are several challenges to the development of entrepreneurial mindset in the
21st century, most of which address the need to develop agility, adaptiveness, creativity and social impact. First,
fostering entrepreneurial mindset is not just about helping current or future entrepreneurs to become more innovative,
ambitious, or risk-tolerant. It is a more complex task to change what they think they are personally, socially , and
professionally. Second, a complex entrepreneurial ecosystem with multiple facets to accommodate multiple
definitions of entrepreneurial identity and mindset (McGrath & MacMillan, 2015). Dweck (2006) acknowledged that
a mindset could be fixed-oriented or growth-oriented. While a fixed mindset assumes that talents and abilities was set,
the growth mindset believes talents and skills can be develop through learning and experiences. Growth of mind can
change, and much of this can happen by developing a greater awareness of the individual's current thinking, while
taking steps to start thinking and reacting purposefully in new ways (Dweck, 2006). Robinson (2010) argued that there
was little theoretical grounding to be found in the various definitions of entrepreneurial mindset. There is also a need
to study the social entrepreneurial mindset due to its scarcity. The current literature focuses more on the mindset of
commercial entrepreneurship (Davis & Hall, 2015; Kompar, 2018; Kouakou, Akolgo & Tchamekwen, 2019), and
there is a difference with social entrepreneurship as it has different priorities (Shaver & Commarmond, 2019).
Openness to change and Continuous learning
Putta and Mooradian (2016) emphasizes the importance of being versatile and adjusting and adapting based on the
situation and instead of rigidity and fixation to a planned path, the entrepreneur needs to be constructive or open to
change or consensus. This flexibility can then contribute to the ability to adapt quickly and with changing
circumstances to drive improved entrepreneurial results. This can be described as effectuation, the capacity to leverage
contingencies that occur spontaneously over time and can only be exploited if there is an initial confidence and
openness to change and continuing learning (Sarasvathy, 2001).
Creative and innovative
A important attributes of entrepreneurial mindset is the capability to transform conventional rules, trends and culture
and to develop concrete, new ideas and meaning (Valerio et al., 2014). The imaginative process leading to inventive
production starts with pure curiosity and inquisitiveness (Moberg et al.,2014) and a desire for non-compliance, or as
Davis et al.(2016) put it a preference and willingness to behave differently and stand out from the crowd. A creative
and imaginative entrepreneur is dedicated to creativity and is willing to learn through continuous approach.
Experimentation and exploration always start with the emergence of several ideas, as well as a willingness to try
different approaches and adapt solutions in an effective and non-linear process. (Davis et al., 2016).
Opportunity recognition
An entrepreneurial mindset enables an entrepreneur to recognize and seek existing opportunities and not be resourcedependent but rather creative to use readily resource (Taulbert and Schoeniger, 2010; Putta 2014). Dealing skillfully
and promptly with a specific opportunity or issue with minimal tools or resources showed how it applies to seeking
prospects for creativity with limited resources. Davis et al. (2016) called a tendency for a restricted framework in
which entrepreneurs are free to adapt and are bored with the following ordered tasks and also defined as
resourcefulness by Totem Inc (2015).
Belief and competency
In the study, Valerio et al. (2018) showed that the belief and competency producing a positive result to success and
one of the key aspects of entrepreneurial mindset. This is also including sense of faith in one's skills, competence and
judgement. Commonly referred to as self-efficacy, this general belief is a key driver of desired results and effectiveness
in any context. Entrepreneurial self-efficacy is belief in one’s capability to successfully conduct entrepreneurial tasks
and it is driven by self-belief, self-confidence and self-esteem and is all about trusting others capacity
Desire and motivation
People choose to become an entrepreneur because of many reasons. Therefore, the motivation to become an
entrepreneur may be influenced by autonomy, mastery, and a strong reason of purpose. Example of motivation factors
may be power, honour, and fame, but these motivational factors need to be very encouraging and powerful enough to
keep the momentum and achieve goals (Moberg et al., 2014). Entrepreneurship requires the need to have a positive
view of entrepreneurship, as well as a desire, inspiration and intention to be an entrepreneur.
Risk taking
Another component of entrepreneurial mindset is ability to take or analyze risk. Risk-taking means taking aggressive
action by venturing into the unknown, investing heavily, or committing substantial capital to projects in unpredictable
environments. However, entrepreneur can analyze and reduce risk properly with experience or by analyzing the risk
factors. According to Coulthard, (2017) Risk-taking has a positive impact on performance assessment at a certain
level; above that level, an increase in risk has a negative effect on performance. The climate in which a business
operates can have an impact on whether or not a company takes a risk.
Networking
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Social interaction is another attribute that seems to be critical in the social entrepreneurship context; entrepreneurs
need to know how social networks work, how they are built and nurtured. A comprehensive network system of people
with different backgrounds gives access to a broad spectrum of ideas, specific information, and perspectives.
Resources are acquired, exchanged, recombined, and managed within the network social and economic goals. The
stronger the ties, the faster the sharing. The tighter the network, the more relevant and of higher quality is the
information the network members receive (Starnawska 2014).
Independence
Independence means taking responsibility for using one's judgment instead of blindly following the assertions of
others. It is also meaning any decision is not influenced by others. The need for independence is also considered a
success factor in entrepreneurship because they know their goals and business direction more than people from outside.
Passion
Passion always linked to variety of positive behaviours for example bravery and determination, encouragement,
vitality, focus, perseverance, tenacity and many more. Even though passion is not the most critical components of
mindset, past study shown that this positive attribute can encourage to sustain and resilient in completing their mission.
Conclusion and future research
There are a variety of possible directions for future research involving social entrepreneur mindset. Social
entrepreneurs have been well proven to initiate ideas and solutions for the betterment of society. Social enterprises
focus on the social and economic equilibrium for their targeted beneficiaries, for example, poor people, single mothers,
disabled individuals, local farmers, and children in shelters.
There is a growth of social entrepreneurship in Malaysia but limited studies on the component of mindset
among food-based social entrepreneur context. This study will extend the body of knowledge on social
entrepreneurship, which later promotes awareness among Malaysians concerning the economic and social
implications contributed by social entrepreneurs. Thus, it is anticipated that this study will influence policymakers to
assist in the development of social entrepreneurship in Malaysia. There is a relatively high necessity for doing research
in this area.
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Executive Summary
This study is focused on LEGO and its challenges regarding technology and culture. First a brief background of the
toy-making company is given, followed by the explanation of the numerous instances where LEGO has used
technology to its advantage. Then the disadvantages of technology and the measures that LEGO has taken are
discussed, plus the business processes, management functions and global opportunities that have arisen for LEGO in
the digital age. The theory applied in this case study is diffusion of innovations, by Everett Rogers(1982). Extensive
research makes it evident that DOI(diffusion of innovations) has never been studied and applied in the case of
LEGO before. So based on data gathered from credible and relevant sources, the LEGO case has been studied from
a DOI perspective. Moreover, diversity in all its forms and social media usage by LEGO are analyzed. Finally,
challenges faced by LEGO are discussed, followed by recommendations for each problem.
Being one of the most beloved brands on the planet, LEGO’s ability to remain popular for eighty years is an
indicator of its high quality products and excellent services. In order to maintain this status, LEGO has made
tremendous efforts to reach out to its audience globally and still has a long way to go. LEGO continues to foster
imagination and creativity in generations to come and to engage with its target groups on a larger scale than ever
before, thanks to modern technology. Technology has created a paradigm shift for this traditional, family-owned
business and yet it has more potential to be discovered. LEGO has influenced the way of thinking of many people
globally and it can do so even more effectively and widely if it utilizes social media platforms and technology more
profusely.
Keywords: Diffusion of innovations, diversity, technology, social media platforms, challenges.
Background of Lego
LEGO is a successful Danish toy company founded by Ole Kirk Christiansen in 1932.Ole was a skillful carpenter,
who made products such as ironing boards and ladders out of wood to make a living. Then, due to the global
financial crisis, the demand fell sharply and he had to find another niche market for his business. This is when, after
the death of his wife, he started thinking of making wooden toys. His son, Godtfred Kirk Christiansen, became his
loyal assistant at age 12. Christiansen chose the word “lego” as it is derived from the Danish words:”leg” and
“godt”, which together mean “play well”. Later he learnt that “Lego” means “I put together” in Latin. So it was a
perfect choice. Ole Kirk Christiansen had a personal belief which turned into the company’s slogan: “Der bedste er
ikke for godt” or “Only the best is good enough”. Godtfred put up this sign on the wall for all employees to see.
LEGO sets were never cheap, but they have always been high-quality toys. LEGO toys, which are now more
globally-known that Hasbro and Mattel, were initially made of wood. Many companies copy LEGO sets worldwide
and as Seth Godin, the American entrepreneur, author, marketer, and public speaker once said: “If your products are
replicated, it means you’ve done something really great.” (astrumpeople.com, 2017)
In the 1940s, the LEGO factory burned down. Ole reconstructed it and decided to produce only toys from then on. In
1947, Ole received samples of plastic interlocking building blocks from a fair and that was when the company
changed direction from production of wooden toys to plastic building blocks. At 1:58pm on 28/1/1958, LEGO
bricks were patented and since then all LEGO brings have been compatible. LEGO markets their “non-brick”
products under the BILOfix brand. In 1960, the LEGO company was struck by lightning, but this didn’t stop them
from opening their own airport in Billund, Denmark to import LEGO sets to the US, an extremely profitable market.
Undoubtedly, access to this huge market was a very important achievement for the Danish company, who sought to
increase sales of their toys in the world. In 1968, the first LEGOLAND theme park was opened in Denmark and was
visited by over 600,000 people during the first season. Kjeld Kirk Kristiansen, Ole’s grandson, took over in 1977
and in 1979 he launched the first thematic space LEGO set, which was a very successful start.
The success of LEGO continues through the 1980’s by the addition of an educational department called LEGO
Dacta (meaning the study of purpose in Greek) and in the 1990’s LEGOLAND theme park was opened in
California and the first LEGO products-only shop in London. However, the company went down in 2004 due to the
rise of computer games and over-innovating. With the help of the new CEO, Jorgen Vig Knudstorp, LEGO was
back on track by 2007. LEGO has undergone a dramatic change, getting out of a $300 million loss in 2004 to a $280
million revenue in 2007. It has continued to progress since then. The reasons for the fall and rise of LEGO, along
with the challenges and opportunities it is facing now will be discussed further. (FELONI, 2014)

