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Abstract 

Amazon’s global network illustrates technology-enabled, customer-centric and 
sustainability-oriented approaches that further organisational effectiveness. The current study 
used a non-experimental, cross-sectional survey design, and consisted of a sample of 350 
individuals. We tested the proposed model using PLS-SEM. The results indicated that the 
deployment of technology has a direct effect on operational efficiency and supply chain 
management has a positive effect on customer satisfaction. Improved inventory management 
boosts operational performance, and sustainable methods ensure long-term competitiveness. 
The organisation grows with a favourable customer-centric approach. The model 
demonstrated good in-sample explanatory and predictive results, and proved the strategic 
advantage of integrated operational capabilities. It also points out the particular challenges of 
globalisation, like the variety of regulations, the requirement to adapt technology, the 
coordination of workforces and the growing pressures of competition. This paper contributes 
to the OM literature by offering a holistic framework to explain how multinational 
organisations can leverage digital transformation, data driven decision making and localised 
operation techniques to achieve improved firm performance and maintain competitive 
advantage. 
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1. Introduction 
The speed of globalisation, digitalisation and more volatile market environments has 
redefined operations management. Contemporary organisations face expectations to deliver 
cost-effective services, adopt digital technologies, build resilient supply chains, pursue 
sustainable practices, and enhance customer value. The introduction of technologies such as 
artificial intelligence (AI), machine learning, robotics, cloud computing, big data analytics 
and internet of things (IoT) has changed OM from a function-based supporting activity to a 
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strategic organisational capability, which allows firms to achieve sustainable competitive 
advantage (Albannai et al., 2026; Tetteh & Owusu Kwateng, 2026). Thus organisations must 
continuously re-structure their operational processes to respond to changing expectations 
regarding product and service quality under more stringent environmental indicators and 
global political tensions. 
The COVID-19 pandemic, geopolitical tensions, supply chain disruptions and inflation 
concerns are a reminder of how important operational resilience and digital agility are to 
business continuity. These events have proven that firms with flexible and technologically 
enabled operations are more prepared to respond to market uncertainty and recover much 
faster from disruptions than their industry competitors operating with established operational 
systems (Essuman, et al., 2020; Queiroz et al., 2024). Consequently, the strategic role of 
operations management in developing organisational resilience, adaptability and 
sustainability for long-term competitiveness is receiving increasing attention from 
researchers. 
Amazon is a multinational company that has a digital integrated global operations 
management. Amazon started as an online bookshop and has grown into one of the world’s 
largest technology-driven companies. Its business model comprises e-commerce, cloud 
computing, artificial intelligence, digital services, logistics, and global supply chain networks. 
Amazon’s operational success is powered by massive investment in AI-predictive demand, 
robotics-enabled warehouses, predictive analytics, warehouse automation, last-mile logistics 
and consumer-centric innovation. These benefits help Amazon to run complex global 
operations and achieve higher operational efficiency, fast delivery service and high levels of 
customer satisfaction across a wide range of international markets. 
Unlike an increasing body of work that analyses Amazon’s logistics capabilities and digital 
competencies, current research tends to focus on single capabilities in isolation. Previous 
studies have investigated digital technologies, supply chain resilience, sustainability 
practices, customer relationship management, or inventory optimisation separately, without 
considering the role of these strategic capabilities as a bundle on organisational performance 
and long-term competitive advantage (Tetteh & Owusu Kwateng, 2026). Such a 
disaggregated view hides the integrated nature of operations management as a strategic 
system of interconnected resources which permits the interaction of diverse operational 
capabilities simultaneously and in real-time in order to generate organisational advantages. 
Furthermore, a number of empirical studies concentrate on manufacturing companies or the 
performance of supply chains in general and hence provide only limited information about 
technology-intensive digital platform teams in global markets. 
