
Universiti Malaysia Terengganu Journal of Undergraduate Research
Volume 7 Number 2, October 2025: 109-120

eISSN: 2637-1138
© UMT Press

Universiti Malaysia Terengganu Journal of Undergraduate Research Volume 7 Number 2, October 2025: 109-120

Abstract: The National Digital Network (JENDELA) initiative represents a significant national 
effort to improve digital infrastructure and connectivity across Malaysia, particularly in underserved 
and rural areas. While the initiative aims to enhance internet accessibility and foster digital inclusion, 
the actual impact of JENDELA on family businesses, especially those located in remote regions such 
as Sabah and Sarawak, remains underexplored. Thus, an in-depth focus group study was performed 
to gather insights from representatives of family businesses operating in the target regions. The 
objective of this study is to examine the impact of the JENDELA initiative on internet accessibility 
among family businesses in Sabah and Sarawak. The findings from the focus group discussions 
provided insights and information on family businesses in the context of JENDELA. The findings 
can be instrumental in informing decisions and implementing effective strategies to support family 
businesses. Accordingly, improvements that contribute to increased business productivity, cost 
savings, and revenue growth are essential for the sustainability and success of family businesses. 
While the research emphasised the benefits of JENDELA, it also highlighted challenges and 
disparities, particularly related to affordability and varying infrastructure conditions in rural areas. 
Overall, this focus group study contributes a unique perspective that helps to explain how JENDELA 
has affected family businesses in the region. In addition, the insights gained from the participants 
shed light on the practical implications of digital infrastructure improvements. It also offers valuable 
guidance for policymakers and stakeholders seeking to further enhance digital connectivity and 
support the growth of family businesses in Sabah and Sarawak, Malaysia.
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Introduction 
Pelan Jalinan Digital Negara (JENDELA) is a 
nationwide initiative in Malaysia to enhance 
digital connectivity and expand internet 
accessibility throughout the country. The effort 
aims to improve the broadband infrastructure 
and ensure universal access to high-speed 
internet services for all Malaysians, especially 
those residing in rural and remote regions. With 
the development of the digital economy and 
e-government, the adoption of technology has 
made internet connection a necessity. Notably, 
the internet users survey by the Malaysian 

Communications and Multimedia Commission 
(MCMC) stated that 88.7% of the population 
used the internet in 2020, an increase from 
87.4% in 2018. 

The increase in internet usage is also 
reflected in the adoption of technological 
advancements, such as video and voice calls, 
financial transactions, and cloud storage (IUS, 
2020). These figures are on the rise, despite 
lower figures for those using the internet for 
work-related activities or to buy and sell online. 
During the crisis, e-commerce revenue reached 
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RM896.4 billion in 2020, a 32.7% increase 
compared to 2019. Google, Temasek, and Bain 
& Company’s annual Southeast Asia e-economy 
2021 report stated that Malaysia recorded three 
million new digital consumers since the start of 
the pandemic (Baijal, A. et al 2022). 

Almost 70% of total business establishments 
in Malaysia are family-owned, ranging in size 
from small to large conglomerates (Ahmad, 
2022). Several well-known firms are controlled 
by family members, and the number of these 
businesses has been increasing in Malaysia, 
with many listed on Bursa Malaysia due to their 
positive long-term growth (Bursa Malaysia, 
2018). Although some well-known family 
businesses in Malaysia, such as Tan Chong, 
Sapura, Oriental, YTL, Melewar Group, Berjaya 
Group, and Genting, play a significant role 
in various economic sectors, there are small 
family companies, such as Habib and Kamdar, 
that retain their businesses in their sectors. 
However, it remained unclear how many of 
these businesses relied on internet connectivity 
for their daily business transactions.