271

Surviving Strategies of LEGO
Use of Technology in Lego
So how can simple toys like LEGO survive the tech boom? In this increasingly digital era, where children are
throwing away their traditional toys in favor of fun apps and video games, how can such toy makers gain new fans?
Technology has provided free, fun resources that teach maths, reading and science, so it is not all bad. As LEGO
learnt the hard way, the solution is, more often than not, found in moderation. According to senior director of brand
relations for LEGO, Michael McNally, “LEGO, very resolutely, is against the idea that kids only want toys with
smart chips.” (LUMB, 2015)
LEGO knows that throwing misguided innovation at children is not the pathway to success. Innovation is the key
focus of LEGO, along with staying rooted in their success reason- the building blocks. As for integrating with the
digital world in a balanced way, LEGO has always followed the advice of technology experts. So the goal is to
inspire creative play regardless of the medium. To achieve this goal, a balance of real-life blocks and virtual systems
are used, i.e instead of just making video games for virtual reality play, LEGO games are designed so that kids need
to build in real life too. McNally said: “Kids see no difference between the digital and physical world. It could be
content on YouTube that inspires them to go back and play. Our goal is to surround kids with experiences that drive
them back to building.” (LUMB, 2015)
LEGO’s policy is in line with what Michael Cohen, a developmental psychologist and market researcher has to say:
“Technology often becomes a means for the imagination, not the core of what the child experiences. The focus will
be back on the play rather than the technology.” Cohen believes that the long-term success of any toy has to do with
the play value, not the gadgets. “I think part of the reason we’re seeing a resurgence of unplugged toys is that they
have immense play value. We’ll see an explosion of digital toys but the ones that are going to make it are the ones
that offer extraordinary play value, and that will be used over and over.” So as long as LEGO keeps inspiring kids to
play and be creative, the company will flourish. (Murphy, 2015)
LEGO has made a savvy transition into the new millennium and the emerging technology without abandoning its
loyal customers. Their move is very smart because they have stayed true to their roots and have not eliminated their
past. The basic blocks and the adopted technology coexist peacefully and finally they have found a new group of
target audience: tech fiends. LEGO is pushing its business into the digital world in many ways. These are the ways
in which LEGO has integrated technology into their business plan: releasing the hugely successful LEGO movie in
2004, enhancing education through physical and digital creation through LEGO Education, making a “digital box”
using AR to demonstrate live video-feeds of its products to potential customers, sponsoring LEGO Education
Builder Award at the Google Science Fair for engineering ingenuity, holding The FIRST(For Inspiration and
Recognition of Science and Technology) LEGO League to encourage children’s interests in science and technology,
creating LEGO FUSION to inspire creativity both in the real and the virtual world, building the interactive story
game “Bits ‘n’ Bricks” to teach children coding in a fun way, licensing for video games such as Ninjago, Star Wars,
Mining, and Team Up, joining up with Microsoft to create games for Xbox, merging technology with its classical
roots through the online game “LEGO Universe”, developing the movie-making kit “LEGO Studios”, developing
safe apps for children, inviting ideas through the crowdsourcing site “LEGO Ideas”, and designing a user-friendly ecommerce site.
Technology Hazards
LEGO takes pride in providing creative, educational, fun and safe digital experiences for children. Together with
their IT partners such as MIT, Microsoft and Complete Control, the company takes advantage of the benefits of
technology while minimizing the risks of digital engagement. They intend to make digital experiences for children
as safe as their play materials as explained in their online policy report. They only store anonymous data for
statistical purposes and do not use cross-site tracking.
Global changes in technology sometimes outpace legislation updates. In such cases, LEGO’s policy is to ensure the
wellbeing and digital safety of the children that they engage through their digital channels. To pursue this, they have
partnered with UNICEF to implement mandatory training for employees who work directly or indirectly with
children online. “In accordance with our Privacy Policy and Responsible Marketing to Children Policy, no social
media plugins are used on our digital channels, and we seek to ensure personal information from children is only
collected after obtaining the appropriate level of parental consent.” (LEGO.COM, 2017)
Business Processes
Most organizations today are required not only to establish effective business processes, but also to accommodate
for changing business conditions at an increasing rate. (Møller & Hansen, 2006) LEGO perfectly demonstrates the
value of well-planned business strategies and how they can help a business when executed with precision. These are
some of the key factors that constitute the business process of LEGO:
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Aspirational Brand
LEGO is very clever in its approach to marketing and how it differentiates its product offerings to meet the
individual needs of a broadening audience. The fact that it is the world’s most profitable toy brand and still has
family values at its core, shows an understanding of the relationship era and reinforces the ideals of quality, integrity
and reliability – the key characteristics of a successful brand.
Brand Values
The LEGO values of imagination, fun, creativity, learning, care and quality are evident in every aspect of the
business, both internally and externally, from product to person. To LEGO, its values are not just writings on a wall
but a code for everyone in its ‘family’ to live by.
Customer Engagement
LEGO does not shy away from interaction and dedicates time towards listening to its audience, many of whom are
lifetime supporters. By doing this, LEGO encourages tremendous brand loyalty, plus generates opportunities for
leveraging its customers.
Employee Engagement
Referring to the company as a ‘family’, the staff at LEGO embody the brand. LEGO puts a great emphasis on brand
culture and encourages staff to engage and collaborate. This freedom for staff to express themselves, brings about
incredible loyalty. LEGO actively works to ensure its staff enjoy their employment journey.
Family Values
Family is at the heart of LEGO. Deciding to incorporate the ‘family-run’ angle into the business can be a hard
decision to make. However, as it is family-run and has families as its largest target demographic, it would make no
sense to ignore this relatable USP.
Target Audience
Catering to a broad target market could be seen as undesirable – however LEGO’s ability to segment its audience
and tailoring products to each specific taste is what makes it a success. Through understanding the personas of their
core audience, LEGO continually meets the demands of its fans of all ages.
Adding Value
LEGO does exceptionally well at utilising trends and finding niche markets to break into. They understand the value
of their brand and how to build collaborative partnerships. A great example is the new Jurassic Park LEGO – using
another brand to leverage their sale, without a conflict of interest. (Intergage.co.uk, 2016)
These strategies have helped LEGO create a powerful brand envied by every other company in the world. Kids are
playing with more mini LEGO figures than the population of the world and in 2015; they were nominated as the
most powerful brand in the world. For a company, which was on the brink of bankruptcy in 2004, the toy maker has
made an amazing turnaround. They restructured, hired a new CEO, and made more partnerships than ever before.
Most importantly, they discovered the secret to some of the world’s most successful, low risk innovation strategies.
This will be discussed further in the theory section. (Shellshear, 2016)
Management Functions
LEGO has gone through lots of ups and downs to get where they are today. As LEGO CEO , Jørgen Vig Knudstorp,
puts it: “While our current setup has successfully led to the past years’ superior performance, it is now timely to
adapt our organization to tackle key challenges and prevent that our vigorous growth from creating complicatedness
and an unhealthy culture where productivity and competitiveness are reduced. And this requires a comprehensive
organizational change.” (Trangbæk, 2011) That is why LEGO has increased its management team from 6 to 22
members. Vig adds: “We reduced the number of organizational layers and flattened the organization. This allows us
to achieve both a broader and a deeper perspective on the realities of our business, while making it simpler and
faster to make decisions – all of which are key to increasing our adaptability.” (Trangbæk, 2011)
LEGO is empowering management members to make critical decisions and this sends a strong signal that LEGO
wants to collaborate even more across business areas while at the same time reducing the layers from top
management to execution. “We are not merely putting people into new boxes. This is a lifestyle change, where we
ask the entire organization and all employees to take a step up. The move will simplify the structure of the company
and empower business units in order for us to respond faster and collaborate better to increase innovative solutions
to new challenges,” says Jørgen Vig Knudstorp. (Trangbæk, 2011) Jørgen Vig Knudstorp emphasizes that this
change is not a cost-cutting step, but rather a preparation for the future risks and opportunities that LEGO might
face, due to the major trends of globalization and digitalization. “The LEGO Group must be highly adaptive to
change, and we have to be able to adjust, experiment and learn in a systematic, disciplined creativity that calls for
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collaboration across company functions. The new organization will enable us to do that,” says Jørgen Vig
Knudstorp. (Trangbæk, 2011) As business analyst David Robertson states in his book “Brick by Brick”: “LEGO
managers take a broad view of innovation that includes not only new products but pricing plans, community
building, business processes, and channels to market, all of which can be powerful business drivers. The company
distributes responsibilities for innovation in all areas across four groups and expects different degrees of
innovativeness from each of them.” (Robertson & Breen, 2014)
In 2004, the new CEO, Knudstorp, began turning the LEGO Company around by making several key moves:
managing cash flow, cutting costs, improving processes and finally stabilization. In order to figure out what a
modern LEGO should look like, Knudstorp invested in a research that LEGO had never done before—deep
ethnographic studies of how kids around the world really play. Today, LEGO may know as much about that subject
as any organization on earth. The LEGO Future Lab has been responsible for that work. “There’s the famous quote
that if you want to understand how animals live, you don’t go to the zoo, you go to the jungle,” Knudstorp says.
“The Future Lab has really pioneered that within LEGO, and it hasn’t been a theoretical exercise. It’s been a real
design-thinking approach to innovation, which we’ve learned an awful lot from.” (RINGEN, 2015)
Global Opportunities
LEGO takes the opportunity to listen closely to the feedback of all its customers worldwide, which has been made
much easier thanks to globalization and modern technology. LEGO takes this feedback seriously and acts upon it to
improve its products and services. According to their responsibility report, 2016: “We monitor the requests from
thousands of people around the world who contact us every day. We value their feedback as we use it to constantly
improve our products and experiences. During our dialogue with consumers we also experienced a reduction in the
rate of complaints by consumers, decreasing by 15.5% from 720 down to 608 per million products sold.”
(LEGO.COM, 2017)
Another global opportunity for LEGO is that parents in emerging markets like China, just like those in the rich
world, are convinced that the company’s products are good for their children. Grown-ups everywhere welcome it as
a break from the endless video and digital games that their children are consuming. Chinese government hopes that
LEGO will provide the secret ingredient that their education system lacks: creativity. LEGO’s long-term success
rests on the way adults feel reassured at buying a toy whose roots lie in an age before video games, mobile apps and
toy-themed films. (ECONOMIST, 2014)
Based on cultural values, parents want different things for their children and have different priorities, but the
universal truth is that all parents want to see their children thrive and be happy. This is what LEGO has built on. As
the CEO puts it, the company takes a “glocal” approach (both global and local), focusing on the similarities between
cultures rather than differences. LEGO creations trespass the borders of language and culture. Another chance that
LEGO has taken advantage of is bringing about positive change with the UN Global Compact. “In 2003, LEGO
signed the UN Global Compact. As an active member of the United Nations Global Compact, we choose to embed
the Ten Principles of the UN Global Compact in our daily operations. The Ten Principles cover areas that are
important to us such as international labor rights, environmental responsibility, ethics and transparency in business
conduct.” (lego.partnerships, 2017)
As stated in LEGO annual report of 2016: “Most major LEGO markets experienced growth in 2016. However, the
growth was very unevenly distributed. The Group’s sales in North America were slightly down in 2016 as were
sales in Japan. All European markets saw healthy high single or double digit growth rates, and the Chinese market
continued its strong double digit growth. Among the top selling lines in 2016 were core themes like LEGO® City,
LEGO® Star Wars™, LEGO® NINJAGO®, LEGO Friends, LEGO Creator and LEGO® DUPLO®. The new
Theme LEGO® NEXO KNIGHTS™ that combines physical and digital play through building sets, digital gaming
and inspirational storytelling, was also a contributor to growth.” (lego.com-annual-report, 2017) LEGO expects to
grow moderately ahead of the global toy market. This is expected to be achievable due to the LEGO’s continuous
focus on innovation and its commitment to global expansion, such as deepening its presence in China. (Knowledge,
2013)
Diffusion of Innovations
The theory applied in this paper is Diffusion of Innovations by Everett Rogers (1931-2004). According to him,
“Diffusion is the process by which an innovation is communicated through certain channels over time among the
members of a social system. It is a special type of communication, in that the messages are concerned with new
ideas.” (Roger, 1982) According to this definition, the theory can be broken down to four main areas: innovation,
communication channels, time, and social system. Each of these will be discussed further.
Innovation
An innovation is a new object, idea or practice introduced to an individual. The theory identifies the following
attributes of an innovation to determine the rate of its adoption:
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Relative Advantage
Relative advantage measures how improved an innovation is over a competing option or the previous generation of a
product. Potential users need to see how an innovation improves their current situation. Improvements can be in one
or more of these areas: better service, empowerment of users, improved interface, increased customizability,
increased longevity, increased productivity, reduced user effort, saving of money, saving of space, etc.
Compatibility
Compatibility refers to the level of compatibility that an innovation has with individuals as they assimilate it into
their lives. Potential adopters need to know that your innovation will be compatible with their life and lifestyle. If an
innovation requires a huge lifestyle change or if the user must acquire additional products to make your innovation
work, then it is more likely to fail. Innovations meet with the greatest success when users are able to seamlessly
adopt them — when they replace an existing product or idea, for the better.
Complexity vs. Simplicity
Complexity or simplicity refers to how difficult it is for adopters to learn to use an innovation. Complexity slows
down the gears of progress. The more complex an innovation, the more difficult it will be for potential adopters to
incorporate it into their lives. Potential adopters do not usually budget much time for learning to use an innovation.
The more intuitive an innovation, the more likely it will be adopted
Trialability
Trialability describes how easily potential adopters can explore your innovation. Trialability is critical in facilitating
the adoption of an innovation. Potential users want to see what your innovation can do and give it a test run before
committing. This is the underlying concept of trial sizes for tangible goods, and demo or beta releases for digital
goods. Potential adopters can see for themselves what life might be like once they adopt the product.
Observability
Observability is the extent to which the results or benefit of using an innovation are visible to potential adopters.Not
everyone adopts an innovation immediately. The adopter types who come after early adopters rely on seeing
members of this group using an innovation. Observability extends beyond having earlier adopters use an innovation
in view of later adopters. Potential adopters of all types must clearly see the benefit of adopting an innovation and
using it (Yocco, 2015).
Communication Channels
Communication is the process through which participants share information to reach a mutual understanding.
According to the theory, heterophily or homophily among adopters and other members of the society plays an
important role in the acceptance of innovation or lack thereof. According to Rogers, heterophily is the degree to
which interacting parties are different in certain attributes, such as education, beliefs, social status, etc. Homophily,
on the other hand, is the degree to which they have similar such attributes. As a rule of thumb, effective human
communications take place between individuals who are homophilous. Heterophily usually leads to rejection of
innovation due to lack of understanding.
Time
The third element in the diffusion process is time. As stated in Rogers’ book, time is involved in three phases:
Innovation-decision process
The process through which an individual passes from first knowledge of an innovation to forming an attitude toward
the innovation, to a decision to adopt or reject, to implementation of the new idea, and to confirmation of this
decision. The five main steps in this process are: knowledge, persuasion, decision, implementation, and
confirmation.
Innovativeness and adopter categories
The degree to which an individual is earlier in adopting new ideas than the other members of a social system.
Members of each of the adopter categories have a great deal in common. Adopter categories are the classifications
of members of a social system on the basis of innovativeness. New products are usually bought and tested by the
five adopter categories of innovators (venturesome), early adopters (opinion-leaders), early majority (deliberate),
late majority (skeptical) and laggards (traditional) in this order.
Innovation’s rate of adoption
The relative speed with which an innovation is adopted by members of a social system. The rate of adoption is
usually measured by the length of time required for a certain percentage of the members of a social system to adopt
an innovation.
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Social System
A set of interrelated units that are engaged in joint problem-solving to accomplish a common goal. The members or
units of a social system may be individuals, informal groups, organizations, and/or subsystems. Certain individuals
play different roles in a social system that affect adoption or rejection of innovations. These are opinion leaders,
change agents and aides. The definitions of these as inferred from Rogers’ book are as follows.
Opinion leaders are individuals who can influence people’s behavior or attitude. It is an informal leadership which is
earned by the person’s social accessibility, technical competence and conformity to social norms. Change agents are
people who have a high social status, a university degree or professional training and can influence clients’ adoption
decisions. Due to their status, they can be heterophilous from their audience and this can pose problems in effective
communication regarding the adoption of innovation. Aides are less professional than change agents and frequently
contact clients to influence their adoption decisions. Since they are more homophilous with their clients, they can
bridge the gap between change agents and audience. In the next section, all the aspects of DOI are applied on
LEGO.
Diffusion of Innovations and LEGO
In this section, the case of LEGO will be studied based on DOI. This is how the four areas of DOI can be applied to
LEGO:
Innovation in LEGO
As mentioned in the background, the idea of building blocks as toys, in itself, was a pure innovation, which was
very well accepted and adopted by its target audience. The reasons for its success were based on the attributes of the
innovation. It had many relative advantages over other toys, because it was a many-in-one toy, it empowered
children, it was very customizable, durable and productive, could be easily stored, reduced the need to buy many
toys and thus was affordable. LEGO is also compatible with the consumers’ lifestyles as it does not require a huge
change in their routine and can be adopted in their present lifestyle. LEGO is simple to understand and use; each
product comes with an easy-to-follow instruction booklet that does not even require the ability to read, thus enabling
younger kids to play on their own without the help of their parents. Trialability is another attribute of LEGO. One
purchased set can be tried by many family members and friends, thus increasing the chance of purchase. Besides,
LEGO stores usually provide a table with a built-in bin in the middle that contains lots of LEGO bricks. Prospective
customers can play with the bricks for as long as they wish to, so that they can experience the joy of playing with
LEGOs. The benefits of playing with LEGO are observable, because children can play independently with bricks for
a long while compared to other toys. Parents usually look for independent play options for their kids to give them
some time to do other chores and this feature of LEGO is very useful to them. Although other benefits of LEGO
such as boosting creativity and activating the brain can not be observed in the short run and the effect differs from
person to person.
Communication Channels of LEGO
Adopters of LEGO are very homophilous, because they are either parents looking for safe, affordable toys for their
children or adults who seek to do something creative in their spare time. This increases the chance of them
influencing each other and promote LEGO amongst the target audience.
Time for LEGO
The rapid success of LEGO shows that it did not take long for the target audience of LEGO to gain knowledge about
it (through homophilous peers), to be persuaded to consider the toy, to make the decision of purchasing it and finally
to implement and confirm or accept it as a new toy. The innovator of LEGO was basically Ole, the founder. But
from then on, many engineers have worked in LEGO labs to develop new molds and models to keep up with the
innovation in the toy market. Early adopters of LEGO were affluent families who wanted their children to
experience the new toy and could afford losing the money if the toy turned out to be undesirable. The early majority
for the adoption of LEGO were those parents who were influenced by early adopters and could see the benefits of
playing with LEGO in terms of educating their children and increasing their creativity. The late majority, on the
other hand, were those families who were less fortunate and had to save money to buy the toy or would only buy it
after they were sure of the benefits. The laggards could only be people who do not really care about the well-being
and education of their children or those that can no way afford to buy LEGOs. There are no statistics to show the
number and percentage of each category, though.
Social System for LEGO
The opinion leaders and change agents chosen by LEGO to promote the toy were educators, affluent, caring parents
and AFOLs(Adult Fans of LEGO). These were the affluent, educated and knowledgeable adopters of LEGO who
believed in its power to inspire creativity in kids and persuaded the parents to purchase the toy.
Diversity in LEGO
LEGO, being on the brink of bankruptcy in 2004, harnessed diversity to build an innovation culture and restore the
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firm’s success. The company became the Apple of toys by plugging into diversity in all its forms and energizing
creativity and innovation. Here are Lego’s core methods of utilizing diversity:
Diversity in Hiring
During its revival, Lego has consistently stressed its desire to employ staff from diverse backgrounds as a means of
developing greater innovation and creativity. Currently, the company’s main focus is gender diversity. The Danish
toy manufacturer has a five-year plan to recruit more female workers for managerial positions. LEGO argues that
diversity can be a tremendous asset, as it brings together people with a rich cultural variety that can contribute to a
dynamic and competitive work environment.
Diversity in Technical Expertise
LEGO also prides itself on working with specialists across different fields, who can each provide different
approaches to R&D projects. One of the reasons LEGO remains strong today is because of its constant supply of
new products. In order to keep them coming, the organisation ensures it has a diverse range of skill sets – ranging
from programmers and marketers to product managers – to develop bigger and better ideas for LEGO. Also a part of
the process are so-called “master builders”, who are famous for making almost any object out of LEGO bricks.
Diversity in Community Engagement
Through the “LEGO Ideas” crowdsourcing platform, the company has found a way to directly engage with
customers and gain powerful insights into their demands. The open innovation platform allows LEGO fans to submit
their ideas for new toys, and if the concept gets 10,000 supporters in 365 days, it qualifies for official review by
LEGO marketers and designers.
Diversity in Production
LEGO sets used to be marketed almost exclusively to boys and included very few female minifigures and there was
