
Asian Academy of Management Journal, Vol. 24, Supp. 1, 43–59, 2019

© Asian Academy of Management and Penerbit Universiti Sains Malaysia, 2019. This work is 
licensed under the terms of the Creative Commons Attribution (CC BY) (http://creativecommons.
org/licenses/by/4.0/).

THE ROLE OF SUPPORT ON START-UP SUCCESS: 
A PLS-SEM APPROACH

Daisy Mui Hung Kee1*, Yusmani Mohd Yusoff2, and Sabai Khin1

1School of Management, Universiti Sains Malaysia, 11800 USM Pulau Pinang, Malaysia
2School of Business Management, Universiti Utara Malaysia, 06010 UUM Sintok,  

Kedah, Malaysia

*Corresponding author: daisy@usm.my

Published online:  20 March 2019

To cite this article: Kee, D.M.H., Yusoff, Y.M., and Khin, S. (2019). The role of support 
on start-up success: A PLS-SEM approach. Asian Academy of Management Journal, 
24(Supp. 1), 43–59. https://doi.org/10.21315/aamj2019.24.s1.4

To link to this article: https://doi.org/10.21315/aamj2019.24.s1.4

ABSTRACT

A start-up plays a significant role in the economic growth, employment opportunity, 
incubators for eco-innovation, and create a new market. Despite their important roles 
towards the economic and social growth, start-ups face difficulty in sustaining and 
surviving as the failure rate of start-up range between 50% and 95%, especially in 
emerging countries such as Malaysia. Therefore, it is important for start-ups in developing 
countries to identify specific support services that determine their success. In this study, 
we focus on technology-related, market-related, finance-related, and soft-related supports 
received by start-ups in Malaysia. The present study has collected data from 500 startups 
in Malaysia who were recipients of the funding from Malaysia government agencies. To 
the best of our knowledge, this study provides the first statistical test of how start-ups 
who were business owners or business partners receiving funding or support from the 
government agencies view the support system. Based on the analysis, this study provides 
evidence that support matters to start-up success. Technology-related, finance-related, 
and soft-related supports hold a significant relationship with the start-up success, while 
surprisingly, market-related support did not have a significant relationship with start-up 
success. Our results have extended previous research by highlighting the importance of 
these supports in driving start-up success and indicating how each dimension of these 
support services either enhances or inhibits start-up success.

Keywords: start-up success, technology-related support, financial-related support, 
marketrelated support, soft-related support
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INTRODUCTION

Start-ups bring lots of advantages to the nation such as increasing economic 
development, offering employment opportunities, and creating innovation 
(Bøllingtoft, 2012; Giardino, Unterkalmsteiner, Paternoster, Gorschek, & 
Abrahamsson, 2014). Other than that, start-ups are important to the society as 
they will help to overcome social issues such as income inequalities and poverty 
(Thirlwall, 2011) as well as vital for nation growth (Surienty, Khoo, & Kee., 2011). 
In line to that, several studies have been conducted to investigate the impact of 
start-ups on economic growth, job creation as well as wealth creation (e.g., Acs, 
Desai, & Hessels, 2008; Ahmad & Xavier, 2012; Carree & Thurik, 2003). 

Due to the vital role of start-ups in the national economic development agenda, 
the government realised the need to develop start-ups and ensure their success 
as several challenges and obstacles confront start-ups (Tengeh & Choto, 2015). 
Also, start-ups can hardly survive. In the global industry, start-ups contributed 
39% of the total revenue. However, start-ups face challenges and difficulties in 
sustaining and surviving as the failure rate range between 50% to 95%, especially 
in emerging countries such as Malaysia. Organisation for Economic Co-operation 
and Development (OECD, 2000) reported that less than 50% of start-ups survive 
for more than five years. According to Giardino et al. (2014), approximately 60% 
of start-up businesses fail in their first five years of businesses. Hence, the first 
five years is the most vulnerable period for a start-up business. They are facing 
with key challenges and obstacles such as lack of awareness in terms of resources, 
lack of information in terms of business opportunities, inadequate networking, and 
absence of business supports (Aggarwal, 2012; Kee, Effendi, Talib, & Rani, 2011). 
Start-ups are categorised by the insufficiency of resources and are regularly failing 
to perform or growth (Cohan, 2012). 

