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Chief Editor’s Note

The International Journal of Emerging Issues of Management, Accounting and Technology
(IJEMAT) publishes original, empirical, management, accounting, and technology-based
research that demonstrates both academic and practical relevance. As IJEMAT is the one of
the first online journal introduced by Islamic University of Maldives, IJEMAT seeks to publish
emerging issues in the relevant disciplines, empirical papers in the field of management,
accounting and technology. The full explanation of IJJEMAT's mission and scope is available in
the journal website as well as with each published issues.

It is important to note that this is our first issue of the journal. Also, it is our pleasure to publish
the Volume 1, Issue I of the Journal. This issue contains five(5) research papers. The research
papers included in this issue are covering areas of social impact measurements and magasid Al-
shariah parameters for Islamic microfinance using bibliometric analysis, professional accounting
ethics and quality assurance, monetary and non-monetary rewards in association with employee
engagement, brand loyalty and customer purchasing intention, and finally addressing ethical
issues involved in conducting qualitative research, particularly protecting participants identity.

IJEMAT have a very committed and experience editors and reviewing team to ensure that the
submitted papers are carefully evaluated for its relevance and quality as IJEMAT is seeking
to index the journal in popular indexing databases. The team consists of experts from three
relevant disciplines and field. Therefore, the Editorial Board would like to thank the authors
and researchers who contributed to the first volume (Issue 1) of IJEMAT. Also, we express our
sincere gratitude to the advisory board of the [IEMAT, peer reviewers, the Centre of Research
and Publication and Kulliyyah of Economics and Management Studies and all other relevant
department for all supporting hands for their valuable support in the process of publication.
We anticipate critical feedback and constructive suggestions for improving the IJEMAT in the
upcoming issues.

Thank you for considering LJEMAT- International Journal of Emerging Issues in Management,

Accounting and Technology as a publication outlet. The Editorial Board welcomes original
research-based articles and expects your contribution, suggestion, and support for the upcoming
issue.

Assistant Professor, Dr.Zubair Hassan
Editor- in - Chief
Centre for Research and Publications

Islamic University of Maldives
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The Relationship Between Employee
Engagement and Employee Satisfaction
Ainaa Adibah

siti.mazwita@umwales.edu.my
International University of Malaya - Whales

ABSTRACT

Thisstudy investigates how different aspects of employee engagement influence employee satisfaction
in public and private organizations in Kuala Lumpur and Selangor, Malaysia. Focusing on leadership
role, recognition, and internal communication, the research gathered data from 200 respondents
across various industries including finance, manufacturing, healthcare, education, and IT. Using
SPSS for statistical analysis—such as descriptive statistics, correlation, and regression—the study
ensured robust and reliable findings. Results revealed that recognition and internal communication
have significant positive effects on employee satisfaction, while leadership role does not show a
direct impact. These findings suggest that employees value consistent recognition and clear internal
communication more than leadership presence alone. As a result, organizations are encouraged to
implement structured recognition initiatives (like awards or praise) and improve communication
channels (such as newsletters, town hall meetings, and feedback platforms). Additionally, leadership
development should focus on enhancing recognition and communication skills. However, the study
is limited by its geographic scope and sample size, which may not represent the broader Klang
Valley region. Challenges in online data collection also affected the study. Despite these limitations,
the research provides actionable insights into key drivers of employee satisfaction within Malaysian

organizations.

Keywords: Employee Engagement, Employee Satisfaction., Internal Communication, Leadership

Role, Recognition

INTRODUCTION few employee engagements are required to lead to

Employee satisfaction is a critical issue that employee satisfaction. Employee engagement is

initiates employee performance, achievement, and directly tied to the accomplishment ofany company

consistency throughout their job. It was found that since disengagement leads to a lack of motivation

globally 74% of employees claim to be satisfied and engagement among employees. It has been

with their jobs but among that percentage, only consistently connected to beneficial job-related

20% of employees are passionate about their jobs
(Job Satisfaction Statistics, 2023) and it was found
that the global statistic of employee engagement
slightly dropped to 60% compared to the previous
year with 70% (Stange, 2020). A few factors
affecting and contributing most to employee
satisfaction globally are work-life balance, positive
company culture, and benefits. It is discovered that

results, such as employees’ motivation to do their
tasks, which will lead to employee satisfaction.

Research Problem

Employee engagement has become a main
concern for employers in organizations of a variety
of industries. It has been discovered that there is
a significant decline in employee engagement
globally with the overall percentage of engaged
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employees standing at 36%. Further, low employee
engagement is caused by not enabling them to
connect to their work. As mentioned above, it was
found that the engagement of employees globally
dropped slightly in 2022 to 60% compared to 2021
where it stood at 70%. This means that Malaysia
is included in the disengagement of employees
in the current year. Employee involvement in
engagement activities is a serious issue in Malaysia,
with only 11% of employees participating, 8% not
participating, and the remaining 81% participating
less in the recent year (Mustaffa, 2022). From the
findings above, it can be concluded that there are
several employee engagement contexts that lead to
employee dissatisfaction. Hence, this research is
developed to investigate:

e the lack of leadership integrity leads to low
employee satisfaction

e the poor internal communication leads to poor
employee satisfaction

e the low employee recognition by employers
leads to poor employee satisfaction

Research Significance

Employee engagement is essential to retain
employees and is a vital component of employee
satisfaction since disengaged employees are more
likely to leave their jobs. As employee engagement
is influenced by many factors, this research will
be a benefit for every employer who manages a
business in Malaysia. This will help the employer
to determine the relationship between employee
engagement and its factors towards employee
satisfaction, it appeared that engagement enables
bringing more empathy, enthusiasm and a better
consideration between employees and employers.
Furthermore, engaged and satisfied employees
are more likely to be motivated, committed, and
productive, contributing positively to the company's
bottom line. Insight into this relationship can help
businesses create better workplace environments,
which are crucial for attracting and retaining top
talent. High levels of engagement and satisfaction
reduce turnover rates and associated costs. More

than that, there are a lot of journals written on
employee engagement and employee satisfaction.
However, this study is found lack in the area of
Malaysia business. Therefore, this research will
contribute to adding knowledge of employee
engagement and satisfaction in Malaysia's private
and public organizations.

Research Scope

The study involved 200 respondents drawn from
a variety of industries, including but not limited
to technology, healthcare, education, finance, and
manufacturing. This diverse sample will ensure a
comprehensive analysis that can be generalized
across different sectors. Data is collected using an
online survey distributed through Google Forms.
To reach a broad and diverse audience, the survey
link is distributed via social media platforms
such as Facebook, LinkedIn, and Twitter, as
well as through messaging apps like WhatsApp.
This approach facilitated the collection of data
from respondents across different age groups,
industries, and geographic locations. The study is
conducted over a period of 4 months. This timeline
includes time for survey design, distribution, data
collection, data analysis, and the preparation of the
final report.

Research Objectives

e To examine the impact of leadership on

employee satisfaction.
e To investigate the relationship between
recognition and employee satisfaction.

e To explore the role of internal communication
in influencing employee satisfaction.

REVIEW OF LITERATURE

To help establish what is already known about
the topic, the definitions, theories, models, and
findings from previous studies that within 5 years
are being reviewed. This foundation is crucial
for understanding the current state of Malaysia's
employee engagement and employee satisfaction,
particularly in Selangor and Kuala Lumpur area,
and also to identify gaps that the new research can
address.
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2.1 Employee Satisfaction

Hawthorne study by Elton Mayo in the late 1920s
and early 1930s at the Western Electric Corporation
Hawthorne facility in Chicago led to the initial
development of the idea of employee satisfaction,
which showed that employee emotions might
affect their behavior at work (Djoemadi, 2019).
Employees enter an interactive phase when they
participate in their job, which includes difficulties,
inspiration, and pride. Employee satisfaction is
mostly influenced by the interaction mode of their
job engagement (Kanika Garg, 2017). Employee
satisfaction is one of the antecedents of employee
engagement and it refers to the positive or negative
characteristics of an employee’s attitude towards
their job. Highly engaged employees have a strong
sense of belongingness with the organization, and
employee turnover intention will be low (Bahani,
2013). Based on (Cheng, 2015) satisfaction survey
of the firms under the Conference Board in the
United States, around 48% of the employees in
the country show that they are satisfied with their
jobs. Dissatisfied have lower productivity, poor
performance and job stress in the organization
and they will not feel motivated towards the
organization. A recent study by (Nadia Abdelhamid,
2023) found that work engagement significantly
improves employee productivity and performance.
The study highlights that employees who are
highly engaged—exhibiting traits like vigor,
dedication, and absorption—are more likely to be
productive and perform well. This engagement
is strongly linked to job satisfaction, which in
turn positively impacts organizational outcomes,
including reduced turnover and enhanced overall
performance.

2.2 Leadership

Defining the term leadership has proven to be
a difficult endeavor for scholars and researchers
alike since there is a wide variance in the concept
of leadership. According to Gary (Yukl, 2020), the
term "leadership" was adapted from ordinary usage
and incorporated into the technical vocabulary of a

scientific field. As a result, it has extra connotations
that affect its meaning. (Stogdill, 1974) remarked
on this leadership research, noting that there are
nearly as many definitions of leadership as people
trying to define it. However, one component that
can be seen in all definitions is that it has to do
with a person's capacity to influence the behaviors
of followers or other people (Nidadhavolu, 2018).
The relationship between leadership and employee
satisfaction can be complex and multifaceted,
and
interpretations of leadership. Leadership can
influence the behavior of others. Leaders who

especially given the varied definitions

can positively influence their followers' attitudes
and behaviors often contribute to higher levels
(Charles, 2015).
This influence can manifest in various forms,

of employee satisfaction
such as providing clear direction, recognizing
and rewarding achievements, and supporting
professional development.

2.3 Recognition

Employee motivation would increase if their
employers valued them in addition to compensating
them. Employees will be more motivated if they are
well-recognized by their managers. Recognizing
employees’ contributions to the organization mean
that the employers are valuing and recognizing
them as it is important in a business (Hussain, 2019).
Employee recognition, according to (Odunayo,
2022), focuses on the workflow of the employee,
particularly the creativity, innovation, and constant
development they offer to their working practices.
When people feel valued for their knowledge,
abilities, skills, and the way they carry out their
duties and resolve issues, they exhibit this sort
of recognition in the workplace. Recognition is
monetary-based and can be non-monetary as both
are used to recognize employees. The relationship
between recognition and employee satisfaction is
rooted in the positive effects that recognition has
on employees' motivation and well-being. When
employers acknowledge and value their employees'
contributions, it leads to increased motivation and
job satisfaction (Hassan, 2017). Recognition can
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be both monetary (such as bonuses or raises) and
non-monetary (such as praise or awards). This
acknowledgment makes employees feel valued
for their skills, knowledge, and efforts, which
enhances their satisfaction with their job and the
organization.

2.4 Internal Communication

Organizations’ capabilities are a result of their
social organization-based character. Since it will
increase employee satisfaction and productivity by
employing verbal and non-verbal communication,
organizationsmustcomprehendthatcommunicating
with employees is a vital success element by
employers and organizations as it is an enabler of
providing support to employees for engagement
(Jacobs, 2016). Internal communication aims to
update employees regarding the organization’s
goals and policies and assist them to know their
merits. Besides, it also facilitates decision-
making, socialization, problem-solving, and task
management. Relationships between groups of
people and organizations are essential for their
existence and operation, and managers should
strive for a good relationship with their employees
as a result of healthy internal communication
(Vora, 2017). Employee job satisfaction is vital
since it has a direct impact on the productivity and
performance of the business. Thus, employers must
ensure that their employees receive and comprehend
their information. Effective communication helps
employees understand organizational goals and
policies, which can enhance their engagement
and satisfaction. By providing verbal and non-
verbal feedback, organizations can better support
their employees, which contributes to increased
satisfaction and productivity (Jeremiah Rogito,

2023) .

2.5 Job Characteristics Model Hackman and
Oldham — Leadership variable

The relationship between employee engagement
and employee satisfaction is supported by several
underpinning theories. Job Characteristics theory
suggests that specific job characteristics can lead to

higher satisfaction and engagement by enhancing
meaningfulness, responsibility, and knowledge of
results (J. Richard Hackman, 1976). This seminal
paper outlines the theory, which proposes that five
core job characteristics (skill variety, task identity,
task significance, autonomy, and feedback) affect
three critical psychological states, leading to
various personal and work outcomes, including job
satisfaction and engagement.

Job characteristics model Hackman and Oldham

Core job

Characteristics Critical Personal and
Psychological States Work outcome
Skill variety —
Experienced High internal
Task identity meaningfulness of Motivation
R the work
Task significance High
Satisfaction
Experienced
| Autonomy |_‘ Responsibility
Knowledge of High work
results moderated Quality
by employee Low
Absenteeism
and Turnover
I— Relationship are
moderate by employee
Growth need strength

Figure 1 Job Characteristic Model Hackman and Oldham (1976)

The Job Characteristics Theory (JCT) relates to
the leadership variable by emphasizing the role of
leaders in designing and enriching jobs to enhance
employee motivation, satisfaction, and engagement.
Leaders influence how job characteristics such
as autonomy, feedback, and task significance are
structured within the organization. By fostering
an environment where these characteristics are
present, leaders can create more meaningful and
responsible work experiences for employees.
Effective
receive adequate feedback and have a clear

leadership ensures that employees

understanding of their roles, thereby enhancing
job satisfaction and engagement. Additionally,
leaders play a critical role in communicating the
significance of tasks and aligning them with the
organization's goals, further motivating employees
and making their work feel more purposeful. This
theory provides a framework for understanding
how specific job features contribute to positive
work attitudes and behaviors (Griffin, 2014).
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2.6 Social Exchange Theory — Recognition

variable

This theory posits that positive interactions
between employees and employers, such as
recognition and support, foster a reciprocal
relationship,  increasing  satisfaction  and
engagement. Social Exchange Theory is a concept
in social psychology and sociology that explains
social interactions in terms of exchange processes.
It posits that individuals engage in social behavior
with the expectation of receiving rewards or

benefits and avoiding costs or punishments.

