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Abstract

Since a decade ago, the Malaysian educational system has undergone a tremendous transformation due to recent
technological advancement. To achieve the targets in the Malaysian Educational Blueprint, comprehensive
usage of technology is crucial, not only in teaching and learning but also in management and administration.
This study had been conducted using online administered questionnaires. About 80 secondary school teachers
randomly selected in northern states of Malaysia, managed to complete all the questions in the questionnaires.
The data collected were analyzed using SPSS and SmartPLS. It was found that organizational culture and
technological acceptance influenced the 1BestariNet application but service quality did not. As such, this study
had been conducted to fill in the gaps in previous research, especially in terms of the extent of the influence of
service quality, organizational culture and technology acceptance on the 1BestariNet application. Future
research directions were recommended at the end of the paper.
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INTRODUCTION

Education plays an important role in ensuring the economic growth and development of
a nation. In today’s global economy, the success of a nation depends greatly on the citizens’
knowledge, skills and competencies. This recent development has created a new learning
environment which is more flexible in terms of time, approach and learning materials (Abu
Bakar, 1991). It is thus no wonder that the current education system requires that the students
and the educators to be IT literate. Thus, every school in Malaysia is required to use the
1BestariNet application to facilitate teaching and learning within as well as outside the
classroom. The main aim of 1BestariNet is to transform the educational system by providing
a quality internet-based education for all Malaysian.

Technology advancement has propelled Malaysia to strive towards transforming
Malaysians children to become more informed, and knowledgeable citizens with the right
skills. A few initiatives have been implemented to integrate multimedia and IT usage in
teaching and learning (Rusmini, 2003). One of the transformations planned by the Ministry
of Education (MOE) is the development of an e-service system to facilitate learning.
Developed by MOE with the cooperation of YTL Communications, 1BestariNet is also a
virtual learning platform which use high-speed internet network and provides access to
world-class integrated education solutions. It will take some times to realize the
transformational impact of the implementation on the education system. However, the
transformation planned by the MOE is not without problems.

The 1BestariNet program which was introduced in March 2012 required feedback from
the teachers using the application. Limited usage of the 1BestariNet application in schools
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could be regarded as a waste of MOE resources. Furthermore, the country was equipped with
rapid information technology and communication development; educational transformation in
terms of the teaching and learning process and the administration system need to be improved
and thus posit new challenges to the education system (Mohamed & Hassan, 2003; Hazri,
2014).

Teachers who had been teaching for more than 20 years, resisted the change, they often
felt that conventional pedagogical method was more effective. The teachers also confessed
that they did not know how to use the technology resources (Mahmud et al., 2011).

According to Mohamed Sabri (2003), the vendor normally take three to five months for
setting up of the computer equipments, which was a waste of time. He also stated that the
poor service quality offered by vendors hindered the teachers to start using the computers for
the teaching and learning as soon as school re-opens. Even though the ministry had appointed
some 500 computer technicians in each district, the problem still rears its ugly head and it
could not be solved completely.

Therefore, the main objectives of this study is to identify the extent of factors such as
service quality, school or organizational culture and technology acceptance in influencing the
1BestariNet application and also to identify how the factors interact in the context of
1BestariNet service application. Besides that, it also targeted to identify the possible solution
in improving the application among the teachers in Malaysia.

LITERATURE REVIEW

Service Quality

Research in various aspects of service quality in the academic world is still lacking and
much to be desired. According to Noraliza et al., (2006), the SERVQUAL is a service
quality instrument which is widely used, thus enabling a lot of research based on quality
service to be conducted. The research done by Parasuraman et al., (1991, 1985, 1988);
Parasuraman (1995) stated that the main aspect to be considered to measure service quality is
the nature of the service itself whereby each service has its own characteristics. The
evaluation of service quality has to take into account the service characteristics.

