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ABSTRACT 

Digitalization and technological advancements foster innovation and guide businesses 
toward sustainability, with crowdsourcing emerging as a transformative approach. By 
linking global companies with marginalized communities, crowdsourcing supports 
tasks like product development and market research while creating income 
opportunities and reshaping socioeconomic dynamics. Studies show that crowdsourcing 
often originates from low income regions, highlighting their evolving role. In response, 
Malaysia launched the eRezeki program in 2014 under Digital Malaysia to boost 
income for low income communities through crowdsourcing. Early acceptance was 
high, driven by awareness campaigns highlighting its potential to transform livelihoods. 
However, sustaining eRezeki's effectiveness faces challenges, including digital 
readiness, ease of use, perceived risks, limited private sector support, and concerns 
about long-term viability. As crowdsourcing is an ongoing process, it requires 
structured planning to achieve lasting benefits. This research aims to develop a 
Crowdsourcing Multi-Perspectives Staging Implementation Model for Low Income 
Community, considering perspectives of crowd workers, job providers, platforms, and 
enablers, structured into pre, during, and post implementation stages. Preliminary 
research involved semi-structured interviews with five experts to validate 
implementation challenges, followed by an in-depth literature review to identify 
essential elements. Using mixed quantitative and qualitative methods, data were 
gathered from sixty crowd workers and fourteen experts to refine the model. A 
verification phase with two experts and three crowd workers confirmed its validity. The 
final model includes six components; key partners, key activities, key resources, 
channels, customer segments, and customer relationships comprising twenty elements 
identified as critical, aiming to support sustainable and inclusive crowdsourcing 
practices. 
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CHAPTER 1 

INTRODUCTION 

1.1 Overview 

Digitalization and advancement in related technologies are driving significant 

innovation in the almost entire business process. The global increase in competition 

among businesses forces them to shift toward more sustainable practices to sustain in 

the market (Yadav et al., 2020; Calvino & Criscuolo, 2023). The pace of change has 

significantly enhanced during the Covid-19 crisis. For instance, during the pandemic, 

the shopping volumes globally increased from February 2020 through April 2021, and 

the retail sector gained 35% in market capitalization (Bradley et al., 2021). These 

proved that digitalization in business processes has created and expanded customer 

expectations (Sorescu et al., 2011; Zhang et al., 2019; Dantas et al., 2020; Agrawal et 

al., 2022; Calvino & Criscuolo, 2023). Studies revealed that digitalization could be a 

great help in developing sustainable businesses for the long-term period (Okorie et al., 

2018; Jabbour et al., 2019; Nascimento et al., 2019; Yadav et al., 2020; Ozkan-Ozen et 

al., 2020; Agrawal et al., 2022; Jones & Kitagawa, 2023). 

Besides that, digitalization has expanded the way technology adoption, supply 

chain integration, logistics challenges, and digital marketing (Nascimento et al., 

2019; Yadav et al., 2020; Gavrila & de Lucas Ancillo, 2021; Agrawal et al., 2022; 

Kumar & Singh 2023). Businesses that were prepared and had already adopted digital 

business processes before the pandemic have dramatically widened the gap between 

leaders and laggards by increasing their market value (Bradley et al., 2021; Jones & 

Kitagawa, 2023; Turner & Bowers, 2023). In retail industry, the effects and gains from 

digitalization in the retail business model are visible. Through digitalization, retailers 

sell products that are usually produced by third-party suppliers, which means that 

having a streamlined supply chain management flow and system is critical to their 

competitiveness. Retailers are the final stage in the supply chain and are engaged closely 

with final consumers, which means enhanced customer interaction through 

digitalization can lead to higher sales and performance. With over five billion internet 

users worldwide, the number of people making purchases online retailers is ever-

increasing. 

1 

https://www.sciencedirect.com/science/article/pii/S0148296322003095%23b0035