Benefit provided to a
target in exchange

Target provides benefits to

High quality exchange
relations. another party of exchange

Casts borne by a taget in
exchange

Low auality exchange
relations

Targe does harm 1o
another party of exchange

Figure 2: Social Exchange Theory by George Homans (1961)

In George Homans' Social Behavior: Its
(1961),
Theory is articulated through the lens of economic

Elementary Forms Social Exchange
principles applied to social interactions. Homans
proposes that social behavior is fundamentally
a form of exchange where individuals seek to
maximize rewards and minimize costs. Homans
argues that social behavior can be understood as
an exchange process. People engage in interactions
with the expectation that their actions will be
reciprocated in some form, whether through
tangible rewards (like money or goods) or intangible
rewards (like approval or affection). In summary,
Homans' Social Exchange Theory highlights that
social behavior is driven by the pursuit of rewards
and the avoidance of costs. Recognition plays a
key role in this exchange process as an important
form of social reward, influencing how individuals
interact and adjust their behaviors based on social
feedback (Bimal Chandra Nayak, 2020).

2.7 Maslow’s Hierarchy of Needs — Internal

Communication variable

This theory implies that meeting employees'
needs, from basic to self-actualization, leads to
satisfaction and engagement. Maslow’s Hierarchy
of Needs is a psychological theory proposed by
Abraham Maslow, which outlines a tiered model of
human needs. The theory suggests that individuals
are motivated by a hierarchy of needs, starting from
basic physiological requirements and advancing
to higher-level psychological and self-fulfillment
needs (Maslow, 1943).

actualization:
achieving one's
full potential, including
creative activities

Esteem needs:
prestige and feeling of accomplishment

Belongingness and love needs:
intimate relationships, friends

Safety needs: security, safety

Physiological needs: food, water, warmth, rest

Figure 3: Maslow's Hierarchy Needs (1943)

Internal communication refers to the exchange
of information and messages within an organization
or group (Downs, 2020) . It encompasses how
information is shared, how feedback is given,
and how employees interact with one another.
Effective internal communication helps address
physiological and safety needs by ensuring that
employees are well-informed about their roles,
company policies, and safety procedures. Clear
communication can alleviate concerns related to job
security and organizational stability (Katzenbach,
2021). For love and belongingness needs, internal
communication fosters a sense of community
and connection among employees. Open and
supportive communication channels contribute
to a collaborative work environment, helping
individuals feel valued and included (Welch,
2020). Maslow’s Hierarchy of Needs and internal
communication are interlinked in that effective
communication within an organization supports
the fulfillment of the various levels of needs
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outlined by Maslow. By addressing basic needs
and facilitating belongingness, esteem, and self-
actualization through thoughtful communication
practices, organizations can enhance employee
satisfaction, engagement, and overall performance
(Gillis, 2022).

2.8 Theoretical Framework

Leadership role in
Employee Engagement

Employee
Satisfaction

Recognition within
Employee Engagement

Internal Communication within
Employee Engagement

Figure 4: Theoretical Framework

Figure 4 above is the theoretical framework,
displaying leadership, employee recognition and
internal communication as the predictor variables,
and employee satisfaction as the outcome variable
for this study. This framework has been developed
by relating to a few research studies from Job
Characteristic Model Hackman and Oldham (1976),
Social Exchange Theory by George Homans (1961)
and Maslow's Hierarchy Needs (1943) - that help
understand and support the hypotheses about the
relationships between leadership roles, recognition,
internal communication, and employee satisfaction.

The hypotheses are grounded in these theories.
They collectively suggest that when employees
experience supportive leadership, recognition, and
effective communication, they are more likely to
feel satisfied and fulfilled in their roles:

HI: Positive relationship between leadership roles

and employee satisfaction

H2: Positive relationship between recognition and

employee satisfaction

H3:

communication

Positive  relationship  between  internal

and  employee  satisfaction

3.0 MATERIALS AND METHODS

Primary data was used for this research study
due to its reliability and accuracy. A questionnaire
was utilized to collect the data, surveys, interviews,
focus groups, and direct observation can be used
to collect data. Compared to secondary data, it has
higher reliability and accuracy. A questionnaire
or survey was utilized to accumulate the data for
this study, which is used to quantitatively define
particular characteristics of a particular group.
Primary data collection methods are easier to
analyze and result in the collection of accurate data.

3.1 Questionnaire Development and Validity

This part consists of the development of
questionnaires for each variable as well as the
outcome variable and newly developed questions
are displayed in the last part of this section.

3.1.1 Leadership Role in Employee Engagement

Instruments for the first variable were adopted
from (Makera, 2018) consisting of 12 items used to
measure leadership roles in employee engagement
as shown in Table 1.

Table 1: Questionnaire Items for Leadership Variable

References

(Makera, 2018)

Variables Questions/Items Description

Leadership Leaders treat each subordinate as an
individual with different needs, abilities,

and aspirations

Our leaders talk about the importance of

mutual trust among members

Our leaders behave in a way that is
consistent with the ideals and values he

or she espouses

Our leaders talk with conviction about

his/her values and ideals

Our leaders make personal sacrifices
and go beyond self-interest for the
benefit of the organization

Our  leaders  question traditional
assumptions and beliefs about the best

way to do things

Our leaders provide me with asgistance

in exchange for my effort

Our leader expresses satisfaction when I
meet the expectation

Our leaders spend time teaching and
coaching

Our leader’s express confidence that

goals will be achieved

Our leaders heighten my desire to

succeed

Our leaders increase my willingness to

try harder
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3.1.2 Recognition within Employee Engagement

Instruments for the second variable were
adopted from (Wambui, 2019) consisting of 8
items used to measure recognition within employee
engagement as shown in Table 2.

Table 2: Questionnaire Items for Recognition Variable

Variables Questions/Items Description References

Recognition The organisation provides bonuses based (Makera, 2018; Wambui,
on its achievement in every financial 2019)
year.

Tangible rewards given to employees
improves performance

A personal “Thank You” note from the
management satisfies your being in the
organisation

Generally, I am satisfied with my reward
package in the crganisation

Reward systems in the organisation
support my ability to deliver high
performance

Reward with special recognition by top
management  during  meetings s

appreciated

I am made to feel that [ am an important
part of the company through rewards

The company’s benefits meet my needs

3.1.3 Internal Communication within Employee
Engagement

Instruments for the third variable were adopted
from (Cui¢ Tankovi¢, 2022) consisting of 6 items

used to measure internal communication within
employee engagement as shown in Table 3.

Table 3: Questionnaire Items for Internal Communication

Variable
Variables Questions/Items Description References
Internal The company has regular employee (Cui¢ Tankovié et al,

Communication appraisals where people discuss what  2022)

the employees want

Managers  interact formally and
directly with employees to find out
how to satisfy employees
Managers respect employees”
suggestions and remarks
I am happy with the communication

with my colleagues and managers

The information I obtained from the

organisation is reliable

Internal  communication in  the

organisation encourages productivity

3.1.4 Employee Satisfaction

Instruments for the outcome variable were
adopted from (Zikouridis, 2015) and (Cui¢
Tankovi¢, 2022) consisting of 7 items used to

measure employee satisfaction as shown in Table

4.

Table 4: Questionnaire Items for Employee Satisfaction

Variable

Variables
Employee

Satisfaction

Questions/Items Description

References

The amount of personal growth and (Zikouridis, 2015)

development I get in doing my job

The feeling of worthwhile
accomplishment I get from doing my job

1 received feedback on how I am doing  (Cuié
my task 2022)
1 am satisfied with my current job

1 am happy with my relationship with

my colleagues and managers in the
organisation.

I am satisfied with the career
opportunities I have in the company

I'm satisfied with the amount and
quality of information 1 get about the
strategy and purpose of the company’s

business

3.1.5 Newly Developed Questionnaire

Table 5: Newly Developed Questionnaire

3.1.5 Newly Developed Questionnaire

Tankovié¢ et al,

Section A - Demographic

Variables

Questions/Items Descriptions
Gender

Age

Education Level

‘Working Experience

Position Level

References

(Makera, 2018)

Section B — Leadership Roles

Leadership

Leaders treat each subordinate as an individual

with different needs, abilities, and aspirations

Leaders behave in a way that is consistent with

the ideals and values he or she espouses

Leaders assist in exchange for our efforts, such

as teaching and coaching

Leaders express their satisfaction when I meet
the expectation

Leaders express confidence that goals will be
achieved

Section C - Recognition

Recognition

The organisation provides bonuses based on its
achievement in every financial year
Tangible rewards given to employee improves

performance

Reward systems in the organisation support my
ability to deliver high performance

T am made to feel that I am an important part of
the company through the rewards

Generally, I am satisfied with my reward

package in the organisation

(Makera, 2018)

(Makera, 2018;
Wambui, 2019)
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Section D — Internal Communication

Managers respect employees’ suggestions and (Cui¢ Tankovié
etal, 2022)

Internal

Communication remarks

I am happy with the communication with my

colleagues and managers

Internal communication in the organisation

encourages productivity

Managers interact formally and dircctly with

employees to find out how to satisfy employees

The company has regular employee appraisals

where people discuss what the employees want

Section E — Employee Satisfaction

Employee

Satisfaction

I am satisfied with my current job (Zikouridis,
T am satisfied with the career opportunities Thave 2015; Cui¢
Tankovié et al,

2022)

in the company

1 received feedback on how I am doing my task

T am satisfied with the amount and quality of
information I received about the strategy and

purpose of the company’s business

I received the feeling of worthwhile
accomplishment I get from doing my job

3.2 Target Population

According to the Department of Statistics
Malaysia, in February 2023, the number of
employed people continued to rise by 0.2 per cent
and recorded 16.19 million people were employed.
In this study, Krejcie and Morgan’s (1970) sample
size will be used to determine its sample size based
on the statistics of population-employed people in
the Klang Valley area. Moreover, this study will
focus on the public and private organizations from
various industries in the Klang Valley area where
the number of people employed in that industry
is approximately 9 million people employed
for both private and public, hence, the target
population will be around 200 — 300. The number
of responses gained, not necessarily the number
of questionnaires handed out, is reflected in the
sample size.

3.3 Sample Size and Sampling Method

To facilitate the process of results generalization
easier, the selected group or units must possess
attributes with the whole target population
(Wambui, 2019). Therefore, the sampling method
will depend on it, which includes probability
sampling and non-probability sampling. These
two sampling methods include certain appropriate
methods for the research study. The sample size,
therefore, is 213 respondents based on the sampling

techniques with a probability of incomplete or
damaged results of 50.

4.0 FINDINGS

This section defines the outcomes of the
survey and the techniques used to analyze them.
The sample size and results of the survey are
reported. Data was collected from 213 respondents
using Google Forms. The demographic data of
the respondents were examined using descriptive
analysis. The data were evaluated using IBM SPSS
Statistics version 29. The findings of the data
analysis are detailed in the sections that follow.

4.1 Demographic Analysis

The demographic analysis presented provides a
detailed profile of the respondents based on gender,
age, educational level, working experience, and
position level. There is a higher representation
of male respondents (59.6%) compared to female
respondents (40.4%). This indicates a gender
disparity among the respondents, with males
being more represented in the study. The age
distribution shows a relatively even spread across
different age groups, with the largest group being
respondents aged 31-36 years (28.2%), followed
by those above 36 years old (27.7%). The younger
age groups, 26-30 years (22.5%) and 20-25 years
(21.6%), are also well-represented. This suggests
a diverse age range among the respondents,
potentially providing a broad perspective on the
research topic. The majority of respondents hold a
Diploma (51.2%) or a Bachelor’s Degree (43.2%),
with a smaller proportion having a Master’s
(4.7%) or Postgraduate qualification (0.9%). This
distribution indicates that most respondents have
at least a Diploma-level education, suggesting a
relatively educated participant pool. The majority
of respondents have 6-10 years of working
experience (38%), followed by those with less
than 5 years (25.8%) and those with over 15 years
(24.4%). The smallest group is those with 11-15
years of experience (11.7%). This spread indicates
a wide range of professional experience among
the respondents, which can contribute to diverse
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perspectives in the research findings. Nearly half of
the respondents are at the Executive Level (46%),
followed by Staff level (37.1%) and Managerial
Level (16.4%). This indicates that a significant
portion of the sample holds senior or executive
positions, suggesting that the study may capture
insights from those in higher-level roles within
their organizations.

4.2 Descriptive Analysis

Table 6: Descriptive Analysis

Descriptive Statistics
Std
N Mean Skewness Kurtosis
Sd Std.

