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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 industry 
spread across a diverse range of sub-sectors such as 
consumer electronics, electronic components, industrial 
electronics and electrical product. The rapid expansion 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outdated at a short leading to significant increase in e-waste 
which consists of materials that are no longer usable which 
come from a range of electronics, from computers to 
household appliances to cell-phones [28]. However, the 
current RL in Malaysian E&E is still low and not able to 
help in the reduction of all this e-waste. By adopting RL, e-
waste can be dispose in a proper way or being reuse. 

Keywords — Reverse Logistics, Electrical & Electronics, 
Logistics complexity, Business performance-Waste 

 

1. Introduction 

E&E industry is a fast-changing industry which the 
customer’s demand is very volatile. Hence, the product 
life cycle of the electronic product is shortened which 
caused product to become obsolete in a short time [51]. 
Shortened product life cycle caused the amount of e-waste 
in Malaysia to increasing by an average of 14% annually, 
and by the year of 2020, there will be 1.17 billion units 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 

sustainable resource consumption [30]. However, 
manufacturers in Malaysia are not proactive in product 
take back and reprocessing activities as according to Nik 
Abdullah [37] research show that the adoption of RL by 
Malaysian manufacturer is still low. This will be a 
challenge for them to go global as in foreign country as 
reverse logistic is widely adopted by the manufacturing 
firm at there. For example Europe, had introduced Waste 
Electrical and Electronic Equipment Directive which 
assign full responsibility for the manufacturer to recycle 
house hold equipment [30]. Customer is becoming more 
and more demanding nowadays. Recently, with the 
growing of green consumerism, customer is starting to 
demand for green product and they are willing to spend 
more on this type of green product. Furthermore, 
customer also places more pressure on firms to improve 
their reverse logistic activities. For example, in European 
E&E market, customer cycle time is being introduced as 
the indicator of their efficiency indicator of reverse 
logistic, and the customer at there is applying ongoing 
pressure to those companies there to keep the CCT as 
short as possible [47]. In another word, a best price with 
completely flexible and hassle-free return policy is 
wanted by the customer [4]. However, the demand of 
customer is still did not being fulfil well. The return 
system is still not being paid attention by most of the 
company. The problem stated is occurred at the certain 
part of the supply chain showed by figure 1 above. At part 
I, where the product is return from customer to the 
distribution, this is the part where the distribution channel 
such as retail/service/centre facing growing demand of 
customer. At this part, customer would need an effective 
return system which allowed back to get back their 
product at the shortest time. Meanwhile for part II, this is 
the part where e-waste issue takes in. As PLC shortens, 
the E&E product become obsolete at a fast rate and leads 
to the e-waste issue which cause severe environmental 
issue. 
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Figure 1. Research Framework 

 

2. Research Objectives 

Research objective is a statement of research purpose 
which the researcher wants to investigate to identify the 
factor affecting the reverse logistic adoption in Malaysian 
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 some insights and 
information to serve as a future reference for researchers 
on reverse logistic in Malaysian E&E. Importantly this 
research will sort out the driver/barrier behind the 
adoption of RL in this industry which will be useful for 
those companies as the government nowadays is 
becoming concerning about the environmental issues 
which caused by this industry. Moreover, this research 
will be helpful to all the RL practitioners and non-
practitioners by pointing out the aspect which should be 
paid attention during the adoption/improvement process 
of RL in company’s operations. This research can serve as 
a basic in the study on the RL in Malaysian Industries 
especially the E&E industry. This study will contribute to 
help the company to identify the barrier/driver in adopting 
RL. Consequently, by adoption/improvement in RL, there 