Another major limitation of the present study is the lack of attention to integration of digital 
transformation with sustainability and customer-centric operations. The recent literature has 
stressed the importance of environmental sustainability and digital technologies but few 
empirical models have been developed to study the integration of technology, supply chain 
management, inventory management, sustainability practices and customer-centric 
operations at the same time for organisational contribution. This is an important gap in the 
research literature as competitive advantage is increasingly less a function of how 
organisations individually optimise these interconnected operational capabilities and more a 
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function of how well they coordinate these interdependent capabilities (Karanicolas & van 
der Meer-Kooistra, 2024; Dubey et al., 2023). 
Our research addresses these gaps by proposing and empirically testing an integrative 
theoretical model that considers the combined effect of five strategic operational capabilities 
(i.e., technology integration, supply chain management, inventory management, 
sustainability practices, and customer-centric operations) on a number of organisational 
outcomes, including operational efficiency, customer satisfaction, operational performance, 
long-term business competitiveness, and firm growth. Unlike prior research which isolates 
operational activities, the paper treats operations management as a multidimensional strategic 
capability that contributes to value creation through the interaction of digital innovation, 
operational integration and customer-oriented business activities. Contributions This research 
makes a theoretical contribution to OM theory by explaining how complementing operational 
capabilities may have a synergistic influence on the organisational performance in digitally 
intensive MNEs. The proposed paradigm is grounded in the RBV which suggests that the 
sustained competitive advantage is based on assets that are valuable, rare, difficult to imitate 
and embedded in organisations. Here, technological integration, digital supply chains, 
sustainability initiatives and customer-centric operations are viewed as strategic 
organisational skills that work in a synergistic way to increase operational efficiency and 
long-term competitiveness. The present research builds on past literature, which has often 
studied these traits separately, by integrating these skills in a single empirical model. 
Amazon's choice provides a rare empirical lens into how few, if any, organisations have 
integrated digital technology, global logistics, sustainability and customer experience 
management to the extent that Amazon has. The scale and scope of Amazon’s investments in 
AI-driven fulfilment systems, autonomous robotics, predictive inventory management, 
renewable energy efforts, and customer-centric innovation provide a fitting lens through 
which to examine how interdependent operational capabilities can be a source of sustainable 
competitive advantage. The results are not limited to one case of an organisation, but instead 
provide a holistic framework that can help multinational organisations identify ways to 
improve operational resilience, digital transformation and sustainable performance in an ever 
more complex global marketplace. 
Thus, the following question will be answered by the present research: To what extent do 
technology integration, supply chain management, inventory management, sustainability 
practices and customer-oriented operations as a whole in digitally enabled MNEs moderate 
organization performance and contribute to the attainment of long-term competitive 
advantage? The answer to this question contributes to both theory and practice by 
synthesising the current operations management knowledge and providing insight for 
managers leading their organisations through digital transformation, global supply chain 
strategy and sustainable organisational growth. 
2. Literature Review and Hypotheses Development 

2.1 Theoretical Foundation 

The complexity in the global corporate activities, along with fast technological advancement 
and changing customers’ requirements, has changed operations management from a 
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functional support job into a strategic asset in an organization. Current global operations  The 
multinational firm today operates in a market environment that is inherently uncertain, 
disruption driven, ecologically sustainable and fast changing. Therefore, organisations need 
to further embed technology innovation, supply chain resilience, operational flexibility and 
customer-centric initiatives to maintain their competitive advantage. The expanding body of 
OM research recognises that organisational performance is not a result of individual 
operational routines, but rather the interplay of different strategic routines that enable an 
organisation to be operationally resilient, agile and competitive in the long term (Tetteh & 
Owusu Kwateng, 2026; Queiroz et al., 2024). 
The present study uses an integrated theoretical background to explain the complex linkages 
such as Resource-Based View (RBV), Dynamic Capabilities Theory (DCT), Technology-
Organization-Environment (TOE) Framework, Contingency Theory and Operations Strategy 
Theory. The unique but complementary perspectives explain how multinational organisations 
continuously build, challenge and reconfigure operational skills to maintain competitive 
advantage in digitally connected business contexts. 