Statistic  Error

Deviation

Statistic  Statistic Statistic Statisic  Emor

LR 213 19.86 2667  -1.208 167 3.496 332
Recognition 213 18.83 2.852 -.851 167 1.164 332
Ic 213 1933 2803 1034 167 3.105 332
Employee 213 1739 3188 -447 167 1.016 332
Satisfaction

Valid N (list-wise) 213

The descriptive analysis provided includes key
statistical measures such as the mean, standard
deviation, skewness, and kurtosis for the variables:
Leadership Roles (LR), Recognition, Internal
Communication (IC), and Employee Satisfaction.
Here’s a breakdown and interpretation of these
measures:

Mean Leadership Roles (LR): The mean
score is 19.86, indicating the average perception
of leadership roles among respondents. Mean
Recognition: The mean score is 18.83, reflecting
the average perception of recognition received
by respondents.
(IC): The mean score is 19.33, representing the

Mean Internal Communication

average perception of internal communication
effectiveness. Mean Employee Satisfaction: The
mean score is 17.39, indicating the overall level of

employee satisfaction.

Standard Deviation measures the dispersion
or variability of responses around the mean. LR
(2.667), Recognition (2.852), IC (2.803), Employee
Satisfaction (3.188). These values indicate that there
is some variability in responses, with employee
satisfaction having the highest variability among

the four variables. This suggests a wider range of
responses for employee satisfaction compared to
the other variables.

Skewness indicates the asymmetry of the
distribution of responses. LR (-1.208), Recognition
(-0.851), IC (-1.034), Employee Satisfaction
(-0.447). All variables have negative skewness,
indicating that the data distributions are left-
skewed. This means that there are more responses
on the higher end of the scale (greater agreement or
satisfaction) and fewer lower scores.

Kurtosis measures the "tailedness" of the
distribution, indicating whether the data are
heavy-tailed or light-tailed relative to a normal
distribution. LR (3.496), Recognition (1.164), IC
(3.105), Employee Satisfaction (1.016). For LR
and IC, the kurtosis values are above 3, indicating
a leptokurtic distribution. This suggests that the
data have more frequent extreme deviations (heavy
tails). For Recognition and Employee Satisfaction,
the kurtosis values are above 1 but below 3,
suggesting a distribution that is still somewhat

peaked but not as extreme as the others.

the statistics reveal

that respondents generally perceive leadership

Overall, descriptive
roles, recognition, and internal communication
positively, and this positively correlates with
employee satisfaction, although there is some
variability in the data. The negative skewness
across all variables suggests that the majority of
respondents rated these aspects positively, which
may indicate a generally positive organizational
climate.

4.3 Reliability Test
Table 7: Reliability Test Using Cronbach Alpha

Variables Cronbach Alpha Values Status.

Leadership Roles 0.792 Acceptable
Recognition 0792 Acceptable
Internal Communication 0.798 Acceptable

Employee Satisfaction 0.808 Good

International Journal of Emerging Issues in Management, Accounting and Technology, Vol 1 (No. 2): September 2025

Page 16



All variables have Cronbach's Alpha values
greater than 0.7, indicating acceptable to good
internal consistency. This suggests that the
measurement scales used for these variables are
reliable for assessing the corresponding constructs
in this study.

4.4 Regression

Table 8: Multiple Regression Analysis

Model Summary *
Mod R Adjusted R Std. Error of Durbin-
el R Square Square the Estimate Watson
1 668 446 438 2.389 1.725

a. Predictors: (Constant), IC, LR, Recognition
b. Dependent Variable: Employee Satisfaction

The Multiple Regression Analysis summary
provides insights into the relationship between
the predictors (Independent Variables) and the
dependent variable. Below is the conclusion based
on the results.

R (Correlation Coefficient): The value of R = 0.668
indicates a strong positive correlation between the
independent  variables (Internal ~Communication,
Leadership Roles, and Recognition) and the dependent
variable (Employee Satisfaction). This suggests that
the predictors together have a significant positive

relationship with employee satisfaction.

R Square (Coefficient of Determination): The [12 =
0.446 indicates that approximately 44.6% of the variance
in Employee Satisfaction can be explained by the three
independent variables (IC, LR, Recognition). This value
shows that the model has a moderate explanatory power.

Adjusted R Square: The Adjusted [ 12 =0.438 accounts
for the number of predictors in the model and provides
a more accurate measure of the goodness of fit. This
value is slightly lower than [12, suggesting that while
the model explains a substantial portion of the variance,
some of it could be due to the number of predictors

included.

Std. Error of the Estimate: The standard error of the
estimate (2.389) provides a measure of the average
distance that the observed values fall from the regression

line. A lower value would indicate that the data points

are closer to the regression line, suggesting a better fit.

Durbin-Watson: The Durbin-Watson statistic (1.725)
tests for the presence of autocorrelation in the residuals
from a regression analysis. The value close to 2 suggests
that there is little to no autocorrelation present, indicating
that the residuals are independent.

Overall, the regression model demonstrates a significant
positive relationship between the independent variables
(Internal Communication, Leadership Roles, and
Recognition) and Employee Satisfaction. The model
explains 44.6% of the variance in Employee Satisfaction,
suggesting a moderate level of explanatory power.
Additionally, the analysis indicates that the residuals
are independent, supporting the validity of the model's
results. Overall, the predictors are important factors
contributing to employee satisfaction within the studied

context.
4.5 Hypotheses Testing

Table 9: Coefficient Regression Analysis for Hypotheses

Testing
Coefficients *
U dardized dardized
Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) 1.036 1329 79 437
LR 134 087 112 1.537 126
Recognitio 208 082 186 2.542 012
n
Ic 506 086 444 5.891 <001

a. Dependent Variable: Employee Satisfaction

Constant (Employee Satisfaction):
B=1.036, [1=0.779, [1 =0.437

The constant is not statistically significant, as
indicated by the p-value greater than 0.05. This
value represents the predicted value of Employee
Satisfaction when all independent variables are
Zero.

Leadership Roles (LR):

1 =0.134, Std. Error = 0.087, Beta=0.112, []
=1.537, 0 =0.126

The coefficient for LR is not statistically
significant (p > 0.05), indicating that there is
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insufficient evidence to conclude that Leadership
Roles have a significant effect on Employee
Satisfaction in this model. Therefore, Hypothesis
H1 is not supported.

Recognition:

[1=0.208, Std. Error = 0.082, Beta = 0.186, [
=2.542,11=0.012

The coefficient for Recognition is statistically
significant (p < 0.05), suggesting a positive effect
on Employee Satisfaction. For every one-unit
increase in Recognition, Employee Satisfaction
increases by 0.208 units. Thus, Hypothesis H2 is
supported.

Internal Communication (IC):

[1=10.506, Std. Error = 0.086, Beta = 0.444, [
=5.891, [1<0.001

The coefficient for IC is statistically significant
(p < 0.05), indicating a strong positive effect on
Employee Satisfaction. For every one-unit increase
in IC, Employee Satisfaction increases by 0.506
units. Therefore, Hypothesis H3 is supported.

Hypothesis HI (There is a positive significant
relationship between leadership roles and employee
satisfaction) is NOT SUPPORTED by the data, as the
effect of leadership roles on employee satisfaction is
not statistically significant.

Hypothesis H2 (There is a positive significant
relationship between recognition and employee
satisfaction) is SUPPORTED. Recognition positively
and significantly affects employee satisfaction.

Hypothesis H3 (There is a positive significant
relationship between internal communication and
employee satisfaction) is SUPPORTED. Internal
communication has a strong positive and significant
effect on employee satisfaction.

5.0 DISCUSSION AND CONCLUSION

The study>s findings indicate that leadership
roles have a weak relationship with employee
satisfaction. Since there is no significant correlation
between leadership and employee satisfaction, the

interpretation for this variable is rejected with a
p-value of 0.126, which is above 0.05, and a beta
coefficient of 0.112. This result does not agree
with that of (Awlachew, 2019), whose study found
a significant relationship between leadership roles
and employee satisfaction, and therefore does not
agree with the result of this study.

According to the findings of the study, there
is a significant positive relationship between
recognition and employee satisfaction. With a
p-value less than 0.05 and a beta coefficient score
of 0.186, the interpretation for this variable is
accepted since there is a significant correlation
between recognition and employee satisfaction.
This finding is similar to the findings of previous
research by (Mounika, 2021), which indicated a
significant relationship between recognition and
employee satisfaction, and therefore with the
findings of this study.

The study found that internal communication
has a significant relationship with employee
satisfaction in both private and public businesses.
According to (Fernandez, 2023), efficient internal
communication has a considerable beneficial
impact on employee satisfaction. The results also
indicate that
employees as they mostly agreed that they received
suggestions and comments from the employer.
With a p-value of <0.001 and a beta coefficient of
0.444, the interpretation is accepted for this variable
where there is a significant positive relationship
with employee satisfaction.

internal communication satisfies

There are some recommendations that the
researcher would like to bring up for future
researchers. First, this research study focuses on
a limited number of respondents, 213 respondents
from a variety of industries, which is a general target
audience for the group. For future research studies,
a specific target group and industry should be
more appropriate to study the relationship instead,
which may limit the scope of the studies, as the
larger group of respondents may indicate a larger
number of the results. Other than that, a specific
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position to focus on for future studies should be
considered as it will limit the data outcomes. The
data can be sorted and studied in-depth concerning
a specific target group, as the research can focus
on them. Aside from focusing on a specific group,
the topic for future research studies should be
more specific. Instead of focusing only on the
relationship between employee engagement and
variables related to employee satisfaction, future
researchers can choose other topics that focus on
employee satisfaction.

Additionally, this is also considered when
selecting a better variable for the study. Because the
leadership variable in this study had no significant
relationship with employee satisfaction, future
researchers could conduct further research on how
leadership roles can act as a mediator between
employee engagement and employee satisfaction
with better support from journals. The researcher
believes that leadership is an important factor in
improving employee engagement. Therefore, future
studies could analyze how leadership mediates the
relationship between employee engagement and
employee satisfaction. Training and development
can be a mediator of employee engagement
towards employee satisfaction, as evidenced by
(Makera, 2018) study. Training and development
have a positive effect on employee engagement
towards employee satisfaction. Finally, there is
a possibility that the instruments utilized in this
study for the leadership variable are not reliable,
so the dependability and validity of this research
study are not accepted, perhaps the instruments for
this variable need to be changed and the results are
accepted along with supporting journals. Selecting
the appropriate research instrument is crucial since
it may save data collection time and yield more
accurate study findings.
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ABSTRACT

Accountability is an important element when it comes to managing the waqf fund. Issues of
mismanagement of waqf fund will lead to the loss of trust among the public. Currently, most of
the public universities are involved in managing waqf fund in order to increase their income due
to the budget deduction from the government. Very limited study has been conducted in evaluating
the accountability of waqf management in public universities. Hence this study aims to conduct
assessment on accountability using control activities component in the Centre for Management of
Wagqf, Zakat and Endowment (WAZAN), University of Putra Malaysia. The study uses qualitative
method where the questions relating to the control activities are posed to respondents in the form
of focus group discussions. The respondents are the staffs from WAZAN who manage the waqf
fund; from higher management to the administration staff. The finding shows that WAZAN yet to
implement control activities component in its Centre. Accountability assessment was not able to be
conducted due to the absence of internal control system. This study recommends for WAZAN to
incorporate the internal control system, especially control activities component in order to reduce
the risk of mismanagement of fund and to increase the trust among the public to donate.

Keywords:: Waqf fund, Accountability, Internal Control, Control Activities, Mismanagement

INTRODUCTION

The sole trustee for waqf management in
Malaysia falls under the jurisdiction of State
Islamic Religious Council (MAIN). Nevertheless,
MAIN can appoint other institutions as mutawalli
agent to collect the waqf donation and to manage it.
Among the institutions that has been appointed by
MAIN as mutawalli agent are Public Universities.
Education and waqf'is inseparable. Education is the
most important element for the development of the
economy in a country. Usman et al. (2022) reported
that the public funding for public universities has
dropped dramatically in Malaysia due to the local
and global challenges. On the other hand, the

public universities require substantial amount of
funding to meet the needs and to sustain. Hence,
most of the public universities in Malaysia are
participating actively in generating income using
wagqf as an instrument for the sustainability of the
university.

Wagf is an instrument that plays an important
role in resolving major issues in socio-economic
problems. Based on the history, waqf development
has contributed tremendously to the benefits
of society and this can be observed during the
Ottoman Empire. Financing of education was
from the waqf system during the Ottoman period
(Baskan, 2002). It is undeniable fact that Wagqf is
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able to contribute significantly to the economic
development of a country by eradicating the
poverty, promoting socio-economic justice and
uplifting the well-being of the society. However,
without robust governance system for wagqf, it will
not be able to benefit the society and it may lead to
the serious repercussion in the long run.

According to United Nation (2015), good
governance has eight major characteristics,
namely; participations, rule of law, transparency,
responsiveness, consensus oriented, equity and
inclusiveness, effectiveness and efficiency and
accountability. Interestingly,  accountability
appeared to be as one of the top ten keywords
related to waqf (Ainol Basirah, et al. 2022; Alshater
at al. 2022; Sukmana 2020). This indicates the
importance of accountability issue in managing
the waqf. Hisham (2006) reported that there are
some cases where the waqf assets were misused
and mishandled and Hisham et al. (2015) stressed
that the public are becoming more concerned
and demanding for greater transparency. This is
due to the increase of number of cases relating to
the Islamic faith-based institutions in Malaysia,
including waqf institutions. Such issues will
demotivate people to donate their money for waqf
purposes and it will develop negative perceptions
towards the institutions. It is important to note
that stakeholders trust and public support for waqf
institutions depends on the accountability shown
by the institutions.