also a lack of cultural diversity – with just 27 of more than 400 minifigures representing non-European cultures.
LEGO promised that the company will be re-evaluating its product line. They agreed to be careful about the roles
female figures play and to make sure they’re part of the action and have exciting adventures, and aren’t just waiting
to be rescued.They originally chose yellow for the colour of minifigures so they wouldn’t represent a specific
ethnicity, would be acceptable all over the world and fans could assign their own individual roles (Haughton, 2015).
Diversity in Customers
LEGO’s customers are very diverse. LEGO Education supports teachers to facilitate learning through play
experiences and develop successful students around the world. So teachers, educators and students are among LEGO
customers. LEGO has also partnered with MIT to make the Mindstorms robotic kits addressing university students
and lecturers. Scientists and artists are another group of LEGO consumers as they use bricks to build on their
creative ideas. LEGO sets are designed to target both genders and all ages, thus the acronym AFOL stands for Adult
Fans of LEGO. And LEGO online games target tech-savvy young adults and kids alike.
Diversity in Workplace
LEGO needs a global workforce if it intends to serve a global market and that is exactly what they have stated in
their 2016 responsibility report: “The LEGO Group has set an ambitious direction in regards to global expansion
which requires an organization that can leverage the globalization opportunities and an organization that is capable
of adapting proactively to new realities. Diversity facilitates adaptation, it is a multiplier to performance if facilitated
well and hence it is a necessity for a global company. Therefore, diversity has been called out as one of the four
main organizational focus areas in the LEGO Group going forward. The LEGO Group provides equal opportunities
for all employees and no employee may be discriminated against because of background, race, religion, age,
disabilities, sexual orientation or gender. This is the foundation on which the LEGO Group has built its approach to
gender diversity. From academics and research it has become evident that gender diversity is the most difficult form
of diversity to succeed with and if an organization is able to leverage gender diversity it improves its general ability
to leverage diversity in all kinds and shapes (incl. cultural, professional, religious, national). This is the reason why
the LEGO Group has decided to focus on improving gender diversity.” (wesfarmers, 2016)
Moreover, in their people and culture policy report (2016), the company states that they provide equal opportunities
for all employees regardless of their ethnic background, sexual orientation, race, age, religion, disabilities or gender.
“As we are globalizing our company, we see diversity as a great opportunity for solving and adapting to global
challenges ahead. We approach gender diversity as the first important milestone for creating a healthy organization.
Our aim is to progress towards our long-term ambition of having a more gender balanced flow of talents
contributing to a stronger global organization.” (LEGO-Responsibility-report, 2016) LEGO has over 19,000
employees from more than 80 different nationalities. In 2016, they hired over 1,700 net new employees and the
organization continues to become more diverse. LEGO® products are sold in over 140 countries around the world.
They have 131 LEGO Brand Retail Stores, sales offices in 37 countries, five factories located close to their major
markets, as well as the global headquarters in Billund, Denmark, and the main offices in Enfield (USA), London
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(UK), Shanghai (China), and Singapore. (OLSEN, 2017)
Improving diversity in the workplace is of essence at LEGO as the company is being more globalized. Having
employees with many different backgrounds, experiences and skills benefits LEGO in addressing global challenges
more effectively. LEGO trained its managers on biases in people’s minds to carry out gender-neutral performance,
promotion decisions and diversified recruitment more effectively (lego.com-Aboutus, 2017). “As we continue to
grow and globalize, we will always ensure to operate with integrity, which we strongly believe will ensure the
protection of the LEGO® brand and its employees. Our ambition is to continue our journey towards embedding our
values in a growing global organization, and our aspiration is to be the most ethical company in the world”. (LEGOResponsibility-report, 2016)
LEGO and Social Media
LEGO has been doing great in its digital marketing strategies as mentioned in the technology section before;
however, research on its social media policy shows surprising results. According to Graham Charlton, former
Editor-in-Chief at Econsultancy, “For such a well-loved brand, I'm surprised by the lack of engagement and
interaction with fans on social media from Lego. On Twitter, the account is owned by someone completely unrelated
who hasn't tweeted for three years. There are official accounts, but none seem to update very regularly, and they
have perhaps failed to take advantage of the sheer amount of brand mentions on the site. On Facebook, there is a
similar pattern. The official Facebook page has more than 2m likes, representing a major opportunity for
engagement with fans, yet it is updated about once a week on average. Perhaps, like Apple, it doesn't need to work
too hard on social media.” (Charlton, 2012)
This is how LEGO was doing on social media in 2012, though. Its recent strategy shows great progress with regards
to social media and engagement with fans. LEGO now runs social channels where it keeps a constant eye on the
feeds and is super quick to engage and remain personal to its audience. LEGO is currently active on social media
platforms such as FaceBook, Twitter, YouTube, LinkedIn, Vine, and Instagram. Besides, LEGO has also created
their own platforms to interact with their different target groups like ReBrick, MyLegoNetwork, LEGO Ideas,
LEGO Ambassador Network, and LEGOLife.
It is common knowledge that brands need to be quick to react in this big wide world of social media, and keep it
personal and human. Consumers like the brands to which they can relate. This is why LEGO has been around for
over 80 years and is still one of the most popular toys available in the market today. (Ratcliff, 2014)
Challenges of LEGO
As with any other reputable brand, LEGO is faced with many challenges. Although LEGO’s challenges are the
dream of every toy manufacturer, the company knows that staying consistently successful is as challenging as
recovering from failure. These are LEGO’s challenges from different angles: LEGO has been incredibly careful
about re-entering social media because there was already a whole lot of great LEGO content out there produced by
its fans. A slight miscalculation in producing less-than-perfect content would ruin their reputation. But LEGO Movie
proved that they can do their marketing better than anyone else. LEGO can be more engaging on visual networks. In
the world of social media, they are not taking full advantage of the opportunities that they have online. Their
presence on Facebook and Instagram can definitely improve and increase. Another challenge on social media is that
each social channel requires its own tone of voice, otherwise people will lose respect for and interest in the brand.
Moreover, audiences prefer to converse in their own language and not necessarily in English. So LEGO needs to
recruit people from different nationalities. Another issue is that the prime time on social media is after work, when
individuals are more free, whereas the working hours of the LEGO team in each country will also finish at the same
time as other people. LEGO’s social media team consists of only 30 people and with such a small number it is not
easy to keep up with all these expectations.
The challenge regarding the design of LEGO sets is finding the right answers to these questions:
1. When it is advertised, does it make a child say 'I want this'?
2. Once he opens the box, does it make him go 'I want more of this'?
3. One month later, does he come back to the toy, rebuild it and still play with it? Or does he put it on the shelf and
forget about it?
So they set about designing their products to satisfy these demands and LEGO has done this very well by hiring
creative, high-end designers and engineers.
Many LEGO fans created models that were sometimes even better than the ones designed by LEGO themselves.
They made short LEGO clips and reviews. Instead of suing them for using their IP, LEGO came up with the idea of
crowdsourcing designs for their products. So they had new ideas pouring in at no cost while promoting their brand
and increasing their fan-base.
The same happened with the Mindstorms set, but instead of meeting the hackers in court, LEGO decided to
encourage a dialog with them. Since then, hackers have created new programs for Mindstorms, generating a
community of robotics enthusiasts, creating new capabilities for LEGO's products and attracting revenue for the
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company. LEGO has posted a free downloadable version of the developers kit on its web-site and several books
have been published on programming Mindstorms. "LEGO has been phenomenally receptive to people
experimenting with their software. They are a credit to the open-source movement," says Harshbarger, a 30-year-old
computer programmer and LEGO sculptor from Alabama. (Veltman, 2001)
What made competition even more fierce is that the patent for the LEGO brick expired in the 1980s. Anyone can
make cool plastic bricks, even at a lower price than LEGO and children would be tempted to try the new toys. But
LEGO has been competing successfully in a very tough market. They have never sacrificed price for more profit and
have never compromised on the quality of their products either. Keeping up with competitors is a challenge, but one
that is worth it since the company has earned the trust of its consumers. (Durkin, 2015)
The commercial success of LEGO figures has triggered many attempts by competitors to imitate their designs.
LEGO has been fighting for the exclusive right to produce these iconic figures, however, they did not get that right,
because the shapes of the models were not distinctive enough to qualify for a trademark. As a solution LEGO marks
each piece with its trademark to prevent competitors from making pieces that would be mistaken for LEGO. “We
strive to ensure that consumers can always trust that anything carrying the LEGO® logo, or featuring the
characteristics of LEGO design, is a genuine LEGO product. This is not only in our interest as a business – but also
in the interest of parents and children – as LEGO products warrant experiences of the highest quality and safety.”
(LEGO-Responsibility-report, 2016)
Recommendations
With a brand as large and diverse as LEGO, it is crucial that they create a strategy for each social network they are
present on. LEGO is doing relatively well on the main social channels, but really need to work alongside influencers
such as JangBricks, who is making incredibly valuable content for LEGO, to ensure their brand stays relevant with
the young audience that he has and LEGO needs. The least they can do is to encourage such loyal fans, support their
existing followers and pay them to include LEGO ads in their clips. They need to be clever with the work and
content they produce to ensure that they are not wasting time and making the most of their reach. LEGO could do
themselves a favor by being more active on Vine. Younger LEGO fans love its short attention span style videos. It is
wise to be active and prominent on the main social media, but it is always good to reach out on other networks too –
especially when they fit the brand perfectly. LEGO needs to be thinking forward to remain the best in the toy
industry.
LEGO can solve their social media issues by recruiting multilingual social media experts to tackle the problem of
language. They can also have 24/7 active social media responsiveness globally without having to pay for nightshifts by employing experts who are located in different time zones, hence covering the social media worldwide all
the time. LEGO has expanded well in the US, Canada and Europe, however there is definitely room for more
presence in Asia and Africa. LEGO has already opened its first factory in China and this can lead to more sales in
Asia. And finally as Evan Shellshear states in his book “Innovation Tools”,: “Out of LEGO’s lessons and that of
other companies, the most successful technique is to innovate cheaply and effectively. This is how LEGO was able
to turn around from looming bankruptcy to an industry-leading success.” (Shellshear, 2016)
Conclusion
Being one of the most beloved brands on the planet, LEGO’s ability to remain popular for eighty years is an
indicator of its high quality products and excellent services. In order to maintain this status, LEGO has done
tremendous efforts to reach out to its audience globally and still has a long way to go. LEGO continues to foster
imagination and creativity in generations to come and to engage with its target groups on a larger scale than ever
before, thanks to modern technology. Technology has created a paradigm shift for this traditional, family-owned
business and yet it has more potentials to be discovered. LEGO has influenced the way of thinking of many people
globally and it can do so even more effectively and widely if it utilizes social media platforms and technology more
profusely.
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Abstract
The main purpose of this paper is to focus on the external communication strategies of an international university in
Malaysia. In order to do so, first a history and background of the university is presented. Then the definition and
functions of external communication, in general, and that of this university, in particular, are defined. In the next
section, the challenges faced in their external communication policy are looked into and multiple theories are
applied to the case, such as Cultivation Theory, Uses and Gratification Theory, and Spiral of Silence Theory. The
findings of this research are based on primary data gathered from the university students. A questionnaire was
developed with the focus on the external communication strategies of the university and questions were asked from
students in a focus group. In addition to that, the researcher has conducted an interview with the Senior Manager of
Marketing and Business Development of the university, and used that information for further investigation of the
issue. Next, the theories are applied to the findings and lastly, recommendations are offered to improve the
shortcomings of the external communication policy of the university.
Effective external communication is essential for a business to survive and thrive. In order for a company to
flourish, clear and concise communication is of essence. Cloudy, ambiguous external messages lead to negative
impact, backlash and decrease in revenue. In the case of this university, clarity about the standards of education and
the process of registration should be communicated clearly and honestly with regards to different cultures as it is an
international university; messages should be adapted to audiences. Moreover, external communication needs to be
bi-directional, interactive, objective, accurate, reliable, clear and accessible to the target audience to serve its
purpose. This university has done a fairly good job regarding its external communication, but there is always room
for improvement.
Keyword: External communication, cultivation theory, uses and gratification theory, spiral of silence theory.
Background
In 1983, a small institute of technology was established to address the issue of IT professional shortage in Malaysia
and offered Diploma courses in IT and computing. In 1984, it started co-operative links with an Australian
university and in 1995, Bachelor’s degrees were launched. In 1996, Master’s degree courses were offered in
collaboration with a British university, and gradually it expanded its branches in other countries. In 2004, the
institute gained University College status and has strived for excellence by providing quality education to local and
international students ever since.
External Communication
While internal communications are directed at employees to explain procedures and policies, external
communications are meant to announce events, promote sales and publicity, advertise services and products and
create the desirable brand image. External communications need to be customer-focused, i.e. to stay in touch and to
provide service. External business communication consists of any information or news about the organization or
their products and services that the company is willing to share with the public including potential customers and
other stakeholders. A well-organized external communication plan reaches the target audience effectively, defines
the corporate image, strengthens its public relations efforts, promotes the business and leads to revenue increase.
Modern technology has drastically transformed the face of external communications in all organizations and over
the past few years, the internet has become an inevitable, valued tool for communication. Nonetheless, traditional
print media such as flyers, magazines, newspapers and brochures, with their static messages, and broadcast media
such as TV and radio, reaching large audiences, are still used widely. (smallbusiness.chron.com, N/A)
External Communication Policy of the university
Being an IT university, this university has definitely taken advantage of all its resources to reach its target audience.
These are some of the tools it uses for its external communication: The university’s website disseminates
information about upcoming events and services. It utilizes its website to publish and send out electronic
newsletters, posters and brochures and other forms of multimedia marketing to attract students. As with most other
organizations, this university makes the most of emails, both in the form of automated responses and advertising
messages including special promotions sent out to demographically chosen groups, which help keep the university
in their minds, and in the form of personal emails to communicate directly with prospective students enquiring
about courses. The university uses persuasive techniques to make the most impression on their target audience and
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relate to them to make their external communications effective. Their website content is very persuasive, offering
lots of opportunities not to be missed. The university has provided many channels for enquiry, ranging in nature
from direct telephone calls to emails, in-person interaction with student service staff,Whatsapp messaging and
online enquiry,SMS and livechat to allow prospective students to make enquiries and resolve issues. The extensive
range of communication channels makes it possible for clients of all countries and backgrounds having access to
different facilities to reach out to the university. However, the external communication of the university is not just
about them reaching out and spreading their messages, it also involves the university taking the time to listen and act
upon constructive feedback. They conduct online feedback surveys every now and then to measure their progress
and gauge satisfaction as well as enhance their reputation and develop new courses based on feedback. The
university also participates actively in education fairs both locally and internationally, where their representatives
elaborate on the facilities of the campuses, the technology applied, the value and usefulness of courses and the
percentage of employed graduate students. The university publishes their students’ success stories on their website
as an incentive for potential students to choose this university for their studies. They also have frequent press
releases to maintain their presence in the market and in the minds of their target audience.
But they haven’t given up on the traditional methods of external communication. At a local level, recently the
university has advertised on several billboards across the country on major roads, using very persuasive slogans.
They have also had a 30-second TV advert to encourage the young generation to start their study-career life there.
They make their presence in local newspapers whenever opportunity presents itself. Another opportunity that the
university has taken full advantage of is social media. The social media platforms that they are using include
Facebook, Linkedin, Twitter and Google+ to connect with existing and potential customers. Through these
platforms, the university can reach its target demographics easily and cost-effectively. The university also uses
attractive photos and descriptive language in their website to describe their achievements and services. The
university logo and slogan are also used to build up brand recognition and develop their market presence. They
present their achievements, even the not-so-important ones, in the most attractive way possible to communicate their
high quality to external stakeholders. The university also has partnerships with many leading universities in the UK,
Australia, US, New Zealand, Netherlands and South America. This fact in itself is very tempting for prospective
students. Even staff recruitment can be used as an external communication tool. And most important of all is their
“contact” page, which is the home page of the website. They have made use of all the communication tools available
such as an icon for 24/7 instant messaging, a separate page for international and local students to cater to their
different needs, e-application form, telephone number, fax number, skype account, toll-free line, campus address
including maps and directions, GPS coordinate, guide for public and private transport, e- brochure for more info and
a link for enquiries. The university uses Whatsapp specifically as a communication tool for its youngest audience,
high school graduates. Assuming that this group finds Whatsapp more convenient than a formal email or phone call,
they have done this to increase the chances of their most revenue-generating audience contacting them. And they
have used strong words as motivation. The website also facilitates access to brochures by providing online ebrochures on all its courses, mostly for foreign students, plus the possibility for Malaysian students to ask for a
printed brochure by filling up an online form. Applying online is also possible only by filling out an e-application
form available for both Malaysian and foreign students.
Their external communication policy differs slightly for local and foreign students in terms of services that they
provide. For local students they provide merit scholarships, education loans, bank loans and other forms of financial
aid, whereas for foreign students their services mostly revolve around application procedures, accommodation,
promoting student life, English courses and international student guide.
Challenges in External Communication
External communication is an effective way to reach out to the public, but it has its own challenges. The success or
failure of an organization is determined by the public impression it makes in the long run. Things as trivial as a
misplaced quote or a poorly-worded newsletter can ruin a corporation's reputation and affect revenue. Therefore,
great caution should be taken to convey the right image and message through external communication. Websites, for
example, are a popular way of reaching out to the audience and letting them know of the company’s services and
upcoming events. However, the same useful tool can be used against the company and raise public backlash, such as
harsh criticism, negative comments and hateful attacks. Nonetheless, the benefits of online external communications
outweigh its risks, because due to its far-reaching nature, technology allows the company to send its messages all
over the world. The same technology that has proved to be so useful in business communications, be it internal or
external, can also put people down due to malfunctioning and technical issues. That is why most organizations,
including this university have not totally given up on traditional forms of communication, either mass or personal.
Telephone, messaging, faxing and in-person sessions are still widely used where and if technology fails to deliver.
As mentioned earlier, persuasive content is a strong communication tool, but organizations need to bear in mind that
they should stand up to the standards that they set. This university has been very loud and proud about their new
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campus. It is featured at a much higher level than it really is. Although this might initially attract some students from
overseas, the idea of overpromising and under-delivering is never recommended in any form of professional
communication. This might lead to loss of students who have been recruited through so much hard work and
investment, and eventually destroy the reputation of the organization. Attractive photos are widely used as a
promotional tool by all businesses to gain public interest, but these photos need to carry some reality in them. The
pictures shown in their website are not typical of their students’ faces and attire. Instead, they portrait “students”
with medium complexions_ neither dark nor fair_ wearing very smart, neat clothes, light makeup and, of course,
always smiling and satisfied. This might cause lots of disappointment and destructive word-of-mouth when students
face reality.
Communication Theories
For the purpose of this research, three theories are presented and applied to explain how external communications of
the university work and affect their target audience.
Cultivation Theory
This theory was proposed by George Gerbner in 1976. It asserts that people who watch TV more often are
influenced by its messages regarding their perceptions, worldview and social reality. They will develop assumptions
and beliefs based on values shown on TV, compared to those individuals with similar demographic features who
watch less TV. Media usually presents an unrealistic image of the world such as handsome men, pretty women,
violence, crime, intelligence and wealth. In the modern day, TV has been replaced mostly by new media, but the
theory still applies (communication theory.org, 2012).
Uses and Gratification Theory
As opposed to cultivation theory and magic bullet theory, which are media-based theories, UGT takes on an
audience-centered approach. UGT focuses on what people do to the media, not on what media do to people. Jay
Blumler and Denis McQuail proposed this theory in 1969 and it is still applicable, even to modern day apps and
social media platforms. According to UGT, audiences seek out the media of their choice to fulfill their needs and are
not passive consumers. The theory bases people’s choice of media on these five needs: affective needs, cognitive
needs, social Integrative needs, personal Integrative needs, tension free needs (Blumler & McQuail, 1968).