In Malaysia, family companies are reported 
to contribute more than half of Malaysia‘s 
Gross Domestic Product (GDP) (Ngui 2002). 
Malaysia’s “family businesses” make up 
approximately 70% of the listed firms and 
contribute tremendously to GDP (Amran & 
Ahmad, 2010). The contribution remains at 
the same rate reported by the Family Business 
Survey (2021). During the COVID-19 
pandemic, more than 70% of family businesses 
experienced a decline in profits. It was during 
the same period that numerous small sellers 
decided to take a step forward and establish an 
online presence, though some family businesses 
remain hesitant to go online. Consequently, 
many family businesses are struggling to keep 
pace. Therefore, it is essential for a country to 
promote the sustainability of family-owned 
companies. This aligns with the goal of 
providing a comprehensive understanding of 
the improvements that contribute to increased 
business productivity, cost savings, and revenue 
growth, which are crucial for the sustainability 

and success of family businesses. To provide 
a clear picture of the initiative on internet 
accessibility and business productivity within 
family businesses located in Sabah and Sarawak, 
a case study is conducted.

Literature Review 
Family Businesses in Sabah and Sarawak, 
Malaysia  
Family businesses play an essential role in the 
economic landscape of Sabah and Sarawak. 
The richness in cultural diversity and natural 
resources in these two states has seen the 
surge of numerous family-owned enterprises, 
contributing to local employment and economic 
development. Past studies on family businesses 
in the Malaysian context suggest that these 
businesses often exhibit distinctive traits 
compared to non-family enterprises. For instance, 
a study by Mihotić, Raynard, and Sinčić Ćorić 
(2023) emphasised that family businesses are 
generally resilient during economic challenges 
due to strong family ties and an emphasis 
on tradition. Moreover, family businesses in 
Sabah and Sarawak often have close ties with 
indigenous communities and strong familial 
connections, reflecting the significant support 
for businesses in these regions (Ali, Ahmad, & 
Ghani, 2020; Yap, Keling, & Ho, 2023). 

However, a pertinent issue facing these 
family businesses is the challenge of digital 
connectivity. While the business world is 
changing at a rapid pace, the limitations and 
challenges surrounding the digital infrastructure 
in Sabah and Sarawak have hindered these 
enterprises’ ability to reap the benefits of the 
digital age. Prior research indicates that the 
gap in digital access between urban and rural 
areas, as evident in Sabah and Sarawak, can 
have an unfavorable impact on the ability of 
family businesses in these regions to remain 
competitive and sustainable (Bala & Tan, 2021; 
Fang et al., 2022; Horn & Gifford, 2022). 

The literature underscores that the digital 
connectivity issue is a matter of infrastructure 
and a question of digital literacy and technology 
adoption. Research by Wong and Tan (2019) 
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demonstrated that family businesses in Sabah 
and Sarawak often face hurdles in integrating 
digital technologies into their operations due to 
a lack of knowledge and resources (Bala & Tan, 
2021; Dawayana et al., 2021). The gap in digital 
skills and competencies further exacerbates their 
ability to adapt to changing market dynamics. 
This, in turn, has implications for their long-
term growth and survival in an increasingly 
digitalised business environment.

Digital Accessibility and Business Productivity 
Digital connectivity is a revolutionary force 
that is reshaping the business landscape today. 
Internet connectivity enables individuals 
and businesses to access global markets, 
government services, other individuals, 
and a wide range of social and economic 
opportunities. Furthermore, digital services such 
as e-payments, e-commerce, and e-identification 
are transforming business models and altering 
the way that goods are consumed and supplied 
within the wider economy (Zapata-Cantu et al., 
2023). Building on this, digital connectivity 
has been a major driver of development in 
emerging markets over the past two decades, 
according to research. By expanding markets, 
boosting business and government efficiency, 
and encouraging innovation across traditional 
sectors, digital connectivity has the potential 
to increase economic output, create jobs, and 
reduce poverty (Strusani & Houngbonon, 2020).

According to Gregori and Holzmann (2020) 
and George, Lakhani, and Puranam (2020), 
digital technologies facilitate the creation of 
novel business models and value propositions 
that integrate environmental, social, and 
economic values. They also enable new practices 
that provide entrepreneurial prospects. In the 
current era, digital connectivity has become 
indispensable for family-run enterprises. 
Correspondingly, family businesses can operate 
more efficiently, communicate better, and reach 
a wider audience thanks to digital connectivity.