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

4. Literature Review 

4.1.1 Reverse Logistics (RL) 

The APICS Dictionary defines RL as a complete supply 
chain dedicated to the reverse flow of products and 
materials for returns, repair, remanufacture, and/or 
recycling [3]. The Reverse Logistics Association defines 
RL as all activity associated with a product/service after 
the point of sale, with the goal to optimize or make more 
efficient aftermarket activity, thus cutting down the costs 
and environmental resources [52]. According to Gailen 
Vick, President of the Reverse Logistics Association, “In 
other words, anytime money is taken from a company's 
Warranty Reserve or Service Logistics budget that is a 
Reverse Logistics operation" In Malaysian Study, RL is 
defined as responsible product disposition on used 
product and packaging which are collected from customer 
and/or reversed back to supplier [17].Furthermore, RL 
encompasses the traditional logistics activities of 
transportation and inventory management, but its focus is 
to get product back from customer rather than moving 
product to customers [20][35].Lastly, a true RL process 
involving [57]:
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2.1.3 Options of Action in the Reversed Flow 

 

 

 

 

 

 

 

 

 

 

Figure 4.1.3 Options for Recovery and Implications for the Value Return obtained from: (A. Gandolfo, 2008)

Per [20], there are 5 options of action in the reversed flows 
which are: 

Repair or in another word return to its original state by 
replacing broken or worn parts. 

Refurbishing or restoration after careful verification which 
involve replacement of some of its parts and modules, including 
upgrading and the key components to the latest version. 

Remanufacture which involves the test of functionality of all 

modules and also update to the latest version. 

Cannibalizations that involve disassemble of product. 

Recycling/ reconditioning recycling the materials that makes 
up the item 

However, another model of product recovery option was 
proposed by Skinner (2008) is having a slightly different with 
the one proposed by [20]

 

 

 

 

 

 

 

 

 

 

 

Figure 2.1.3.1 Product Disposition Options in Closed Loop Supply Chain Process obtained from (Khor & Zulkifli, 2012; King, 2006; 

Thierry, 1995) 
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The main differences between the 2 models proposed are, 
[20] does not include the disposal of waste because at the 
end, non-recoverable products are disposed of without any 
further process of value recovery, by means of 
incineration or landfill [20]. Besides that, recycling and 
recondition also being group together by A. Gandolfo 
whereas the model proposed above separated both of them 
to become an individual action. 

4.1.2 Government Regulation 

Ref. [33] states that RL has received increasing attention 
since the past couple of years due to strict environmental 
standards and the growing environmental awareness, and 
because of the awakening to the economic attractiveness 
of reusing products instead of discarding them. [10] 
believe that the most effective way to the products return 
to the revaluation  is  through  laws and regulation. They 
state that there are high rates of recycling in Germany due 
to the existence of laws which make the manufacturer 
responsible for the disposal of their waste. [30] claims that 
the European Union had makes the collection and 
recycling of waste to be mandatory. This is proven during 
January 2007 when WEEE Divertive was introduced to 
require the manufacturers to comply with this scheme in 
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 Energy, Green 
and Technology (KeTHA) was established during 9th 
April 2009 to strengthen the green management program 
in Malaysia [69]. Other than that, [69] said that, National 
Green Technology Policy (NGTP) was formulated to 
provide guidance and opportunities for Malaysian 
business and industries. As more and more environmental 
regulation being introduced in Malaysia, Malaysian E&E 
industry have to innovate their operation in order to adapt 
with regulatory requirement and this will have great 
influence on the reverse logistics of the E&E firm . 

4.1.3 Customer Pressure 
 
Since the past couple of decades, RL is continuing to 
grow in importance. As the world modernizes, the value 
placed on being environmentally aware raises and 
customers looking forward that the products they 
purchase and return are not significantly impacting the 
environment [26]. Per [30], due to the importance of 
environmental issues, people are more interested in 
sustainable production process, which refers mainly to the 
recycling of produced waste. Companies that act ethically 
and environmental friendly with society are better valued 
by consumers, employees, and suppliers [56]. Customers 
with high level of environmental awareness will more 
preferably choosing the product from company which had 
labelled green, additional revenue which inherently 
cutting down cost of goods [30]. Besides that, efficient 
after-sales service will boost the customers’ satisfaction 
[62]. From the review above, it shows that effective and 
efficient return strategy as after sale service will enable 
the company to retain their customers. At the same time, it 

