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Abstract - In Malaysia, Electrical and Electronic industry
plays a leading role in the manufacturing sector by
contributing 26.94% of manufacturing output, 48.7% of
export and 32.5% of employments [33]. There are
approximately 1,900 companies active in this indust
spread across a diverse range of sub-sectors sucts a
consumer electronics, electronic components, indusl
electronics and electrical product. The rapid expasion of
E&E industry and the rapid continuous innovation of state
of art technology accelerated the E&E product to be
outdated at a short leading to significant increasén e-waste
which consists of materials that are no longer usa® which
come from a range of electronics, from computers to
household appliances to cell-phones [28]. Howevethe
current RL in Malaysian E&E is still low and not able to
help in the reduction of all this e-waste. By adojiig RL, e-
waste can be dispose in a proper way or being reuse

Keywords — Reverse LogisticElectrical & Electronics,
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1. Introduction

E&E industry is a fast-changing industry which the
customer’'s demand is very volatile. Hence, the pcbd
life cycle of the electronic product is shortenediai
caused product to become obsolete in a short thhg [
Shortened product life cycle caused the amountvwésgte

in Malaysia to increasing by an average of 14% alipu
and by the year of 2020, there will be 1.17 billiomts or
21.38 million tons of e-waste generated [15]. As
environmental issue had become the concern of
Malaysian government and public, ISO 14000, 14001
EMS had been introduced in Malaysia since 1996.
Recently, Ministry of Energy, Green Technology and
Water (KeTTha) begin to support the product for
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sustainable resource consumption [30]. However,
manufacturers in Malaysia are not proactive in potd
take back and reprocessing activities as accorairdik
Abdullah [37] research show that the adoption of BRL
Malaysian manufacturer is still low. This will be a
challenge for them to go global as in foreign coyrts
reverse logistic is widely adopted by the manufact
firm at there. For example Europe, had introduceabi&/
Electrical and Electronic Equipment Directive which
assign full responsibility for the manufacturerrexycle
house hold equipment [30]. Customer is becomingemor
and more demanding nowadays. Recently, with the
growing of green consumerism, customer is starting
demand for green product and they are willing tensb
more on this type of green product. Furthermore,
customer also places more pressure on firms toawepr
their reverse logistic activities. For example Haropean
E&E market, customer cycle time is being introduesd
the indicator of their efficiency indicator of rege
logistic, and the customer at there is applying cimg
pressure to those companies there to keep the GCT a
short as possible [47]. In another word, a bestepwith
completely flexible and hassle-free return policy i
wanted by the customer [4]. However, the demand of
customer is still did not being fulfil well. The teen
system is still not being paid attention by mosttioé
company. The problem stated is occurred at theaicert
part of the supply chain showed by figure 1 abéiteart

I, where the product is return from customer to the
distribution, this is the part where the distriloatichannel
such as retail/service/centre facing growing demahd
customer. At this part, customer would need ancéffe
return system which allowed back to get back their
product at the shortest time. Meanwhile for parthls is

the part where e-waste issue takes in. As PLC shert
the E&E product become obsolete at a fast rateleans

to the e-waste issue which cause severe enviro@ent
issue.
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Independent Variable Mediator eendent Variable
Government Regulation
Customer Pressure
Corporate Social
Responsibilities
Reverse Logistics - Business Performance

Technology and Information

Management Commitment

Figure 1. Research Framework

2. Research Objectives

Research objective is a statement of research perpo
which the researcher wants to investigate to ifiertie
factor affecting the reverse logistic adoption iml&ysian
E&E industry and to examine antecedent to generate
business performances from RL implementation

3. Significance of Study

The results of this research will provide someghts and
information to serve as a future reference for asgeers

on reverse logistic in Malaysian E&E. Importantlyist
research will sort out the driver/barrier behinde th
adoption of RL in this industry which will be uséfior
those companies as the government nowadays is
becoming concerning about the environmental issues
which caused by this industry. Moreover, this recea
will be helpful to all the RL practitioners and ron
practitioners by pointing out the aspect which $ticae
paid attention during the adoption/improvement pssc

of RL in company’s operations. This research cawesas

a basic in the study on the RL in Malaysian Indastr
especially the E&E industry. This study will cobute to
help the company to identify the barrier/driveaitiopting

RL. Consequently, by adoption/improvement in Rleréh

will be a great improvement in the company’s oJeral
performance.