Spiral of silence Theory
Elisabeth Noelle-Neumann, a German political scientist, originally proposed this theory in 1974. It refers to the
tendency of people to remain silent when and if their views are in opposition to that of the majority. They remain
silent because of fear of isolation, loss of job, social status or rejection. Mass media contributes to this by covering
the viewpoints of the majority and ignoring that of the minority making them even less vocal. Spiral of silence
applies only to ideas that carry a distinct moral component, e.g. abortion, women's rights, etc. Talking about trivial
matters seldom leads to a spiral of silence. There are some exceptions to the theory. One is the vocal minority,
growing more in population as Generation Z emerges, who seem not to fit in the boundaries of this theory. Second is
the emergence of the internet, which has leveled the playing field and many people feel more comfortable voicing
out their ideas online than in person (ommunicationtheory.org-SpiralSilenceTheory, 2011).
Methodology
For the purpose of this case study, both primary and secondary methods of data collection were used. Secondary
data were collected from credible online sources, journals, library books and eBooks. Primary data was gathered by
conducting a focus group. The questions to be asked from the participants were carefully thought out and designed
to meet the purpose of the research: finding out about the external communication policies of the university and its
strengths and weaknesses with the objective of putting forth recommendations that could help them improve their
student recruitment.
The questions revolved around how students first heard about the university, evaluation of the university’s
communication on student enrolment, communication barriers and miscommunications with the university
representatives and finally their recommendations for the betterment of the university’s marketing communications
in their country. The eight participants of the focus group were chosen from both undergraduate and postgraduate
students, from both IT and business schools and from different countries including Indonesia, Bangladesh, Pakistan,
Tanzania, Djibouti and Kyrgyzstan to represent all international students. Another source of primary data in this
research is the interview conducted with the Senior Manager of Marketing and Business Development of the
university to complement the focus group. The areas covered in the interview are external communication policies,
overseas student recruitment, issues faced by the university regarding foreign student recruitment and self-
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evaluation of their external communication policy. Thus both points of view are being looked into, the students’ side
of the story and that of the marketing department.
Summary of Findings
For university students, it is always a challenging, yet exciting experience to leave their home with the intention of
studying in a foreign country. The possibilities are endless: new friends, new career, education, etc. Amidst all this,
problems may arise that dim the excitement, but they always add to one’s knowledge and insight. The following
findings are derived from both the focus group and the interview.
According to focus group participants, students got to know about the university through representatives, direct
SMS, website, Facebook page, events, local educational agencies, family/friends or government scholarships. The
university representatives have explained the courses and procedures patiently and fully, they have given guidance
to prospective students as to which course to choose and at the same time have given them the freedom to choose
any relevant courses. Discount has also been offered on special conditions. This shows that this university has been
quite far-reaching and successful in their external communication regarding student recruitment. In one case, it was
mentioned that there was a one-to-one session to answer all questions and the staff were very respectful. These
findings are in line with what the senior marketing manager said in the interview. He also mentioned one area of
external communication challenge regarding student recruitment is the visa transfer process. One participant shared
her friend’s issue regarding visa application, which had ended up in the student having to pay more than was
initially required. The university markets itself as an international university while the students are mostly from Asia
and Africa, leaving Oceania, America and Europe out of the equation. Most of the respondents were quite satisfied
with the university regarding visa approval letter, registration, accommodation, airport transfer and precise
information dissemination. They described the university’s policy in this regard as “quite efficient”, “wellarranged”, “ten out of ten”, “very convenient”, “fast and efficient” and “fast processing”. The senior manager
evaluated the communication policy as satisfactory but improveable.
As for communication barriers between the university and newly-recruited students, those who had a good
command of English, Indonesians whose mother tongue is almost the same as Bahasa Melayu, and those who
communicated through local agents and not directly with the university experienced no issues. But the Kyrgyzstani
student, who could not converse well in English at the time, found it hard to communicate at first. The Tanzanian
student complained that there was no orientation for master’s and she was not introduced to higher managers of the
university. She said: “There was no face-to-face interaction. I don’t know them yet.”
According to the participants, there have also been some miscommunications with the university. For example, they
all agreed that they were told the duration of the master's program would be 18 months and they had planned based
on that only to find out that the course was actually one year. They also complained about not having been
introduced to the Harvard referencing system during the foundation and that there was no proper education on that
despite being forced to use it as the only acceptable referencing system. Most participants thought that the university
is doing well in their marketing communications in different countries, e.g. one student mentioned that she had
never heard of Djibouti before and the fact that this university has not neglected such a small market was surprising.
They also made some very valuable suggestions as to how the university can improve its marketing communications
in their respective countries. These are their suggestions: The university can set up local offices in countries where
there are more potential students to simplify the process and remove the language barrier. They need to gain a
competitive advantage over other international universities in Malaysia and offer scholarships to foreign students
with high grades. There is more potential to attract Arab and African students. They should advertise more to
increase their market presence even inside Malaysia. Kyrgyzstan is a good market to capture since there has been
turmoil in Turkey and students are looking for an alternative.
Based on the findings of the focus group, the interview, and drawing from the theories presented in the earlier
sections, the next section will focus on applying those theories to the findings on the university’s external
communications.
Discussion
Although cultivation theory is more on the impact of TV on people’s perception, it can also be applied to other
forms of media. Thus the features of the university’s external communication policy where cultivation theory can be
applied are: the persuasive content, attractive photos and descriptive language used in the website, showcasing their
awards, sharing success stories of their students, frequent press releases, billboard, TV and newspaper advertising,
social media presence via Facebook, Google+, LinkedIn and Twitter, usage of their logo and slogan wherever
applicable, marketing themselves in education fairs locally and globally, emphasizing their partnership with
reputable universities, presenting the university as more diverse than it really is, selling the idea of the new campus
as much more glamorous than actual fact. All these contribute to cultivating the university in the minds of its target
audience as THE University to attend. As the Djiboutian student in the focus group said, “I am proud to be studying
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here!”
In the modern day, UGT can be applied to predict how individuals connect through the numerous applications
available and how we choose our communication channel of preference. (Blumler & Katz, 1975) For example,
people use their phones to satisfy needs such as affection, sociability, mobility and entertainment. By the same
token, the social media that each individual chooses are based on gratifications such as recognition, cognitive needs
or catharsis. As such, the aspects of this university’s external communication falling under this theory are: using
different channels of communication including telephone, email, SMS, fax, WhatsApp, livechat, online enquiry,
online e-brochures, online e-applications, in-person sessions, etc. This allows room for the audience to connect with
the university through their channel of choice and increases the chance of mutual communication. Moreover, the
university uses WhatsApp specifically for local high school graduates to text their SPM results and apply for
scholarship, because the channel of preference for this age group in Malaysia is WhatsApp. WhatsApp is used by 39
percent of the global mobile Internet population where Malaysia comes in at number 3 in amount of usage. (Jr,
2015)
The theory of spiral of silence posits that people tend to keep their resentment or complaints inside rather than voice
it out if they fear isolation or rejection. Based on the findings of the focus group, it can be deducted that this is the
case here. Although officially there are surveys and feedback forms, no one really bothers to complain or make
constructive criticism where applicable because they think that it will not make a difference and they will not be
heard. As an example, students did not bother to inform the relevant authorities to update the website about the
duration of the master's program. They all had very useful and practical suggestions as to how this university can
improve its marketing, but still they mentioned these only when they were asked directly and never stepped up to
talk to authorities about these strategies.
Paying attention to such details and taking into consideration the nature of human interactions and relevant
communication theories can have a huge impact on the improvement of an organization. In the next section,
recommendations are proposed to better this university’s external communications.
Recommendations
Even with the best external communication policies, there is always room for improvement. Organizations should
run frequent communication audits, both internal and external, to identify issues and solve problems as early on as
possible.
One of the issues that the students mentioned was the visa approval process, which sometimes takes longer than
anticipated. This university has found a solution to this problem by giving the students a longer estimation that
actually needed to avoid disappointment, and by giving them access to track their visa application process. In order
to portrait itself as a truly international university, the university could also work more actively with European and
American universities by offering scholarships to merit students, providing exchange programs or attractive
packages(e.g. free Southeast Asia tour for students with high grades) to attract more students from these countries
and create as diverse an atmosphere as they are advertising.
On the whole, this university is doing a good job in their external communication and student recruitment, but they
should do their best not to leave anyone dissatisfied, because even one bad experience will lead to negative word-ofmouth and ruin their hard-earned reputation. Some students complained about the inefficient transfer from KLIA.
This problem and many others can easily be solved through an online student service page, where arrivals are
registered and transfer is provided accordingly. The same system could be put into place for students’
accommodation. Thus students would know, upon arrival, which room they should reside in and there would be no
confusion or misunderstanding. When it comes to business, nothing should be left to chance.
Another measure that this university should have taken by now is to convert their website to a multilingual one. As
seen in the focus group, language barrier was a main concern. This could drastically reduce and diminish any
miscommunications due to language differences. Moreover, it will be an added value to their business plan.
Although their website offers many different ways to communicate with the university, it can be very confusing. The
organization of the website could use some overall revamping. Many icons on the website are repeated on multiple
pages and even on the same page. Another very useful strategy would be to set up a hotline for students by students.
This means students from different countries where this university recruits students should answer the phone
speaking in their own languages. So when students call in an emergency, they don’t have to go through the process
of translating what is in their minds into English. Many successful organizations use inbound and outbound call
centers. Inbound call centers are mostly focused on customer service, i.e customers call in when they need assistance
with a service or product. Outbound call centers, on the other hand, refer to agents making outgoing calls. Outbound
calls are sales-focused and are targeted at a list of potential customers. They could add this service to their current
marketing strategies to attract more students globally. (Torres, 2015)
Conclusion
Effective external communication is essential for a business to survive and thrive. In order for a company to
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flourish, clear and concise communication is of essence. Cloudy, ambiguous external messages lead to negative
impact, backlash and decrease in revenue. In the case of this university, clarity about the standards of education and
the process of registration should be communicated clearly and honestly with regards to different cultures as it is an
international university. Messages should be adapted to audiences. Moreover, external communication needs to be
bi-directional, interactive, objective, accurate, reliable, clear and accessible to the target audience to serve its
purpose. This university has done a fairly good job regarding its external communication, but there is always room
for improvement. (Emanuel, 2017)
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Abstract
In this study, the researcher has looked into the background and history of Home Depot Inc. The development of HD
branches in China is discussed, followed by analysis of the reasons for its failure in the Chinese market based on the
four-dimensional host country culture analysis model for international retailers: Culture-Environment-LifestyleMentality (CELM). Many case studies of Home Depot’s failure in China have already been based on Hofstede’s five
cultural dimensions, but few studies have considered a host culture analysis framework, hence the choice of the
CELM model. Next, some strategies are suggested for re-entry of HD into Chinese market based on CELM. Lastly,
online and offline strategies for HD to deal with stakeholders are suggested.
The two most important takeaways from this paper are that companies can’t just “parachute” in the new culture, they
need to get in tune with cultural cues to stay on the path to success, and that doing well in the company’s home
market does not necessarily mean the same will be true in another market. Unlike Argentina and Chile, where the
market was not financially viable for HD to revise their strategies, Chinese market has too much potential to
overlook. So HD is determined to make it work in China whether through physical stores or via e-commerce.
Keywords: Culture-Environment-Lifestyle-Mentality model, host country culture, online marketing strategies, offline
marketing strategies, stakeholders.
Introduction
It is not at all easy to establish and maintain global businesses. In addition to language barrier and nonverbal
miscommunications, cultural differences can and will create obstacles to successful cross-cultural interactions,
which are the basis for doing business and creating sales. Successful companies, therefore, are the ones that invest in
understanding the culture of the host country and their customers. Increased globalization of businesses has
increased the need for such insight, lack of which results in costly failure and bad reputation for the company. In this
paper, the cultural mistakes that HD committed and led to its failure in China are analyzed.
Background of Home Depot
After being fired from Handy Dan Home Improvement Centers in 1978, Bernie Marcus and Arthur Blank discussed
the idea of founding The Home Depot in a coffee shop in Los Angeles. Being passionate DIYers themselves, they
envisioned a huge store that would offer not only a vast variety of merchandise at reasonable prices, but would also
train their staff to help customers at any skill level to do any kind of home repair or improvement by themselves. On
June 22 1979, they opened their first two 60,000-square-foot warehouses in Atlanta, Georgia with more items than
any of their competitors. But they were not satisfied with their staff just “selling and telling”; they also offered DIY
clinics, workshops and private sessions to customers. They had their own customers’ “bill of rights” and their vision
was “whatever it takes” (corporate.homedepot.com, 2016). In 1981, they decided to give back to the community
through Team Depot volunteers supported by The Home Depot Foundation. Today Home Depot has more than 2200
stores of about 105,000 square feet each in the US, Canada and Mexico and around 400,000 associates, but their
goal remains the same: “to earn their customers’ respect by offering a broad selection of products, a high level of
service and competitive prices.” They have also interconnected their physical stores with e-commerce businesses
and cater to DIY customers, Do-It-For-Me businesses and professional contractors. (corporate.homedepot.com,
2016)
Home Depot saw China as the world’s fastest-growing and largest renovation and home improvement market. The
economy was booming and the government provided incentives for homeownership, which had risen from nearly
zero fifteen years ago to 70%. The yearly home improvement market, which was worth 15-50 billion dollars, was
growing at a rate of 20%. Ikea-the Swedish furniture store- and B&Q-the British DIY and home improvement storehad already entered the Chinese market successfully. Finding that the US market was going downhill, HD decided to
enter the promising Chinese market (Wang, 2011). HD has been familiarizing themselves with the Chinese market
since 1996 through exchange of ideas with Home Way stores in China, giving technical assistance, training
employees, importing products from China, opening a business development office in China to gain insight into the
purchase behavior of Chinese customers, measuring competitors and to evaluate potential entry strategies before
entering the market. HD had followed the same strategy in Mexico and Canada- to acquire local retailers, gain
access to their experience and use them as a basis for secure expansion. Unlike their successful expansion