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

4.1.4 Corporate Social Responsibilities 

Corporate Social Responsibility of an organization has 
been rapidly gaining concern from the society as the 
business environment now tend evolve with a socially 
responsible manner. According to Signitzer and Prexel, 
CSR is an “umbrella term” represents various concepts 
reflecting the role of businesses in the society [64]. Under  
CSR,  there  are  many  terms that can be labelled as the 
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-bottom line, 
community development or social performance [37] 
Businesses are required to be socially responsible for 
meeting legal, ethical and economic responsibilities 
placed on them by shareholder with the purpose to 
improve the living standard and quality of life in the 
communities, and at the same time preserving profitability 
for the sake of stakeholders [38]. This phenomenon can be 
clearly seen at Europe Country where WEEE Directive 
which as being introduced in January 2007.Under this 
regulation, the manufacturers have to bear the 
responsibility to manage the returned product/ e-waste 
under their company’s brand. In addition, the investors of 
the organization are becoming more concern about the 
environmental impact that created by the firms. They will 
tend to boycott or punish those firms if they found out 
there is any negative aspects of the firm’s CSR [26]. 
Hence, CSR will bring a positive influence to the RL 
adoption by the firms since every parties in the society are 
tend to be more alert to the environmental impact that 
created by the firms. According to Cater (2004) and [19] 
as CSR is gaining more and more attention, it will drives 
the organization to offer more intensive return policy 
which will then increase the significance of returns 
disposition. In order for the firms to maintain their 
goodwill in the market and to be acknowledges by the 
shareholder as a worthwhile investment, its CSR activities 
will need to have the ability to stimulate customer’s active 
support. Yet, some of the firms will only embrace the 
CSR as it yields concrete business benefits compare to the 
resources and time invested by the management [27]. 

4.1.5 Technology and Information System 
 Capabilities 
 
According [26] to information system and technology can 
be differentiator   in   logistics   performance.   An   
efficient information and technological system is crucial 
in supporting the RL during   different   stages   of   the   
product   life   cycle [59]. In addition, information support 
is being recognized to create linkages for company to 
attain effective RL operations [14]. [63] also said that, 
efficient information systems are required for individually 
tracking and tracing the returns of the product, 



Int. J Sup. Chain. Mgt                         

  Vol. 6, No. 3, September 2017 

 

95 

corresponding with the pervious sales. Past research that 
conducted by [11] proven that information technology 
capabilities will significant influence on the logistic 
competence. Information technology permits greater 
vertical coordination throughout the whole RL process, 
internal and external to the firm [25]. This is proven from 
the facts that information is normally being perceived as a 
vital input to the design of   a RL system   as   well   as   
an   antecedent   to achieving efficient and effective RL 
operations [24]. By providing and prompting in accurate 
information to the information technology system, it will 
enhance the visibility of the return product that will be 
receive by the logistic manager and therefore the process 
of product receipt and return can be carried out efficiently 
[66]. However, only a few organizations have 
successfully implemented information system support in 
their return process and the allocated resources to the 
system is limited [28][55].From past few decades, many 
SCM system such as electronic data interchange (EDI) 
system or enterprise resource planning (ERP) system, 
customer relationship management (CRM) and warehouse 
management system (WMS) is being used by firm to 
improve their logistics performance. Yet, all these system 
is not reliable enough to handle the return products 
effectively as they provided limited RL capabilities [40]. 
One of the most significance feeble of these systems is 
they are lacking in end-to-end capabilities in some of the 
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 organization practices, 
especially the environmental managements system [13], 
as top management support can influence the success of 
new system initiative by promoting employee 
commitment and cultural shift through effort such as 
providing training, incentives and encourage teamwork in 
the organization [12][49]. According to [25], supportive 
management in term of strategic focus, resource 
commitment and continuous improvement or innovation 
of a company is a crucial influential factor for managing 
the reverse logistic activities in every organization. 
Management support is essential to ensure the progress 
for sustainability programs in the business practices, for 