Digital connectivity enables businesses to 
engage with customers more deeply through 
social media, targeted advertising, and 

personalised marketing, all of which are now 
essential for customer engagement. In addition, 
businesses can boost revenue, improve brand 
loyalty, and fortify customer relationships 
by skillfully employing digital platforms for 
customer communication. Moreover, digital 
connectivity provides businesses with the ability 
to compete on a larger scale in a world that is 
becoming more interconnected. Chaffey and 
Smith (2022) suggested that online presence, 
digital marketing, and e-commerce increase 
market reach and competitiveness. According 
to them, businesses that adopt digital strategies 
experience gains in income and market share, 
demonstrating the significance of digital 
connectivity for obtaining a competitive edge. 

Consequently, in today’s rapidly changing 
business environment, digital connectivity 
has emerged as an essential tool for family-
owned businesses’ survival and expansion, 
enabling them to seamlessly blend tradition 
and innovation. Thus, family businesses need 
to prosper in an interconnected world, which 
means ensuring a safe and inclusive digital 
environment.

Methodology
Purposive sampling, also known as judgmental 
sampling, is a non-probability sampling 
technique commonly employed in qualitative 
research. In purposive sampling, researchers 
intentionally select participants who possess 
specific characteristics or have unique 
experiences related to the research question. 
In particular, the goal is to identify and 
recruit participants who can provide rich and 
diverse data to enhance the research findings. 
Additionally, purposive sampling is used when 
researchers seek to identify individuals or groups 
with knowledge, skills, or experiences relevant 
to the research question. In essence, researchers 
can better understand the phenomenon under 
investigation by selecting individuals with 
relevant backgrounds.

Sampling helps make the data collection 
process feasible from the perspectives of 
effectiveness, accuracy, speed, and the 
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availability of the population segment (Cooper 
& Schindler, 2010). For the present study, the 
purposive sampling technique will be employed, 
based on an intentional selection of participants. 
The researchers pursue participants’ willingness 
(Lewis et al., 2006) to provide the information 
non-randomly.

A focus group technique was implemented 
involving participants who are already in their 
business in Sabah and Sarawak. Accordingly, 
20 family business operators were approached, 
and eight respondents agreed to participate in 
the focus group. These participants represent 
family businesses operated by three ethnicities: 
Malay, Chinese, and Indian, or others. These 
respondents are the decision-makers of 
commercial organisations who possess both 
the ability to influence the business vision and 
the willingness to use this ability to pursue 
distinctive goals (Nasution, Rafiki, & Pahlufi, 
2021). Furthermore, the study sample comprises 
possible units as data collection is based on 
selecting a segment of the population from 
the target population, representing the entire 
population in accordance (Sekaran, 2003). For 
the purpose of the present study, respondents 
had to be (a) the entrepreneur-founder, (b) the 
primary owner of the business, and (c) identify 
the business as a family business. All firms in the 
sample were first-generation family businesses 
in which the entrepreneur or founder was still 
the head of the organisation.

The present study is also exploratory in 
nature, and data collection was conducted by 
self-administered and open-ended questions 
(Bradburn et al., 2004). The interview questions 
prepared for semi-structured interviews 
correspond to issues, challenges, sustainability, 
and the impact of technology. It was also designed 
based on literature and researchers’ observations 
of the present condition of the implementation of 
internet accessibility and business productivity 
amongst family businesses in Sabah and 
Sarawak. Note that the negative and prolonged 
questions and technical language were excluded 
from interview questions (Bryman et al., 2007). 
Meanwhile, simple and easy-to-understand 

interview questions were adopted to gain an in-
depth understanding of sustainability and the 
success of the family business.

To enhance transparency and contextual 
clarity, a summary table outlining the key 
interview themes and sample responses is 
provided in Table 1. This supports the thematic 
analysis and offers insight into the nuanced 
views of the participants, further enriching 
the methodological rigor and findings of the 
exploratory study.

Results and Findings 
With rapid changes in commerce and technology, 
family businesses are faced with new sets of 
issues and challenges. This study is to investigate 
the impact of JENDELA implementation on 
internet accessibility and business productivity 
amongst family businesses in Sabah and 
Sarawak. As such, findings are presented under 
four themes: Awareness, quality of connectivity, 
affordability, and business productivity, with 
insights from the respondents embedded to 
enrich understanding.

