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four independent variables while at the same time testing the effect of 
mediation. Multiple regressions enable the researcher to determine the 
overall fit (variance explained) and the relative contribution of each of the 
predictors to the total variance explained (Field, 2017). The proposed path 
model of the study was verified using the linear regressions as it produced 
the coefficients and quantifies the goodness of fit of the model. To pursue 
the empirical confirmations on factors (Performance Expectancy, Effort 
Expectancy, Social Influence, behavioural Intention, and Facilitating 
Conditions) influencing the Actual ERP Usage of ERP users, the path model 
of the study led to the development of 5 hypotheses. All the hypotheses 
tested was accepted which indicated a significant relationship exist between 
the variables and the effect of mediation was tested.

Behavioural Intention as a Mediator

Mediation effect is a causal sequence or also known as a domino effect 
where one variable affects a second variable that, in turn, affects a third 
variable. Since behavioural intention will act as a mediating variable, the 
study employed the use of path analysis with 4 steps method as stated by 
Baron & Kenny in 1986 (Portland State University, 2018). Following the 
steps suggested by Baron & Kenny (1986) to test for the effect of mediation, 
below are the results of the regression analyses.

Step 1: Conduct a simple regression analysis with Performance 
Expectancy, Effort Expectancy, and Social Influence predicting Actual 
ERP Usage.

a)	 Ŷ1 = α + β1 (Performance Expectancy) + ɛ
b)	 Ŷ1 = α + β2 (Effort Expectancy) + ɛ
c)	 Ŷ1 = α + β3 (Social Influence) + ɛ

Where, “Ŷ1” is the projected value for ERP users’ Actual ERP Usage, 
“α” is the estimate of the Y – intercept, “β” is the slope of the regression 
line, and “ɛ” represents the errors of prediction.
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Social Influence Social influence will have a significant 
posit ive inf luence on the user ’s 
behavioural intention to accept the 
ERP system.

There is a significant positive 
relationship between social 
influence and behavioural 
intention.

Facilitating 
Conditions

Facilitating conditions will have a 
significant positive influence on the 
user’s actual usage of the ERP system.

There is a significant positive 
relationship between facilitating 
conditions and the actual usage 
of the ERP system.

behavioural 
Intention

behavioural intention will have a 
significant positive influence on the 
user’s actual usage of the ERP system.

T h e r e  i s  a  s i g n i f i c a n t 
positive relationship between 
behavioural intention and the 
actual usage of the ERP system.
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on the collected data, the regression analysis was conducted to understand 
the cause and effect of the five factors, which were performance expectancy, 
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behavioural intention on actual ERP usage. The function of behavioural 
intention as a mediating variable proved to be crucial as it fully mediated 
the relationship from performance expectancy, effort expectancy, and social 
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influence toward actual ERP usage. Thus, this is why behavioural intention 
was used as the basis of IT adoption models (Venkatesh et al., 2003).

The results showed that most of the respondents agreed that using 
ERP systems helped them improve the quality and productivity of their 
work. The study indicated that performance expectancy had a significant 
influence on behavioural intention (p < .05). The standardised regression 
weight (β = .538) revealed that when performance expectancy increased 
by 1 standard deviation, the ERP user’s behavioural intention will increase 
by .538 standard deviation. Thus, Hypothesis 1 was accepted. This showed 
that the better the ERP system was at improving the user’s work, the higher 
the user’s intention to use the system. ERP users gain more intention to use 
the ERP system when it can attain significant job performance, which could 
potentially lead to many other benefits for the users. Similar results supported 
the findings of this study, such as the studies by Handoko and Prianto (2020), 
Althunibat et al. (2019), Uddin et al. (2019), Cheng (2018), Chauhan and 
Jaiswal (2016), Alsoub et al. (2018), and Samander et al. (2017). 

For effort expectancy, overall, the study found that most respondents 
mildly agreed with the fact that the ERP system was easy to use and 
required less effort. Regarding the variables tested in Hypothesis 2, the 
study found that effort expectancy had a significant relationship with an ERP 
user’s behavioural intention (p < .05), as stated in the regression analysis. 
The standardised regression weight (β = .485) revealed that when effort 
expectancy increased by 1 standard deviation, the ERP user’s behavioural 
intention will increase by .485 standard deviation. Thus, Hypothesis 2 was 
accepted. This showed that effort expectancy did not make any unique 
contribution to the prediction of behavioural intention. This is consistent 
with the studies by Venkatesh et al. (2003), Chauhan and Jaiswal (2016), 
Alsoub et al. (2018), Uddin et al. (2019), Althunibat et al. (2019), and 
Handoko and Prianto (2020). As stated by McIntosh (2019), ERP systems 
have many useful features and allow flexibility with custom adjustments and 
customizations. This will eventually ease the use of the system by its users.