Recent improvements in RBV are demonstrating that long-term competitive advantage is 
increasingly based on the firm’s [intangible] skills and not only on the resource pool (physical 
resources). In the current Resource-Based View (RBV) theory, digital technologies, 
organisational knowledge, analytics, artificial intelligence, logistics infrastructure and supply 
chain integration are strategic resources that allow organisations to create value that is 
superior and difficult for rivals to copy (Barney et al., 2021; Qiwen et al., 2026; Pitelis et al., 
2024). Thus, technological integration is regarded as an important success factor both in terms 
of increasing operational efficiency but also in terms of fostering creativity and organisational 
flexibility within the framework of modern operations management. Amazon, for example, 
has invested heavily in cloud computing, AI-powered forecasting, warehouse automation, 
robotics and sophisticated logistics systems, which together create operational capabilities 
that go far beyond traditional supply chain management. 
However, while RBV offers the rationale for the use of organisational resources as the source 
of competitive advantage, it is observed that the firm will have to continuously renew and 
reconfigure these resources in response to environmental change for it to be sustainable 
competitive in the future (Nayernia, 2026).  The limitation is overcome by Dynamic 
Capabilities Theory, which explains how organisations can identify emerging opportunities, 
absorb technological improvements, and reconfigure operational assets to meet changing 
industry conditions. Contemporary state-of-the-art reviews demonstrate that dynamic 
capabilities are central to enabling digital transformation, operational resilience, 
organisational innovation, and supply chain agility across and within the whole multinational 
enterprise (Abu Alrub & Sánchez-Cañizares 2025; Pitelis et al., 2024).From the perspective 
of the Dynamic Capabilities Theory operational capabilities are not static assets but ever-
changing competencies that enable organisations to adapt to technological change, changing 
customer expectations and market volatility. Amazon’s ongoing investment in predictive 
analytics, intelligent fulfilment systems, autonomous robotics and AI-based decision making 
shows how dynamic skills can be used in global operations management. 
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The Technology-Organization-Environment (TOE) Framework also provides a stronger 
theoretical basis to explain the process of adopting new technology by organisations. Recent 
studies on TOE have suggested that the adoption of technology depends on the confluence of 
technological readiness, organisational capabilities, leadership support, environmental 
pressures and institutional conditions (Awa et al., 2017; Michelotto & Joia, 2024; Prakash, 
2025). Digital operations management is about the use of new technologies such as artificial 
intelligence, Enterprise Resource Planning systems, cloud computing, Internet of Things 
technologies and big-data analytics. To implement digital operations management, firms need 
to establish a fit between the technological infrastructure, their organisational activities and 
the requirements of the external environment . Thus, the competitive advantage of 
contemporary MNCs is not primarily based on technology acquisition but on the 
organisational integration of technology resources in operational decision making, logistics 
coordination and customer relationship management. 
In this study, Contingency Theory is also used to explain the role of operational strategies and 
the external environment in the company performance. This is evidenced by explicit 
statements in recent contingency based literature that firms operating in multiple countries 
have to adapt (Sarta, et al., 2021): 1) operational activities across divergent institutional 
environments, regulatory regimes, cultural milieu, labour market conditions and customer 
expectations and 2) strategic objectives to these differing locales (Otenyo, 2022; Kumar & 
Adil, 2025). This means that operational tactics that work in one geographic setting may not 
work in another. A good example of this idea is Amazon’s international operation with its 
localised fulfilment centres, regional logistics networks, inventory management based on the 
markets and different standards of customer service. This flexible mode of operation allows 
the institution to be efficient on a global scale and to adequately respond to the specific needs 
of local markets. 