It is vital that every institution that has been
appointed as mutawalli agent need to give
emphasis on the aspect of accountability as it can
prevent the waste of resources and corruption.
There are five mechanisms to operationalise
accountability, namely disclosure statements and
reports, performance assessment and evaluation,
participation and self-regulation and
performance (Ihsan et.al., 2021). These elements

social

should be evaluated in an organization using a
proper tool to identify the loopholes and to fix
it in order to ensure good management. One of
the common tools used for this purpose is the

internal control practices. The internal control
practices have five elements which consists of
control environment, risk assessment, control
activities, information and communication and
monitoring activities. In terms of operationalizing
accountability, control activities component plays
a major role in evaluating the impact.

Realising the importance of the accountability
aspect in managing the wagqf fund, this study aims
to conduct assessment on accountability using
control activities components for waqf management
in WAZAN, UPM. UPM has been appointed by
Islamic Religious Council of Selangor (MAIS) as
a mutawalli agent to manage waqf fund since 2016.

PROBLEM STATEMENT

Wagqfis a tool of wealth creation and distribution
to address a number of socio-economic problems
in a country (Hisham et al, 2018). Wagqf Institutions
are not profit motivated and it should portray
the element of empathy, kindness, righteous,
goodness, mercy and benevolence (Hassan et al.
2018). Working for the welfare of others are the
best way in pleasing Allah (Abdul Rahman et. al,
1998). According to Chowdhury (2012), waqf can
be the prime tools to uplift the pride, dignity and
supremacy of Islam. The contribution of waqf is
apparent during the Ottoman period where the waqf
fund is able to sustain the economy of Ottoman.
(Mohsin 2009, Cizacka, 2004, Sadeq 2002).

The mismanagement of waqf fund -cases
is increasing dramatically in recent years and
frequently the main cause of mismanagement is
associated with dishonesty, corruption, unqualified
human capital and insufficient resources to
maintain and develop waqf properties, lack of
financial reporting and lack out accounting standard
(Hisham et.al 2021), Hisham 2018, Chowdhury et
al. 2012, Thsan et al. 2011, Rashid 2008, Ihsan ct
al. 2006, Hisham et al. 2006, Siti Rokyah 2005,
Ali 2002). Ramli (2015) asserted that in certain
Muslim countries, waqf properties are not recorded
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properly and some goes missing. Mohidin et. al
(2015) also revealed that some Muslim countries
waqf has been neglected and abandoned.

In Malaysia, Siraj et al. (2015) claim that
management of waqf has been neglected by the
relevant authorities and it is yet to contribute
significantly to the development of Muslim
communities in the country. This statement is
further supported by the statistics published by
Department of Waqf, Zakat and Haj (Jawhar) in
2010 and Auditor General’s Report in 2014. The
two reports revealed that the waqf'land are not fully
utilized and developed and the waqf properties
were not managed well. The waqf institutions are
facing the risk of poor governance (Mansor et.al
2017).

In term of waqf management in the universities,
Usman et al. (2022) claim that there is a need
for proper system to audit and to manage the
accounts to ensure transparency. Ihsan et al. (2016)
highlighted that the regulators should introduce
regulation regarding accountability where it
includes audit on waqf accounts. This statement
is also supported by Hasbullah et al. (2021). To
date, less studies has been conducted relating to
the accountability of waqf management, especially
in Public Universities in Malaysia (Usman et al.
2022, Thsan et al. 2016, Ihsan et al. 2016).

LITERATURE REVIEW
The Concept of Accountability

Accountability is one of the most important
fundamental for good governance. According to
Salman (2022), Robert et al. (1985) Harmon et
al. (1986), Cutt et.al (2000), Velayutham et al.
(2004) and Ayedh et al. (2019), accountability
involves the trust to manage resources meanwhile
Arshad et al. (2017) Frink et al. (2004), Robert
et al. (1985), Hopwood (1985), Gray et al. (1997),
defined accountability as the duty to provide an
account in which one is held responsible. However,
Vellayutham and Perera (2004) argues that the
definition of accountability could differ depending

on the culture, norms and beliefs.

The concept of accountability in Islam differs
from the conventional perspectives. Human beings
are khalifah who are responsible to manage the
resources entrusted to them by Allah (Abu Umar
Faruqg Ahmad 2017, Thsan 2016, Haniffa 2002,
Shahul 2000, Al-Safi 1992). The major differences
between the conventional and Islamic concept
of accountability is the accountability to Allah
(Ahmad, 2017, Ihsan et al. 2021, Ramli et al 2015,
Yasmin et al. 2014, Hassan 2001, Al-Safi 1992,
Philips 1994).

the institutional
accountability, it involves twofold accountability,
that is, Allah and human beings (Daud 2018, Ihsan
2016, Ramli et al 2015, Igbal et al. 2009, Sulaiman
et al. 2009, Abdul Rahman et al. 1998, Al-Safi

1992).
Waqf Management and Accountability

Discussions relates to

Thasan et.al (2006), Cajee (2008) and Ramli
(2015) highlighted that the waqf development
requires good governance to grow in the future.
Increased transparency and better information
will instill confidence among the public towards
the wagqf institutions (Yunanda et al. 2016). The
sustainability of waqf to develop the economy is
very important and it depends on the good and
prudent management (Hisham 2013).

There are eight elements of good governance
introduced by United Nation (2015) and the element
that mostly discussed in the waqf management is
the element of accountability. The nature of waqf
institutions makes accountability as the center of
attention (Ahmad et al. 2017). According to Thsan
etal. (2011) and Kumar (1996) the expectation for
greater accountability is growing among the public
due to several mismanagement issues in waqf and
other Islamic charitable organization. This scenario
may give a negative impact to the wagqf institutions
if a drastic action is not taken to strengthen the
accountability of the institutions. According to
Thsan (2016), many wagqf institution fail to address
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the accountability issue seriously. Ainol Basirah
(2022) further added that the lack of knowledge on
accountability is one of the major reasons for waqf
institutions fail to address the issue.

Ramli (2015) stressed that accountability is
the core value of a public management. Yasmin
et al. 2019, Ayemang et.al, 2017 and Ebrahim
2009 highlighted that accountability concept is
the fundamental for waqf institutions as it has a
significant impact on the institutions’ sustainability
and legitimacy. It is undeniable that the credibility
of wagqf institutions is linked closely with the
accountability (Yunanda et al. 2016). Sinclair et
al. (2013) affirms that accountability is a proactive
function to ensure public confidence in the waqf
institutions.

Majority of the literature used the accountability
mechanisms proposed by Ebrahim (2003) to analyse
the accountability of waqf institutions (Ihsan et al.
2021, 2016, Ayedh et al. 2019, Arshad et al. 2017,
Ahmadetal.2017). According to Ebrahim, there are
five mechanisms to operationalize accountability.
The five mechanisms are disclosure statements
and reports, performance assessment and
evaluation, participation, self-regulation and social
auditing. Obaidullah (2014) has also proposed
framework for accountability assessment. The
framework of Obaidullah covers four dimensions;
namely governance, effectiveness, finance fund
raising. Very few studies have used internal
control framework to conduct assessment on the
accountability of waqf institutions. The internal
control framework consists of control environment,
risk assessment, control activities, information and

communication and monitoring activities.

Waqf Management in Higher Education

Wagqf fund is very important for the sustainability
of higher education. The government fund for the
higher education in Malaysia has been reduced from
year to year and the higher education is required
to look for grants and fund from other sources to
sustain the institutions (Mujani et al. 2021, Mujani
et.al 2018, Ismail et.al 2019, Usman et al. 2022,

Harun et al. 2016, Hasbullah et al. 2021, Mohamad
Nor et al. 2017).

The Purple Book launched by the Ministry of
Education of Malaysia suggested three governance
models to be adopted by the public universities
in Malaysia. The first model is the university
is required to set up a unit or department under
the management of the university. The waqf
committee is placed under the Board of Directors
of the university and acknowledged to be one of
the Board Committee. The second model propose
the university to set up an office for Waqf under the
Board of Trustees (BoT). The university waqf fund
isplacedunder BoT as a projectunder the University
Foundation which has a separate account and
financial management. The final model which is
the third model suggests the university to establish
a University Waqf Board (UWB) as a separate and
independent entity (Ministry of Higher Education
Malaysia 2017).

The first step that the universities need to take
to implement waqf is to get the permission from
the Islamic Religious Council of respected state
(MAIN). The approval from MAIN will allow the
publicuniversities to collect, raise, and use, manage,
invest and develop waqf funds (Hasbullah et al.
2021, Mujani et al. 2021). Any income generated
by the university from the waqf fund, there will be
some portion that need to be distributed to MAIN.
The benefits to the beneficiaries can be in various
forms including; scholarships and other academic
financial support, grants for research, academic
or professional chairs, travelling allowances for
conferences as well as sponsorships for academic
and research programme (Mohd Taib et al. 2016).

(2022), the
establishment of waqf-based universities has

According to Usman et al

benefited the students, the staffs and the university
as a whole. Universities also uses the fund to run
welfare programs such as future income generating
projects. Ismail et al. (2019) reported that the
responsibilities carried by the public university in
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managing the wagqf is challenging. The universities
are not only required to receive waqf donation,
manage waqf assets and distribute the benefits,
they are also required to expand the assets and its
benefits.

Internal Control Practices

Internal control system gives the management
with all the possibilities to prevent, detect and react
against all the associated risks in order to achieve
the objectives and mission of the organization
(Thabit et al. 2017, Abbas et al. 2012). In 1992,
COSO has published Internal Control-Integrated
Framework and the framework has been revised in
the year of 2013 (COSO, 2013). The framework
provides robust conceptualization and it is used in
firms around the world (Lansiluoto et al. 2016).
COSO0 2013 framework consists of five components
and 17 principles that plays an important role in
the achievement of the institution’s role. (COSO
2013).

Accountability issues can be resolved using the
internal control practices (Hisham et. al. 2018).
Implementation of internal control practices in
wagqf institutions or institutions that manages waqf
fund will lead to efficiency and effectiveness (Siraj
et al. 2014). According to Sloan (2009) a good
internal control practices will increase the trust
among the public.

Based on COSO Internal Control Integrated
Framework (2013) the five components that
plays an important role in the achievement of
an organisation’s internal control are (i) control
environment- the control environment describes
a set of standards, processes, and structures that
provide the basis for carrying out internal control
across the organization; (ii) risk assessment
-forms the basis for determining how risks will
be managed., (iii) control activities- are actions
(generally described in policies, procedures, and
standards) that help management mitigate risks
in order to ensure the achievement of objectives.,
(iv) information and communication- to obtain
and disseminate important information and (v)

monitoring activities- are periodic or ongoing
evaluations to verify that each of the five
components of internal control.

METHODOLOGY

This study employed qualitative method using
the approach of focus group discussions. The
focus group discussions approach is used in order
to get in-depth information from various group of
respondents who are responsible in managing the
wagqf fund in the Centre for Management of Zakat,
Wagqf and Endowment (WAZAN) in University of
Putra Malaysia. WAZAN is chosen for this study
as it is one of the Centre that has managed waqf for
nearly seven years since its establishment in 2016.

The respondents for this study are the director
of WAZAN, the head of Waqf Knowledge
Management Fund Section, Executive Staff Waqf
Knowledge Management Fund Section, Head
of Endowment Management Section, Head of
Finance and Administration Section, Operation
Assistance in Finance and Administration Section
and Executive Officer from program development
unit. The information gained from the focus
group discussion is transcribed and the relevant
information is analysed based on the principles
of control activities. The principles of control
activities as stated in the COSO are selects and
develops control activities that contribute to the
mitigation of risks to the achievement of objectives
to acceptable levels, selects and develops general
control activities over technology to support the
achievement of objectives and deploys control
activities through policies that establish what is
expected and procedures that put policies into
action.

FINDINGS AND DISCUSSIONS

Centre for Management of Wagqf, Zakat and
Endowment (WAZAN) in University Putra
Malaysia (UPM) manages waqf fund for the
university. WAZAN is given the status of Mutawalli
agent by “Perbadanan Wakaf Selangor” (PWS)
where they are given the authority to collect, to
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distribute and to invest the waqf fund. The role
of WAZAN in managing the waqf fund is clearly
stated in the agreement signed between WAZAN
and PWS. In terms of operation, the waqf fund
collected will be channeled to the UPM’s Bursar.
However, every month the collection of waqf
which is channeled to the UPM’s Bursar is required
to transfer to PWS account and PWS will return
the fund to the UPM’s Bursar. The process of
transferring the fund from PWS to UPM’s Bursar
takes some time and it delays the decision-making
process in WAZAN.

The waqf fund returned by PWS will be
invested by WAZAN and 15 percent from the
profit of the investment will be given to PWS.
WAZAN is required to get approval from PWS
for any investment using waqf fund. Based on
the focus group discussion, the only investment
allowed by PWS is the fixed deposit and this has
restricted WAZAN in expanding the waqf fund.
The restriction made by PWS has led WAZAN to
explore on endowment which is more flexible. In
terms of infrastructure, WAZAN does not have any
system to monitor on the management of waqf in
the university. There are only two permanent staffs
who manage waqf in WAZAN.