For the social influence dimension, the descriptive statistics indicated 
that most of the users mildly agreed that they were affected by social 
influences such as the encouragement from peers and important people 
to use the ERP system. The regression test showed that the relationship 
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between the two variables was significant (p < .05). The standardised 
regression weight (β = .681) revealed that when effort expectancy increased 
by 1 standard deviation, the ERP user’s behavioural intention will increase 
by .681 standard deviation. Thus, Hypothesis 3 was accepted. This result 
suggested that an ERP user’s intention to use the ERP system was influenced 
by their social environment. When social pressure was inserted into the 
user’s day-to-day environment, they can be encouraged to perform certain 
behaviours. This included the intention of using the ERP system. This is in 
line with the results from previous studies by Uddin et al. (2019), Althunibat 
et al. (2019), Alam et al. (2018), Cheng (2018), Alsoub et al. (2018), and 
Gumussoy et al. (2007), which have indicated that social influence, also 
known as subjective norms, has a great impact on the intention to use the 
ERP system.

The fourth hypothesis highlighted the influence of facilitating 
conditions on actual ERP usage. Based on the results, facilitating conditions 
had a significant positive relationship with actual ERP usage (p < .05). 
The standardised regression weight (β = .334) revealed that when effort 
expectancy increased by 1 standard deviation, the ERP user’s behavioural 
intention will increase by .334 standard deviation. Thus, Hypothesis 4 was 
accepted. This showed that having good facilities and training within the 
organization contributes to increased time usage by the ERP users. Studies 
by Venkatesh et al. (2003), Chauhan and Jaiswal (2016), Wagaw (2017), 
Handoko and Prianto (2020), and Andwika and Witjaksono (2020) have 
shown a significant positive relationship between these two variables. On 
the other hand, studies by Fillion et al. (2012) and Uddin et al. (2019) found 
no significant relationship. A few reasons that have been highlighted are the 
effect of age and experience factors on the use of the ERP system. Based 
on the demographic profiles, the study showed that most of the respondents 
were younger and have little working experience. Thus, they tend to benefit 
more from the factor of facilitating conditions, which eventually increases 
their actual usage of the ERP system. 

For the fifth variable, the study focussed on the relationship and 
influence of behavioural intention on the actual ERP usage. The result from 
this study indicated that behavioural intention had a significant influence 
on the actual ERP (p < .05. The standardised regression weight (β = .417) 
revealed that when effort expectancy increased by 1 standard deviation, the 
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ERP user’s behavioural intention will increase by.417 standard deviation. 
Thus, Hypothesis 5 was accepted. This shows that a higher intention to use 
the ERP system can lead to an increase in the actual usage of the system 
by the users. This shows that the ERP users are more willing to accept the 
system. Based on the past studies from Andwika and Witjaksono (2020), 
Handoko and Prianto (2020), Uddin et al. (2019), Alsoub et al. (2018), and 
Chauhan and Jaiswal (2016), similar results that support the results of this 
study have been shown.

CONCLUSION

Contributions of the Study

This study contributes to various perspectives. From a theoretical 
point of view, the findings from this study could help open new doors of 
opportunity by providing new insights into the user’s acceptance of ERP in 
the Malaysian environment through the lens of the UTAUT. Understanding 
the factors that affect users’ acceptance of the ERP system could prove useful 
because practitioners, vendors, academicians, and researchers could benefit 
from this study by improving the current functions of the ERP system so 
that they can cater to the needs of its users.

From a practical perspective, by referring to the significant factors, 
companies can shift their focus to specific factors to increase the effectiveness 
of ERP implementation. The study found a significant result: actual ERP 
usage is influenced by facilitating conditions within the company and the 
behavioural intentions of the users. This intention is a reaction to the positive 
feelings received by the users through using the ERP system (Venkatesh et 
al., 2003). The intention of ERP users to use the system is then influenced 
by performance expectations, effort expectations, and social influence. High 
performance expectancy indicates that the users appreciate the usefulness 
of using the ERP system since it can increase their productivity and the 
quality of the work they do. Thus, when choosing the right ERP system to 
use, the decision makers need to focus on the available functions that are 
useful for the ERP users, which include providing the users with good quality 
and relevant information and enabling them to exploit the special features 
within the ERP system to the fullest, such as remote access from mobile 
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devices, integration of various departments, third-party interoperability, 
and many more.

Decision makers in the company also need to choose the best ERP 
that promotes ease of use for the ERP users. This can be done through 
preliminary tests and ERP pilot projects that will prove the viability of the 
ERP system used in the company environment. ERP users’ feedback can 
also be collected throughout the post-implementation stage to constantly 
improve and customize the system to increase flexibility and convenience of 
using the ERP system. Next, companies that implement the ERP system must 
create a conducive and comfortable social environment for the ERP users 
that encourages the use of the system. The three mechanisms highlighted 
by Venkatesh et al. (2003), which are compliance, internalization, and 
identification, can be used in the hope of altering the ERP user’s beliefs 
and intentions for using the ERP system, hence making them respond to 
the potential social benefits and pressure that make them accept the ERP 
system. This is because the social environment could play a vital role in 
influencing the ERP user’s acceptance of the ERP system. Thus, the impact 
of social influence on the user’s behavioural intention should also not be 
neglected since ERP users are influenced by the opinions and suggestions 
of the important persons in their lives, such as families, friends, colleagues, 
and the top management, about whether they should or should not use 
the ERP system. Not to mention, due to the importance of the facilitating 
conditions factor, a proper facility, which includes software, hardware, and 
support services, must be available within the company to encourage ERP 
users to use the system better. As a result, companies may need to invest a 
lot of their resources in this area to ensure the ERP system can be supported 
effectively and efficiently.