Besides that Xu et al., (2013) proposed a 3Q Model by studying the role of service
quality (SQ) as an addition to system quality (SysQ) and information quality (1Q) in website
usage. Attention to SQ was necessary and given priority. Website users were the main target
to identify the customers’ evaluation of SQ. However, SysQ and 1Q were not subject solely to
conventional evaluation. As such, in this particular study which focused on SQ (Xu et al.,
2013) found that SysQ had an indirect effect on SQ. This showed that customers were less
dependent on SysQ and were more dependent on 1Q which influenced the perception towards
SQ. The 3Q Model was an improvement to the existing model by acknowledging that service
played the main role in information system generally and in customer websites specifically.
As such, the following hypothesis would be tested:

Hal: There is a significant relationship between service quality and the 1BestariNet
application.
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Organizational Culture

Gamble and Gibson (1999) stressed on the ability to achieve collective decision
effectively and efficiently through the socialization and relationship between organizational
units. The process of socialization is defined as the development of perceptions , values and
beliefs of the organization by the organization’s members (Kotter & Heskett, 1992).

Moreover, according to Stewart (2011), the norms and values of the organizational
culture may provide impact on the members whether they are involved directly or indirectly
with the organization. Conversely, Kavanagh and Ashkanasy (2006) stated that effective
culture change occurs, and there is no substitute for active involvement from the top
management of an organization. Three different views (integrated, opposing and fragmented)
in organizational culture are supported by Martin (1992, 2002), who also suggested that
these three views may exist in any organization simultaneously.

From the business aspect, the study by Fakhar et al., (2013) summarizes the
relationship between organizational culture with staff work achievement as shown in Figure 1
below.

Employee
Participation

Openness to
Commumicaton

Rask taking and » Employee
Innovation Performance

Organzzational Culture
A

Customer Service
Orentaton

Reward System

Independent Variable Dependent Variable

Figure 1: Influence of organizational culture on staff achievement

No one could deny that organizational culture is closely related to collective purpose,
values, attitudes and beliefs. The main elements in an organization can also be summarized as
the attitude, confidence, norms and hopes carried by all its members from the top-level
management to low-level workers. In other words, no one is excluded from a certain culture
especially in a small organization like school. Thus, the hypothesis below is proposed.

Ha2: There is a significant relationship between organizational culture and the
1BestariNet application.

Technology Acceptance

The unified theory of acceptance and use of technology (UTAUT) is a technology
acceptance model for explaining user intentions to use an information system and subsequent
usage behavior (Venkatesh et al., 2003). There are three variables for usage intention and
usage behavior in this model. The fourth variable concerns usage behavior. Gender, age,
experience, and voluntariness of use are posited to moderate the impact of the four key
constructs on usage intention and behavior.
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The theory was developed through a review and consolidation of the constructs of
eight models which had been employed in earlier research to explain information systems
usage behavior (theory of reasoned action, technology acceptance model, motivational
model, theory of planned behavior, a combined theory of planned behavior/technology
acceptance model, model of personal computer use, diffusion of innovations theory and
social cognitive theory).

Performance

Expectancy

Effort
Expectancy

Behavioral > Use
Intention Behavior

Social
Influence

Facilitating
Conditions

Voluntariness

Gender Age Experience of Use

Figure 2: The UTAUT Model (Venkatesh, Morris, Davis & Davis, 2003)

Meanwhile, Tibenderana et al., (2010) made a few modifications to the UTAUT model
and developed the Service Oriented Unified Theory of Acceptance and Use of Technology
(SOUTAUT) model to measure levels of end users’ acceptance and use of hybrid library
service in eight Ugandan universities. SOUTAUT was developed by substituting a few
variables in UTAUT with other variables which were considered more suitable with the study
environment. In this context, ‘effort expectancy’ and ‘voluntary’ in UTAUT were substituted
with ‘Relevance’ and ‘Awareness’ in building the SOUTAUT model. This was done to
ensure the difference between end users’ acceptance and usage of the e-library service; as
such, the researchers believed that ‘Relevance’ and ‘Awareness’ were more important in the
context of education and digital library services. Therefore, the hypothesis below would be
tested:

Ha3: there is a significant relationship between technology acceptance and the
1BestariNet application.