experience in Canada and Mexico, HD was not successful in Chile and Argentina. (Wang, 2011) HD serves three
types of customers and provides them with proper products and services: Do-It-For-Me customers, Do-It-Yourself
customers and professional customers.
Applied Theories
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Torres (2011) developed a cultural framework consisting of eight elements specifically for marketing in China.
These elements include cultural dimension, culture definitions, cultural intelligence, Chinese communication,
country-specific culture and philosophy, cultural dynamics, emotional intelligence and Chinese culture and
philosophy. However, according to Gao (2013), these elements seem to be repetitive in nature (Gao, 2013). This
research was conducted based on a communication model derived from Torres’s elements, but more focused and
relevant to international business context. This framework was introduced by Dr. May Hongmei GAO in 2013.
From his research, a new framework called CELM (Culture-Environment-Lifestyle-Mentality) was developed,
which is used for analyzing host-country consumer culture. According to CELM, framework culture is made up of
business environment, consumers’ lifestyle and consumers’ mentality (Gao, 2013).
According to Osland (1990), the most important barrier to business success is culture, which is a key determinant
influencing business models to be adopted in a foreign market for an international retailer (Osland, 1990). Lee
(2000) states that culture is the way of life of a people, and Hofstede (1993) claims that theories of marketing and
management are culture-bound (Lee, 2000). Customer satisfaction is the key factor in achieving organizational
goals. So with customers in a foreign culture who have different needs, businesses need to provide different services
and products. The culture of the host-country is the main determinant for international retailers to choose their
business model. A culture is a group’s “shared software of the mind” (values, traditions, social and political
relationships, history, language, etc.) based on a collection of symbols used to interpret the meaning of nature,
human life, and the environment (Hofstede, 1993). This article will analyze HD’s failure reasons in China from the
above-mentioned aspects.
Reasons for the Failure of HD in China
So why did HD -the world’s largest home improvement store- fail in China, which is the world's fastest growing
property market? While China’s supersized market has brought more profits to GM and KFC than back home, HD is
exiting it. HD apparently misunderstood its customers in China and miscalculated its target market. Below the
failure, factors are analyzed based on CELM model.
Cultural Failure Reasons Based on Business Environment
When In Rome, do as Romans do.
In the bustling Chinese market, the constant changing of rules and methods of business operation make it all the
more difficult for international retailers to survive the competition with domestic brands. These are some of the
reasons for HD’s failure in China in this respect:
Miscalculation about Housing Privatization Boom in China
HD perceived that an 80% privatization of homes in china in the 1990s means that there will be lots of refurbishing
going on, whereas the real estate market was driven mostly by speculators who bought the property just as an
investment and wouldn’t want to decorate or renovate it (atimes.com, 2017). "In other words, buyers didn't plan to
live there, so they weren't buying cabinets, appliances, flooring, and all the other kinds of products Home Depot
sells” (business.nbcnews.com, 2012).
Ignorance Towards Trade Regulations
The vast difference between the Chinese way of doing business and that of the Western World appears to have been
overlooked or at least not fully appreciated. Failing to plan for such an enormous move means planning to fail,
which was the case for HD. HD succeeded in getting the support of national and local government officials, but it
failed to recognize that goods that are purchased in China can only be sold in China after they are exported and
reimported. They could have used the experience and executive knowledge of Home Way management regarding
this situation.
Complicated Chinese Business Style
Business in China depends a lot on under-the-table commissions and lifelong connections. When designers buy their
supply from their own connections, they receive a direct cash bonus. Therefore, HD is up against such a complicated
system, which does not exist in the US.
Oversaturation of the Market
It is a challenge to fight against the cheap, diverse market of China. Paul French, a retail analyst for Access Asia,
says: “I don't know if Home Depot needs to be here. I don't know if this is the right place for Home Depot. You can
go around the ring roads of Beijing or you can go around the expressways of Shanghai and you see these giant
warehouse places, where manufacturers just set up inside and you go in there and there are 50 makes of toilet, 50
makes of power shower, and 50 makes of bathroom tile. Everything's up for negotiation, you can sort everything
out, it will all get delivered. You don't need Home Depot” (marketplace.org, 2011).
Unstable Management Due to Lack of Root Cause Analysis (RCA)
Instead of finding the root cause to the problem, drilling further for the cause of their failure and devising a plan B,
HD changed their heads frequently as a rash response. This affected the company badly as each manager has their
own policies and it takes time and resources to adapt to them and in turn results in unstable strategies (Reporter,
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2015).
Poor Timing
When HD entered the Chinese market, other international and local competitors in the field of home improvement
were already having a strong foothold there making it more difficult for HD to make an impact, which clearly
describes why HD could not survive in China (Saporta, 2012).
Being Overconfident
HD managers were so confident in themselves that despite the tensely competitive market, they took their time to remerchandise, revamp and renovate their stores and finally opened their rebranded stores in August 2007. This oneyear delay definitely worked against them.
Global Economic Recession
On top of all this, Chinese economy was also affected by the global recession starting in late 2007. In order to
survive this crisis, Chinese government implemented restrictions to home ownership in many parts of China and
increased deposit requirements in home purchases. This measure impacted all home improvement companies
directly including HD. According to The Associated Press, "sellers of furniture, paint, and other home-improvement
products" have been particularly hard-hit, because the slowdown has taken a sharp toll on "housing sales, cutting
demand from buyers to outfit new properties: (theweek.com, 2012).
Cultural Failure Reasons Based on Customer Lifestyle
According to a study by Ernst & Young (2012), companies need to respond to the needs of the middle-class in terms
of services and products, as this group is growing rapidly worldwide. The mistakes that HD committed with regards
to consumers’ lifestyle in China are as follows.
Not Considering Different Customer Behavior
It seems that the intangible concept of customers’ attitudes and behavior must have been only partially investigated.
Yves Chan, a local business leader, was appointed as the president of HD China and Asia and was in charge of
turning HW to HD, importing the US model and implementing it in China without any adaptations to consumer
preferences or local conditions. HD failed to foresee the difference between Chinese and American consumers and
how it can influence their business model. Merely importing an American store to China without adapting to
business ways and local conditions was not a wise act. Lack of flexibility towards consumer needs and trying to
impose the US home model on the new market resulted in having a poor merchandise range. An example of this
could be the Chinese cooking culture in which the kitchen is small and unimportant. It is the domain of “ayi” or
helper and is usually black with grease and soot. So the Chinese will not invest much in the kitchen. (Dhanya &
Siddharth, 2012)
Wrong Method of Customer Training
When bringing a new concept to a market, one of the main steps is to educate the audience. HD needed to showcase
their final models instead of just teaching them how to fix a window or a ceiling fan. The reason is that Chinese have
no role models from their older generations. There was no home ownership as recently as 15 years ago, so an
extended family would live in a 300-square-feet space and the kitchen was considered a luxury; they usually cooked
in an outside common area (business.nbcnews.com, 2012).
Not Considering the Cheap Work Labor in China
Labor market is very cheap in China and this leads to the inclination towards DIFM rather than DIY. Not
customizing services and products according to customer’s preferences resulted in HD being a failure in the Chinese
market. According to Josh Noble at Britain's Financial Times, The middle-class Chinese, unlike their American
counterparts, would rather hire decorators to purchase the products and fitters to install them, as labor is cheap.
Home Depot spokeswoman Paula Drake described China as a "do-it-for-me market, not a do-it-yourself market."
Tong Long, a Chinese designer, says: “Products are too cheap and simple at Home Depot. It's mainly for poor
people.” Tong says poor people are the only people in China who would bother taking on a do-it-yourself home
improvement project, who cannot afford to hire China's abundance of cheap labor to do it for them. Tong spent her
life selling ceramic floor tiles at a building materials mall in Tianjin. She says China's culture is not so much DIY.
It's more DIFM: Do it for me.” She says: “All my customers are designers. I never talk to homeowners.
Homeowners in China hire designers for all their home improvement projects, even where to put a vase.” (Schmitz,
2011)
Cultural Failure Reasons Based on Consumer Mentality
People’s mentalities explain their activities and decisions including purchase decisions. Based on evidence, HD did
not manage to match its business model with the mentality of the middle-class Chinese.
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Unappealing Shopping Atmosphere
As stated by Edmund DIT professor “Retailing is a theatrics experience” and this differentiates trading from
retailing. HD stores sell mundane products in a not-so-luring atmosphere. Ikea stores, on the other hand, are a
complete family store where it is possible to spend some quality time with one’s family while shopping
(szdaily.sznews.com, 2012).
Ignoring Women
According to May Hongmei Gao, associate professor of communication at Kennesaw State University, HD could
have succeeded in China if they catered to women as in 74% of homes in Asia, the woman is in charge of what and
where to shop (pewresearch.org, N/A). She says, “I can’t stress the importance of how much of a missed opportunity
this was for Home Depot” (Tulshyan, 2013).
Products Not Being Representative of Western Culture
The Chinese are very fond of Western products, because they are seen as unique and luxurious, but to their
disappointment, the packaging of HD products are not representative of Western culture, as opposed to Ikea whose
great success in China is partially because of the way they present their products and let the customers experience
Western lifestyle. One HD customer, Qiu Hongtao, said: “I’ve been to Home Depot, but I wasn't impressed. It's an
American brand, and I went there expecting new and unique American products.” “But that is not enough to lure
designer Qiu Hongtao to Home Depot. He just bought flooring at a building materials mall down the street. He says:
“I've been to Home Depot, but I wasn't impressed. It's an American brand, and I went there expecting new and
unique American products”. But Qiu says: “Most of what Home Depot sells is stuff made in China. Who cares about
that”, he says, rolling his eyes. He can buy that anywhere” (marketplace.org, 2011)
Nonetheless, China’s slowing economy and cultural idiosyncrasies have not stopped Ikea. "The furniture retail
juggernaut from Sweden is killing it in China, and it's famous for making its customers put everything together
themselves," (Bhasin, 2012) So HD can learn a lesson or two from its competitor and thrive in Chinese market. In
the next section, strategies are suggested to overcome these obstacles. (Alka Girdhar, 2013)
Alternative Strategies
According to Gandolfi and Starch (2009): “The most important aspect for firms going global is an in-depth
understanding of what the local customers really want, desire and need” (Gandolfi, 2009, p. 195). Ernst & Young
(2012) claim that a key success factor of companies is implementing “innovations with minimum resources” and
adapting to local consumers’ needs. “Companies will have to adapt to the culture and mindset of consumers they
wish to target, catering to their specific needs. The key to success will be with those companies that know how to
combine local relevance with global presence, making sure that their products and services are relevant for the local
consumer, while also enabling the company to benefit from its global resources” (Pinelli, et al., 2011).
These are some of the strategies HD can use to gain back its strength and work toward success: In order for HD to
formulate a successful strategy In China, their biggest challenge is to repair the six years' damage to the brand name
in China and to change, the marketplace perception towards their brand. HD has received negative press due to its
failure and their current brand name is associated with “useless”. It would be wise to change their brand name and
create a new brand image in the minds of their target audience in China. Many analysts attribute the failure of Home
Depot's big-box stores in China to cultural differences and that the Chinese prefer DIFM to DIY style. Although
there is some truth to this viewpoint, it is not the whole story. According to Mikael Ohlssen, the CEO of Ikea in
China, the rate of sales growth in China is faster that all the other branches (Bloomberg.com, 2011)
Both companies bear the concept of DIY, but why have they had different fates? Helen H. Wang, an author and
consultant on China's middle class, explained the concept in a column at Forbes last year: "In the last fifteen years,
home ownership has gone from practically zero to about 70 percent. However, many people have little sense of how
to furnish or decorate a home. They are very eager to learn from the West. This is one of the reasons that IKEA is
very popular in China. Their Western-style showrooms provide model bedrooms, dining rooms, and family rooms
showing how to furnish them. Their stylish and functional modern furniture is particularly appealing to young
couples. Chinese consumers need to be educated, as they have no role models. They are eager to learn but they need
guidance. Companies that invest in educating the market can expect to reap handsome rewards” (Bhasin, 2012).
HD has developed two couple-specialty stores in Tianjin, because according to McGinley: “Home Depot’s 90,000square-foot big box store format didn’t appeal to Chinese shoppers” (business.nbcnews.com, 2012). Apparently, this
smaller and new format appeals more to the Chinese customers. HD should stick with these stores and not expand
on them until they see promising signs in the marketplace. Even this new strategy, which is the exact opposite of
big-box technique, is not guaranteed to succeed but in the very least they are a sort of foothold in the retail market
while their R&D team try to develop new business models and explore the Chinese market, which is a very complex
job taking into account that in China there are numerous subcultures with a population of over 1.3 billion.
One point to consider is that most Chinese middle-class people live in condominiums and do not have enough space
to keep tools. HD could set up a policy of selling the materials needed for each job while renting out heavy tools that
are required to do the work. Another appealing package would be installations included with pre-designed interiors.
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Instead of trying to superimpose an American-style retail model on the Chinese market, HD should have taken the
tastes of its target audience into account. Torsten Stocker of the Monitor Group stated, “People don't grow up with
DIY, so they don’t have the skills, and they also don’t have the storage space for the tools”. HD should make
strategic adjustments and shift its focus to internet sales through expanding their web footprint in China because it is
less costly than running physical stores. That would mean placing more emphasis on e-commerce and less on stores,
which is a very logical move as China’s online market is one of the largest. “According to a BCG report China will
have 280 million affluent consumers, by 2020, which will account for more than 30% of its urban population. China
will have annual household disposable incomes of at least $20,000. It also indicated that 60% of these affluent
consumers shop online”. These facts are indicators that although some sort of physical presence in the market is
necessary, HD’s real opportunity is online sales (venkateshdavey.blogspot.my, 2014).
HD entered the Chinese market much later than its competitors such as Ikea and B&Q, but it can use this to its
advantage and learn lessons from their successes and failures. These brands showed flexibility to their audience,
adapted accordingly, communicated very skillfully and presented the western lifestyle to them. Ikea’s meticulously
decorated showrooms give ideas to the new-to-Western-style consumers in China on how to decorate their spaces
and experience Western culture. HD can shift from selling tools for mundane tasks to such a concept, representing a
luxury, Hollywood lifestyle. Alternatively, it can redesign its image by packaging its products in a way that shows
American luxury. The new Chinese “nouveau riche” generation desires status and are excited about spending. This
disposable income coupled with the culture of “saving face”, i.e. reputation and status creates consumerism and a
promising target group for international retailers. Another lesson that HD could learn from Ikea is the familyfriendly atmosphere of the 360,000-square-foot stores. People come to shop, experience the Western style of living
and spend quality family time in its five-hundred-seat restaurant and colorful, spacious children’s playroom (Wang,
2011). Yet another strategy to steal from Ikea is that they have their own factories in China, which makes the whole
management process more efficient and less costly and the range of products wider.
Unlike the US, the middle-class Chinese family can afford to hire handymen and contractors to do home
improvements for them due to the cheap labor available. HD might experience a better market value in China if they
target constructors and contractors instead of families. “China is a do-it-for-me market, not a do-it-yourself market,
so we have to adjust,” Home Depot spokeswoman Paula Drake told Reuters. “The company is not abandoning
Chinese market” (Skariachan, et al., 2012). HD had placed most of its big-box retailer stores in suburban areas
failing to take advantage of the middle class rising population in urban areas. They could adopt “urban boutique
concepts” on street corners or malls to target female shoppers and sell an experience to them, who happen to be the
primary purchasing agents for home decor products. As stated by Gao: “After the one-child policy in China, women
became so scarce that brides were given full control of how they wanted their house to look after marriage.”