4, Literature Review

4.1.1 Reverse Logistics (RL)

The APICS Dictionary defines RL as a complete syppl
chain dedicated to the reverse flow of products and
materials for returns, repair, remanufacture, and/o
recycling [3]. The Reverse Logistics Associatiorfirkes

RL as all activity associated with a product/sesvidfter
the point of sale, with the goal to optimize or makore
efficient aftermarket activity, thus cutting dowmetcosts
and environmental resources [52]. According to &ail
Vick, President of the Reverse Logistics Associatitn
other words, anytime money is taken from a comgmany'
Warranty Reserve or Service Logistics budget teah i
Reverse Logistics operation" In Malaysian Study, BL
defined as responsible product disposition on used
product and packaging which are collected fromamstr
and/or reversed back to supplier [17].Furthermdré,
encompasses the traditional logistics activities of
transportation and inventory management, but itsi$ds

to get product back from customer rather than nmvin
product to customers [20][35].Lastly, a true RL g&ss
involving [57]:
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2.1.3  Options of Action in the Reversed Flow

Recovery Possible results Effects on
options of the options the value
Repair

ReUSING m— V/alue recovery
Refurbishment

Remanufacture Rese|| mm———p- \/alue regeneration

Cannibalization

111l

Incineration/ caned "> No effects/
Recycling/ Land-filling Value loss

Reconditioning

Figure 4.1.3 Options for Recovery and Implicationgor the Value Return obtained from: (A. Gandolfo, 208)

Per [20], there are 5 options of action in the reed flows modules and also update to the latest version.
which are:

Cannibalizations that involve disassembl& product.
Repair or in another word return to its original state by

replacingbroken or worn parts. Recycling/ reconditioning recycling the materials that makes

upthe item
Refurbishing or restoration after careful verification which
involve_replacement of some of its parts and modules, dtatu However, another model of product recovery optiomsw
upgrading and the key components to the latesiorers proposed by Skinner (2008) is having a slightlyfediént with
the one proposed by [20]
Remanufacture which involves the test of functionality of all
Raw Material [-o»| Processing |g»| Assembly Dlstnb}ltor " || Consumer
5 Retailer
R (NS | W ... Repair (e
* __________ Recondition |e
] - Remanufacture ¢
o
‘ __________________________ Recycle |e
¥
Disposal of Waste |«

Figure 2.1.3.1 Product Disposition Options in CloskLoop Supply Chain Process obtained from (Khor & ailkifli, 2012; King, 2006;
Thierry, 1995)



Int. ] Sup. Chain. Mgt

94

Vol. 6, No. 3, September 2017

The main differences between the 2 models propased
[20] does not include the disposal of waste becatiske
end, non-recoverable products are disposed of withoy
further process of value recovery, by means of
incineration or landfill [20]. Besides that, recyg) and
recondition also being group together by A. Garmlolf
whereas the model proposed above separated btitarof

to become an individual action.

4.1.2  Government Regulation

Ref. [33] states that RL has received increasitgntibn
since the past couple of years due to strict enwiental
standards and the growing environmental awareess,
because of the awakening to the economic attrawse

of reusing products instead of discarding them.] [10
believe that the most effective way to the produetsrn

to the revaluation is through laws and regukatibhey
state that there are high rates of recycling inn@ery due

to the existence of laws which make the manufacture
responsible for the disposal of their waste. [38]jngs that
the European Union had makes the collection and
recycling of waste to be mandatory. This is prodering
January 2007 when WEEE Divertive was introduced to
require the manufacturers to comply with this schém
order to trade in Europe [60]. Most firms that are
practicing environmental -friendly programs are
complying only because they are trying to prevent
themselves from  violating environmental-related
regulations [38]. In Malaysia, Ministry of Energ@reen
and Technology (KeTHA) was established during 9th
April 2009 to strengthen the green management progr
in Malaysia [69]. Other than that, [69] said thidgtional
Green Technology Policy (NGTP) was formulated to
provide guidance and opportunities for Malaysian
business and industries. As more and more envirotahe
regulation being introduced in Malaysia, MalaysiB&E
industry have to innovate their operation in orteadapt
with regulatory requirement and this will have drea
influence on the reverse logistics of the E&E firm

