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Abstract  
Intention towards paperless become the heart of government transformation agenda through an 
electronic government program that is able to foster a sustainable environment at workplace. In 
human resource perspective, the desires of employees to practice paperless must be succeeded 
because they are the front-line operator to act for the effective and efficient work system that leads 
to organizational top performance. It is understood that recently, there are various issues reveal in 
the unsuccessful paperless process in organizations that depicts low intention towards paperless 
among the employees. Thus, organizations have to promote the intention towards paperless among 
their employees in order to improve their service delivery through proper paperless process. 
Information technology support and management support are revealed as possible determinants in 
influencing intention towards paperless among the employees. The purpose of this paper is to assess 
a small size of sample data on the IT support, management support and intention towards paperless 
in one of Malaysian public universities. Analysis on the content and face validity of the instrument 
leads to some improvement of the items used. As a result, reliability test of the instrument indicates 
all the constructs of the study are reliable (above 0.70) with high internal consistency of the items. 
Thus, the data for pilot study show evidence of reasonable regularity.  
Keywords: Information Technology Support, Management Support, Intention Towards paperless, 
Malaysian Public University 
 
Introduction 
Malaysian public universities (UAs) have to excel their operations, especially in realizing the needs of 
government through the implementation of electronic government (e-government) (Saliza & Kamil, 
2012). E-government is important in today’s government services sector because it promotes a green 
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environment for a sustainable development (Al-Khouri, 2013; Young, 2017). One of the mechanism 
how e-government leads green environment is the practice of paperless in daily operation by the civil 
servants (Al-Khouri, 2013; Government of Malaysia, 2011). Presently, paperless is important in 
attracting government confidence and trust on public universities and becomes the main factor for 
the saving of government expenses besides generating financial sustainability in the country (Manuel, 
Jesus, Maria & Francisco, 2013). Thus, emphasizing on the acculturation of the paperless practice by 
each of the public university staff is of meaningful importance (Adzmi & Mohd Yahya, 2013). This 
valuable culture drives the employees contributing towards the public universities better 
performances finally. 
 
It has been revealed that faster transfer of data and information within the organization could be 
succeeded by the practice of paperless such as the use of e-filing (Anna & Yusniza, 2010). It promotes 
an effective and efficient human capital who is able to perform the job to attain the organizational 
goal. Obviously, e-filing motivates individual employee for mutual benefits with other co-workers 
which he/she is responsible to share the information and data within the time needed. Another 
benefit of paperless such as the elimination of the use of large space for storage (Brusco, 2011) that 
leads to the cost elimination. Meaning that there is no financial burden of purchasing file cabinet 
furniture and providing additional rooms for traditional file and paper storage (Anna & Yusniza, 2010). 
Importantly, the issues of high expenditure of paper usage and wastage of paper-based works in a 
UA working environment may be solved through the practice of paperless. By realizing the roles of 
paperless practice in succeeding the organization, hence, it is a must to earlier investigate how the 
paperless practice can be developed and promoted. However, the theory of reasoned action by 
Fishbean and Ajzen (1975) has emphasized that the behavioural intention is the foundation for the 
actual action taken by the individual and Davis (1989) furthermore, in his Technology Acceptance 
Model theory explains that the identification of determinants of the use of technology that lead to 
behavioral intention should be highly prioritized. Both theories are seen suitably can be applied in 
the context of paperless research. Thus, this study focuses on the intention towards paperless among 
the UA staff, which this can be realized by some potential determinant factors that exist in the UA 
currently. 
     