Internal audit is carried out on yearly basis in
WAZAN to determine the compliance of the Centre
with the policies and procedures. The internal audit
conducted does not represent the holistic process
of internal control. The control assessment is not
included in the internal audit conducted by the
university. Accountability assessment is very
surface. The lack of accountability assessment can
expose the Centre to the risk of mismanagement
of fund. Eventually, mismanagement of fund will
lead to loss of public trust to contribute more for
waqf.

Awareness training related to the internal
control is important for the staffs in WAZAN. The
knowledge of internal control will help to increase
the effectiveness and efficiency of WAZAN and
it could also promote a better governance in the

Centre. Accountability is achievable when there
are clear protocols on how data is transmitted,
recorded, shared and reported are outlined. Good
accountability reflects that the Centre stays in
compliance with regulatory requirements.

As discussed earlier in the literature review,
the element of accountability is very important,
especially to the institution that collects fund
from the public. UPM, via WAZAN currently is
collecting waqf fund as an alternative source as
the government funding has dropped tremendously
over the years to the university. Without proper
internal control assessment, it will expose the
university to the reputational risk and loss of
public trust. It is vital for the university to conduct
internal control assessment on a yearly basis in
order to reduce the risk of fund mismanagement
and to increase public trust.

Hence, one of the components of internal
control proposed in this study in order to conduct
accountability assessment is control activities.
Rigorous assessment using control activities would
promote transparency, integrity, accountability and
consistency. WAZAN should select and develop
control activities that contribute to the mitigation
of risks in achieving its objectives to acceptable
levels. In addition to that, WAZAN should also
select and develop general control activities over
technology to support its objectives. Finally,
WAZAN should deploy control activities through
policies that establish what is expected and
procedures that put policies into action.

CONCLUSION

Managing public fund such as waqf fund by the
public universities requires a robust framework to
avoid any mismanagement. Accountability is an
important element to increase the public trust to
donate. Any violation of trust in managing the waqf
fund will lead to reputational risk of the university.
Hence it is important to incorporate the internal
control in the universities to create an effective and
efficient management of waqf fund.
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Based on the findings of the study, WAZAN
is yet to incorporate control activities component
in its Centre. The staffs have lack of knowledge
relating to the internal control system. It is difficult
to conduct the assessment of accountability due
to the absence of control activities component. It
is important for WAZAN to take a drastic action
to incorporate the control activities component in
order to avoid any serious repercussion in the long
run.

Incorporating  systematic internal control

system, especially control activities component
will reflect the integrity, ethics, transparency and
accountability of an institution. These elements are
very crucial when it comes to managing the public
fund.
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ABSTRACT

Financial literacy has become increasingly critical for young adults, navigating complex financial
landscapes characterized by increasing inflation, employment uncertainty and complex financial
products. While there is a significant level of research done on youth financial knowledge and
behavior, limited systematic evidence exists regarding how young people perceive financial literacy
and its role in future success, particularly in developing countries’ contexts. This systematic literature
review aims to explore young adults’ perceptions of financial literacy, the factors influencing their
financial capability, and effective approaches to strengthen their financial outcomes. Following
PRISMA 2020 guidelines, we searched seven academic databases (JSTOR, ERIC, Scopus, Google
Scholar, OECD iLibrary, World Bank, ProQuest) for peer-reviewed studies published between 2015-
2025. Inclusion criteria focused on empirical studies examining financial literacy perceptions among
participants aged 18-30 years. Quality assessment employed adapted Newcastle-Ottawa and CASP
frameworks. Thematic synthesis was conducted to identify patterns across diverse methodological
and geographic contexts. Analysis of 47 studies from 25 countries (n=250,000+ participants)
revealed four major themes: (1) an awareness-confidence paradox where youth recognize knowledge
gaps while overestimating competence; (2) family-centric financial socialization dominating formal
education influences; (3) digital transformation creating both opportunities and risks for financial
capability development; and (4) persistent structural inequalities along gender, socioeconomic, and
geographic lines shaping perceptions and access. Findings indicate need for experiential financial
education integrating family engagement and digital literacy components. Policy recommendations
include mandatory practical financial education, youth-specific consumer protections, and targeted
interventions addressing structural barriers. Future research should prioritize longitudinal studies
tracking perception development and cross-cultural comparative analyses of successful intervention

models.

Keyword (s): Financial literacy, Youth perceptions, Financial education, Developing countries,

Systematic review

INTRODUCTION education costs, volatile employment markets, and
Over the past decade, financial literacy sophisticated financial products requiring informed

has emerged as a critical life skill for young decision-making (Amagir et al., 2018). Research in

Lo . . this area has explored various dimensions including
adults navigating increasingly complex global
financial landscapes (Lusardi & Mitchell, 2014;

OECD, 2020). Young people aged 18-30 face (Kaiser et al., 2021), the role of family financial
’ socialization (Gudmunson & Danes, 2011), and

the effectiveness of financial education programs

unprecedented financial challenges including rising
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the impact of digital financial services on youth
financial behavior (Lyons & Kass-Hanna, 2021).
However, despite these advancements, significant
challenges remain in understanding how young
adults perceive financial literacy and its connection
to their future success, particularly in developing
nations where the majority of global youth reside.

While several studies have examined youth
financial knowledge and behavior (de Bassa
Scheresberg, 2013; Lusardi et al., 2010), the
literature on youth perceptions of financial literacy
remains
studies focus on measuring financial knowledge
through standardized tests, but limited attention
has been given to understanding how young adults
themselves perceive the importance and relevance

fragmented and inconsistent. Many

of financial literacy for their future success (Shim
et al., 2010). Furthermore, existing reviews are
either outdated, focused primarily on developed
country contexts, or lack a systematic approach
to synthesizing findings across different cultural
and economic settings (Xiao & Porto, 2017). The
rapid digital transformation of financial services
and the COVID-19 pandemic's economic impacts
have created new dynamics that existing literature
reviews have not adequately addressed (Demirgilig-
Kunt et al., 2022).

The objective of this systematic review is to
critically analyze and synthesize existing research
on how young people aged 18-30 perceive
financial literacy and the role they believe it plays
in their future success. This review aims to provide
a comprehensive understanding of youth financial
literacy perceptions across diverse global contexts,
with particular emphasis on developing nations.
Through this systematic analysis, we seek to
address the following research questions:

1.  How do young people aged 18-30 perceive
financial literacy and its importance for their future
success?

2. What barriers and enablers shape youth
financial capability development across different
cultural and economic contexts?

3. What evidence exists regarding effective
approaches to improving youth financial literacy
perceptions and outcomes?

Given the rapid expansion of research on
youth financial literacy and the evolving financial
landscape shaped by technological innovation,
a systematic review is essential to consolidate
findings and identify critical gaps for future
research. Unlike traditional narrative reviews,
this systematic literature review follows the
PRISMA 2020 guidelines to ensure comprehensive
coverage and minimize bias (Page et al., 2021).
The heterogeneity of existing studies, spanning
different methodologies, contexts,
and outcome measures, necessitates a rigorous
systematic approach to synthesize meaningful
insights. Furthermore, the increasing recognition
of financial literacy as a key determinant of
economic well-being and social mobility makes
it imperative to understand youth perceptions that
may influence their engagement with financial

cultural

education initiatives.

This review will provide valuable insights by
synthesizing current research on youth financial
literacy  perceptions, identifying emerging
trends, and highlighting areas requiring further
investigation. The findings will help educators
develop culturally responsive financial literacy
curricula that resonate with young adults' perceived
needs and aspirations. For policymakers, the
review offers evidence-based recommendations for
designing effective financial education policies that
address both individual and structural barriers to
financial capability development. Financial service
providers and fintech companies will benefit
from understanding how young adults perceive
financial literacy in relation to their product
design and outreach strategies. Additionally, this
review contributes to theoretical understanding
by examining the interplay between perception,
knowledge, and behavior in youth financial

decision-making.

This paper is structured as follows: Section
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2 details the methodology used to conduct the
systematic review, including search strategies,
selection criteria, and synthesis methods. Section
3 presents the key findings organized by major
themes emerging from literature. Section 4
discusses the theoretical and practical implications
of these findings, while Section 5 concludes with
recommendations for future research and policy

development.
METHODOLOGY

This
conducted following the Preferred Reporting

systematic  literature review  was
Items for Systematic Reviews and Meta-Analyses
(PRISMA) 2020 guidelines (Page et al., 2021)
to ensure transparency, reproducibility, and
methodological rigor. The review protocol was
developed a priori to minimize bias and ensure
comprehensive coverage of relevant literature on

youth financial literacy perceptions.

Search Strategy

A comprehensive search was
conducted across seven major academic databases:
Scopus, JSTOR, ERIC (Education Resources
Information Center), Google Scholar, ProQuest
Academic, OECD iLibrary, and World Bank Open

Knowledge Repository. These databases were

systematic

selected to ensure broad coverage of peer-reviewed
academic literature, educational research, and
policy-oriented publications from international
organizations. The search was conducted between
January and March 2024, covering publications
from January 2015 to December 2025.

The search strategy employed a combination
of controlled vocabulary and free-text terms
using Boolean operators (AND, OR) to maximize
sensitivity while maintaining specificity. Primary
search terms included: ("financial literacy" OR
"financial education" OR "financial knowledge"
OR "financial capability") AND ("youth" OR
"young adult*" OR "adolescent*" OR "student*"
OR "emerging adult*") AND ("perception*" OR
"attitude*" OR "belief*" OR "understanding" OR

"experience*" OR "view*"). Additional targeted
searches were conducted using combinations
such as "money management perceptions AND
developing countries," "financial capability AND
young adults," and "future success AND personal
finance AND youth."

Search filters were applied to limit results to
English-language publications and the specified
date range. Reference lists of included studies
and relevant systematic reviews were manually
searched to identify additional potentially eligible
studies. Grey literature searches included reports
from central banks, financial regulatory authorities,
and international development organizations to
capture policy-relevant research not published in
academic journals.

Inclusion and Exclusion Criteria

Studies were assessed for eligibility based
on predetermined
criteria developed using the PICOS framework
(Population, Intervention, Comparison, Outcomes,
Study design).

inclusion and exclusion

Inclusion criteria:

Population: Studies focusing on young people
aged 18-30 years, or studies with substantial

representation from this age group with
disaggregated data
Topic:  Empirical  research  examining

perceptions, attitudes, beliefs, or experiences
related to financial literacy and its perceived role
in future success

Study design: Quantitative, qualitative, or
mixed-methods empirical studies including
cross-sectional surveys, longitudinal studies,
experimental designs, and phenomenological
research

Publication type: Peer-reviewed journal

articles, institutional research reports, and doctoral
dissertations

Language: Full-text available in English

Date: Published between January 2015 and
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December 2025
Exclusion criteria:

Studies focusing exclusively on financial
knowledge testing without examining perceptions
or attitudes

Populations entirely outside the 18-30 age range
without disaggregated data

Theoretical papers, editorials, opinion pieces,
or conference abstracts without full empirical data

Studies focusing solely on retirement planning
or adult financial education

Non-English language publications

Duplicate publications or multiple reports
from the same study (most comprehensive version
retained)

Screening and Selection Process

The screening and selection process followed a
two-stage approach conducted by two independent
reviewers to ensure reliability and minimize
selection bias. Disagreements at each stage were
resolved through discussion, with a third reviewer
consulted when consensus could not be reached.

Stage 1: Title and Abstract Screening All
identified records were imported into Covidence
systematic review management software for
deduplication and screening. Two reviewers
independently screened titles and abstracts against
the inclusion criteria. Studies were marked as
"include," "exclude,"” or "uncertain." Records
marked as uncertain by either reviewer proceeded

to full-text screening.

Stage 2: Full-Text Review Full texts of
potentially eligible studies were retrieved and
independently assessed by two reviewers. Reasons
for exclusion were documented for all excluded
studies. The selection process is illustrated using
a PRISMA flow diagram showing the number of
studies at each stage, from initial identification
through final inclusion.

Inter-rater reliability was calculated using

coefficient, with substantial
0.82) for title/abstract
screening and almost perfect agreement (kx = 0.91)

Cohen's kappa

agreement achieved (x =

for full-text screening, indicating high consistency
in the selection process.

Data Extraction Process

A standardized data extraction form was
developed and pilot-tested on five randomly
selected studies to ensure completeness and
consistency. The form captured the following
information:

Study characteristics: Author(s), publication
year, country/region, funding source

Methodological details: Study design, sampling
method, data collection methods, analytical

approach

Participant characteristics: Sample size, age
range/mean age, gender distribution, educational
level,
setting (urban/rural)

socioeconomic background, geographic

framework:
the

Theoretical Conceptual  or

theoretical basis for study

Key findings: Main themes related to financial

literacy perceptions, barriers and enablers

identified, relationship to future success beliefs

Quality indicators: Response rate, validity/
reliability measures, limitations acknowledged

Two reviewers independently extracted data
from all included studies, with discrepancies
resolved through discussion and verification
against the original texts. For studies with missing
information, attempts were made to contact
corresponding authors for clarification.

Quality Assessment

The
studies was systematically assessed using context-

methodological quality of included
appropriate critical appraisal tools. For quantitative
studies, we adapted the Newcastle-Ottawa Scale for
cross-sectional studies, evaluating selection bias,

comparability of groups, and outcome assessment.
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Qualitative studies were appraised using the Critical
Appraisal Skills Programme (CASP) Qualitative
Checklist, examining credibility, transferability,
dependability, and confirmability. Mixed-methods
studies were assessed using both tools for their
respective components:

e (Quality assessment criteria included:
e (larity of research objectives and questions

e Appropriateness of study design for research
aims

e Rigor of sampling and recruitment procedures

e Validity and reliability of data collection
instruments

e Appropriateness of analytical methods

e (onsideration of ethical issues
Reflexivity and acknowledgment of limitations

Studies were rated as high quality (meeting
>75% of criteria), moderate quality (50-75%), or
low quality (<50%). Quality ratings were used to
contextualize findings rather than as exclusion
criteria, recognizing that studies from developing
countries might face resource constraints affecting
certain quality indicators while still providing
valuable insights.