(bizjournals.com, 2013)
Stores that are attractive for female customers are in prime spaces in malls, pleasing to the eye, colorful, welcoming
and luxurious. This has proved to be a success recipe for other international retailers in China. So HD can make each
store a design center that would appeal to women as they are the ones in charge of household purchasing decisions
for the foreseeable future. “But if you want to make money in Asia, especially China, you have to satisfy the
women,” said Gao (bizjournals.com, 2013). Another reason for HD’s failure in China is that manual work is
culturally associated with lower-class citizens, whereas the DIFM model would have thrived there. So another
suggestion would be for HD to provide a “design and build service” package for customers. DIY concept is not for
women; they would rather see the beautifully-designed finished product than tools and paint. It is quite easy for HD
to adopt this model as they have experienced other “design centers” before. HD could also collaborate with a TV
channel in China to both promote its brand and educate its target audience on home development, just like the TV
show that they had in America’s Discovery Channel: “HouseSmart”.
Despite all the above, there is one aspect of HD that could be its winning card and that is the high quality, reliability
and trustworthiness of its products, which is hard to find in China, and the excellent service they provide for their
customers. One example is U.S.-made Behr Paint, which is not harmful to health or the environment unlike other
chemical-laden paints, which have become the norm. Selling environment-friendly and green products is one of the
priorities of Chinese government with which HD can align itself. Qiu Changfeng (an HD customer) said: “I come
here all the time. It's easy to exchange and return goods here, and I know the materials here are safe and not fake”
(marketplace.org, 2011). CEO Blake stated that “We will either figure out how to make money in China or we won’t
be there”. But the question is how long HD is willing to wait before they decide whether Chinese market is
profitable. (venkateshdavey.blogspot.my, 2014)
Other Stakeholders
Specialist advisors in China have been warning foreign investors about the rising number of foreign failures in
Chinese market, nevertheless, a large number of new entrants fail to use the hard-learned lessons about the dynamics
of Chinese market. In this section, other stakeholders of HD in the Chinese market are analyzed. These include the
retail industry in general, vendors, business regulations, employees, trainees, business partners, sales representatives,
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customers, real estate market, contractors, trained staff, business trends, market saturation, customer preferences,
consumer brand loyalty, business etiquette, property lease, training costs and marketing strategies. As Keating and
Jarvenpaa state in their book Words matter: Communicating Effectively in the New Global Office: “Executives in
many global industries have recognized that differences in communication styles around the world are their thorniest
problem. When asked to identify the main factor in problems between cross-cultural teams, over 75% listed
communication styles.” (Keating, et al., 2016)
After the closure of HD stores in China was announced, employee unrest and craziness followed. HD committed to
treating affected parties fairly and offered outplacement services and severance packages to 850 employees (the
same packages that they offer in the US).Nonetheless, they took over four of the stores, locked the doors and
squatted inside during the weekend. Others protested in the streets by holding up huge banners, asking HD to pay
their wages (Bhasin, 2012). “We will do the right thing because we are Home Depot,” Tomé said. But the Chinese
employees were skeptical because “not all business had done the right thing. We bought our way in. Getting
established wasn’t so difficult. Exiting has been nightmarish.” The company expects to incur a $160 million charge
due to the closures, which includes asset impairment, goodwill, severance pay, terminated contracts, asset
impairment and other related payments. HD could have avoided such hassle if they had communicated the closing of
their stores more diplomatically with affected parties. (Saporta, 2012)
Beside the workers, there were other unhappy parties including a team of trained home décor installers. “They
decided they would take matters in their own hands,” Tomé said. “They took three of our people hostage — our
head lawyer, the head of human resources and our head of operations. They came in and stormed our Store Support
Center in Tianjin. Eighty hours later our hostages were freed.” Still, later on when a few HD officials were
completing some outstanding sales and liquidating inventory, “The vendors came and stormed one of the stores and
captured the head of operations; he had a broken foot, so he couldn’t run,” said Tomé about Ben Lv (pronounced
Loo), the same person who had been one of the hostages a few weeks earlier. “You need to understand that doing
business in China is unusual,” Tomé said. “In China, you have to expect the unusual” (marketplace.org, 2011).
Home Depot was planning to replicate what it had done in the United States — change the distribution channels, get
rid of the middlemen and get products directly from the manufacturers. They were counting on the strong
relationships they have with Chinese vendors because of their stores in North America, but when they opened
branches in China, they realized that the same vendors are not allowed to sell HD products in China. Tomé explains:
“This is China. You have a culture that is different from the Western culture. Their way of doing business and their
way of interacting with others is different.” So when dealing with vendors in China, HD needs to do a thorough
survey beforehand on the rules and regulations to avoid disappointment. In response to the not-so-DIY culture in
China, HD opened a Home Decorators Collection store, which reaffirmed the same problem. “When we went to
Chinese manufacturers they would say: ‘We aren’t licensed to sell in China.’ We had the product shipped to the
United States and then shipped back to China so we could sell it in our Home Decorators store,” Tomé said. “It’s not
ideal. It’s China.” (marketplace.org, 2011)
Another problem is that for the Chinese customer “haggling” is very normal, but that’s not HD’s business model. So
they need to either set a new trend or go with the flow. The retail industry in China is fragmented, i.e. there are
numerous small retail stores and the market is saturated. There is fierce competition, but there is still room for new
entrants because there are no dominant players. This can mean both success for HD and failure; it is very
complicated. Another fact to be considered about Chinese market is that there is limited brand loyalty. Promotions,
sales, competitive prices and advertising can easily sway Chinese customers, so brands need to work on their
marketing strategies continuously. This, again, can be both beneficial and harmful for HD.
The Chinese have become more aware of quality and do not choose products solely based on brands or country of
origin; instead, they look for the best value for their money. So the bias for national or international brands is fading.
This works to HD’s advantage as their products are all of high quality and they have positioned themselves as such.
Omni-channel retailing is a new phenomenon in China, which is adopted by retailers as part of their integrated
marketing strategy. Retailers promote both their offline and online platforms to create multiple touch points for
consumers and this is exactly what HD is doing now in China. E-commerce is growing in importance due to the
rapid growth of smartphone usage. HD needs to be aware of all relevant regulations before launching their online
business in China. Below is an example of a law on Chinese e-commerce:
E-Commerce Law
The Chinese e-commerce law was drafted in March 2016 and will come into effect in 2017. The draft law covers a
range of areas including payment services, logistics, transaction security, data protection and intellectual property,
unfair business practices, consumer rights, cross-border e-commerce and platform liability. The law brings ecommerce within China’s central/local government plans and industrial strategy. It aims to stop domestic and
international companies from avoiding regulatory compliance by trading online. China Customs published plans for
cross-border e-commerce taxation earlier this year. We can expect further details on other areas to follow (gov.uk,
2016). After realizing that the Chinese were not the DIY kind, HD decided to employ people to “do it for them”.
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These new employees, as part of HD’s stakeholders, needed training to meet HD’s standards and that was another
costly challenge.
“The other thing that we found in our stores is that the vendors have their own selling rights inside the store,” Tomé
said. In addition to about 100 HD employees inside each store (wearing the orange HD apron with orange straps),
there were 200 vendor representatives (wearing the same apron with black straps) who were trying to promote their
own products and get their commission. So the latter were not very enthusiastic in assisting the customers with other
brands. HD could have solved this problem with the even distribution of both groups. “We thought we understood
the cultural differences, but I can tell you we didn’t understand it as well as we do now,” Tomé said.
(marketplace.org, 2011)
Another issue, while signing contracts and negotiating in China, was communication. For Chinese it is not respectful
to refuse and they would agree to everything just to be polite. But they would not follow through with the deals and
promises later on. So the lesson to learn is: choose the question wisely to get the REAL answer. As Martin and
Chaney put it in their book Global Business Etiquette: “Patience is necessary when negotiating with the Chinese;
developing a relationship before conducting business is important” (Skariachan, et al., 2012). Another external
factor affecting HD was real estate complications. In China, it is not easy to get rights to property, so all HD stores
were leased. And they were leased below market price when HD took over from HW. But when it was time to renew
those leases; the cost had increased tremendously making it hard to keep the stores running.
“Reflecting on HD’s experience in China, Carol Tomé, chief financial officer of The Home Depot Inc., said it will
not dissuade the company from seeking opportunities in other international markets. And in China, the focus will be
less on bricks and mortar and more on e-commerce.” “We tried to do everything we could to make it work,” Tomé
said. “We were prepared for tangles. It’s just got a little bit more tangled than we expected.” And then Tomé
repeated the refrain: “China is too big to ignore” (Saporta, 2012).
Dan Harris, an attorney who specializes in Chinese law, explained the lessons he learned about consumers there: "I
have engaged with many true experts in the field and all that allows me to make one point and one point only:
China’s retail is incredibly complicated. My law firm has clients unbelievably successfully selling products in China
that I would have thought had absolutely zero chance of success and other clients who have failed to succeed with
products that everyone thought were sure winners. Like consumers just about everywhere else in the world, China’s
are fickle, mercurial and unpredictable” (Bhasin, 2012).
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Abstract
It is impossible to survive in the modern interdependent and highly connected world of today without learning about
and being sensitive to different cultures, be it organizational culture, artistic culture, political culture, etc. In the
modern world of cross-border and cross-continent mobility, it is crucial to take intercultural competence seriously
and consider it an essential life skill. It is almost impossible to avoid intercultural communication of a sort in today’s
globalized world.
In this paper, the researcher has looked into the cultural similarities and differences between Iran and Malaysia
affecting Iranian university students in Malaysia. To achieve this objective, Iranian respondents of different age
groups were chosen, given questionnaires and interviewed. The results show that among the chosen factors, only age
and length of stay in Malaysia affect their adaptation level. Older students took longer to adapt and those with a
longer duration of stay in Malaysia had adapted more to the local culture. The results of the interviews were then
critically analyzed, applying relevant communication theories and models wherever applicable. A set of useful
guidelines for achieving intercultural competence was developed based on lengthy research and at the end, the
researcher has suggested some communication areas for further research.
This research was done with three objectives in mind. First, to explore some of the challenging areas regarding
cultural conflict and culture gaps between Iran and Malaysia by conducting a survey among Iranian university
students residing in Malaysia. Secondly, to apply Intercultural Adaptation Theory in real life. And thirdly, to
develop a set of guidelines for intercultural competence. All of these goals were achieved successfully.
Keywords: Communication, intercultural competence, cultural conflict, intercultural adaptation, culture gaps.
Introduction
The way people communicate is determined mostly by their cultural background and upbringing. Many aspects of
communication are different in every culture. In today’s multicultural workplace, effective communication has
become very challenging due to cultural barriers.
Many organizations are becoming increasingly globalized, so it is of vital importance to improve intercultural
adaptation in any culturally diverse environment, be it workplace, university or even an online conference. In order
to achieve this, a deeper understanding of intercultural communication, proactive engagement in communication
skills and making required adjustments to a diverse environment are all essential elements.
Background of study
In this paper, the researcher has chosen an international Malaysian university as a multicultural environment to
highlight the challenges and issues faced by foreign students. As with any other multicultural environment, it is of
utmost importance for foreign students to learn strategies to help them cope with issues arising in such
circumstances. Not dealing with such issues can lead to poor academic performance and social withdrawal, both of
which can be avoided by following a set of guidelines on intercultural adaptation.
Literature review
Culture is defined in many different ways by different researchers and theoreticians:
● "Culture is communication" (Hall, 1976)
● "Culture is the collective programming of the mind" (Hofstede, 1991)
● "Culture is how things are done here" (Mole, 1993)
● "All communication is more or less cross-cultural" (Tannen, 1998)
● "Culture is a kind of storehouse or library of possible meanings and symbols" (Ron Scollon, 2002)
Communication, according to Merriam Webster Dictionary, is “a process by which information is exchanged
between individuals through a common system of symbols, signs, or behavior; also: exchange of information”
(merriam-webster, N/A)
The Business Dictionary defines communication as: “Two-way process of reaching mutual understanding, in which
participants not only exchange (encode-decode) information, news, ideas and feelings but also create and share
meaning. In general, communication is a means of connecting people or places. In business, it is a key function of
management--an organization cannot operate without communication between levels, departments and employees.”
(businessdictionary, N/A)
Intercultural communication, on the other hand, is communication among groups or individuals that have different
cultural and linguistic backgrounds. This definition is based on these two comprehensive statements:
“Communication is the active relationship established between people through language, and intercultural means
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that this communicative relationship is between people of different cultures, where culture is the structured
manifestation of human behavior in social life within specific national and local contexts, e.g. political, linguistic,
economic, institutional, and professional.” (Lanqua.eu, 2007)
Intercultural communication can be interpreted both as a skill and competence and as a definition and concept. As a
skill, intercultural competence refers to possessing those qualities that lead to effective intercultural communication
and includes three main attributes, namely attitude, skill and knowledge. In today’s global scenario, it is of vital
importance to people from different cultures to do things differently, interpret concepts differently, dress differently
and express themselves differently.
According to Intercultural Adaptation Theory (IAT), there are three ways to adapt to a new cultural environment
either for an individual or for a business organization. These adaptation processes are named “enculturation”,
“deculturation” and “acculturation”. Enculturation is the gradual acquisition of one’s own culture starting at a very
young age, just like one’s mother tongue. Deculturation means to lose or abandon some of the cultural
characteristics of one’s own culture in an attempt to learn about and adapt to the culture of a new environment.
Acculturation, on the other hand, refers to cultural modification through adapting to a new culture or adopting some
of its traits because of prolonged contact.
When thinking of intercultural adaptation, Cai and Rodríguez talk about how communication patterns might aid or
hinder persons understanding their "new" cultural environment.” (Cai & Rodríguez, 1996) More often than not,
people who are engaged in some form of cross-cultural interaction try to facilitate mutual understanding by adapting
their communicative behavior to the new environment. Intercultural Adaptation Theory explains that people seek to
change their communication patterns in order to minimize miscommunications, for example, the use of exaggerated
hand gestures in an attempt to convey what we mean to the person who speaks another language.
The most common reason for cultural misunderstandings is that people get into a conversation taking for granted
that their own social and behavioral norms are accepted by everyone. An example here can be the appropriateness or
lack thereof of kisses, hugs and handshakes in different cultures. These awkward situations can be overcome with
experience and patience. Not all cross-cultural experiences are negative; positive interactions can also be reinforced.
Depending on the nature of people’s experiences with “foreigners”, they might decide to avoid future intercultural
interactions with a specific group or be more alarmed when meeting them. So, in any intercultural communication,
the communicative behavior of the two parties represents their cultural background. Studying and understanding the
culture, makes it easier to interact with people who stem from that culture.
There are a few different models that illustrate the intercultural adaptation process: One traditional model sees the
process as a U-curve (Sverre Lysgaard, 1955; also Chang, 1973; Oberg, 1960). Figure 1 shows the first U-curve
model including honeymoon period(initial excitement about the new country), crisis period(encountering culture
shocks) and adjustment period(settling in the new environment) stages.