Recently, research (Barker, Fiedler & Johnson, 2008) has raised out the scenario about the university 
staff who are not desirable to fully use the technology facilities that give the benefits for paperless 
processes when performing their work activities. The reason being they may have less understanding, 
ability and confidence in the use of such technology or having small concern about the practice of 
paperless. As a result, they maintain to use traditional methods and approaches in operating their 
works. This finding should be given a serious concern if the similar scenario continuously exists in 
today’s working environment at our UA. Another issue of paperless in UA which relates to a specific 
concern about how far the academicians in Malaysia are associated with technology development as 
implemented in e-journals and how much they intend and apply e-journals in taking the action to 
uphold the paperless process (Arzmi & Mohd Yahya, 2013). This specific concern would be caused by 
the problem of low perceptions on the ease of use of technology and the usefulness of technology in 
applying e-journals among academicians. Basically, the features of those scenarios can actually 
influence the government's desire from its agencies as well as universities to uphold the 
transformation program towards electronic government (e-government) which is a foundation for 
successful government paperless (Azman, 2012). 
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In the literature on e-government and paperless process mainly related to the service sector, 
researchers have examined that information technology (IT) support and management support are 
part of the significant predictors to promote the intention towards paperless (Mahmood et al., 2001; 
Obeidat, 2015; Thatcher et al., 2002). Therefore, based on the problems and importance of those 
three variables in the UA working environment, this study performs a study on the relationship 
between IT support, management support and intention towards paperless. Moreover, the 
contributions of IT support and management support to intention towards paperless still unclear 
since little study investigates on this relationship mainly when they involve those three variables as 
well as when it studies on the Malaysian UA perspective. However, for the first part of the evaluation, 
this paper desires to discuss a pilot test in the context of UA in the middle region of Malaysia. The 
aims of pilot test performed in this study are to examine the reliability of the instrument used. 
However, conducting content and face validity is also being considered to support the pilot test. Thus, 
the determination of the instrument is based on IT support and management support that represent 
independent variables and intention towards paperless as the dependent variable. This paper will be 
organized as follows; next a discussion of the methodology, then results of validity, reliability and 
frequency tests, and lastly conclusion is provided. 
 
Methodology 
Basically, this article focuses on a pilot test of the study as considered an earlier stage of research 
that involves small samples of UA staff. The sample was chosen based on the simple random sample. 
Usually, a few sample sizes selected for the pilot test which is about 15 to 30 respondents and can be 
added more when there are some cases happened from the test (Malhotra, 2010). Thus, this study 
distributed about a total of 30 copies of questionnaires to the UA staff in the middle region of 
Malaysia. From that, 23 were responded and received. Out of that, 3 were not completely filled in 
and so that, they are excluded from analysis. 
 
According to Sekaran and Bougie (2016), the most practical measures are the analysis for the inter-
item uniformity reliability and the most familiar test is Cronbach’s Alpha coefficient. Thus, this study 
conducted Cronbach’s Alpha test to determine the coefficient value for the reliability of the items 
employed. The coefficient value basically explains the degree of internal consistency of the answered 
questions responded by the selected respondents within a certain period of times. The data were 
collected and analysed by using SPSS for windows. Importantly, before an analysis of reliability, this 
study initially conducted a content validity test by giving the draft of instrument to experts such as 
academicians and practitioners for their comments and corrections. Then, it was also forwarded to 
the distinctive respondents to ensure their understanding and capability in answering each of the 
questions. All the procedures until analysis work were completed within the periods of two months 
in January and February 2018. 
 
Instrumentation and Measurement of Variables 
This study used the questionnaire which gave the respondent the opportunity to make a choice for 
the answer. Basically, the items used in the questionnaire were measured based on respondents' 
perceptions. In accordance with such items, the Likert scale measurement technique is very suitable 
and reliable to be used in the questionnaire (Miller & Salkind, 2002; Zainudin, 2010). It is understood 
that many social science research instruments use this technique as it provides the respondents with 
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the opportunity to choose their choices freely and sincerely based on rational feelings. Therefore, 
this study determined the measurement of instrument involving all dependent and independent 
variables using the type of 5-point Likert scale. The advantages are these scales have many choices 
as well as preventing respondents to determine their answers based on improper cognitive loading 
(Churchill & Peter, 1984; Cavana et al., 2001; Hair et al., 2013). Subsequently, in order to obtain 
meaningful results from the given feedback and the reliability of the scale most likely, the Likert 5-
point scale is well-known (Churchill & Peter, 1984). 
 