Concurrently, with this recognition of the economic importance of start-ups, 
there are findings that start-ups are fragile. Therefore, it is important for start-
ups in developing countries to identify if support predictive of their success. The 
appropriate ecosystem is needed to increase the survival of start-ups. To achieve 
success, the start-ups would require to carefully assess their decision and options to 
identify what is critical for the survival of the businesses. They should be aware of 
the support in the ecosystem to increase the success and survival rate. Start-ups can 
exploit the access to the ecosystem to identify new market opportunities, develop 
modern technology, access funding, and gain legitimacy (Pettersen, Aarstad, 
Høvig, & Tobiassen, 2015; Sullivan & Marvel, 2011). Furthermore, in developing 
countries such as Malaysia, there is a lack of empirical evidence that investigates 
the determinants of a start-up, although past studies have been conducted on the 
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issues of how entrepreneurship, especially during their start-up period, affects 
the economy (Iakovleva, Kolvereid, & Stephan, 2011). In this paper, we intend 
to examine how does support (financial-, technology-, market-, and soft-related 
supports) help in the start-up success. 

Evaluating the start-up ecosystem requires an examination of many factors that 
influence the ability to launch and operate start-ups in Malaysia successfully. 
Therefore, understanding the ecosystem of the start-ups in Malaysia would allow 
the policymakers to use this information to formulate policies that are modified 
for the fundamental of national economic growth (Abu Bakar, Ahmad, Wright, & 
Skoko, 2017). In most of the developed countries, the government play a vital role 
to the growth of start-ups (Abu Bakar et al., 2017) such as introducing subsidised 
or partly subsidised programmes for start-up (Yusuf, 2014). According to Yusuf 
(2010), a substantial volume of public resources is provided to support and assist 
start-ups. However, many start-ups fail to identify the challenges and obstacles of 
the business process and incapable of reaching successful results (Yusuf, 2014). 
Hence, government involvement is claimed to lessen the high failure rates of 
start-ups (Deakins, Sullivan, & Whittam, 2000). Therefore, the government have 
formed assistance programmes to support start-up businesses to overcome these 
challenges and obstacles (Yusuf, 2014). Support in some countries such as the 
United States helps to enhance the start-up success, growth, performance, and 
survival (Yusuf, 2014). In addition, there are many supports from various agencies 
in the development of start-up. However, there is a lack of understanding of what 
kind of support services needed by start-ups (Henry, 2017). 

Therefore, it is essential to understand the specific support that determines the 
success of start-ups in developing countries. To determine the support of the start-
ups, the understanding of the ecosystem of the start-up is fundamental, especially 
on identifying the role of support systems such as technology-related support 
services, market-related support services, finance-related support services, and 
soft-related support services (Heydebreck, Klofsen, & Maier, 2000). We examine 
how the role of these supports (technology-, market-, finance-, and soft-related 
supports) can significantly impact the success of start-ups in Malaysia. 

LITERATURE REVIEW

Start-up Success

Start-ups help to form more employment opportunity than large and established 
businesses, governments, and private sectors have promoted start-up businesses 
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and reduced the events of their failures (Carter & Auken, 2006; Savlovschi & 
Robu, 2011). Sharifi and Hossein (2015) defined a start-ups business as a young 
business that is opening its operations and is designed to grow into large firms 
(Blank, 2012). Also, Pickernell, Senyard, Jones, Gary, and Ramsey (2013) defined 
start-up businesses as young and new businesses as existing below four years. This 
study defined start-up success as the ability of a firm to survive or to sustain in 
business based on financial and non-financial performance for the past five years 
(Durda & Krajcik, 2016; Lussier & Pfeifer, 2001; Yaacob, Mahmood, Mat Zin, & 
Puteh, 2014). 