Awareness of JENDELA and Internet Usage
Prior to the adoption of JENDELA in Malaysia, 
numerous obstacles existed regarding internet 
access and connectivity, particularly in rural 
and isolated regions (MCMC-MyConvergence, 
2020). Some of the key challenges include 
infrastructure limitations, geographical factors, 
low population density, cost barriers, limited 
educational resources, and digital literacy. 
Specifically, the JENDELA effort aimed to 
address these obstacles by allocating resources 
to enhance digital infrastructure, enhance 
connection, and advocate for digital literacy 
programs. The purpose of these initiatives was to 
narrow the gap in internet connectivity between 
urban and rural regions, thereby ensuring that 
all Malaysians can access the opportunities and 
advantages provided by the internet.

Interview question: 
(1)	 Are you aware of the JENDELA initiative?
(2)	 How do you currently use the internet in 

your business?
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Notably, 20% of respondents are aware 
of JENDELA’s plan to formulate and provide 
wider coverage and better quality of broadband 
experience for the Rakyat, whilst preparing the 
country for 5G technology. Some respondents 
used the internet moderately. However, the 
majority heavily used the internet for business, 
as stated by a respondent from Sabah: 
“I used the internet for work, social media, and 
my CCTV. I promote my products via Instagram, 
and orders from customers are from my website” 
(Respondent 1)

Internet usage in Sabah and Sarawak 
averages more than five hours a day, making 
it an essential tool for daily activities and 
indicating a significant reliance on the internet 
for various aspects of business. In other words, 
the average hours of internet usage suggest that 
the diverse roles the internet plays in supporting 
communication, work, education, entertainment, 
and overall well-being. 

The disparity between high internet 
usage and low awareness of the JENDELA 
initiative suggests that while digital dependency 
among family businesses is strong, national 
infrastructure efforts such as JENDELA are not 
effectively reaching or resonating with their 
intended audience. This implies a potential 
disconnect in communication strategies, 
highlighting the need for more localised, 
accessible, and targeted outreach to ensure that 
such initiatives are implemented, understood, 
and utilised by rural business communities.
•	 Respondent 3 (Sabah): “JENDELA? I think 

I’ve heard the name, but I don’t know what 
it’s really about or how it helps me”.

•	 Respondent 5 (Sarawak): “I use the 
internet for almost everything. We take 
orders through WhatsApp and update our 
promotions on Facebook every day”.

•	 Respondent 7: “My children help me with 
Instagram. I don’t understand it all, but it 
brings in many young customers. We sell 
handmade baskets and bags”.

•	 Respondent 2: “Even my CCTV runs on 
the internet. If the line goes down, I can’t 
monitor my shop remotely”.

To generate awareness about JENDELA 
activities, it is crucial to communicate the 
program’s objectives, advantages, and 
advancements to the intended audience in an 
effective manner. Among the strategies to raise 
awareness of JENDELA are multichannel 
communication, public events, and workshops. 
This includes collaboration with local leaders 
and influencers, educational campaigns, digital 
marketing, and school and educational programs. 
Utilising a blend of these strategies includes the 
establishment of an awareness campaign that 
effectively reaches various demographics and 
promotes comprehension and endorsement of 
JENDELA programmes. 

Quality of Connectivity
Interview questions:
(1)	 How would you describe the quality of your 

internet connection?
(2)	 How does the quality of the internet impact 

your business?
(3)	 What challenges do you face with internet 

connectivity in your area?
(4)	 How do you deal with those challenges?
(5)	 Are you aware of any platforms or 

programs like JENDELA that can help with 
connectivity issues?

The success of JENDELA in improving 
connectivity in East Malaysia is likely to depend 
on several factors, including infrastructure 
development, policy implementation, and 
ongoing efforts to address the region’s 
unique challenges. An internet connection is 
essential for family businesses for various 
reasons, contributing to efficiency, growth, and 
competitiveness (Hay, R, 2020).