Figure 1: U-curve model (Rehmat, 2015)
Later on, a fourth stage was added to the U-curve, namely “mastery” or biculturalism period as shown in figure 2.

Figure 2:Developed U-curve model (Eline0203, 2013)
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Another viewpoint regarding intercultural adaptation is that adaptation is a never-ending process and a migrant
gradually and continually adapts to the new environment. This model, which was introduced by Young Yun Kim, is
called a Stress-Adaptation-Growth model (Kim, 2001) as shown in figure 3.

Figure 3: Young Yun Kim’s model (Holmes, 2015)

It is definitely necessary to learn about culture shock and intercultural adaptation before making the decision of
immigrating to a new country. Knowing what to expect eases the processes of intercultural adaptation, but it should
be noted that every individual’s experience is unique and a single formula doesn’t work for everyone.
Problem statement
According to the questionnaires distributed among 100 Iranian students in, there are several cultural issues that they
find hard to adapt to. The researcher has deeply analyzed these issues and categorized them into three main groups,
namely social, personal and situational issues. In this paper, the researcher aims to develop a set of guidelines to
address these challenges effectively.
Objectives of the Study
The objectives of this study are: Firstly, to study and diagnose the cultural gaps existing among these students that
might affect their academic performance and lead to achievement gaps. Secondly, to look into intercultural
adaptation issues and challenges. Thirdly, to propose strategies in the form of a set of guidelines to improve
intercultural adaptation that will hopefully lead to more culturally competent students.
Methodology
In this paper, the researcher has used primary research to address the first and second objectives stated above. The
primary research includes handing out questionnaires to Iranian students of the university. The survey consists of
both quantitative and qualitative questions. Quantitative questions or MCQs (multiple-choice questions) are the
objective part of the survey providing mostly demographic information and the qualitative questions are open-end
and lead to more subjective answers that have been analyzed by the researcher. To make it easier for the
respondents, the researcher has conducted the second part of the questionnaire (subjective questions) in the form of
an interview and has written down their oral answers to these questions. So the tool used for the primary research
was conducting a survey.
Anyone intending to move abroad should make the effort to acquaint themselves with the rules, customs, religions,
food, arts and languages of the new environment. People who go to a country other than their home country are
divided into three groups:
1-Short-time travelers: These are the people who go to a new place either for vacation or on a business trip and
intend to stay there for a short while.
2- Sojourners: This group intend to stay in the destination country for a limited period of time to carry out their
plans, e. g, study or work
3-Immigrants: Immigrants are people who live in a country other than their own for a long period of time or forever.
This group can be divided in two categories:
a) Voluntary immigrants who choose to live in another country in search of a better lifestyle or more favorable
social conditions.
b) Obligatory immigrants who have had to leave their home country due to unbearable living conditions.
For the purpose of this study, the researcher has chosen Iranian sojourners in Malaysia and focused on their
challenges in intercultural interactions.
The researcher has also used secondary research (library research) by reading books, journals and online resources
on IAT (Intercultural Adaptation Theory) and building on that information to achieve the third objective of the
study. The scope of this research paper is limited in the sense that due to the time limit of the semester, only 100
respondents took part in the survey, so the results may vary if a larger group answers the questionnaire.
Findings
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The researcher has interviewed 100 Iranian students in a Malaysian university for this paper and compared their
responses to find out if any of the following factors make a difference in their adaptation process. The factors taken
into account are gender, age, field of study, source of income, knowledge of Bahasa Melayu, source of information
about Malaysia and duration of stay in Malaysia. Results show that there is no evidence that either male or female
students can adapt to their new cultural environment at a faster pace. Field of study does not play a crucial role in
their adaptation level either. However, the adaptation process becomes harder and slower for sojourners who have
moved to Malaysia at an older age. The source of income of the respondents does not seem to play an important role
in how fast they adapt to Malaysian culture. Participants who have no knowledge of BM and those who have a basic
knowledge of the language also adapt at the same level. This could be due to the fact that none of the respondents
had a good command of BM. A longer duration of stay in Malaysia contributed to the ease of their adaptation
process: the longer Iranian students have stayed in Malaysia, the better they have adapted to the new environment.
Those who visited Malaysia before making the decision to move here, those whose source of information was online
resources and those who depended on second-hand experiences of their family members and friends, had the same
experience regarding cultural adaptation and the source of information did not play a crucial role in easing that
process. And finally cultural issues have impacted the academic progress of students, regardless of their age.
Analysis
Intercultural communication occurs between participants of different cultures. These interactions might lead to
confusion, conflict, frustration, tension or embarrassment if not tackled with care and patience. According to
Intercultural Adaptation Theory, which is chosen as the theory of application in this study, the process of adoption
of culture by individuals consists of three stages: enculturation, deculturation and acculturation.
This survey shows little evidence of deculturation or acculturation on behalf of Iranian students. This is partly due to
the fact that none of them intend to stay in Malaysia for a long time, so they don’t see the need to change. And partly
because they see their culture as superior (ethnocentrism) and deliberately diverge from specific behavioral norms.
When entering a new cultural environment, there are many details that require the individual’s attention, such as
learning how to move to a new flat, buy food at a grocery store and tackle administrative matters and even how to
pay a parking ticket. Add to the list the challenges of finding new friends and making social contacts in a situation
where one’s own behavioral patterns don’t get him too far. To refer to all these challenging dimensions of
encountering a totally different culture, the term “culture shock” is used. It is the feeling that a person experiences
when first faced with a new cultural and social environment.
Culture shock arouses different symptoms in different individuals. For some, the discomfort may last only a few
weeks, while for others it might last even for a few years. Some factors contribute to the severity and the length of
culture shock in individuals: prior international experience, personality and character, expectations of the new
country, motivation, the reason of relocation and cultural distance (the difference between the host culture and the
home culture). The symptoms of culture shock include both physical and mental aspects. Individuals react
differently to hardships and changes. Physical problems can be sleeping or eating disorders, whereas mental
symptoms might be anxiety or confidence issues. Although culture shock seems to be a negative experience, it plays
an important role in the adaptation process and finally leads to personal growth.
There is some evidence of Young Yun Kim’s model of “stress-adaptation-growth”, where the students have tried to
adapt themselves to Malaysian way of life. Examples of adaptation attempts in this survey are: adapting to the taste
of some local foods, learning how to be more patient with slow clerks, trying to look at the fun side of things,
focusing on goals instead of difficulties, reminding oneself of the temporary nature of the stay, finding restaurants
that offer favorable food, getting used to the local accent of English, ignoring the differences, socializing with other
Iranians and filling up one’s time with books and music.
One of the aspects in which cultures differ from one another is monochronic vs. polychronic cultures. In a
monochronic culture, people prefer to do one thing at a time, do things in an orderly manner, in the appropriate time
and place. However, in a polychronic culture, multitasking is valued and people prefer to do multiple things
simultaneously. In this survey, it is obvious that respondents felt frustrated with the clerks attending to only one
customer at a time and the salespeople being slow in answering questions and catering to their requests.
Another very important source of cultural misunderstandings stems in verbal, vocal and nonverbal communications.
These are inseparable components of any complete interaction process. Verbal communication refers to what is
being said or the words chosen to convey the purpose. Nonverbal communication, on the other hand, focuses on how
something is being said and the body language of the participants in the interaction. Edward T.Hall (1998) was the
first scholar in the field of intercultural communication, who carried out studies regarding nonverbal
communication. According to Hall, nonverbal communication includes time, touch, facial expressions, clothing,
space, body position, movements, physical appearance, gestures, eye contact, smell etc. Finally, vocal
communication refers to tone of voice. In this survey, it is obvious that Iranian students have difficulty
understanding the Malaysian accent of English, also referred to as Manglish. This can be categorized as a “verbal
communication” issue. There is also one instance of “vocal communication” issue regarding the frequent usage of
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extra sounds that don’t carry real meanings, such as “lah”, “meh”, “aiyo”, etc.
The respondents in this research show some degree of cultural adjustment, as mentioned in the U-curve model, but
none of them have reached the level of mastery in intercultural adaptation. Whatever the source of intercultural
misunderstandings are, in today’s globalized world, it is of utmost importance to be culturally competent in order to
keep up with the fast pace of technology, to function in a multicultural workplace, to share ideas and to make the
best of job opportunities.
The next chapter will present some guidelines to better equip individuals with this much-needed skill.
Discussion and Conclusion
The rapid speed of globalization makes it a necessity to be interculturally competent in order to survive and flourish
in any environment. Knowledge, skills, behavior and attitude are inseparable components of intercultural
competence. Individuals need to learn and adopt useful communication strategies to help them improve intercultural
adaptation.
Intercultural competence has been studied both in the field of communication and the field of psychology.
Researchers in the communication field have investigated the topic from an interactional viewpoint, while scholars
in psychology have approached it from an internal point of view. Most of the models in both approaches suggest
lists including personal attributes, communication skills, and cultural awareness (see e.g., Chen & Starosta 1998).
One of the competence profiles inspired by Kealey’s (2002) insights on this matter is the "Profile of the
Interculturally Effective Person". IEP was produced for the Canadian Foreign Service Institute, Center for
Intercultural Learning (2000) by an international group of researchers. According to Kealey an IEP has three main
attributes:
a) s/he can arouse respect and trust during communication with other people, which leads to cooperation and
productivity
b) s/he is able to acquire the professional skills required in the local environment
c) s/he has the ability to adapt to the host culture and make the most of it constantly and easily.
“The profile includes nine essential skills or qualities of interculturally effective persons:
● adaptation skills
● attitude of modesty and respect
● understanding of the concept of culture
● knowledge of the host country and culture
● relationship-building
● self-knowledge
● intercultural communication
● organizational skills
● Personal and professional commitment.” (Kealey, 2002)
Based on the survey conducted for this study and also a comprehensive library research, the researcher suggests the
following set of guidelines for achieving intercultural competence:
1) Respect the host culture, however it might sound strange.
2) Slow down in communications to avoid misunderstanding..
3) Ask your questions separately, one at a time
4) Avoid asking negative questions.
5) Maintain good manners and etiquette.
6) Always take turns.
7) Avoid making jokes until you are well acquainted with the culture and the people.
8) Try to be supportive, not criticizing.
9) If you are not sure, ask for more explanation to remove ambiguity.
10) Avoid using slang until you are sure of the meaning and the nuances.
11) Socialize and make friends with local people, show interest in them.
12) Do your research on culture shock before moving to the host country.
13) Learn about the language, customs, religious ceremonies and the history of the new country.
14) Equip yourself with knowledge on the ways of life and behavioral norms of the new country.
15) Strengthen your knowledge on your own values and beliefs and those of the host culture.
16) Do not judge on the basis of cultural stereotypes to remove obstacles of communication.
17) Apply your knowledge of their cultural values in intercultural encounters.
18) Adapt your behavior to suit the demands of each intercultural communication.
19) Avoid ambiguous nonverbal exchange of information.
20) Adopt a non-judgmental perspective of the host culture.
21) Embrace cultural differences.
22) Be flexible in your mental and behavioral criteria.
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23) Accept the host culture as it is without comparing situations to the ones back home.
24) Focus on your goals to ease the difficulty of adaptation.
25) Choose your words carefully and wisely to avoid verbal miscommunication.
It is impossible to survive in the modern interdependent and highly connected world of today without learning about
and being sensitive to different cultures, be it organizational culture, artistic culture, political culture, etc. In the
modern world of cross-border and cross-continent mobility, it is crucial to take intercultural competence seriously
and consider it an essential life skill.
Recommendation
As a human interaction, intercultural activity is ancient, but as an academic field, it is relatively new. People from
different cultural and linguistic backgrounds communicate and contact each other frequently in the areas of science,
business, political cooperation, education, entertainment, mass media and tourism, to name a few, in the modern
world. These encounters must be constructive to fit their purpose without breakdowns or misunderstandings.
Research on the nature of cultural differences and similarities will definitely play a crucial role in reaching this goal.
The researcher believes that it would be very useful if these similarities and differences were looked into separately
and not as a whole, e.g. cultural differences and similarities between Iran and Malaysia, and not between Middle
East and Southeast Asia. There are so many details to be considered and lots of facts to be taken into account. The
set of guidelines to handle these situations also differ in each country. While a holistic approach to intercultural
communication gives us an idea about what to expect and a general list of do’s and don'ts, a specific study of the
cultural differences and similarities between two countries helps individuals to cope with the particular situations
they are going to face in the host country. Training courses based on these studies can also be conducted by the
respective embassies to facilitate the adaptation process. And the embassies, in turn, can encourage and contribute to
more research on the areas where the need points to.
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Abstract
Communication started in the form of smoke signals in 200 BC and evolved to carrier pigeons in the 1200 AD,
telegraphs in 1840’s, walkie-talkies in 1940’s, landline telephones in 1950’s, fax machines in 1980’s, mobile phones
in 1990’s and smartphones in 2000’s. Technology can be used for various fields of science, but in this paper the
focus is on communication and media technology. Technology has become an integral part of any business and is
essential in remaining up-to-date, driving the business forward, surviving in the current competitive environment
and maximizing an organization’s Return of Investment (ROI). Technology definitely plays a crucial role in the field
of communication by increasing speed, clarity, proximity and dissemination.
Sources of data communication have grown rapidly in all sectors, due to the rapid pace of globalization and
communication. Wireless and Mobile Technology are among the fastest-growing spots in the stream of
communication. Millions of people are using stylish gadgets equipped with virtual private networks. The
revolutionary changes in communication technology and the presence of millennials in the workforce has drastically
changed work and communication styles. Keeping up with technology is of essence to compete in today’s business
world, make the right decisions, and find relevant information. Technology has become a critical element in our
lives and integrating it into our daily activities is unavoidable. In order to do so, we need to determine our needs,
assess the available resources, rank them in order of usefulness and allow time to familiarize ourselves with them.
In doing so, we will face innumerable dilemmas, ethical challenges and legal ambiguities regarding websites and
new media technology that yearn for urgent consideration. And there will definitely be more complex issues in the
future. It is up to us, internet users, to follow the right path of integrity and abide by the rules or to contribute to the
chaotic landscape of new media ecology.
This paper reviews the evolution of communication technology, with a focus of advantages and disadvantages of
new media and digital advertising; it also covers the shift from mass personalization and mass customization to true
individualism; it discusses the evolution of communication in organizations, categorizing apps based on their use
and purpose; then talks about media convergence, legal and ethical issues, and future challenges.
Keywords: Communication, technology, mass personalization, mass customization, true individualism
New Media
New media has become the catchall term of the 21st century. It refers to the interplay of sounds, images and
technology through the internet. A definition of new media given today will be outdated tomorrow as it is evolving
continually. New media characteristics that differentiate it from traditional media include, but are not limited to, the
content being digital, networkable, dense, compressible and interactive. New media has a profound effect on
economics, politics and exchange of ideas in the Information Age. It is the commercial skeleton of the world,
making global trade a reality through its presence on both sides of any transaction. New media molds the process of
electronic commerce and adds new dimensions to businesses.
The emergence of new media has made possible the restructuring of research, social interaction, global economics
and dissemination of information. Nowadays news articles, web/blog posts and op-eds are not restricted to photos,
writing and videos; they are all hyperlinked. One of the definitive features of new media is hyperlink organization,
which provides depth to the written work without relying on the reader’s contextual understanding of the subject. A
very well-known example of hyperlink is “Wikipedia”, where it is virtually impossible to come across an entry with
fewer than ten hyperlinks based on interconnectedness of events and ideas. Hyperlinks make research more complex
as well as enrich the reader’s comprehension of the topic.
New media bring about an astonishing level of personal exposure. Online companies can easily track the contents of
site visits and personal emails to target their advertisements to interested users by posting on their sidebars and
preferences. Websites such as “speokeo.com'' compile and sell personal data to web surfers. They extract and sell
publicly cached information such as family members, phone numbers, emails, shopping trends and addresses. With
all the shared and linked information in social media, email messages, business networking and the amount of
publicly recorded data personal privacy has become a thing of the past. The rule of thumb is: “Don’t reveal anything
online that you don’t want the world to know.”
Traditional media outlets rely on new media sources for data as does the average person to engage in cultural, social,
artistic, educational, political and economic activities. New media in itself is a fast-growing neutral technology;
whether it serves or destroys is totally up the users.
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Advantages and Disadvantages of New Media
New media have been an essential part of everyone’s life for the last few years. It entails technology, internet, social
media and websites. Like anything else in life, new media has its very own advantages and disadvantages. Here are
a few:
Advantages