Some extensive studies about the factors that influence the success of start-up 
businesses have been developed because start-up contributed significant effects 
towards the society such as solving employment issues, enhancing economic 
stability, and balancing income distribution among the society (Hashim, 1999). 
However, identifying and measuring start-up success is relevantly difficult as it 
is a relative measure. Start-up success can be measured in various ways such as 
financial, non-financial, or hybrid method (Durda & Krajcik, 2016; Lussier & 
Pfeifer, 2001; Yaacob et al., 2014).

In a study carried out by Omri, Frikha, and Bouraoui (2015), they measured business 
performance based on profitability. Hence, profitability is one of the significant 
performance measurement for business, especially for a start-up business. Another 
study by Fisher, Maritz, and Lobo (2014) found that entrepreneurs measure 
their business success based on their incessantly business growth. On the other 
hand, Lussier and Halabi (2010) suggested using non-financial measurement to 
measure the success of start-up business, as the non-financial measurement is more 
appropriate since start-up business does not have proper financial accounting data. 
Furthermore, start-up businesses may not have a proper report in terms of their sales 
and profits as they do not keep records properly (Gerba & Viswanadham, 2016). 
However, Gerba and Viswanadham (2016) suggested using a hybrid approach 
when measuring start-up success. Hybrid measures include both financial and non-
financial measurement of performance that usually incorporate multi-dimensional 
aspect to overcome drawbacks of a single measure of performance. Thus, Gerba 
and Viswanadham (2016) proposed the financial and non-financial measures of 
start-up business performance comprise of total assets, profitability, sales volume, 
return on investment (ROI), capital employed, market share, the total number of 
employees, employees’ turnover, customer satisfaction, productivity, and delivery 
time. 
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Support Services

A study conducted by Brooksbank (2008) found that in the start-up ecosystem, the 
government is the significant player that promote the success of start-up businesses. 
Curran and Storey (2002) stated that some of the government support services 
included direct advice services and formal support such as identifying business 
activities, training, market research, advertising, and innovative technology 
(Bennet & Robson, 2003). However, the lack of government support towards start-
up has contributed to its failure in Malaysia scenarios (Saleh & Ndubisi, 2006). 
However, Kee et al. (2011) had a different point of view and argued that the key 
issue is not related to the lack of government support, but the accessibility of the 
support programme itself. Ng and Kee (2017) added that most SMEs often struggle 
to keep on top of new development and encounter problems in their operation and 
it is inevitable that government must intervene in SMEs development by providing 
infrastructure and financial grants. Kee et al. (2011) found that most of the SMEs 
relied on private sponsors or self-funding to get financial support, penetrate new 
markets and search for customers as they did not receive the full range of assistance 
due to the complicated procedure of financing application.

Undeniably, Malaysian government has provided numerous supports to start-
ups. For example, Malaysian government has executed the programmes that 
focused on financing, technology transfer, and infrastructure development in 
2012 (SME Corp., 2014). In addition, Malaysian government has executed a total 
of 139 financial programmes for start-ups in 2013, while with the collaboration 
with private sector, the government has also executed another 15 programmes 
amounting to RM8.5 billion (SME Corp., 2014). In 2010, SME Corporation 
implemented 269 programmes (amounted to RM6.9 billion), and the majority is 
allocated to enhance the access of start-up businesses in financing (SME Corp., 
2014). In addition, numerous training programmes are held, such as 1-InnoCert 
certification to improve innovation capacity of start-up businesses; SME 
Competitive Rating for Enhancement (SCORE) system which is a tool to assess 
and rate the competitiveness of start-up businesses based on company capabilities 
and performance; university internship to support entrepreneurial culture; and the 
National Mark-of-Malaysia Brand certification to increase the promotion products/
services of start-up businesses (SME Corp., 2018).