4.1.3  Customer Pressure

Since the past couple of decades, RL is contingong
grow in importance. As the world modernizes, thuea
placed on being environmentally aware raises and
customers looking forward that the products they
purchase and return are not significantly impactihg
environment [26]. Per [30], due to the importande o
environmental issues, people are more interested in
sustainable production process, which refers mamthe
recycling of produced waste. Companies that adtaiti

and environmental friendly with society are bettalued

by consumers, employees, and suppliers [56]. Cuetom
with high level of environmental awareness will mor
preferably choosing the product from company whial
labelled green, additional revenue which inherently
cutting down cost of goods [30]. Besides that, cafit
after-sales service will boost the customers’ &ti®on
[62]. From the review above, it shows that effestand
efficient return strategy as after sale servicd weslable
the company to retain their customers. At the stime, it

also provides additional revenue source to the eompas
E&E company able to carry out the action within the
reverse flow to make the best use of those rettodyzt.

4.1.4  Corporate Social Responsibilities

Corporate Social Responsibility of an organizatiuas
been rapidly gaining concern from the society as th
business environment now tend evolve with a saciall
responsible manner. According to Signitzer and &rex
CSR is an “umbrella term” represents various cotgep
reflecting the role of businesses in the sociefl}.[@nder
CSR, there are many terms that can be labaHeithe
synonym of it, for example corporate or business

governance, corporate citizenship, corporate
accountability business ethics, sustainability or
sustainable development, corporate environmental
management, business and society, stakeholder

management, corporate philanthropy, triple-bottone,|
community development or social performance [37]
Businesses are required to be socially respondine
meeting legal, ethical and economic responsikslitie
placed on them by shareholder with the purpose to
improve the living standard and quality of life the
communities, and at the same time preserving pitufity

for the sake of stakeholders [38]. This phenomerambe
clearly seen at Europe Country where WEEE Directive
which as being introduced in January 2007.Undes thi
regulation, the manufacturers have to bear the
responsibility to manage the returned product/ eteva
under their company’s brand. In addition, the inoesof
the organization are becoming more concern abaat th
environmental impact that created by the firms.yTivdl
tend to boycott or punish those firms if they fouout
there is any negative aspects of the firm's CSR].[26
Hence, CSR will bring a positive influence to thé R
adoption by the firms since every parties in thelety are
tend to be more alert to the environmental impéaet t
created by the firms. According to Cater (2004) §ig]

as CSR is gaining more and more attention, it drives
the organization to offer more intensive returnigol
which will then increase the significance of retrn
disposition. In order for the firms to maintain ithe
goodwill in the market and to be acknowledges by th
shareholder as a worthwhile investment, its CSRities

will need to have the ability to stimulate custoimerctive
support. Yet, some of the firms will only embradee t
CSR as it yields concrete business benefits contpaties
resources and time invested by the management [27].

4.1.5 Technology and Information

Capabilities

System

According [26] to information system and technolagn

be differentiator in  logistics  performance.An
efficient information and technological system isical

in supporting the RL during different stagesf the
product life cycle [59]. In addition, informati support

is being recognized to create linkages for compstmy
attain effective RL operations [14]. [63] also sdiftht,
efficient information systems are required for indually
tracking and tracing the returns of the product,
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corresponding with the pervious sales. Past resdiat
conducted by [11] proven that information technglog
capabilities will significant influence on the |sgic
competence. Information technology permits greater
vertical coordination throughout the whole RL prese
internal and external to the firm [25]. This is pea from

the facts that information is normally being peveei as a
vital input to the design of a RL system asellw as

an antecedent to achieving efficient and eiffecRL
operations [24]. By providing and prompting in aate
information to the information technology systemwill
enhance the visibility of the return product thatl we
receive by the logistic manager and therefore tloegss

of product receipt and return can be carried diitieftly
[66]. However, only a few organizations have
successfully implemented information system supjport
their return process and the allocated resourcethdo
system is limited [28][55].From past few decadesnmm
SCM system such as electronic data interchange)(EDI
system or enterprise resource planning (ERP) system
customer relationship management (CRM) and warehous
management system (WMS) is being used by firm to
improve their logistics performance. Yet, all theystem

is not reliable enough to handle the return prosluct
effectively as they provided limited RL capabilgi§40].
One of the most significance feeble of these syst&m
they are lacking in end-to-end capabilities in sarhé¢he
areas such as return forecasting, customer return
collaboration.