Research Model

The research model was built based on a few other models such as UTAUT,
SOUTAUT, NUTAUT, the 3Q model proposed by Xu et al., (2013) as well as the cultural
model developed by Fakhar et al., (2013). One of the variables which was social influence
was developed by previous researchers in which they defined it as the degree to which an
individual perceives that important others believe he or she should use the new system
(Venkatesh, 2003; Tibenderana, 2010). As such, this is unsuitable to be used in a study about
an organization like MOE. This is because such an organization has its own uniqueness as it
accepts orders and implements them, although there may be differences in other aspects such
as organizational culture.
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Nevertheless, this statement is further strengthened when Sami and Wael (2013)
maintained that organizational culture also presents various changes in organizational
innovation. This places organizational culture as a community; therefore, it cannot be
considered as an individual. In creating a particular culture, one finds that it may take a long
period of time as stated by Lytle, et al.,(1995). Therefore, culture may be represented as a
series of actions, behavior or even a summary of basic belief patterns about past and future
behavior.

Service Quality (SQ) =

( 1BestariNet Applications

Organisational Culture (OC) H2 R (MOE)

Technology Acceptance (TA) H3

Figure 3: Research model

Eventually, the 3Q Model was used to complete the proposed model by
acknowledging that the role of service is central to information system nowadays. According
to Gotzami dan Tsiotras (2002), an organization which places an emphasis on quality in
service would help in improving operations as well as create awareness about the quality of
communication in an environment. Additionally, the organization would be able to raise
awareness about the issue of quality, increase productivity in order to increase customer
satisfaction and customer trust towards a particular product. The service standard offered to
the customers should be high in value to the extent that it exceeds customer expectations, in
line with the ministry’s requirements.

METHODOLOGY

This study was conducted in a quantitative method because this study is an
explanatory study. It’s enable the examination and explain the relationship between variables
in particular cause-and-effect relationship between services quality, organizational culture
and technology acceptance with application of 1BestariNet. The data was collected using a
modified and adapted questionnaire (Venkatesh et al., 2003; Tibenderana, 2010; Fakhar et
al., 2013 and (Xu et al., 2013). A few items had been omitted due to  ‘low loadings ’and
‘cross loadings’. The respondents were secondary school teachers in the northern states
Malaysia whom had used the 1BestariNet software. Only 80 respondents completed the
questionnaires online for a forth night. The data was later analyzed using the SPSS and
SmartPLS softwares.
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RESEARCH FINDINGS

Respondents Demographic

The majority of respondents were male (48%) local Chinese (55%), aged between 31-
40 years old (55%), and with 11-15 years of teaching experience (25%).

Internal Assessment Model

Internal consistency reliability should have composite reliability where values at the
early stage should at least be 0.7 and values should exceed 0.8 or 0.9 at the advanced level
of study; whereas values below 0.6 show a low reliability (Nunnally & Bernstein, 1994). A
loading at 0.5 level or exceeding 0.7 shows reliability (Chin, 1998), the convergent validity
should have a value of at least 0.5 for the average variance extracted (AVE) and the
discriminant validity value for the diagonal should be higher than all other values in the
column and rows (Fornell & Larcker, 1981).