Respondent 1 commented, “Internet 
connection is very unstable in certain areas.” 
This is supported by Respondent 8, who stated, 
“Internet connection in the village is below 
average; therefore, I had to use ConnectMe.” 
Quality of internet connection is further 
described by Respondent 4, “In rural areas in 
Sarawak, access is still the main problem. Not all 
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the time can access, and sometimes it’s stressful 
to get the access”. Respondents five, six, and 
seven similarly reported that the connection is 
either average or quite good, mainly since they 
reside in town areas. The respondents were 
asked further where they would turn to if there 
were such challenges, and all respondents stated 
that they would turn to the service providers to 
complain. Apparently, none of the respondents 
are aware of a platform by JENDELA where 
users can complain or provide feedback on 
JENDELA’s services and connectivity.

All respondents agreed that poor internet 
connectivity can lead to operational inefficiencies 
in their family businesses, affecting day-to-day 
business activities. This includes affecting the 
productivity, revenue, and the overall economic 
contribution of family businesses to the local and 
regional economy. Furthermore, the restricted 
availability of online markets, e-commerce 
platforms, and digital marketing is affecting the 
ability of family businesses to compete with 
larger enterprises. Therefore, fixing internet 
connectivity is essential for several reasons, as 
it plays a crucial role in societal, economic, and 
individual development, as well as in the success 
of businesses. Additionally, it establishes a basis 
for formulating strategies, regulations, and 
interventions to address these challenges and 
foster the growth and sustainability of family 
businesses in the digital era.

The variation in connectivity experiences 
between rural and urban respondents underscores 
persistent digital infrastructure disparities within 
East Malaysia. While JENDELA aims to bridge 
this gap, the findings reveal that implementation 
has yet to achieve consistent outcomes, 
particularly in remote areas. The reliance on 
alternative solutions, such as ConnectMe, and 
the lack of awareness about formal complaint 
mechanisms suggest limited accessibility to 
the service itself and user support structures. 
This highlights a need for more inclusive 
infrastructure rollouts and better communication 
between service providers, policymakers, and 
end-users. Moreover, the clear link respondents 
make between poor connectivity and reduced 

business performance emphasises the urgency of 
addressing digital inequity as a core component 
of regional economic development.

Affordability
Examining internet affordability for family 
businesses involves considering various 
disciplines such as economics, business 
management, and information technology. In 
line with this, accessible internet connectivity 
enables family businesses to establish and 
maintain an online presence, facilitating their 
outreach to a broader audience and allowing 
them to enter worldwide markets. In essence, 
through the expansion of market reach, family 
businesses can broaden their customer base and 
improve their overall sustainability.

Notably, 50% of the respondents felt 
that the internet fees are relatively expensive. 
According to Respondent two, “It is expensive, 
especially for the unlimited data, if compared 
to the service, where the speed in some areas is 
not stable”. Respondent 8 expressed, “The price 
reductions or offer is only in the manifesto and 
has never been materialised”. 

Respondent three stated that “The internet 
plans here are quite expensive, especially when 
you need unlimited data for the business. In our 
area, we don‘t always get consistent speeds, 
so we‘re paying a premium for something that 
isn‘t always reliable. We end up using more data 
than expected just to keep our business running 
smoothly. Respondent seven also lamented that 
“Paying for internet is one of our biggest costs. 
It‘s tough to manage when prices keep going up, 
and we rely on the internet for everything”.

Essentially, the cost-effectiveness of 
internet services is a crucial factor for family 
businesses, affecting their capacity to access 
and utilise online resources effectively. Key 
factors impacting affordability encompass 
the price of internet plans, the availability of 
affordable options from different providers, and 
the balance between connection speed and cost. 
Accordingly, family business should thoroughly 
evaluate their data consumption requirements, 
explore packaged service alternatives, negotiate 
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contract terms, and leverage governmental 
efforts or community collaborations to attain 
internet solutions that are more economically 
efficient. In addition, allocating resources 
towards technology that maximises internet 

utilisation and fostering digital literacy among 
staff can improve productivity and contribute to 
the overall sustainability of the family business 
in the digital era.