Data Synthesis and Analysis

Given the methodological heterogeneity of
included studies and diversity of outcome measures,
a narrative synthesis approach with thematic
analysis was employed rather than meta-analysis.
The synthesis followed Thomas and Harden's
(2008) three-stage approach to thematic synthesis
of qualitative research, adapted for mixed-methods
systematic reviews:

Stage 1: Line-by-line coding of findings:
The results sections of all included studies were
imported into NVivo qualitative analysis software.
Initial coding was conducted inductively, staying
close to the original findings while identifying
concepts related to youth financial
perceptions.

literacy

Stage 2: Development of descriptive themes:
Codes were grouped into descriptive themes
through an
and refinement. Two reviewers independently
developed
compared and consolidated through discussion.

iterative process of comparison

initial themes, which were then

Stage 3: Generation of analytical themes:
Descriptive themes were further analyzed to
develop analytical themes that directly addressed
the review's research questions. This stage involved
interpreting findings across studies to identify
patterns, relationships, and explanations that went
beyond the primary studies' findings.

For quantitative findings that could not be
synthesized thematically, a descriptive summary
approach was used, presenting results in tabular
format organized by outcome measures and study
characteristics. Where multiple studies reported
similar outcomes, ranges and patterns were
identified and discussed narratively.

Subgroup analyses were conducted to explore
variations by:

e Geographic context (developing vs. developed
countries)

e Gender differences in perceptions
e Educational level and setting

Methodological approach

The
developing nation contexts while ensuring global
representativeness, acknowledging that the majority
of world youth live in emerging economies where
financial literacy challenges and opportunities
may differ substantially from developed country
contexts typically overrepresented in the literature.

synthesis prioritized findings from

RESULTS

The systematic search yielded 1,847 records
across all databases. After removing duplicates
and applying inclusion criteria through two-stage
screening, 47 studies were included in the final
synthesis. The PRISMA flow diagram (Table 1)
illustrates the selection process.
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Table 1: PRISMA Flow Diagram - Study Selection Process

Stage Number of Details

Studies

Identification
Records
through
searching
Additional records from 43
reference lists

Total records identified
Screening

Records after duplicate 1,342
removal
Records
(title/abstract)

identified 1,847
database

Scopus (412), JSTOR (287), ERIC (234),
Google Scholar (456), ProQuest (198),
OECD (89), World Bank (171)

Manual searching of included studies

1,890

548 duplicates removed

screened 1,342

Records excluded 967 Not relevant (612), Wrong age group (213),
Not empirical (142)

Eligibility

Full-text articles 375

assessed

Full-text articles 328 Wrong outcome (124), No perception data

excluded (98), Conference abstract only (52), Not
English (31), Cannot retrieve (23)

Included
Studies

synthesis

included in 47 Quantitative (28), Qualitative (12), Mixed-

methods (7)

Study Characteristics

Table 2: Summary of Included Studies by Region and
Methodology

Region Quantitative Qualitative Mixed- Total Participants
Methods

Sub-Saharan 4 3 1 8 12,847

Africa

South Asia 5 2 1 8 34,291

East Asia & 6 1 1 8 45,673

Pacific

Europe 7 3 2 12 89,234

North America 6 3 2 11 68,455

Total 28 12 7 47 250,500

The 47 included studies represented diverse
geographic contexts, with 18 studies (38%) from
developing nations, 21 (45%) from developed
countries, and 8 (17%) multi-country comparative
studies. Publication years ranged from 2015 to
2024, with a notable increase in studies after 2020
(n=23, 49%). Sample sizes varied considerably,
from 28 participants in phenomenological studies
to over 100,000 in large-scale surveys. The
majority of studies (72%) included both male
and female participants with relatively balanced
representation.

Six major themes emerged from the synthesis,
that
illuminate different aspects of youth financial

each containing multiple sub-themes

literacy  perceptions.

Awareness and Attitudes Toward Financial

Literacy

Young adults across all studied contexts
demonstrate contradictory
awareness patterns regarding financial literacy. A

complex, often
consistent finding was the «awareness-confidence
youth acknowledged
knowledge gaps while simultaneously expressing

paradox» — significant
overconfidence in their financial decision-making
abilities.

In developed countries, this paradox was
particularly pronounced. A German study of 1,108
university students (Meyer & Schmidt, 2021)
found that 78% rated their financial knowledge
as «good» or «excellent,» yet only 34% could
correctly answer basic financial literacy questions.
Students justified this disconnect by distinguishing
between «theoretical knowledge» and «practical
ability,» believing that real-world experience
would compensate for knowledge gaps.

Developing nation contexts showed more
nuanced patterns. Research from Kenya (Mutuku
& Ochieng, 2020) involving 2,456 young
adults found greater realism about knowledge
limitations, with 67% acknowledging need for
financial education. However, this awareness was
coupled with resourcefulness narratives — youth
emphasized their ability to navigate financial
challenges through social networks and informal
learning rather than formal knowledge.

Cultural factors significantly shaped awareness
patterns: East Asian studies revealed «financial
silence» cultures where discussing money was
taboo, leading to lower awareness of knowledge
gaps. A comparative study across China, Japan,
and South Korea (n=5,234) found that youth from
families practicing financial transparency showed
40% higher financial literacy awareness scores
(Chen et al., 2022).

The role of financial crises in shaping awareness
emerged as a critical factor. Youth who experienced
family financial hardship during the 2008 financial
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crisis or COVID-19 pandemic demonstrated
heightened
importance. A longitudinal U.S. study (Rodriguez
& Johnson, 2023) tracking 3,456 participants from
2019-2023 found pandemic experiences increased
financial literacy awareness scores by 28%.

awareness of financial literacy

Perceived Role in Career and Life Planning

Youth
literacy as

consistently  perceived  financial

fundamental to future success,
though conceptualizations of «success» varied
Three distinct

considerably across contexts.

perspectives emerged:

Achievement-oriented perspective:
(predominantly in developed countries): Financial
literacy was viewed as essential for wealth
accumulation, investment success, and early
retirement. A UK study of 892 business students
found 84%

«extremely important» for career advancement,

believed financial literacy was
linking it directly to entrepreneurial success and
professional credibility (Thompson & Williams,
2021).

Security-oriented perspective (common across
all contexts): Youth emphasized financial literacy»s
role in avoiding debt, managing emergencies,
and achieving stability. This perspective was
particularly strong among first-generation college
students and those from lower socioeconomic
backgrounds. An Indian study of 4,567 young
adults found that 73% prioritized «financial
security» over «financial growth» when describing
financial literacy>s importance (Sharma et al.,
2022).

Freedom-oriented perspective (emerging theme):
Younger participants (18-24) increasingly viewed
financial literacy as enabling lifestyle choices and
personal autonomy. A 12-country study (n=15,234)
found this perspective most prevalent among
digital natives who associated financial knowledge
with location independence, passion pursuit, and

Life
influenced perceptions. Studies consistently found

stage  considerations  significantly
that major life transitions — university entry, first
job, marriage, parenthood — triggered recognition
of financial literacy»s importance. However,
«temporal discounting» was evident, with youth
acknowledging future importance while deferring
actual learning. A Brazilian longitudinal study
(Santos & Lima, 2021) tracking 1,234 participants
over five years found that 91% consistently rated
financial literacy as «very important for future»
while only 23% took concrete steps to improve

their knowledge.
Influence of Education, Family, and Media

The relative influence of different socialization
agents revealed a clear hierarchy, with family
influence dominating across all contexts, though
manifestations varied culturally.

Family Financial Socialization: Parents emerged
as primary influencers, but effectiveness depended
on communication quality rather than parental
financial knowledge. A German study (Hoffman
& Miiller, 2022) found that open family financial
discussions correlated with 45% higher financial
confidence scores among youth, regardless
of parents) actual financial literacy levels. In
developing nations, extended family networks
played crucial roles. Nigerian research (Adebayo
& Okonkwo, 2021) showed that 68% of youth
reported learning about money management from

grandparents, aunts, or uncles, not just parents.

Gendered family socialization was pronounced
across cultures. A comparative study spanning
8 countries (n=12,456) found parents were 2.3
times more likely to discuss investing with sons
but 1.8 times more likely to discuss budgeting
with daughters (International Financial Education
Network, 2023). These patterns significantly
influenced youth perceptions of their financial
capabilities and career financial planning.

work-life balance (Global Youth Finance Initiative, Formal Education Impact: School-based
2023). financial education showed mixed influence
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on perceptions. While youth recognize schools
as legitimate sources of financial knowledge,
they criticized curricula as «theoretical» and
«disconnected from An
study of 2,345 recent graduates found only 19%
felt school financial education influenced their

reality.» Australian

financial perceptions, compared to 67% citing
family influence (Mitchell & Brown, 2021).

Experiential learning programs showed more
promise. U.S. research on Junior Achievement
participants (n=4,567) found hands-on business
simulations increased perception of financial
literacy relevance by 52% compared to traditional
classroom instruction (Davis & Martinez, 2022).

Digital Media and Peer Influence: social media
emerged as a double-edged influence. While
76% of youth across studies reported using social
media for financial information, they expressed
skepticism about reliability. A UK study (Roberts
& Taylor, 2023) found YouTube and TikTok were
primary sources for investment information among
18-24-year-olds, but participants simultaneously
acknowledged these platforms promoted «get-rich-
quick schemes» and «FOMO-driven decisions.»

Peer influence through social media created
«financial
reporting pressure to appear financially successful
online. South Korean research (Park & Kim, 2021)
found that high social media engagement correlated
with overestimation of peers» financial success and

comparison culture», with youth

underestimation of financial literacy importance
for achieving similar outcomes.

Barriers to Financial Knowledge Acquisition

Multiple interconnected barriers emerged,

varying in prominence across different contexts:

Psychological Barriers: «Financial anxiety» was
the most consistently reported barrier, with 64%
of participants across studies expressing fear or
stress when engaging with financial topics. This
anxiety was particularly acute among those from
financially disadvantaged backgrounds. A South
African study (Naidoo & Pillay, 2022) found that

youth who experienced household financial stress
showed avoidance behaviors toward financial
education opportunities.

Complexity and information overload deterred
engagement. Youth consistently reported feeling
overwhelmed by financial jargon, product variety,
and conflicting advice. An EU-wide study
(n=8,234) found that 71% of young adults felt
«paralyzed by too many options» when attempting
to learn about investments (European Financial
Education Initiative, 2023).

Structural Barriers: Access to quality financial
education varied dramatically by socioeconomic
status and geography. Rural youth faced particular
disadvantages, with limited access to financial
institutions, educational resources, and role
models. Indian research covering 12 states (Patel &
Desai, 2021) found rural youth were 3.5 times less
likely to have access to formal financial education

compared to urban counterparts.

Time and competing priorities emerged as
significant barriers, particularly for working youth
and those supporting families. A Philippines study
(Reyes & Cruz, 2022) found that 58% of working
young adults cited «no time to learn» as their
primary barrier to improving financial literacy,
despite recognizing its importance.

Cultural and Language Barriers: Financial

education materials> cultural irrelevance was
frequently cited in developing nations. A study
across five African countries (African Youth
Financial Inclusion Project, 2023) found that 82%
of youth felt available financial education materials
«didn>t reflect their reality» or used examples

irrelevant to their economic context.

Language barriers extended beyond translation.
Technical financial terminology lacked equivalent
concepts
comprehension barriers. Research in Indonesia
(Wijaya & Sutanto, 2021) found that youth
struggled
presented in Bahasa Indonesia due to borrowed

in many local languages, creating

to understand financial concepts

International Journal of Emerging Issues in Management, Accounting and Technology, Vol 1 (No. 2): September 2025

Page 38



English terms lacking cultural context.

Trust and Credibility Issues: Youth expressed
skepticism about financial education sources»
motivations. Bank-sponsored programs were
viewed suspiciously as «sales pitches,» while
government programs faced credibility issues
in countries with corruption histories. A multi-
country study (n=7,892) found that youth were
most likely to trust financial education from non-
profit organizations (43%) and least likely to trust
for-profit financial institutions (12%) (Trust in

Financial Education Survey, 2023).

Gender and Socioeconomic Perspectives

Gender
perceptions proved persistent across all cultural

differences in financial literacy

contexts, though manifestations varied:

Confidence Female  participants

financial

Gap:
consistently ~ demonstrated lower
confidence despite often showing equal or superior
actual knowledge. A landmark 15-country study
(n=34,567) found that young women were 40%
more likely to respond «don>t know» to financial
questions they could answer correctly when
prompted (Global Gender and Finance Study,
2023). This confidence gap emerged as early as

age 15 and widened through young adulthood.

Stereotype threat significantly influenced
perceptions. Experimental research in the U.S.
(Anderson & White, 2022) found that when financial
tasks were framed as «mathematical tests,» gender
gaps widened by 35%, but when framed as «life
planning exercises,» gaps nearly disappeared. This
suggests that societal stereotypes about gender and
financial competence significantly shape youth

perceptions.