4.1.6 Managerial Commitment

Generally, management support and commitment is an
essential element in the process of adoption and
implementation of innovation in an organizationgtices,
especially the environmental managements systerf) [13
as top management support can influence the sucfess
new system initiative by promoting employee
commitment and cultural shift through effort such a
providing training, incentives and encourage teankvio

the organization [12][49]. According to [25], suppee
management in term of strategic focus, resource
commitment and continuous improvement or innovation
of a company is a crucial influential factor for maging

the reverse logistic activities in every organiaati
Management support is essential to ensure the ggsgr
for sustainability programs in the business prastidor

example, voluntary take back and recover operatiecs-
design /green innovation/logistics innovation
development. In order for an organization to sudcee
proper education and training of the employeesaeeof

the crucial elements. According to [26], there isesd to
gain firm and clear cut understanding about the RL
construct, performance measures and the needseof th
necessary levels of resource commitments whichiredju
the logistics manager and top management within an
organization. A lack of capabilities and resourclesy
number of specialist staff and inadequate technical
knowledge and skills of the personnel will make the
implementation of RL practices to become harder
[22][44] as the company personnel do not have emoug
knowledge to manage all the procedure of the RL and
furthermore the do not have the capability to manal
those return product in a systematic manner. Furtbees,

RL is a cross functional program that require Higrel of

top management commitment and support. Many
researchers have proven that support/commitment &o
organization’s top managements is a critical faborthe
implementation of RL [50].

The dependent variable in this research is business
performance which included the reduction of costtdy
company image, and customer satisfaction. The beofef
RL is tangible, and many firm had becoming more and
more aware that being green means more cost efkecti
[42]. According to the research done by [7] RL vidad

to reduction of final disposal cost and creatiorinofirect
benefits to the company such as green image,
competitiveness and other strategic. Reduction gost
another word means that it increase the profit of a
company and help it to achieve higher market shmatiee
industry. Besides that, RL can also promote a 8rm’
environmental image and opening opportunities in
retaining customer from primary market [30]. Theage

of the company will greatly affect its performare=it is
related with the brand recognition of a company.
Furthermore, similarly to forward logistics, propBL
management will help the firm to boasts up their
competitive advantages. Some of the manufacturads h
already implemented RL, and this had benefit them
through cost reduction and at the same time recaive
financial return on the process through the sale of
refurbished goods, and most important capitalizorg
their “green” credential in marketing terms [37].

The Five Forces That Shape Industry Competition

Bargaining |
Power of
Suppliers

Y
Bargaining
Power of
Buyers

Figure 2.4 Porter Five Force Model Obtained from (Brter, 2008)
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The Porter's Five Forces model was used to supfiost

research. According to Porter (1980), the competisituation
faced by companies in an industry can be understopd
examining the underlining five basic forces acting the

industry. Competitive rivalry in the industry isdea on several
attributes such as innovation, quality and pricasd&®l on
analysis, the rivalry among the firms in the MalapsE&E

industry is extremely high. This situation had beeovorsen as
nowadays more and more foreign E&E companies getim

their subsidiary in Malaysia through foreign diréevestment.
Hence, based on the Porter’s Five Forces analgdishe review
before, there is a crucial role of RL in the opermtof

Malaysian E&E firms. As there is a tense competittmd high
bargaining power of buyer, RL can be use as sti@tggapon
for a firm's operation. RL can enable a firm to cawn their

cost, create a differentiated image thorough grieesge and
most importantly ensure the customer satisfactiprefficient

after sale service.

5. Research Design

Quantitative method is being used to conduct tlEsearch
project because the relationship between one ointtependent
variable  (government regulation, customer
management commitment, corporate social respoitgbiland
information system and technology and capabilities)d
dependent variable (business performance) will &terchined.
Quantitative method was used in order to obtainntizive
data for statistical testing of the hypotheses. dindhe
guantitative method, descriptive statistic methad aferential
statistic method was chosen. Descriptive methodtwagscribe
characteristics of the population, according to][@Escriptive
research is “undertaken in order to establish amable the
description of the characteristics of the varialwéterest in a

pressure,

situation”; whereas inferential method was used féom

hypotheses to seek the relationship between theperdient
variable and dependent variable The populatiorhisf tesearch
consists of all environmental management systemSEMO
14001 certified E&E manufacturing firms in MalaysitESO
14001 certified firms were selected as they arengeeto be
embarked in the adoption of RL. According to Green
Productivity and Green Supply Chain Manual, “ISCDQ@ set

up environmental performance targets, but insteaovige

organizations with the tools to assess and contte

environmental impact of their activities, products services”.