However, there is a limited understanding of how, what, and which programmes 
and policies from the government that help in promoting and supporting start-ups 
(Audretsch, 2004). For example, most of the start-ups in Malaysia face difficulties 
in gaining financial supports due to deficiency of collateral and inadequate 
documents to support their loan application (Haron, Said, Jayaraman, & Ismail, 
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2013). Financial support is needed by start-up to set-up the business, enhance their 
production, and to recruit employees (Haron et al., 2013). According to Beck and 
Demirguc-Kunt (2006), start-up experienced complex financing obstacles than 
larger and established businesses. Finance-related services refer to the support 
in accessing external financing sources such as venture capital funds and direct 
financial support and many more (Dwivedi & Mishra, 2013; Heydebreck et al., 
2000). Finance-related is defined as monetary support to the start-up, from the 
government and institution owned by the government such as support schemes, 
mediation of contacts to financiers, and direct support in the financing of innovation 
projects which entrepreneurs take while starting their business or enhancing the 
business (Alfredsson, 2003; Dwivedi & Mishra, 2013; Heydebreck et al., 2000). 
The government must improve finance-related services by enhancing the access 
of start-up businesses to finance needs to help them develop and grow. According 
to SME Masterplan, most of the start-up businesses in Malaysia stated that they 
are facing the lack of accessibility to funding institutions and it takes long time for 
the small number of loans because of this obstacle (SME Corp., 2015). Financial 
funding can be termed to be the significant factor of any established company 
especially for start-up business as it determines a substantial part of the business 
performance and financial support contributes to 25% of the small business success 
(Akinruwa, Awolusi, & Ibojo, 2013). It is also supported by Kee et al. (2011) that 
the key issues faced by SMEs are lack of consultation through an informal network, 
communication of policies to local, and identifying economic development 
opportunities. Kee added that even though these supports are provided by the 
government, it appears that SME is facing difficulties in accessing the government 
support. Based on the above discussion, the following hypothesis is formulated:

H1: Finance-related support has a positive impact on start-up success. 

On the other hand, the majority of start-up failure was due to the inability to 
recognise and respond to high-value market opportunities and a failure to take 
fast action when opportunities were identified, and being under-prepared (Ahmad 
& Seet, 2009). In addition, Temtime and Pansiri (2004) found that poor customer 
service, lack of proper study in the marketing process, and inadequate analysis 
in terms of demand and supply are also the issues that related to start-up failure. 
For start-up businesses to commercialise their products/services, they must have 
ample business and market-related knowledge (McKelvey & Lassen, 2013). 
Thus, start-up businesses frequently need consultancy in marketing, searching 
and analysing the potential market, and searching for business partners to cater 
for this failure (Heydebreck et al., 2000). Start-up businesses need market-related 
services as such consultancy in marketing, assist with marketing of products and 
technologies, provision of a customer, supplier network, opportunities in the 
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market, commercialisation and distribution such as trade shows and exhibitions 
(Heydebreck et al. 2000; Kaufmann & Tödtling, 2002). In this study, market-
related services are defined as support services that consist of assistance in the 
marketing of products and technologies, a search for customers and suppliers, and 
assistance with new products launches (Heydebreck et al., 2000). Therefore, the 
following hypothesis is proposed:

H2: Market-related support has a positive impact on start-up success.

Another support service that plays a significant role in start-up success is 
technology-related services. Technology-related services such as technology 
transfer will improve innovations among start-up businesses (Intarakumnerd 
& Ueki, 2009). Technology-related services through the collaboration among 
private agencies, public agencies, industry, and universities will help to enhance 
processes and method of the operation and business activities (SME Corp., 2014). 
Technology-related services include foster technology collaboration to form 
research and development (R&D) that focused on promoting the business network, 
commercialisation of knowledge, financial incentives such as R&D grants and 
levies for technology development, and promoting technology distribution (Gill 
& Kharas, 2015). This study defines technology-related services as the availability 
of technology support for the execution and management of R&D, technological 
consultancy, search for R&D cooperation partners, and availability of providing 
infrastructure to create a conducive environment for the growth of the start-up 
business (Akinruwa et al., 2013; Heydebreck et al., 2000). However, in the context 
of Malaysia, Malaysian entrepreneurs facing limited capability to access and acquire 
them (Kiatgan & Almsafir, 2013). This happened due to the start-up businesses 
are frequently obstacle by their inadequate capital for their business development 
of technology adoption (Zulkifli-Muhammad, Char, Yasoa, & Hassan, 2010).  
Thus, the hypothesis is proposed:

H3: Technology-related support has a positive impact on start-up success.