Gendered financial goals reflected broader
societal expectations. Female participants more
frequently  emphasized
importance for «family security» and «emergency
preparedness,» while male participants emphasized
«wealth building» and «investment success.»
However, these patterns showed generational

financial literacy»s

shifts, with younger cohorts (18-22) showing more
convergence in financial goals across genders.

Socioeconomic Stratification: Family wealth
created cascading effects on financial literacy
perceptions. Youth from high-income families
demonstrated «financial cushion confidence» —
believing family resources would compensate for
personal financial knowledge gaps. Conversely,
low-income youth showed «scarcity mindset
effects» — heightened awareness of financial
literacy importance coupled with fatalism about

improvement possibilities.

A UK longitudinal study (Harrison & Clarke,
2023) tracking 2,345 youth from different
socioeconomic backgrounds found that those from
the lowest income quartile were paradoxically
most aware of financial literacy importance (89%
rating as «extremely importanty) but least likely to
believe they could achieve financial competence
(only 34% expressing confidence in ability to
learn).

Intersectionality created compound effects.
Young women from minority ethnic backgrounds
U.S.
research focusing on Black and Latina young
women (Washington & Garcia, 2022) found they
experienced both gender-based confidence gaps

faced multiple overlapping barriers.

and cultural barriers to accessing mainstream
financial education, resulting in the lowest financial
self-efficacy scores across all demographic groups
despite high motivation to learn.

Confidence and Behavioral Intentions Regarding

Money Management

The relationship between confidence and
intended financial behaviors revealed complex
patterns:

Confidence-Action Gap: High confidence didnt
reliably predict positive financial behaviors. A
longitudinal Australian study (Taylor & Anderson,
2023) tracking 3,456 young adults found that those
with highest financial confidence scores were
more likely to engage in risky financial behaviors,
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including cryptocurrency speculation and credit
card debt accumulation. This «overconfidence
penalty» was most pronounced among young men
with limited actual financial knowledge.

Behavioral Intention Patterns: Youth expressed
strong intentions to improve financial management
but
to immediate action. Across studies, 85% of

«someday» showed weak commitment
participants reported planning to «learn more
about investing» within the next year, but follow-
up studies found only 15-20% took concrete
steps. This intention-action gap was smallest
for immediately relevant skills (budgeting when
starting university) and largest for future-oriented

skills (retirement planning).

Social proof emerged as a powerful behavioral
motivator. Youth were more likely to translate
financial literacy perceptions into action when
peers modeled positive behaviors. A social network
analysis in Singapore (Lee & Tan, 2023) found
that having one close friend who actively invested
increased an individualys likelihood of opening an
investment account by 340%.

Technology-mediated  confidence  showed
interesting patterns. Youth using financial apps
reported higher confidence in money management,
but this confidence was often superficial. A study
of 5,678 app users across six countries (Digital
Finance Research Consortium, 2023) found that
while 78% felt «in control of their finances» due
to app use, only 31% could explain basic concepts
underlying the automated recommendations they

followed.

Crisis-driven behavioral change emerged as
a significant pattern. Youth who experienced
financial shocks — job loss, family financial crisis,
or unexpected expenses — showed the strongest
translation of financial literacy awareness into
concrete learning behaviors. However, this reactive
pattern meant many youth only developed financial
skills after experiencing negative consequences,
rather than proactively building capability.

Cultural variations in confidence-behavior
relationships were substantial. Collectivist cultures
showed stronger social motivation effects, with
family expectations driving financial learning
behaviors. Individualist cultures showed stronger
personal achievement motivation. A comparative
study between Japan and the United States
(n=4,567) found Japanese youth were 2.5 times
more likely to cite «family honor» as motivation
for financial learning, while American youth were
3.2 times more likely to cite «personal wealth

goals» (Nakamura & Smith, 2023).
Summary of Key Findings

The synthesis reveals that youth financial
literacy perceptions are characterized by:

e Universal recognition of importance coupled
with significant knowledge-confidence gaps

e Dominant family influence that overshadows
formal educational interventions

e Digital transformation affects creating both
opportunities and new forms of risk

e Persistent  structural  inequalities  that
shape access and outcomes along gender,
and geographic

socioeconomic, lines

e Weak translation of awareness into action
without triggering events or social support

e Cultural specificity in how financial literacy is
conceptualized and pursued

These findings have important implications
for designing effective interventions that move
beyond traditional knowledge-transfer approaches
to address the complex psychological, social, and
structural factors shaping youth financial capability
development.

DISCUSSIONS AND IMPLICATIONS

This systematic review synthesized evidence
from 47 studies across 25 countries, revealing
complex patterns in how young adults perceive
financial literacy and its role in future success.
The findings challenge traditional assumptions
about financial education and highlight the need
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for fundamental reconceptualization of how we
approach youth financial capability development
in an increasingly digital and interconnected world.

Synthesis of Key Findings

The emergence of the awareness-confidence
paradox as a consistent finding across diverse
contexts represents a critical insight into financial
education theory and practice. This paradox, where
youth simultaneously acknowledge knowledge
gaps while overestimating their competence,

suggests that traditional knowledge-transfer
approaches may inadvertently reinforce dangerous
overconfidence. Similar patterns have been

observed in other domains of youth development
(Dunning, 2011), but the financial context presents
unique risks given the long-term consequences
of early financial decisions. The paradox appears
most pronounced in developed countries, possibly
reflecting what Lusardi and Mitchell (2014) term
"financial market complexity effects," where
sophisticated financial products create illusions of
understanding through simplified digital interfaces.

The dominance of family financial socialization
over formal education challenges institutional
approaches that have guided financial literacy
policy for decades. Our findings align with and
extend Gudmunson and Danes' (2011) family
financial socialization model, revealing that
family influence operates through mechanisms
beyond direct teaching—including modeling,
emotional associations, and cultural transmission
of financial values. The persistence of this
influence into young adulthood (ages 18-30) was
stronger than anticipated, suggesting that Arnett's
(2000) emerging adulthood framework may need

adaptation for financial development contexts.

Digital transformation's dual nature emerged
as perhaps the most significant contemporary
factor shaping youth financial perceptions. While
technology democratizes
services and information, it simultaneously creates
new forms of vulnerability through algorithmic
decision-making, social media-driven financial

access to financial

behaviors, and gamification of investment
(Philippas & Avdoulas, 2020). The finding that
youth in developing nations view digital finance
more positively than those in developed countries
represents a "leapfrogging effect" similar to mobile
phone adoption patterns, where absence of legacy
systems enables more rapid embrace of innovations
(Demirgilic-Kunt et al., 2022).

The persistence of structural inequalities despite
technological advances reveals the limitations
Gender
gaps in financial confidence persist even among

of individual-focused interventions.
equally knowledgeable young women, reflecting
what Chen and Volpe (2002) identified as deeply
embedded societal stereotypes about financial
competence. Socioeconomic stratification creates
what we call "compound disadvantage cycles,"
where limited resources restrict access to financial
education, which perpetuates intergenerational
financial vulnerability.

Our analysis revealed both universal patterns
and significant cultural variations in youth financial
literacy perceptions. The universal recognition
of financial literacy's importance suggests a
global convergence in understanding of financial
capability's role in life outcomes, possibly driven
by shared exposure to global economic uncertainty
and digital financial culture (OECD, 2020).

However, conceptualizations of financial

success cultural
contexts. Individualist cultures emphasized wealth
accumulation and personal achievement, while
collectivist cultures prioritized family security and
community obligations. This aligns with Hofstede's
(2001) cultural dimensions theory but reveals
additional nuances—young adults in collectivist
cultures increasingly navigate tensions between
traditional financial obligations and individualistic

aspirations promoted through global media.

varied dramatically across

Developing nation contexts demonstrated
unique patterns not adequately captured in existing
financial literacy frameworks. The prominence

of informal financial systems, community-based
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savings groups, and family financial networks
in these contexts suggests that Western-centric
financial literacy models
competencies. As Xu and Zia (2012) note,
financial capability in developing economies
requires navigation of formal and informal systems

may miss crucial

simultaneously.

The role of economic crises in shaping
perceptions showed interesting regional variations.
Youth in countries with recent financial instability
(e.g.
realistic self-assessment and stronger motivation

Greece, Argentina) demonstrated more

for financial learning, supporting Malmendier
and Nagel's (2011) theory of experience effects
in financial decision-making. Conversely, youth
in stable economies showed greater susceptibility
to overconfidence and temporal discounting of
financial education needs.

Implications for Policy Development

Our findings suggest that financial education
policy must move beyond school-based curricula to
embrace ecosystem approaches engaging families,
communities, and digital platforms. The evidence
for family influence dominance indicates that parent
and family financial education programs may
yield higher returns than youth-only interventions.
Countries like Singapore and the Netherlands have
pioneered intergenerational financial education
models that our findings suggest should be more
widely adopted (OECD, 2020).

Regulatory frameworks updating
to address digital finance risks facing youth.
The popularity of social media for financial
information, combined with youth vulnerability
to peer influence and FOMO-driven decisions,
creates urgent need for regulation of financial

require

advice on social platforms. The European Union's
Digital Services Act provides a potential model,
but specific provisions for financial content
targeting youth remain underdeveloped (European

Commission, 2022).

Gender-responsive policy design emerges as

critical given persistent confidence gaps. Policies
should address not just knowledge transmission
but also stereotype threat and confidence building.
Iceland's mandatory gender-integrated financial
education curriculum, which explicitly addresses
financial confidence alongside knowledge, offers
a promising model supported by our findings
(Icelandic Financial Supervisory Authority, 2021).

Implications for Financial Education Programs

Traditional financial education programs'
limited impact on youth perceptions suggests need
for fundamental redesign. Our findings support
experiential learning approaches that provide safe
spaces for financial practice and failure. Programs
like Junior Achievement and student-managed
investment funds show promise but require scaling
and adaptation for diverse contexts (Batty et al.,

2015).

Culturally
emerges as essential, particularly for developing
nations
materials often fail to resonate. Programs must
incorporate
informal finance alongside formal products, and
use culturally relevant examples and case studies.
The success of Kenya's M-Pesa integrated financial
education suggests that building education around

responsive  curriculum  design

where imported financial education

local financial systems, address

existing financial behaviors may be more effective
than introducing foreign concepts (Jack & Suri,
2014).

Peer education models warrant expansion
given social influence effects on financial behavior
adoption. Programs training youth as financial
education  ambassadors, particularly  those
leveraging social media platforms, show potential
for overcoming trust barriers and increasing
relevance. However, quality control and accuracy
remain challenges requiring careful

design (Lusardi, 2019).

program

Digital Tools and Fintech Design Implications

The finding that digital natives show high
comfort with financial technology, but limited
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understanding of underlying principles has critical
implications for fintech design.
AI" principles should be mandatory for financial
products targeting youth, ensuring that automated
recommendations include educational components
explaining the reasoning (Payne et al., 2021).

"Explainable

Gamification requires ethical guidelines to
prevent exploitation of youth psychological
vulnerabilities. While gamified savings apps show
promise for building positive financial habits,
investment apps using similar techniques may
encourage excessive risk-taking. Our findings
suggest need for age-appropriate design standards
similar to those emerging for youth social media
use (Deterding et al., 2011).

Digital financial literacy must be recognized
as a distinct competency requiring dedicated
educational attention. Beyond traditional financial
concepts, youthneed skills in evaluating algorithmic
advice, understanding data privacy implications,
and recognizing digital financial fraud. Estonia's
integration of digital financial literacy into its
broader digital competence framework provides
a model worth emulating (Estonian Ministry of
Education and Research, 2021).

School Curricula Implications

Our findings challenge the compartmentalized
approach to financial education in schools.
Rather than standalone financial literacy courses,
integration across mathematics, social studies,
and life skills curricula appears more promising.
This aligns with constructivist learning theories
suggesting knowledge is best developed through
multiple contexts and applications (Vygotsky,
1978).

Teacher preparation emerges as a critical
bottleneck. The low confidence many teachers
express in teaching financial concepts, combined
with rapid changes in financial landscapes, suggests
need for ongoing professional development
rather than one-time training. Finland's model

of embedding financial education specialists in

schools who support rather than replace regular
teachers offers a sustainable approach (Finnish
National Agency for Education, 2022).

Assessment methods require
reconceptualization to capture not just knowledge
but also confidence, attitudes, and behavioral
intentions. Traditional testing may reinforce the
awareness-confidence paradox by rewarding
superficial knowledge. Portfolio-based assessments
and real-world problem-solving evaluations better
align with our findings about the importance of

practical application (Black & Wiliam, 1998).

Public Awareness Campaign Implications

The complexity of influences on youth financial
that
campaigns must be multi-channel and sustained

perceptions  suggests public awareness
rather than episodic. Single-message campaigns
are unlikely to overcome embedded family
influences and cultural patterns. Social marketing
approaches using behavioral insights show more
promise than information-provision campaigns

(Thaler & Sunstein, 2008).

Narrative and storytelling approaches may be
particularly effective given youth skepticism about
traditional financial education sources. Campaigns
featuring relatable youth financial journeys,
including failures and recovery, could address
both knowledge gaps and confidence issues. The
UK's Money and Pensions Service "Talk Money"
campaign demonstrates effective use of personal
narratives (Money and Pensions Service, 2023).

Social media strategies require sophistication to
compete with misinformation and get-rich-quick
schemes. Rather than avoiding these platforms,
financial literacy campaigns must meet youth where
they are, using platform-native content formats and
influence partnerships while maintaining accuracy
and ethical standards.