Table 2: CR, Loading and AVE for the study instrument

Variables Items | Loadings | AVE | CR Organisational | OC_Employee D1 0725 [ 0665 [0.797
Bl 0919 | 0.864 | 0.962 Culture (OC) | Participation D2 0.897
. B2 0.869 0OC_Openness D3 0.948 0.894 | 0984
_ Intention to use B3 0960 Comunication D4 0.943
1 BestariNet B4 0975 OC Risk& DI0 0.859 | 0.712 | 0.881
Applications B5 | 0943 | 0873 095 Innovation Dit_ | 0777
Continue used B6 0927 D12 0592
Yo OC_Reward DI3 0838 | 0.687 | 0.867
B 0932 DI4 0.895
Service $Q_Emphaty El 0.796 | 0.822 | 0.949 DIS 0746
Quality (3Q) El 0.960 Technology | TA_Performance Cl 0747 | 0872 | 0882
E3 0.947 Acceptance C2 0.795
E4 0915 (TA) (&) 0.722
SQ_Reliability E5 0940 | 0.889 | 0.960 ¢4 0.760
56 0.936 TA_Effort [ 0.750 | 0.733 | 0.891
E7 0953 gf gg;i
. z — 865
SQ_Tangible Eg gng 0780 1 0954 TA Facilitating 9 0.715 | 0.713 | 0908
: Condition C10 0.902
SQ_Assurance E12 0962 | 093110976 TA_Awareness CI3 0876 | 0.750 | 0.857
El3 0979 Cl4 0.856
El4 0953 TA_Voluntary C20 0936 | 0.750 | 0923
SQ Responsiveness|  E15 0.891 | 0829 |0.936 C21 0.880
El6 0931 c23 0.797
E17 0.909 C25 0.844

This study fulfilled both the reliability and validity of measurement when the CR has a
bigger value than 0.7 and the loading has a bigger value than the benchmark of 0.5 (Chin,
1998). For the first order, it is suggested that the AVE for every variable should exceed the
benchmark of 0.5 and a higher discriminant validity value for the diagonal compared to other
values in the columns and rows (Huber et al., 2007). The detailed value of the CR, loadings
and AVE can be referred to in Table 2 while the discriminant validity can be referred to in
Table 3.
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Table 3: Discriminant Validity

AP_Continue | AP_Intention | OC_Re | OC_O.Com | OC_EPar | OC_Risk | S0_Respo | SO_Assur | S0_Ta | SO_Rel | SO_Emp | TA_FCon | TA_Awar | TA_Perfo | TA_val | TA_Eff
Used to use ward | unication | ticipation R ance ngible | iahility haty dition eness | rmance | unfary | ort
AP_Continug Used 0,334
AP_Intention fo use 0.881 0,929
0C_Reward .150 Q111 0.829
0C_0 Comunication .130 0.200 0441 0.946
OC_E Participation -.160 -0.146 0480 0.781 0.815
0C_Risk 0.258 01235 0679 0641 0553 0.844
50_Responsiveness 0.381 0438 0.108 -0.151 .114 0,085 0.811
50 Assurance 0275 0321 0235 -0.062 -0.001 0041 0842 0.965
50_Tangible 0418 0428 0072 0.128 0.130 083 0.882 0788 0.884
50_Reliability 0108 0171 0109 0015 0025 0029 0329 0337 0323 | 0.946
50_Emphaty 0182 0251 0.105 0060 0072 nole 0409 0413 0400 | 0871 0.807
TA_F Condition 0.144 0177 0232 0.142 0.104 0129 0.066 Q011 | 0064 | -0.008 0030 0.844
TA_Awareness 014 0074 0035 0143 0.202 0168 -0.040 0024 | 0081 | 0011 0.000 0082 0.866
TA_Performance 0.596 0597 0025 0062 .149 0048 0479 0435 0502 | 0293 0401 0.168 0.026 0.756
TA_Valuntary 0058 0058 0354 0467 0583 0357 0139 0018 | 0133 | 0019 0018 0210 0328 0110 0.866
TA_Effort 0217 0.280 0094 -0.059 .128 0,043 0.334 0378 0316 | 0243 0405 -0.088 -0.008 0581 0013 | 0.85

External Assessment Model

This model could be ascertained based on R% Q2 and T-values. The coefficient of
determination (R?) in this study was 0.434 whereby the three latent variables explained the
43.4% of the variance in the 1BestariNet application. A relevant prediction (Q?2) was made
based on cv-red values where cv-red> 0 showed that there was a relevant prediction (Q?),
while a value< 0 showed that the model did not show a relevant prediction (Claes & Cha,
1994). Cv-red in this study is k 0.400 which indicated a relevant prediction (Q?). R2, Q2 and
the T value can be referred to in Figure 4.