Furthermore, the 5-point scale is well employed as the respondents are able to demonstrate their 
best choice in addition, the scores can produce slightly higher mean scores than the highest possible 
score. Also, there will be very small differences between scale formats in terms of variation in mean 
(Dawes, 2008). More specifically, a 5-point scale uses a midpoint that can improve the quality of data 
obtained and reduce respondents' tendencies to make biased choices (Krosnick & Fabrigar, 1997) 
since they are not forced to respond more positively or negatively. The middle point in a 5-point scale 
is very useful for respondents make a choice by choosing this point when they are uncertain. The 
choice for this midpoint is needed, especially when the topic of the question is highly sensitive. 
 
Consequently, this study employed the variables of IT support, management support and intention 
towards paperless which they are single-dimensional based. Therefore, there are three parts of 
questions constructed in the questionnaire; for the section B, it is a set of nine questions that used 
to measure the perceived IT support and management support in influencing individual staff’s 
intention towards paperless. Some of the questions used for IT support such as “a specific person (or 
group) is available for assistance with hardware and software difficulties” and “specialized instruction 
and training concerning software is available to me”. Meanwhile, the example of management 
support questions used are “management is aware of the benefits that can be achieved with the use 
of technology” and “management always supports and encourages the use of technology for job 
related work”. In section C, it contains seven items that relate to the measurement of the intention 
towards paperless based on individual unit of analysis. Part of the items are “if a paperless system is 
installed at my university, I am willing to use it” and “I am looking forward to use a paperless system 
in the future”. Before that, section A consists of questions that ask respondents’ profiles. Basically, 
this study prioritized on the appropriate items in the survey in order to yield the accurate answers to 
the research questions and achieve the research objectives. Besides, for the survey, the reactive 
questionnaire was excluded because it gives a low response rate (Sekaran & Bougie, 2016). 
 
Results Of Validity And Reliability Tests  
 
Content and Face Validity 
 
This study conducted a content validity test to evaluate how far the relevancy and the 
representativeness of the elements within a measurement procedure will be used to measure a 
construct.  It is consistent to Hair et al. (2013) and also Sekaran and Bougie (2016) explained that 
content validity is strongly required for the pre-test of the instruments that consists the activity of 
revisions, checking and judgements from respondents who have relevant character and/or group of 
specialists about the accuracy of the items selected to explain a right variable. In relation to that, this 
study has selected individual specialists from a well-known research university in Malaysia to assess 
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the distributed instrument. This is to ensure the items used are really appropriate and adequate to 
measure the constructs of the study. Besides, the checking also will make the items clearer to be 
understood by the respondents. Hence, some corrections and modifications of some items’ words 
and sentence styles were performed. Basically, this study took about three weeks to finish the 
content and face validation tests. By having the correct content and face validity results, the trusted 
version of the instrument was able to be completely amended for the use in the next test of a pilot 
study. 
 
Reliability Test 
Reliability refers to whether or not the researcher is able to have the consistent answer by employing 
an instrument to measure something once and more. In easier terms, reliability is about how far the 
research method produces stable and consistent results (Gorondutse & Haim, 2013). Thus, this study 
evaluated the internal consistency of the measurement procedure which was often performed by the 
previous researchers in testing the instrument reliability. Basically, the frequently value concerned 
for testing of reliability in validating the inter-item consistency is Cronbach’s Alpha coefficient 
(Sekaran & Bougie, 2016). Analysis of instrument reliability of this study by using SPSS for windows 
yielded the results with high values of Cronbach alpha coefficient ranging from 0.728 to 0.953 (See in 
the Table 1). These results were in-line with the rule of thumb that an instrument with a coefficient 
of 0.70 and more indicates a high reliability standard of measurement (Nunally, 2010; Hair et al., 
2013; Sekaran & Bougie, 2016).  Actually, this study proved that measurement procedures used for 
the constructs have a similar high reliability level that yielded by the same measurement procedures 
of previous researches as utilized in Davis (1989), Venkatesh (2000), Venkatesh & Davis (2000) and 
Obeidat (2015). Obviously, as mentioned by the above recognized scholars concerning the reliability 
level guideline, this study found that all the constructs are reliable. 
 