[61] suggested that researchers should meticulosslgct the
subjects under study to collect reliable data. &fwe, the

population of this study is electrical and elecicon
manufacturing companies which are operating in y&fand

have obtained 1ISO 14001 accreditation on their EMBe

selection of population with 1SO 14001 Ccertificatiois

appropriate as international standards for impldémgna

comprehensive EMS build on established framewoam8ing

frame is the list of population elements where dang drawn

[71]

5.1.1 Sampling

The sampling frame obtained from [30] will be usedthis
study. Under this list there are 176 E&E firms frémaninsular
of Malaysia. Stratified sampling method was useddhyding
the list per Northern and Southern region of Makysd then
simple random sampling method was used to sele@®firms
(sampling units) for this research. For each filntespondents
will be given to obtain a target sample of 100 oesjents.

6 Results and Analysis

Table 4.1 Summary Result of Reliability Test

Description Cronbach’s Alpha Value Number of ltems
Customer Pressure (CP) 0.857 6
Government Regulation (GR) 0.944 6
Corporate Social Responsibilities (CSR) 0.810 6
Managerial Commitment (MC) 0.797 5
Information System and Technology Capabilitie

(IM) 0.879 6
Business Performance (BP) 0.777 7

The reliability of a variable relies on how weletmeasurement items within it generate a consistentt [23] [71]. The level of the interngl
consistency of measurement items within a variatdeassessed based on the value of reliabilityficeft (Cronbach’s alpha), the higher
the value the greater the consistency. The ruleuwhb suggests that alpha value must exceed 01J0Hé&nce in this research, since all the
alpha value for each measurement is more thaiit@s#gliable

Pearson’s Correlation Analysis

Variables Business Performance (DV)
Pearson Correlation 579"
Customer Pressure (IV1) - -
Sig. (2-tailed) .000
. Pearson Correlation 384"
Government Regulation (IV2) - -
Sig. (2-tailed) .000
. — Pearson Correlation 570"
Corporate Social Responsibilities (1V3) - -
Sig. (2-tailed) .000
Information System and Technology PeafSomelation .585”
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Capabilities (1V4) Sig. (2-tailed) :000
) . Pearson Correlation 634"
Managerial Commitment (IV5) Sig. (2-tailed) 000
ig. (2-tai .
) PearsorCorrelation 1
Business Performances (DV) - -
Sig. (2-tailed)
** Correlation is significant at the 0.01 level (&iled)

H;: There is a significant relationship between comopressure
and business performance

Based on the result shown by table 4.4, there rslaionship
between customer pressure and business performBeéer. to

the table, the strength of association betweeromest pressure
and business performance is moderate (r=0.579)d&seshat,

the P-value (0.000) is less than 0.05, thus thehyglothesis is
rejected and can be conclude that there is a sgnif
relationship  between customer pressure and business
performance.

H,: There is a significant relationship between gowent
regulation and business performance.

Based on the result shown by table 4.4, there rislaionship
between government regulation and business perfaendrefer
to the table, the strength of association betweevempment
regulation and business performance is small buinide
(r=0.384). Besides that, the P-value (0.000) is lggn 0.05,
thus the null hypothesis is rejected and can belude that
there is a significant relationship between govesntmegulation
and business performance.

Hs: There is a significant relationship between coap®»
social responsibilities and business performance.

Based on the result shown by table 4.4, there mmoderate
relationship between corporate social responséslitand
business performance. Refer to table 4.4, theuevial 0.570 and
the P-value (0.000) is more than 0.05. , Thus thlehypothesis
is rejected and can be conclude that there is aifis@nt

relationship between corporate social responséslitand
business performance

H,: There is a significant relationship between infation
system and technology capability and business pe#ioce.

Based on the result shown by table 4.4, there nslaionship
between information system and technology capasliand
business performance. Refer to the table, the gttrerof
association between information system and teclgyolo
capabilities and business performance is modenat@.585).
Besides that, the P-value (0.000) is less than, @& the null
hypothesis is rejected and can be conclude thatk tie a
significant relationship between information systeand
technology capabilities and business performance.

Hs: There is a significant relationship between maniad
commitment and business performance.