A study carried out by Heydebreck et al. (2002) identified soft services as 
key areas for the support that government provides especially for a start-up 
business. Malaysia government through the 10th Malaysia Plan (2011–2015) 
is concentrating on the six national key economic areas (NKEAs), to promote 
knowledge-intensive and innovation-led economy growth. Hence, soft-related 
support services such as networking, mentoring, raising awareness, education, 
training, consultancy, problem-solving skills, and acquiring learning capabilities 
(Falk, 2007; Heydebreck et al., 2000) as significant factors for start-up success. 
Based on a study by Bosma, Van Praag, Thurik, and De Wit (2004), they found 
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that start-up businesses will have more success when they invested in soft skills 
such as training and information gain from networking and consulting when 
starting the business. In addition, training programmes for start-up business have 
a positive effect on the start-up success (Jansen & Weber, 2004). In this study, 
soft-related service is defined as general types of support, comprising seminars 
and information provision, education and teaching programmes, and consulting. 
These services typically assist the start-up businesses in developing a network, and 
in enhancing their know-how (Heydebreck et al., 2000), hence, the hypothesis is 
proposed:

H4: Soft-related support has a positive impact on start-up success.

METHODOLOGY

Data were collected from the targeted respondents, who are the business owners of 
500 start-up firms that were established between 2012 to 2016 located in Malaysia. 
Only those respondents who were business owners or business partners receiving 
funding or support from the government or agencies were included in the study. 
Most of the respondents (39.4%) fall in the age group of 41–50 followed by 31–40 
(36.2%). More than half of the respondents were male (58.8%), and the remaining 
were female (41.2%) as business has always been a male-dominating profession. 
This figure also reflects a steady exponential growth in women entrepreneurship 
in Malaysia. Most of the respondents were business owners (60.6%) and the 
remaining (39.4%) were business partners. Majority of the respondents formed 
the companies in 2013 (34.8%), followed by 2012 (27.6%), 2014 (21.8%), 2015 
(13%), and 2016 (2.8%). For business activity, 62.8% of the businesses were from 
the services sector, and 37.2% were from the manufacturing sector. 

Start-up success was measured using nine items adapted from Yaacob et al. (2014), 
Yankov, Ruskov, and Haralampiev (2014), and Weber and Zulehner (2010). The 
start-up success measure consists of profitability, growth, reach intended goals, 
survival, customer satisfaction, personal satisfaction, networking, reputation/
business image, and an increase in the number of employees. The respondents were 
asked to indicate their businesses’ performance relative to their major competitors 
over the past 12 months. Each dimension of start-up success was measured on 
a 5-point Likert scale, ranging from 1 (significantly lower) to 5 (significantly 
better). To measure finance (6 items), market (7 items), technology (9 items), 
and soft-related support (10 items), Heydebreck et al. (2000) and Knockaert, 
Vandenbroucke, and Huyghe (2012)’s scales were adapted. Each dimension of 
support was measured on a 7-point Likert scale, ranging from 1 (inaccessible) to  
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7 (extremely accessible). To test the hypotheses generated, we employed Smart 
PLS Software to analyse the data. We used the bootstrapping method (5,000 
resamples) to determine the significance levels for loadings and path coefficients. 

RESULTS

This study used the two-step approach as suggested by Anderson and Gerbing 
(1988). Firstly, the study assessed convergent validity, reliability, and the 
discriminant validity. Convergent validity can be ascertained if the loadings are 
greater than 0.5 (Hair, Black, Babin, & Anderson, 2010), composite reliability 
greater than 0.7 (Gefen, Straub, & Boudreau, 2000), and the average variance 
extracted is greater than 0.5 (Fornell & Larcker, 1981). This study also tested for 
the discriminant validity using the evaluation of the heterotrait-monotrait ratio 
of correlations (HTMT) (Henseler, Ringle, & Sarstedt, 2015). Using HTMT as 
a criterion to access discriminant validity, the researcher needs to compare it to a 
predefined threshold. Hence, if the value of the HTMT is greater than it predefined 
threshold, the researcher can conclude that there is non-existence of discriminant 
validity. This study used a conservative threshold of 0.85 as suggested by Clark 
and Watson (1995) and Kline (2015). Table 1 demonstrates the results of the 
measurement model while Table 2 shows the results of discriminant validity. 
The structural model was tested next. R2 is 0.705 which meant that 70.5% of the 
variance in start-up success performance was explained by the finance-related 
services, market-related services, technology-related services, and soft-related 
services. Table 3 summarises the findings of all the research hypotheses developed 
for this study. The hypothesised direct relationships were assessed based on the 
path analysis.