Table 1. Reliability Test Using SPSS Version 2.0 for Windows 

Constructs Number of items Cronbach’s Alpha 

IT support 4 0.728 

Management support 5 0.901 

Intention towards paperless 7 0.953 

 
The reliability of the above constructs are contributed by the respondents’ answers who mainly have 
been in service between five to ten years as depicted in Table 2. This indicates that most of the 
university staff are seniors who are sincerely willing to share their perceptions of the IT support, 
management support and their intention towards paperless. With regards to the respondents with 
higher academic qualifications, Diploma levels and below have high percentage, 80% which testifies 
that diploma holders are eager to participate in the pilot survey compared to others. It is found that 
they have been recruited not only for the highest position in group B (e.g., Assistant Administrative 
Officer, Technical Assistant and Executive Officer) but some of them have accepted the position in 
group C (Clerical levels). Most of the staff in the survey is permanently working at a university and 
analysis shows that the majority (80%) of the respondents have ICT experience at medium level. 
 
 
 



International Journal of Academic Research in Business and Social Sciences 

Vol. 8 , No. 6, June 2018, E-ISSN: 2222-6990  © 2018 HRMARS 

1150 
 

Table 2. Demography of Respondents (N = 20) 

No. Items Frequency Percentage (%) 

1 Gender 
- Male 
- Female 

 
10 
10 

 
50.0 
50.0 

2 Higher Academic Qualification 
- Doctorate 

- Master Degree 
- Bachelor Degree 

- Diploma 
- Others 

 
1 
1 
2 

10 
6 

 
5.0 
5.0 

10.0 
50.0 
30.0 

3 Department 
- Faculty 

- Non-Faculty/ Other 
Departments 

 
3 

17 

 
15.0 
85 

4 Position 
- In Group A 
- In Group B 
- In Group C 

- Others 

 
4 

11 
5 
0 

 
20.0 
55.0 
25.0 

0 

5 Status of Appointment 
- Contract 

- Permanent 
- Temporary 

 
6 

13 
1 

 
30.0 
65.0 
5.0 

6 Year of Service 
- Less than 5 years 

- 5 – 10 years 
- More than 10 years 

 
6 

11 
3 

 
30.0 
55.0 
15.0 

7 Information Communication 
Knowledge 

- High 
- Medium 

- Low 

 
 

3 
16 
1 

 
 

15.0 
80.0 
5.0 

 
 
Conclusion  
In disclosing the “go green” motto through the e-government agenda in a highly challenging work 
environment of UAs, the participation of UAs staff become the main determinant especially when 
they have awareness and intention to take the necessary actions such as paperless based activities. 
In particular, the intention towards paperless should be strategically exist between the UAs staff 
through their strong belief on the benefits and advantages of practicing paperless. This must be 
actively promoted, and it is found that IT support and management support have received significant 
attention as important predictors in influencing intention towards paperless. One of the main roles 
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of IT support and management support is to lead the use of technology and further, foster the 
intention towards paperless among the staff. 
 
The main objective of this study is to conduct a pilot test. This study employed a Likert scale data 
during the pilot study. The evaluations of content and face validity as well as the reliability of the 
instrument become the main activities to ensure the actual survey can be proceeded. In content and 
face validity process, this study seeks for the acceptance of specialist views to get the most acceptable 
version of the instrument. Moreover, the reliability test found that all the items were reliable by 
having high values of Cronbach’s Alpha that were above the benchmark of 0.70. Showing that all 
items are acceptable and free of deletion for the actual survey.  
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