Table 1: Themes and respondent insights on JENDELA and Internet accessibility for family businesses in 
Sabah and Sarawak

Theme
Interview 
Questions

Respondent Dialogue/ 
Insight

Interpretation/Observation

Awareness of 
JENDELA and 
Internet Usage

1. Are you aware 
of the JENDELA 
initiative? 
2. How do you 
currently use the 
internet in your 
business?

Respondent 1 (Sabah): 
“I used the internet for 
work, social media, and 
my CCTV. I promote my 
products via Instagram, 
and orders from customers 
are from my website”. 
Respondent 3 (Sabah): 
“JENDELA? I think I’ve 
heard the name, but I don’t 
know what it’s really about 
or how it helps me”. 
Respondent 5 (Sarawak): 
“I use the internet for 
almost everything. We take 
orders through WhatsApp 
and update our promotions 
on Facebook every day.” 
Respondent 7: “My 
children help me with 
Instagram. I don’t 
understand it all, but it 
brings in many young 
customers. We sell 
handmade baskets and 
bags”. 
Respondent 2: “Even my 
CCTV runs on internet. 
If the line goes down, I 
can’t monitor my shop 
remotely”.

High internet usage among family 
businesses shows strong digital 
dependency. However, only 20% 
were aware of JENDELA, revealing 
a disconnect between initiative 
implementation and community 
awareness. The need for targeted, 
local communication strategies is 
evident. Respondents heavily rely on 
the internet for sales, promotions, and 
operations.
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Quality of 
Connectivity

1. How would 
you describe 
the quality of 
your internet 
connection? 
2. How does the 
quality of the 
internet impact 
your business? 
3. What 
challenges do 
you face? 
4. How do you 
deal with those 
challenges? 
5. Are you aware 
of any platforms 
like JENDELA 
that can help?

Respondent 1: “Internet 
connection is very unstable 
in certain areas”. 
Respondent 4: “In rural 
areas in Sarawak, access is 
still the main problem. Not 
all the time can access, and 
sometimes it’s stressful to 
get the access”. 
Respondent 8: “Internet 
connection in the village is 
below average; therefore, I 
had to use ConnectMe”. 
Respondents 5, 6, 7: 
Report average to good 
connections (living in 
town areas). 
None were aware that 
JENDELA had a platform 
for complaints or 
feedback.

Strong urban–rural disparity in 
internet quality. Rural businesses 
face instability and limited access, 
leading to reliance on alternatives 
like ConnectMe. No awareness 
of JENDELA’s feedback platform 
indicates a gap in user support 
communication. Poor connectivity 
impacts productivity and revenue, 
reinforcing digital inequity as a key 
concern for economic development in 
East Malaysia.

Affordability How affordable 
is the internet for 
your business?

Respondent 2: “It is 
expensive, especially 
for the unlimited data, if 
compared to the service, 
where the speed in some 
areas is not stable”. 
Respondent 3: “The 
internet plans here are 
quite expensive, especially 
when you need unlimited 
data for the business... 
We end up using more 
data than expected just to 
keep our business running 
smoothly”. 
Respondent 7: “Paying 
for the internet is one 
of our biggest costs. It’s 
tough to manage when 
prices keep going up, and 
we rely on the internet for 
everything”. 
Respondent 8: “The price 
reductions or offer is only 
in the manifesto and has 
never been materialised”.

50% of respondents found internet 
costs high and inconsistent with 
service quality, especially in rural 
areas. Unlimited data plans are a 
major burden for small businesses. 
The cost-to-performance imbalance 
is a barrier to efficient digital 
adoption. There’s also a distrust 
of promised cost reductions. This 
reflects the need for transparent, 
affordable, and equitable pricing 
plans to support small business 
growth.
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Family business productivity
The internet can have a profound impact on the 
sustainability of family businesses, contributing 
to their growth, efficiency, and adaptability. 
Thus, leveraging the internet can contribute 
significantly to the sustainability of family 
businesses.

Improved business productivity often 
involves streamlining processes, reducing 
inefficiencies, and optimising workflows. This, 
in turn, leads to cost savings as resources are 
utilised more effectively (Ghosh, A., 2021).

In essence, the internet serves as a 
transformative tool for family businesses, 
enhancing their competitiveness, efficiency, and 
adaptability. By leveraging online resources and 
technologies, family businesses can weather 
challenges and position themselves for long-
term sustainability in a dynamic and digitally 
driven business landscape. The above results 
and findings are best described through the 
diagram below.