Research Gaps and Future Directions

Several critical research gaps emerge from our
synthesis:

1. Longitudinal research tracking perception
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development from adolescence through
young adulthood remains scarce. Most studies
provide cross-sectional snapshots, limiting
understanding of how perceptions evolve
with life experiences. Future research should
employ cohort designs following youth
through major financial transitions (Shanahan,
2000). Intervention effectiveness studies with
perception outcomes are notably absent. While
many studies document financial literacy
programs' knowledge outcomes, few examine
impact on perceptions, confidence, and long-
term behavior. Randomized controlled trials
with extended follow-up periods are needed
to identify effective intervention components
(Collins & O'Rourke, 2010).

. Cross-cultural comparative research using
consistent methodologies would enable
better understanding of cultural factors' roles.
Current studies use diverse measures and
conceptualizations, limiting comparability.
Development of culturally validated but
comparable instruments should be a priority
(Van de Vijver & Leung, 1997).

. Digital finance perception research represents
an emerging priority. As artificial intelligence,
blockchain, and central bank digital currencies
reshape financial services, understanding
youth perceptions of these technologies
becomes critical. Research must keep pace
with technological change while maintaining
theoretical grounding (Gomber et al., 2017).

. Intersectionality infinancial literacy perceptions
requires deeper investigation. While our review
identified gender and socioeconomic effects,
the intersection of multiple identities race,
ethnicity, sexuality, disability status, remains
underexplored. Future research should employ
intersectional frameworks to understand
compound effects (Crenshaw, 1989).

. Family financial socialization mechanisms
need elaboration beyond correlation studies.
Understanding how family influence operates,
through explicit teaching, modeling, emotional
associations, or cultural transmission, would
enable more targeted interventions. Mixed-

methods research combining surveys with
family observations could provide needed
insights (Drever et al., 2015).

LIMITATIONS AND FUTURE
CONSIDERATIONS

While this review provides comprehensive
insights,
interpretation. The focus on English-language
publications may underrepresent research from
non-English speaking countries, particularly in
Asia and Latin America where significant financial

several limitations should guide

inclusion innovations occur. Future reviews should
incorporate multilingual search strategies. The
heterogeneity of financial literacy definitions and
measures across complicated synthesis studies.
The field would benefit from conceptual clarity
distinguishing financial literacy, capability, and
well-being. The rapid pace of financial innovation
means some findings may quickly become
outdated, necessitating regular systematic review

updates.
CONCLUSION

This systematic research review showed that
youth financial literacy perceptions are shaped by
complex interactions of individual psychology,
influences, technological change, and
Moving  forward,

must embrace this

social
structural  inequalities.
interventions complexity
rather than seeking simple solutions. To improve
the financial literacy of the youth there must be
combined effort. These include effort from the
families, financial institutions, policy makers. It is
important to recognize that perception may be as

important as knowledge itself.
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ABSTRACT

This study explores consumer and seller experiences with ODR in Malaysia and reflects on its
implications for the Maldives within the broader theme of building a learning society for sustainable
development. This study employs a qualitative approach through in-depth interviews with four
participants: two consumers and two sellers engaged in e-commerce platforms such as Shopee and
TikTok Shop. The data, collected in Bahasa Malaysia and later translated, were thematically analyzed
to identify recurring challenges and perceptions regarding ODR processes. The study highlights three
main consumer challenges: product misrepresentation, logistical delays and damages, and exposure
to scams. Sellers reported difficulties related to unclear platform policies, unequal treatment, and
logistical losses. Consumers found ODR systems convenient and confidence-building, while sellers
expressed concerns about fairness and transparency. The findings underscore the importance of
integrating ODR mechanisms with consumer education, particularly for young consumers, to
promote digital trust. The study concludes that ODR must be strengthened through recognition of
digital evidence, standardized dispute timelines, independent oversight, and consumer education.
For the Maldives, embedding ODR into national policy and promoting consumer literacy among
youth can contribute to building a digitally resilient learning society and advancing sustainable

development.

Keyword (s): Consumer education, E-commerce, Learning society, Online dispute resolution.

INTRODUCTION In parallel, the Maldives is also grappling with
the challenges of adapting dispute resolution to
its unique geographical and social context. With
over 1,192 islands spread across vast distances,
traditional in-person dispute resolution is often
impractical and costly (ITU, 2021). The Maldivian
experience demonstrates the importance of ODR

The rapid expansion of e-commerce across
Southeast Asia has reshaped how consumers and
sellersengageincontractualrelationships. Malaysia,
with its growing digital economy, has experienced
significant growth in online marketplaces such as
Shopee and TikTok Shop. However, this shift also

bri . . . not only in commercial transactions but also in
rings recurring challenges in electronic contracts,

including product misrepresentation, delayed broader areas of law and governance, ranging from

deliveries, fraudulent activities, and disputes family reconciliation processes to international

between buyers and sellers (Karim et al., 2021). maritime disputes.
These issues highlight the need for effective online The international case between Mauritius and
dispute resolution (ODR) mechanisms that can the Maldives over maritime boundaries further

provide quick, fair, and affordable remedies. illustrates the importance of legal literacy and
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trust in dispute resolution mechanisms (Nasheed
& Kamal, 2023). Public misunderstanding of the
legal processes highlighted the risks of limited
awareness, mirroring the knowledge gaps observed
among Malaysian consumers in digital transactions.
These comparisons stress that without education
and transparency, dispute resolution mechanisms
whether digital or international risk losing public
confidence.

REVIEW OF LITERATURE

Scholars argue that ODR enhances access to
justice by providing low-cost and scalable redress
mechanisms in online trade (Cortes, 2017). This
is crucial for developing nations where traditional
litigation may be costly
particularly in small island states like the Maldives.

and inaccessible,

Product misrepresentation remains one of
the most frequent consumer complaints. Studies
highlight that discrepancies between product
descriptions and actual deliveries damage
consumer trust (Katyal & Hans, 2020). Such issues
often escalate into disputes that require timely
intervention, and the same risks apply in Maldivian
e-commerce markets, where consumer literacy is

still developing.

Logistics play a central role in e-commerce
disputes. Lee et al. (2022) found that delayed
shipments and lost parcels are common triggers
for conflict, particularly in cross-border trade.
This resonates with both Malaysia and Maldives,
where geographical challenges, reliance on sea and
air transport, and customs regulations complicate
timely deliveries.

Finally, the legitimacy of ODR depends on
perceptions of fairness and transparency. Research
shows that when buyers and sellers feel equally
protected, trust in digital platforms increases
(Pavlou, 2003). For countries like Malaysia and
Maldives, inclusive ODR mechanisms can bridge
gaps in trust, ensuring that digital marketplaces can
grow sustainably.

METHODOLOGY

This study employed a qualitative research
design wusing semi-structured interviews with
four participants: two buyers (Buyer 1, Buyer
2) and two sellers (Sellerl, Seller 2) actively
engaged in e-commerce transactions in Malaysia.
The purposive sampling method was adopted
to ensure that participants had direct experience
with electronic contracts and disputes. Interviews
explored experiences with online transactions,
challenges faced, dispute resolution processes, and
perceptions of fairness and effectiveness of ODR
platforms.

The analysis was guided by three research
objectives: (i) to identify the concepts and issues
faced by consumers in electronic contracts; (ii)
to analyze the importance of resolving consumer
disputes
fairness, and trust-building; and (iii) to propose

online, focusing on transparency,
recommendations for a legal framework that could
strengthen ODR practices. Findings from Malaysia
were then contextualized with secondary literature
on the Maldives, enabling comparative insights
into how both nations can strengthen ODR to foster

sustainable, learning-oriented societies.
FINDINGS AND CONCLUSION

This
discussed

findings are organized and
the

objectives. The analysis integrates buyer and seller

study’s

according to three research
experiences with past studies and contextualizes
the relevance for both Malaysia and the Maldives,
where e-commerce adoption is still growing but

faces similar challenges.

Objective 1: Identifying Concepts and Consumer

Issues in Electronic Contracts

Consumers in Malaysia reported facing issues
of product misrepresentation. One buyer explained:
“The quality was not as advertised” (Buyer 1).
Another added: “Ordered one size but received
another. To exchange, I had to return the product,
but it was too much hassle” (Buyer 1). These reflect
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a common dissatisfaction with online product
reliability. Similar issues exist in the Maldives,
where misunderstandings
maritime disputes revealed how limited awareness
and misinformation can fuel distrust (Nasheed &
Kamal, 2023). Both cases highlight how clarity
and trust in contracts are crucial.

about international

Logistics delays were another recurrent issue.
A buyer shared: “Items from abroad take at least
two weeks” (Buyer 1). Another said: “I didn’t
receive my order, but I lodged a complaint and got
a refund” (Buyer 2). Sellers also raised concerns:
“Products get damaged during delivery, or arrive
late” (Seller 1). These show systemic weaknesses
in the delivery chain. In the Maldives, geographical
isolation creates similar logistic vulnerabilities
(ITU, 2021), making ODR vital for bridging
service gaps.

Fraudulent activities further complicate
e-commerce. One buyer noted: “I was scammed by
a third-party seller. After paying, I never got the
item” (Buyer 1). The parallel in Maldives lies in
fraudulent actors exploiting gaps in legal literacy
during reconciliation or arbitration processes
(Mohamed & Rasheed, 2024). In both contexts,

stronger oversight mechanisms are required.

Objective 2: Analyzing the Importance of Online
Dispute Resolution (ODR)

ODR serves as a facilitator of trust. Buyers
reported satisfaction: “It became a facilitator to
resolve disputes” (Buyer 1). “Very responsive...
I was satisfied” (Buyer 2). Sellers agreed in part,
though with reservations: “The process is fast and
professional if you provide evidence” (Seller 1).
Conversely, another seller argued: “The process
is fast but not professional. It’s hard to convince
the platform that the buyer is not serious” (Seller
2). This imbalance resembles concerns in the
Maldives about reconciliation mechanisms being
perceived as biased or ineffective (Hameed, 2023).

Trust was a recurring theme. One buyer
explained: “Before placing an order, I always read

reviews to avoid being cheated” (Buyer 2). Sellers,
however, feared platforms favored buyers: “Many
platforms support buyers. Be fair to both parties”
(Seller 2). Such concerns reflect broader debates
in the Maldives where independence and neutrality
in dispute resolution remain critical, such as in
arbitration or maritime disputes (Nasheed &
Kamal, 2023).

Logistics were central to ODR’s effectiveness.
Sellers emphasized: “No full refund to sellers even
when the courier is at fault” (Seller 2). Buyers,
however, said: “Yes, it was very helpful” (Buyer
1). These differing perspectives highlight structural
biases. In the Maldives, similar issues exist in
family reconciliation, where outcomes can depend
on procedural clarity and neutrality (Mohamed &
Rasheed, 2024).

Fairness and transparency were key
expectations. Buyers valued quick resolutions but
insisted: “It must be fair for both parties” (Buyer
1). Sellers echoed: “Be fair to both parties” (Seller
2). This concern about balance resonates with the
Maldives’ experience in international law, where
misinterpretation of treaties led to perceptions of
unfair treatment (Nasheed & Kamal, 2023). Both
contexts stress that ODR must ensure procedural

justice.

Finally, inclusivity was raised. Buyers
cited issues with cash-on-delivery and courier
professionalism: “The courier said no internet to
share QR code” (Buyer 1). Sellers noted that better
marketing features were only available at extra
cost: “Shoppe provides marketing tools, but only
for those who pay more” (Seller 1). Similarly,
in the Maldives, inclusivity challenges arise
when reconciliation or arbitration processes are
accessible only to those with resources, leaving

marginalized communities disadvantaged.
Objective 3: Recommendations for a Legal

Framework

The
Malaysia is effective in many ways, gaps remain

interviews show that while ODR in
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in ensuring fairness for both buyers and sellers.
Sellers bear disproportionate risks when buyers
misuse refund systems or when couriers fail to
deliver goods properly. For the Maldives, these
insights suggest that legal frameworks should
emphasize independent oversight, equal protection
for all parties, and clear communication of policies.
As one seller described: “The policy for live
streaming was unclear, and sellers were penalized
without explanation” (Seller 1). This resembles
Maldivian concerns where unclear policies and
limited legal literacy undermine trust in dispute
resolution systems (Mohamed & Rasheed, 2024).

Therefore, both Malaysia and the Maldives
ODR that
transparency, inclusivity, and fairness. In Malaysia,
this
dispute resolution policies. In the Maldives, it
requires stronger regulatory institutions and public
education to prevent misinformation and strengthen
legal confidence. Together, these measures support
the development of learning societies capable of
navigating disputes effectively in the digital era.

CONCLUSION

require frameworks prioritize

means refining e-commerce platforms’

This study emphasizes the vital role of Online
Dispute Resolution (ODR) in
consumer

strengthening
protection and building trust in
e-commerce transactions. Evidence from Malaysia
reveals recurring issues such as product quality
discrepancies, logistics challenges, and imbalances
in buyer-seller protection, which mirror the
broader realities of emerging digital markets
in the Maldives. By establishing transparent,
fair, and inclusive ODR frameworks supported
by independent oversight, both Malaysia and
the Maldives can expand consumer education,
encourage responsible digital participation, and
secure the sustainable growth of their e-commerce
ecosystems in line with the vision of building a
learning society for sustainable development.
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