example, voluntary take back and recover operations, eco-
design /green innovation/logistics innovation 
development. In order for an organization to succeed, 
proper education and training of the employees are one of 
the crucial elements. According to [26], there is a need to 
gain firm and clear cut understanding about the RL 
construct, performance measures and the needs of the 
necessary levels of resource commitments which required 
the logistics manager and top management within an 
organization. A lack of capabilities and resources, low 
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 enough 
knowledge to manage all the procedure of the RL and 
furthermore the do not have the capability to manage all 
those return product in a systematic manner. Furthermore, 
RL is a cross functional program that require high level of 
top management commitment and support. Many 
researchers have proven that support/commitment from an 
organization’s top managements is a critical factor for the 
implementation of RL [50]. 

The dependent variable in this research is business 
performance which included the reduction of cost, better 
company image, and customer satisfaction. The benefit of 
RL is tangible, and many firm had becoming more and 
more aware that being green means more cost effective 
[42]. According to the research done by [7] RL will lead 
to reduction of final disposal cost and creation of indirect 
benefits to the company such as green image, 
competitiveness and other strategic. Reduction cost in 
another word means that it increase the profit of a 
company and help it to achieve higher market share in the 
industry. Besides that, RL can also promote a firm’s 
environmental image and opening opportunities in 
retaining customer from primary market [30]. The image 
of the company will greatly affect its performance as it is 
related with the brand recognition of a company. 
Furthermore, similarly to forward logistics, proper RL 
management will help the firm to boasts up their 
competitive advantages. Some of the manufacturers had 
already implemented RL, and this had benefit them 
through cost reduction and at the same time receive a 
financial return on the process through the sale of 
refurbished goods, and most important capitalizing on 
their “green” credential in marketing terms [37].  

 

 

 

 

 

 

 

Figure 2.4 Porter Five Force Model Obtained from (Porter, 2008)
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The Porter’s Five Forces model was used to support this 
research. According to Porter (1980), the competitive situation 
faced by companies in an industry can be understood by 
examining the underlining five basic forces acting in the 
industry. Competitive rivalry in the industry is based on several 
attributes such as innovation, quality and price. Based on 
analysis, the rivalry among the firms in the Malaysian E&E 
industry is extremely high. This situation had become worsen as 
nowadays more and more foreign E&E companies setting up 
their subsidiary in Malaysia through foreign direct investment. 
Hence, based on the Porter’s Five Forces analysis and the review 
before, there is a crucial role of RL in the operation of 
Malaysian E&E firms. As there is a tense competition and high 
bargaining power of buyer, RL can be use as strategic weapon 
for a firm’s operation. RL can enable a firm to cut down their 
cost, create a differentiated image thorough green image and 
most importantly ensure the customer satisfaction by efficient 
after sale service. 

5. Research Design 

Quantitative method is being used to conduct this research 
project because the relationship between one of the independent 
variable (government regulation, customer pressure, 
management commitment, corporate social responsibilities and 
information system and technology and capabilities) and 
dependent variable (business performance) will be determined. 
Quantitative method was used in order to obtain quantitative 
data for statistical testing of the hypotheses. Under the 
quantitative method, descriptive statistic method and inferential 
statistic method was chosen. Descriptive method was to describe 
characteristics of the population, according to [61], descriptive 
research is “undertaken in order to establish and enable the 
description of the characteristics of the variables of interest in a 

situation”; whereas inferential method was used to form 
hypotheses to seek the relationship between the independent 
variable and dependent variable The population of this research 
consists of all environmental management system (EMS) ISO 
14001 certified E&E manufacturing firms in Malaysia. ISO 
14001 certified firms were selected as they are deemed to be 
embarked in the adoption of RL. According to Green 
Productivity and Green Supply Chain Manual, “ISO 14000 set 
up environmental performance targets, but instead provide 
organizations with the tools to assess and control the 
environmental impact of their activities, products or services”. 
[61] suggested that researchers should meticulously select the 
subjects under study to collect reliable data. Therefore, the 
population of this study is electrical and electronic 
manufacturing companies which are operating in Malaysia and 
have obtained ISO 14001 accreditation on their EMS. The 
selection of population with ISO 14001 certification is 
appropriate as international standards for implementing a 
comprehensive EMS build on established framework. Sampling 
frame is the list of population elements where sample is drawn 
[71] 