These practical suggestions do not only apply to the early stages of ERP 
implementation but also to the post-implementation stage. Organizations that 
are struggling with the post-implementation period could use the suggestions 
to improve their current condition. As a result, they know how to achieve 
the benefits, such as more efficient work hours, better execution of the ERP 
service, and reduced costs (Rajasekar & Suresh, 2017). In addition, new 
perspectives can be gained by developing more effective training programs 
for employees to adapt to and accept the system better. Thus, this avoids the 
risk of ERP implementation failure within Malaysian organizations. This 
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can also encourage ERP acceptance among new users who are getting to 
know the system.

Limitations of the Study

This study has several limitations that can be discussed. Firstly, there 
was a limitation in terms of the time constraint while conducting the study, 
whereby the overall duration allocated was around three to four months. 
This has put additional pressure on the researcher due to the short period of 
time. If this study was allocated a more extensive time, more reliable and 
higher-quality research could be produced. Another limitation that can be 
discussed is the accessibility issue. Most of the organizations that had been 
contacted refused to participate in the survey due to confidential issues. 
Thus, most of the organizations in the study were contacted through personal 
connections. Furthermore, due to undisclosed information by the companies 
and ERP vendors, the study could not determine the exact population of 
the study, which forced the study to shift into employing a non-probability 
sampling that contains a slight bias. Furthermore, based on the responses 
collected, the study only received a majority (more than 60%) of responses 
from the accounting, finance, and banking industries, as well as the oil and 
gas industry. As is commonly known, the ERP system has been used across 
various types of industries and departments. Thus, the findings of this study 
might not provide a clearer picture of what is happening in other industries 
in terms of ERP acceptance.

Future Research

There are many opportunities for future research, especially in the 
Malaysian environment. Future research done in the Malaysian environment 
should expand the geographical coverage to other states in the east and 
the west of Malaysia. This can be done by distributing the surveys evenly 
throughout every state or by focusing the research only on a specific 
geographical area (for example, on the east side of Malaysia, which includes 
Sabah and Sarawak). This study was done in the Klang Valley area, which 
has state-of-the-art technology and is occupied by various companies from 
many different industries. Thus, the companies here will have easier access 
to the ERP technology, technical support, and high-speed internet that 
help support the ERP implementation process. Meanwhile, in other states, 
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especially in the areas with lower technology coverage, ERP users may 
have faced several challenges in using the system, which has caused them 
to not accept the system. Conducting research in these areas could provide 
a different perspective on ERP acceptance.

In addition, future research can explore the factors affecting ERP 
acceptance in different industries across Malaysia. This is because every 
industry may differ from one another in terms of the technologies used, the 
working environment, the facilities available, the training provided, and 
other factors. By doing this, the results can have a more in-depth analysis 
of how each predictor of ERP acceptance reacts to a different industry 
environment. Furthermore, some improvements can be made in future 
studies in terms of the targeted responses. Future research should aim 
for a larger sample size since it can increase the accuracy of the findings 
and allow for better interpretation and generalization of the population 
studied. Moreover, future research can explore the study using different 
research methods. Since this study was fully done using the quantitative 
method, new research should try to adopt qualitative or mixed methods 
approaches. Qualitative research enables a deeper analysis of the collected 
data by recording the users’ attitudes, feelings, and behaviours towards ERP 
acceptance. By using this method, the result of the study can be created 
in detail. This is because a comprehensive picture can be built up on why 
certain users react negatively towards the use of the ERP system through a 
simulation of the user’s personal experience. 

CONCLUSION

As all business functions and processes become more complex and are 
directly affected by Industry 4.0, the ERP system has become one of the 
most popular pieces of software used by companies across Malaysia to 
integrate and link various functions such as accounting, inventory control, 
and human resources within the company. The results of this study have 
shed some light on ERP acceptance in the Malaysian environment. Using 
the framework adopted from the UTAUT, this study has identified the most 
significant factors that affect ERP acceptance in the Malaysian environment. 
This factor includes performance expectancy, effort expectancy, social 
influence, facilitating conditions, and the behavioural intention of ERP users. 
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In summary, all the hypotheses tested in this study show a significant result. 
With this output, corrections and advancements can be made in certain areas 
to increase the user’s acceptance of the ERP system. As a result, this can 
contribute to better ERP implementation and effective use of the system, 
which then enhances the performance of the organizations and contributes 
to overall economic growth.
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