1BestariNet Application

Service Quality (SQ)

Technology Acceptance (TA)

Organisational Culture (OC)

Figure 4: R?, Q2 and T-value

To confirm the model structure and the suggested hypothesis, a bootstrapping function
have been used to generate the T-value statistics. In this study, the bootstrapping function had
generated 1000 samples from 80 cases. Using the results from the coefficient evaluation, the
acceptance or rejection of hypothesis can be referred to in Table 3. The T value of 1.96 for
the two-tailed test similar to this study was significant at the level of 0.05 whereas the value
of 2,58 was significant at the level of 0.01 (Huber et al., 2007). The hypothesis and structure
model suggested can be seen in Table 4. This table showed that the two hypotheses suggested
were accepted while one hypothesis was rejected,
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Table 4: Hypothesis testing

Hypothesis Relationship Std. Beta | Std.Error | T-Value Decision
H1 SQ —» 1BestariNet Application 0.171 0.103 1.656 NS
H2 OC—» BestariNet Application -0.294 0.093 3.183** Supported
H3 TA —» |BestariNet Application 0521 0.094 5.545%% Supported

#4p<0.01, *p<0.05

DISCUSSIONS

This paper discussed the study on the constructed objectives and hypothesis. It also
described the community’s response (especially the MOE staff) towards the 1BestariNet
application. Generally, there was significant support within the research framework made.

Hal : There is a significant relationship between service quality and the 1BestariNet
application.

For the findings regarding Hal, there was no significant relationship between service
quality and the 1BestariNet application when the T-value 1.656 did not surpass the stated
level of 1.96. This meant that service quality did not influence the 1BestariNet application.
The study findings were not consistent with previous studies which stated that consumers of a
service were influenced by the service quality (Berry, 1990; Boulding, 1993; Irvine,
2001;Kang, 2004; Ramayah, 2010). As the schools under MOE had received directions and
information from the central organization (MOE), the service quality did not affect the
1BestariNet application.

Ha2: There is a significant relationship between organizational culture and the
1BestariNet application.

The findings for H2 were also consistent with studies in organizational culture and
usage of technology in developing countries (Dasgupta & Gupta, 2010) ; it can be seen that
the organizational culture influenced the 1BestariNet application. However, the relationship
between organizational culture and the 1BestariNet application showed an inverse
correlation. The organizational culture at school, which could be considered the best in terms
of communication, innovation, returns and staff participation, resulted in its staff to refuse
using the 1BestariNet application which had a lot of technical problems (Hamzah et al.,
2009). Good communication and staff participation between the staff and the management
(Ali et al., 2011) propelled them to use other initiatives like Broadband service instead of the
1BestariNet application. High risk and innovation also caused the 1BestariNet application to
lose its appeal.

Ha3 : There is a significant relationship between technology acceptance with the
1BestariNet application.

The H3 findings were consistent with the study on e-library service in Uganda
(Tibenderana et al., 2010); mobile learning in Taiwan (Tsai, 2009) and the e-business quality
model ( Allen & Kishore, 2006). In this regard, technology acceptance appears to have
influenced the 1BestariNet application. As such, high technology usage will increase the
usage of the 1BestariNet application. On the other hand, low technology usage, due to
teachers were unprepared and less receptive towards technology change in teaching and
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learning. As a result they refused to use technology, including the 1BestariNet application
(Mahmud et al., 2011)

CONCLUSION

The study model would be helpful to MOE in reducing the workload of teachers as well
as developing students who are holistically balanced in the education system. Moreover, the
MOE could also address the problem of low usage of the 1BestariNet usage by the teachers in
teaching and learning processes. Consequently, the MOE would achieve the objective of
increasing the use of technology and educational transformation as stated in the Malaysian
Education Blueprint (MEB 2013-2025).

For educators, this study could also help to increase their motivation in teaching and
learning, as well as make them more aware of relevant information and important instructions
from MOE. In addition, the introduction of a new model in the study of the 1BestariNet
application would enable researchers to address existing problems. Furthermore, the study
questionnaires could be used in future to test the 1BestariNet application to other group of
respondents and in different contexts.
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