Quality of Connectivity

AffordabilityAwareness

JENDELA

Ultimately, family businesses’ productivity 
within the framework of JENDELA hinges on 
creating awareness within these enterprises 
regarding the significance of digital connectivity. 
The process entails making the availability 
of such connectivity economically accessible 
and guaranteeing services of superior quality. 
Academic discussion in this subject would 
likely examine strategies and processes for 
implementing these elements, considering 
the distinct problems and opportunities 
encountered by family businesses in the 
changing digital environment. Correspondingly, 
family businesses can strengthen their ability 
to withstand challenges, improve their 
competitiveness, and ensure their long-term 
viability within the JENDELA framework by 
focusing on increasing awareness, affordability, 
and quality of connectivity.

An efficient and reliable digital connectivity 
system is essential for delivering fast and high-

quality internet access that can be effortlessly 
accessed from any location at any time. 
Considering that the internet plays a crucial 
role in fostering economic development, it is 
essential to establish a robust, extensive, and 
high-quality digital infrastructure to support 
corporate expansion. This, in turn, will 
contribute to elevating the socio-economic status 
of the nation. In other words, increase business 
productivity, achieve cost savings, and drive 
revenue growth, which in turn will contribute to 
the sustainability of family businesses.

Conclusions 
In conclusion, this study has delved into the 
impact of the JENDELA initiative on internet 
accessibility and business productivity within 
family businesses in Sabah and Sarawak, 
Malaysia. Through a comprehensive focus 
group study involving representatives of 
family businesses in the target regions, 

Figure 1: Impact of JENDELA from family business perspectives on business productivity



Zalena Mohd et al.                                   		                                                                                118                                                                                
		

Universiti Malaysia Terengganu Journal of Undergraduate Research Volume 7 Number 2, October 2025: 109-120

valuable insights have been gathered. These 
findings provide a crucial resource for making 
informed decisions and formulating strategies 
that support the sustainability and success of 
family businesses. Furthermore, the research 
underscores the significance of improvements 
brought about by JENDELA, which contribute 
to increased business productivity, cost savings, 
and revenue growth. However, it is essential 
to acknowledge and address the challenges 
and disparities identified during the study, 
particularly those related to affordability and 
varying infrastructure conditions in rural 
areas. Note that recognising these challenges 
is imperative for the effective implementation 
of policies and initiatives aimed at enhancing 
digital connectivity. Despite widespread internet 
usage among participants, only a small fraction 
was aware of the JENDELA initiative, indicating 
a critical need for better outreach and education. 
Connectivity quality also varied significantly, 
with rural users facing persistent instability that 
hampers business operations. 

Additionally, affordability remains a 
concern, as many respondents find current 
pricing disproportionate to the quality of service 
provided. In addition, this focus group study 
provides a unique perspective on how JENDELA 
has impacted family businesses in Sabah and 
Sarawak. The insights gained from participants 
shed light on the practical implications of digital 
infrastructure improvements, offering valuable 
guidance for policymakers and stakeholders. 
As the region continues to navigate the digital 
landscape, understanding the nuanced effects of 
JENDELA on family businesses is essential for 
fostering a conducive environment for growth. 
While this research has provided insights into 
the multifaceted impacts of the JENDELA 
implementations on internet accessibility 
and business productivity amongst family 
businesses in Sabah and Sarawak, there are 
notable limitations. These limitations include 
sampling bias, subjectivity in qualitative 
analysis, and temporal constraints. To address 
these limitations, future research should 
consider more diverse sampling strategies, 
implement methodological triangulation, and 

conduct longitudinal analyses to offer a more 
comprehensive and objective assessment of the 
program’s impact in Malaysia. Accordingly, 
this approach will contribute to a deeper 
understanding of how JENDELA is shaping 
family business through the digital landscape 
and offer valuable insights for enhancing the 
program’s success in bridging the digital divide 
and promoting digital inclusivity in Malaysia. 
Nevertheless, the research contributes to the 
academic discourse and the practical domain, 
offering tangible insights that can shape the 
trajectory of digital connectivity and support 
the growth of family businesses in the unique 
context of Sabah and Sarawak, Malaysia.
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