Table 1
Results of measurement model

Model construct Measurement item Loading CR AVE

Finance Fin_DA1 0.582 0.876 0.591
Fin_DA2 0.675
Fin_DA3 0.822
Fin_DA4 0.880

Market Mar_DA1 0.935 0.959 0.771
Mar_DA2 0.821
Mar_DA3 0.749
Mar_DA4 0.917

(continued on next page)
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Model construct Measurement item Loading CR AVE

Mar_DA5 0.863
Mar_DA6 0.958
Mar_DA7 0.884

Technology Tech_DA1 0.702 0.911 0.563
Tech_DA2 0.672
Tech_DA3 0.757
Tech_DA4 0.793
Tech_DA5 0.746
Tech_DA6 0.755
Tech_DA8 0.808
Tech_DA9 0.761

Soft Soft_DA1 0.946 0.932 0.699
Soft_DA2 0.957
Soft_DA4 0.737
Soft_DA8 0.737
Soft_DA9 0.789
Soft_DA10 0.823

Note: Fin_DA5, Fin_DA6, Tech_DA7, Soft_DA3, Soft_DA5, Soft_DA6, and Soft_DA7 were deleted 
due to low loadings of < 0.50. AVE = average variance extracted; CR = composite reliability

Table 2
Discriminant validity of constructs

 Finance Market Soft Technology Start-up success

Finance      
Market 0.202     
Soft 0.483 0.281    
Technology 0.829 0.271 0.457
Start-up success 0.554 0.273 0.315 0.547  

Table 1 (continued)
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Table 3
Path coefficients and hypothesis testing

Hypothesis Relationship Direct 
effect t-statistic p-value Result

H1 Finance  Start-up success 0.380 4.480** 0.000 Supported
H2 Market  Start-up success 0.060 0.454 0.650 Not supported
H3 Technology  Start-up success 0.357 4.317** 0.000 Supported
H4 Soft  Start-up success 0.115 1.892* 0.059 Supported

Note: t-values > 2.33; **significant at p < 0.01; t-values > 1.645; *significant at p < 0.05

DISCUSSION AND CONCLUSION

This study investigated the specific support (technology-related, finance-related, 
market-related, and soft-related) that determine the success of start-up. The results 
of this study showed that finance-related, technology-related, and soft-related 
supports have a significant impact on the start-up success in Malaysia. It highlights 
that in the context of Malaysia, these supports help start-up to sustain and succeed. 
Finance-related support appears to be the most critical resources for start-up growth 
and survival. This may be due to its nature that finance-related support provides 
interventions that effectively protect start-up. It acts as a buffer, allows start-up 
to engage in developmental activities without having to confront directly to the 
potential threats. Technology-related support appears to be the second important 
predictor of start-up success followed by soft-related support. On the other note, 
market-related support does not appear to be a good predictor to influencing start-
up success in Malaysia. This may be due to the fact that as compared to market-
related support, the other three supports stand out as a stronger positive predictor 
of start-up success. Another possible explanation is it could be due to the low 
accessibility of the market-related support. Therefore, Malaysian government 
should focus on building awareness and examining accessibility about numerous 
programmes related to market-related support that provided by various agencies 
such as Malaysian Automotive Institute, Malaysian External Trade Development 
Corporation (MATRADE), SME Corporation, and Federal Agriculture Marketing 
Authority (FAMA). Marketing strategies are of utmost importance for start-up to 
reach their customers, hence government should develop strategies in terms of 
accessibility of these supports. In conclusion, the key point that emerged from the 
study is that start-up needs a model that captures holistically all the aspects that 
contribute towards start-up success or failure. 
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