Based on the result shown by table 4.4, there nslaionship
between managerial commitment and business perfaena
Refer to the table, the strength of associationween
managerial commitment and business performanceoierate
(r=0.634). Besides that, the P-value (0.000) is fg®n 0.05,
thus the null hypothesis is rejected and can beclada that
there is a significant relationship between manager
commitment and business performance.

6.1 Multiple Regression Analysis
H,. The five independent variables (customer pressure,
government regulation, corporate social responsds)

information system and technological performanced an
managerial commitment) are significant to expldie variance
in business performance.

Table 4.3.3.1 Multiple Regression Analysis Model $omary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 797 .635 .615 .07499

Predictors: (Constant), ITVar, GPVar, CPVarR¥Var, MCVar
Table 4.3.3.2 Multiple Regression Analysis ANOVA

ANOVAP®
Model Sum of Squares df Mean Squarle F S|g.
1 Regression .919 5 .184 32.68 oo
Residual .529 94 .006
Total 1.447 99

Predictors: (Constant), ITVar, GPVar, CPVar, CSR\XCVar

Dependent Variable: DVVar
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Table 4.3.3.3 Multiple Regression Analysis Coeffients

Unstandardized Coefficients %tanf(:_ar_dlzted
Model oefficients
B Std. Error Beta t Sig.

1 (Constant) 440 .525 .891 412
CPVar .309 123 .194 2.506 .014

GRVar .159 .050 .220 3.178 .002

CSRVar 179 .041 .329 4.377 .000

MCVar .097 .035 219 2.788 .006

ITVar 171 .076 192 2.259 .026

Dependent Variable: DVVar

Based on the ANOVA result showed by Table 4.7,Rhe
value is 32.688 with P-value of 0.000. Since P-gaisi
less than 0.05, the null hypothesis is being refecThe
F-statistic is significant. The model for this syuts a
good descriptor of the relation between the depenaied
predictor variables. Based on Model Summary in &abl
4.3.6 the value of correlation coefficient (R valfier this
research project is 0.797. This shows a positive
relationship and a high correlation between depende
variable (business performance) and independent
variables (customer pressure, government regulation
corporate social responsibilities, information systand
technological performance and managerial commitjnent
Thu null hypothesis is being rejected. In this eesh
project, five of the independent variables can aixpl
63.5% of the variations in the dependent variable.

Lastly, the five independent variables are condaiutebe
significant to explain the variance in business
performance as all the p-value for the variablesess
than 0.05. Thus, the alternate hypothesis is stipgdry
the data. Thus the model for this study can beesgted
by the following equation:

BP= 0.309 CP+ 0.159 GP+0.179 CSR+0.097
MC+0.1711T+0.440
7 Implications of the Study

This research is done to study the five factord Wil
influence the business performance of companids&iB
industry. There five factors (customer pressure,
government regulation, corporate social resporisds|
information system and technological performance an
managerial commitment) have been proven to inflaenc
business performance of E&E companies. Hence, the
findings from this research project provide implioas

for all E&E companies. According to Department of
Environment, the volume of electronic waste gereetdty

in Malaysia is 78278.04 metric tonnes (Departmeint o
Environment, 2010). Hence, it is very important the
E&E industry practitioners to understand the imaoce

of RL and factor which influence the implementatioh
RL in their firm during this current situation togvent the
amount of E-waste to continue increase which wilthe
end lead to serious environmental issue and hesasitte.

This study confirmed that the business benefitRlofare
viable due to the influence of legislative requissts.
Industry practitioner should be more proactive ¢évelop

or design a suitable RL model that will bring th@sn
benefit to their own firm. Apart from that, from eh
recommendation and opinion obtained from the
respondent, in order to implement RL in a succéssfu
manner, it must be carried out with the involvemefnall
level of employees together with a leading competen
committee. Most of the respondents respond thah eve
though the managers are aware of the RL issue, the
knowledge and skills together with information syst
technology they used are not sufficient enoughaodte
the reverse flow of their company supply chain. t&n
training and development for those departments’
employee that are involve in the firm’'s supply chai
activities and the upgrading of the system are mapd
according to most of the respondents that are hgldi
managerial position and executive position.

8 Conclusion

Through this research, a better insight regarding the
five independent variables (customer pressure,
government regulation, corporate social resporisés|
information system and technological performancd an
managerial commitment) influence the firm’s busies
performance. The research shows that the all five
variables play an important role in influencing iness
performance. Researcher hopes that this reseandy st
will be used as a fundamental for other researcheto
carried out in different industries.
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