Disadvantages

Shift in Communication
Advertisers used traditional mass media such as radios, magazines, television and newspapers, to convey their
messages. New media, however, have substituted traditional media far and wide. Recently, the internet has become
the mainstream advertising medium, offering advertisers a wide range of digital and social media outlets and a
variety of advertising formats.
Not long ago, personalized services and customized products were exclusively for the elite. Recently, manufacturers
have been able to tailor their services to a wider target audience through a process referred to as “mass
personalization” and “mass communication”. The main determinants for this shift are: lack of brand loyalty,
increased competition and more demanding clients. This trend is growing at both B2C and B2B levels. Serviceproviding companies such as C-Spire use social mining and track reading habits to make personalized content
leading to more engaged clients. Most online customers prefer online stores to retain their personal details and
purchase information and to deliver personal service. Personalization improves customer retention and makes
marketing stand out in the clutter.
Mass customization refers to the combination of the low-cost mass production with the flexibility of individual
customization. Mass personalization, on the other hand, refers to tailoring done by a company to accommodate the
preferences and tastes of its users. In the former, clients create their desired specifications, whereas in the latter they
choose them.
Shift from Mass Personalization and Mass Customization to True Individualism
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The distance between the concepts of mass personalization/customization and true individualization is significant.
All of us have had the experience of receiving messages, emails and offers that are just addressed to us, but are not
meant exclusively for us. Instead of merely attaching the name of a customer to a message, it is expected of
businesses to take the client’s online and offline data, purchase preferences and browsing history to create an
exclusive, personal offer.
The real challenge of marketers today is to use data-driven marketing initiatives to go far beyond basic segmentation
into the realm of individualization in a real-time context, to use data in a more integrated manner to make more
accurate decisions.
The way marketers think about customer acquisition, retention, and relationships has shifted significantly. They
prioritize an in-depth understanding of their customers for true individualization, which will lead to more delighted,
satisfied clients, who will probably share their experience with friends. Marketers are faced with some challenges
regarding the alignment of marketing and IT, but a vast majority of them agree that delivery of relevant offers to
potential customers through creating an integrated and holistic approach to their data leads the way to true
individualization and brings the customers back in the store, compelling them to take action on digital offers,
strengthens brand engagement and builds brand loyalty. Most marketers agree that individualized offers are much
more effective than mass messages. The benefits include an improved response rate, repeat purchases, strengthened
brand perception and increased average revenue per user.
Advantages and Disadvantages of Digital Media in Advertising
Marketers need to form new campaigns and strategies to attract potential customers and their role has dramatically
evolved over the recent years due to the overwhelming competition caused by digital advertising. Here is a list of
advantages and disadvantages of using digital media in advertising:
Advantages

Disadvantages

Localization
Localization, also referred to as adaptation strategy, considers the diversity of international markets and sees
individuals as “cultural beings” with beliefs and values shaped by their unique culture. Through localization,
businesses try to understand local consumer preferences and requirements and adapt their strategy to satisfy those
needs.
Standardization, on the other hand, refers to having a rationalized product line including only a few core global
brands instead of multiple localized brands and brand extensions. Although this approach could lead to a better
allocation of resources, consistent marketing, higher efficiencies, and higher profits, unified brand and corporate
identity through cost-saving marketing tools, it may not meet the complex needs of an international marketing
environment. Differences in political and legal systems, product usage conditions, cultures, languages and economic
development are ignored in this strategy leading to backlashes or offenses in international markets. Lack of
localization strategy leads to losing potential clients or even consumer boycotts.
Evolution of Communication in Organizations
Organizations have come a long way since the time when face-to-face conversations, meetings, note-taking,
telephone conversations and conferences were the only ways of communication inside an organization. Nowadays,
the internet, mobile phones, smartphones and apps provide effective, instant and efficient communication within
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organizations. Instead of relying solely on intranet, organizations can consider their versatile options for
communication. Timely dissemination of information is fundamental in any organization. It might seem a simple
task to provide access to information, but delivering the right information at the right time and through the right
device can be challenging. Pushing information to individuals in real-time regardless of their location and device is
empowering and creates a new level of connection.
Communication is key in any business. All employees and managers in an organization should be able to
communicate with one another effectively to reach organizational goals. There is a wide variety of programs and
apps designed specifically for business communication, available both on mobile devices and desktop computers
which can enhance internal organizational communication, improve team cohesion and increase productivity. Some
are created to meet a special need such as internal business communication or recruitment apps.
Function-based Categorization of Apps
Apps can be categorized according to their functions. Among the ten functions defined for apps in this paper, social
networking apps are the ones used more frequently. Hence they have been discussed in depth in the next section.
1. Calculate/Utilities apps are used to calculate mortgage payment, estimate loan instalments, convert
temperatures and measurements.
2. Entertainment apps are used to update people with the latest celebrity gossip, teach new drinking games and
trendy fashion styles. They can keep their fans occupied for hours.
3. Game apps are used to play games varying from Sudoku to shooting helicopters providing hours of endless
fun.
4. News apps are used to deliver the latest information/news in real-time based on the individual’s interest.
5. Productivity apps are used to track spending patterns and manage bank accounts, find blood donation venues
or even apply a personalized signature to emails.
6. Search tool apps are used to find country phone codes, currencies, reverse phone number look-up, even
delicious recipes.
7. Social networking apps are used to chat and connect with users globally and they are the most frequently-used
apps.
8. Sports apps are used to update users on the latest sports news and keep them updated on their own health status
by counting calories, kilometers, etc.
9. Travel apps are used to locate restaurants, bus networks, tourist guides and much more about the city users are
visiting.
10. Weather apps are used to conveniently find out the weather forecast of your city or anywhere in the world.
Function-based Categorization of Social Media Sites and Apps
As with any other technology, social media apps and tools are constantly evolving, reaching new audiences and
increasing functionalities. These tools and apps can be categorized as follows:
1. Blogs: The word “blog” (a web-based log) was coined from the words “web” and “log”. It refers to online
diaries where users share their experiences, thoughts and ideas. Over time, blogs became a recognized source
of user-generated information. Likewise, corporate blogs share information with their audience in a less
structured approach. The concept of blogging is sharing ideas, responding, commenting and conversing about
the contents.
2. Podcasts/Vodcasts: Podcasting or audio/video broadcasting over the internet enables viewers/listeners to
watch/listen to music/videos via the internet directly, or after downloading them on their computer. It is an
inexpensive platform for self-expression. Unlike traditional radio and TV, Podcasts/Vodcasts are easy to
produce with some basic gadgets. Some Podcasts require subscription and are organized in episodes.
3. Social Networks: Online social networks (micro-blogging sites) such as Facebook, LinkedIn, Twitter and
MySpace bring people with common goals and interests together to form relationships, collaborate and
exchange information effectively.
4. Wikis: A wiki is an online tool for users to add, correct, amend and post information. The most frequently
visited wiki is Wikipedia, which is written, revised, clarified and edited by users, so the contents can change
at any point in time. Wikis collect the “wisdom of masses” to act as encyclopedia, manual, conference
organizer, or project management tool. They encourage involvement and participation.
5. Social Bookmarking: Delicious, Digg, Reddit and Stumbleupon are examples of social bookmarking websites
that enable users to organize, store, search, save and manage links either privately or publicly and are usually
organized by topic.
6. Video-sharing sites: These sites are used when people want to share a video and they have copyright policies
that prohibit users to upload explicit, duplicate, third-party content without permission. The most well-known
ones are YouTube, Vimeo, Dailymotion and Youku.
7. Music-sharing sites: These sites help music-makers to get their music online, reach audiences, let them interact
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and engage with their music so that they can “try before they buy”. Last.fm, Bandcamp, Blip.fm, thesixtyone
and SoundCloud are among the most popular music-sharing tools.
8. Location-based services: Most LBS users use these services for their social activities, e.g finding friends,
restaurants or entertainment venues nearby, checking public transport schedules and booking a taxi. The most
common sites offering this kind of service are: Foursquare, Gowalla, Groupon, Google Places, Urbanspoon
and Yelp.
Media Convergence
According to scholars in Amarillo university: “Media convergence can be defined as the blending of multiple media
forms into one platform to deliver a dynamic experience, the merging of mass communication outlets (print, TV,
radio, internet) with portable and interactive technologies through various digital media platforms. It allows mass
media professionals to tell stories and present information and entertainment using a variety of media. Converged
communication provides multiple tools for storytelling, allowing consumers to select level of interactivity while
self-directing content delivery.” (ololadeganiyualabi, 2014)
According to the encyclopedia Britannica: “Media convergence, phenomenon involving the interconnection of
information and communications technologies, computer networks, and media content. It brings together the “three
C’s”—computing, communication, and content—and is a direct consequence of the digitization of media content
and the popularization of the Internet. Media convergence transforms established industries, services, and work
practices and enables entirely new forms of content to emerge. It erodes long-established media industry and content
“silos” and increasingly uncouples content from particular devices, which in turn presents major challenges for
public policy and regulation.” (Flew, 2016)
Legal and Ethical Issues of New media
With the rapid growth of New media come new ethical and legal challenges that humans have never faced before.
This calls for new laws, proactive legislative bodies, co-regulation in some areas and the cooperation of all internet
users. In this respect, there are no traditions or guideposts and the road to internet ethics is filled with dilemmas.
More often than not, traditional print rules just don’t fall into place when it comes to new media. New laws should
be legislated exclusively to deal with the ethical problems, norms and practices of new media.
Major ethical and legal issues related to the use of internet and new media include, but are not limited to,
defamation, invasion of privacy, emotional/financial injury, unauthorized use of copyright-protected work,
intellectual property, pornography, plagiarism, violence, deception, social injustice, improper anonymity, data
sharing/data storage, unreported endorsements, slander, gossip, harassment, catfishing, phishing, cyber bullying,
disclosure of confidential information, breach of trust, unauthorized use of trademarks, licensing, user-generated
content (UGC) verification, dossier building, content reliability, photo manipulation, offensive/harmful content and
manipulation of data using apps such as DigDirt or WeSpy4U. Each and every one of these issues faced by new
media users today requires immaculate legislation, co-regulation and powerful action-taking to deal with. There are
definitely other ethical issues regarding new media that need immediate consideration and there will be many more
to come.
Future of New Media
New exciting technologies will transform the world beyond our imagination. Science fiction (SciFi) illustrates
imaginative concepts such as extraterrestrial life, space travel and time travel, but the following features are
predictable based on technological advancements. In less than a decade, self-driven cars will go mainstream, clean
energy will replace CO2 –generating energy sources with the vast use of solar panels and EV cars, virtual reality
(VR) and augmented reality (AR) will be used in everyday life and not just for gaming, drones and flying cars will
eliminate the use for roads, artificial Intelligence(AI) will eliminate many jobs while creating new ones, high-quality
online education will be the trend with MIT leading the way, robots with personalities- already patented by Googlewill soon come into market, Google glass will be available at consumer price for the public, Amazon Go- as an
advanced shopping experience- will take the lead in its relevant market, Internet of Things (IOT) will be widely used
in many areas, such as household items, baby-sitting, medication, elderly care, to name a few.
Conclusion
Keeping up with technology is of essence to compete in today’s business world, make the right decisions, and find
relevant information. Technology has become a critical element in our lives and integrating it into our daily
activities is unavoidable. In order to do so, we need to determine our needs, assess the available resources, rank them
in order of usefulness and allow time to familiarize ourselves with them. In doing so, we will face innumerable
dilemmas, ethical challenges and legal ambiguities regarding websites and new media technology that yearn for
urgent consideration. And there will definitely be more complex issues in the future. It is up to us, internet users, to
follow the right path of integrity and abide by the rules or to contribute to the chaotic landscape of new media
ecology.

309

References
Barbour, J., 2015. From Mass Personalization to True Individualization. [Online]
Available at: http://adage.com/article/teradata/mass-personalization-true-individualization/297643/
[Accessed 01 Oct 2020].
BBC.CO, 2016. User-generated content and the UGC hub. [Online]
Available at: http://www.bbc.co.uk/academy/journalism/article/art20150922112641140
[Accessed 01 Oct 2020].
Cheong, Y. & De, G., 2010. The Power of Reach and Frequency In the Age of Digital Advertising. Journal Of
Advertising Research, p. 50.
Flew, T., 2016. Media convergence. [Online]
Available at: https://global.britannica.com/topic/media-convergence
[Accessed 01 Oct 2020].
Francis, T. &., 2016. Journalism changed forever by user-generated content. [Online]
Available at: https://www.sciencedaily.com/releases/2016/05/160523083828.htm
[Accessed 01 Oct 2020].
Itbusinessedge, N/A. The Evolution of Communication Technology. [Online]
Available at: http://www.itbusinessedge.com/slideshows/the-evolution-of-communication-technology-13.html
[Accessed 01 Oct 2020].
Juliet, J., 2011. Benefits of Technology. [Online]
Available at: http://benefitof.net/benefits-of-technology/#ixzz4X3Pt57Pc
[Accessed 01 Oct 2020].
kamarushi, s., 2014. Evolution of communication technology. [Online]
Available at: http://www.slideshare.net/sushruth645/evolution-of-communication-technology
[Accessed 01 Oct 2020].
Mitchell, B., 2002. new-media-bring-a-new-set-of-problems. [Online]
Available at: https://www.poynter.org/2002/new-media-bring-a-new-set-of-problems/1734/
[Accessed 01 Oct 2020].
ololadeganiyualabi, 2014. The-concept-of-media-convergence. [Online]
Available at: https://ololadeganiyualabi.wordpress.com/2014/03/11/the-concept-of-media-convergence/
[Accessed 01 Oct 2020].
Rappaport, S. D., 2007. Lessons from online practice: new advertising models. Journal of Advertising Research,
Volume 47.
SAMSUNG GALAXY TEAM, 2014. work-play-smart-brandspeak. [Online]
Available at: http://mashable.com/2014/12/09/work-play-smart-brandspeak/#9P.ICHf6Tqq4
[Accessed 01 Oct 2020].
Shimp, T. A., 2010. Integrated Marketing Communications in Advertising and Promotion. International Edition ed.
s.l.:South-Western Cengage Learning.
Socha, B. & Barbara, E.-S., 2014. WHAT IS NEW MEDIA. [Online]
Available at: http://www.newmedia.org/what-is-new-media.html
[Accessed 01 Oct 2020].
Ward, S. J., N/A. DIGITAL MEDIA ETHICS. [Online]
Available at: https://ethics.journalism.wisc.edu/resources/digital-media-ethics/
[Accessed 01 Oct 2020].
William, A., Michael, W. & Christian, A., 2011. CONTEMPORARY ADVERTISING. 13 ed. s.l.:McGraw-Hill Irwin.

310

International E-conference on New Normal in Education 2020 (IENNE 2020)

Copyrights are reserved by Mindware PLT @2021

311