5.1.1 Sampling 

The sampling frame obtained from [30] will be used in this 
study. Under this list there are 176 E&E firms from Peninsular 
of Malaysia. Stratified sampling method was used by dividing 
the list per Northern and Southern region of Malaysia and then 
simple random sampling method was used to select out 20 firms 
(sampling units) for this research. For each firm, 5 respondents 
will be given to obtain a target sample of 100 respondents. 

6 Results and Analysis

 

Table 4.1 Summary Result of Reliability Test 

Description Cronbach’s Alpha Value Number of Items 
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 Capabilities 
(IT)  0.879 6 
Business Performance (BP) 0.777 7 
The reliability of a variable relies on how well the measurement items within it generate a consistent result [23] [71]. The level of the internal 
consistency of measurement items within a variable are assessed based on the value of reliability coefficient (Cronbach’s alpha), the higher 
the value the greater the consistency. The rule of thumb suggests that alpha value must exceed 0.70 [41]. Hence in this research, since all the 

alpha value for each measurement is more than 0.7, it is reliable 

Pearson’s Correlation Analysis 

Variables Business Performance (DV) 

Customer Pressure (IV1) 
Pearson Correlation 579” 

Sig. (2-tailed) .000 

Government Regulation (IV2) 
Pearson Correlation 384” 

Sig. (2-tailed) .000 

Corporate Social Responsibilities (IV3) 
Pearson Correlation .570” 

Sig. (2-tailed) .000 

Information    System    and    Technology Pearson Correlation .585” 
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Capabilities (IV4) Sig. (2-tailed) .000 

Managerial Commitment (IV5) 
Pearson Correlation .634” 

Sig. (2-tailed) .000 

Business Performances (DV) 
Pearson Correlation 1 

Sig. (2-tailed)  

** Correlation is significant at the 0.01 level (2- tailed) 
 

H1: There is a significant relationship between customer pressure 
and business performance 

Based on the result shown by table 4.4, there is a relationship 
between customer pressure and business performance. Refer to 
the table, the strength of association between customer pressure 
and business performance is moderate (r=0.579). Besides that, 
the P-value (0.000) is less than 0.05, thus the null hypothesis is 
rejected and can be conclude that there is a significant 
relationship between customer pressure and business 
performance. 

H2: There is a significant relationship between government 
regulation and business performance. 
 
Based on the result shown by table 4.4, there is a relationship 
between government regulation and business performance. Refer 
to the table, the strength of association between government 
regulation and business performance is small bus definite 
(r=0.384). Besides that, the P-value (0.000) is less than 0.05, 
thus the null hypothesis is rejected and can be conclude that 
there is a significant relationship between government regulation 
and business performance. 

H3: There is a significant relationship between corporate 
social responsibilities and business performance. 

Based on the result shown by table 4.4, there is a moderate 
relationship between corporate social responsibilities and 
business performance. Refer to table 4.4, the r value is 0.570 and 
the P-value (0.000) is more than 0.05. , Thus the null hypothesis 
is rejected and can be conclude that there is a significant 
relationship between corporate social responsibilities and 
business performance 

 

H4: There is a significant relationship between information 
system and technology capability and business performance. 

Based on the result shown by table 4.4, there is a relationship 
between information system and technology capabilities and 
business performance. Refer to the table, the strength of 
association between information system and technology 
capabilities and business performance is moderate (r=0.585). 
Besides that, the P-value (0.000) is less than 0.05, thus the null 
hypothesis is rejected and can be conclude that there is a 
significant relationship between information system and 
technology capabilities and business performance. 

H5: There is a significant relationship between managerial 
commitment and business performance. 

Based on the result shown by table 4.4, there is a relationship 
between managerial commitment and business performance. 
Refer to the table, the strength of association between 
managerial commitment and business performance is moderate 
(r=0.634). Besides that, the P-value (0.000) is less than 0.05, 
thus the null hypothesis is rejected and can be conclude that 
there is a significant relationship between managerial 
commitment and business performance. 

6.1 Multiple Regression Analysis 

H1: The five independent variables (customer pressure, 
government regulation, corporate social responsibilities, 
information system and technological performance and 
managerial commitment) are significant to explain the variance 
in business performance. 

Table 4.3.3.1 Multiple Regression Analysis Model Summary 

Model R R Square 
Adjusted R 

Square 
Std. Error of the 

Estimate 

1 .797a .635 .615 .07499 

    Predictors: (Constant), ITVar, GPVar, CPVar, CSRVar, MCVar 

Table 4.3.3.2 Multiple Regression Analysis ANOVA 
 

   ANOVA b     

Model Sum of Squares df Mean Square F Sig. 

1 Regression .919 5 .184 32.688 .000a 

 Residual .529 94 .006    

 Total 1.447 99     
Predictors: (Constant), ITVar, GPVar, CPVar, CSRVar, MCVar    

Dependent Variable: DVVar 
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Table 4.3.3.3 Multiple Regression Analysis Coefficients 

Model 
Unstandardized Coefficients 

Standardized 
Coefficients 

  
 

 

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, the F-
value is 32.688 with P-value of 0.000. Since P-value is 
less than 0.05, the null hypothesis is being rejected. The 
F-statistic is significant. The model for this study is a 
good descriptor of the relation between the dependent and 
predictor variables. Based on Model Summary in Table 
4.3.6 the value of correlation coefficient (R value) for this 
research project is 0.797. This shows a positive 
relationship and a high correlation between dependent 
variable (business performance) and independent 
variables (customer pressure, government regulation, 
corporate social responsibilities, information system and 
technological performance and managerial commitment). 
Thu null hypothesis is being rejected. In this research 
project, five of the independent variables can explain 
63.5% of the variations in the dependent variable. 

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

BP= 0.309 CP+ 0.159 GP+0.179 CSR+0.097 
MC+0.171IT+0.440 

7 Implications of the Study 

This research is done to study the five factors that will 
influence the business performance of companies in E&E 
industry. There five factors (customer pressure, 
government regulation, corporate social responsibilities, 
information system and technological performance and 
managerial commitment) have been proven to influence 
business performance of E&E companies. Hence, the 
findings from this research project provide implications 
for all E&E companies. According to Department of 
Environment, the volume of electronic waste generated by 
in Malaysia is 78278.04 metric tonnes (Department of 
Environment, 2010). Hence, it is very important for the 
E&E industry practitioners to understand the importance 

of RL and factor which influence the implementation of 
RL in their firm during this current situation to prevent the 
amount of E-waste to continue increase which will in the 
end lead to serious environmental issue and health issue. 

This study confirmed that the business benefits of RL are 
viable due to the influence of legislative requirements. 
Industry practitioner should be more proactive to develop 
or design a suitable RL model that will bring the most 
benefit to their own firm. Apart from that, from the 
recommendation and opinion obtained from the 
respondent, in order to implement RL in a successful 
manner, it must be carried out with the involvement of all 
level of employees together with a leading competent 
committee. Most of the respondents respond that even 
though the managers are aware of the RL issue, the 
knowledge and skills together with information system 
technology they used are not sufficient enough to handle 
the reverse flow of their company supply chain. Hence, 
training and development for those departments’ 
employee that are involve in the firm’s supply chain 
activities and the upgrading of the system are important 
according to most of the respondents that are holding 
managerial position and executive position. 

8 Conclusion 

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