Strategic Operations Management Theory allows these perspectives at the strategic level and 
by underlining the role of operations instead of the perspective of operations management as 
a strategic partner in an organisational context, linking mid- and long-term operations 
activities to competitive priorities and ultimate business goals (Slack, 2013). Recent studies 
in operations strategy indicate that organisations are competing on operational capabilities, 
digital innovation, integrating sustainability, customer responsiveness, and supply chain 
resilience (Heizer et al., 2023; Rintala, 2024; Almajali et al., 2025). The evolution of digital 
transformation has moved operations management to a more strategic level because 
companies can embed artificial intelligence, predictive analytics, automation and data-driven 
decision-making into daily operational activities (Tian et al., 2022; Olumide, 2026). Hence, 
today operational excellence is seen as technology driven, sustainable, organisationally 
resilient and customer value focused in these five interrelated dimensions of strategic 
competitiveness. 
The use of these five theoretical lenses provides a more robust insight into the global 
operations of Amazon than what could be achieved from a single theory alone. The RBV 
logic identifies technological integration, logistics infrastructure and organisational 
knowledge as strategic resources that generate competitive advantage. The Dynamic 
Capabilities Model describes how resources are constantly renewed and reorganised to handle 
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environmental uncertainty. The Technology-Organization-Environment Model depicts the 
organisational conditions for successful DT. The Contingency Theory was the most 
appropriate to explain the need to adapt operational strategies to the contrastive international 
contexts in which they were formulated. The theory of Operations Strategies which was based 
on these theories of operations explains the contribution of integrated operational capabilities 
to long-term organisational performance and sustainable competitiveness. Thus, the paper 
considers the strategic capabilities of technology integration, supply chain management, 
inventory management, sustainable practice and customer-centric operations as 
complementary. It argues that the strategic capabilities collectively improve the operational 
efficiency, customer satisfaction, operational performance, long-term competitiveness and 
growth of the organization. 
2.2 Technology Integration and Operational Efficiency 

Today technology is a key lever for operational excellence for digitally enabled organisations. 
The unprecedented growth of artificial intelligence (AI), machine learning, cloud computing, 
robotics, enterprise resource planning (ERP), Internet of Things (IoT), big-data analytics, etc. 
has transformed the operational processes by improving the accuracy of prediction, 
automating routine works, supporting decision making and enabling flexible response (Dubey 
et al., 2023; Heizer et al., 2023). 
According to the resource-based view, technology-based capabilities are strategic 
organisational resources that can lead to sustainable competitive advantage when managed 
properly at the operational level of the organization. Contemporary RBV thought suggests 
that technological capabilities are important because they improve efficiency and reduce 
production costs (Lubis, 2022; Qiwen et al., 2026) enable organisational learning and new 
knowledge creation (Qiwen et al., 2026) and stimulate innovation (Qiwen et al., 2026). 
However, these skills in technology can only provide a competitive advantage if the company 
has the complimentary organisational attributes that enable the company to implement these 
capabilities effectively and to improve them continuously. 
The Dynamic Capabilities Theory also explains the significance of the organisations to 
continuously reconfigure technology resources in response to a rapidly changing market 
environment. Dynamic capabilities are not an organisational attribute but embrace continuous 
sensing of technological opportunities, strategic investment, organisational learning and 
operational adaptation (Albannai et al., 2026; Pitelis et al., 2024).Amazon is an example, 
continuing to invest in robotics, predictive analytics, AI-enabled inventory forecasting, 
autonomous fulfilment, and cloud-based operational platforms, all tightly integrated to 
increase operational efficiency and scale. 
The TOE framework also proposes that a successful technology-infrastructure-related 
adoption depends on the congruence of [the] technological infrastructure, the organization 
readiness, the management support and the environmental elements (Satyro et al., 2024). 
Operational efficiency, by Dwa & Ojiabo, 2024 and Baker, 2022), organisations that can 
leverage leading edge technologies within their operating systems are better positioned to 
achieve superior operational efficiency as digital technologies enable process automation, 
real-time visibility and data-drive decision-making. 
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Several empirical research consistently shows a positive link between digital transformation 
initiatives and operational performance in manufacturing, logistics and e-commerce 
companies (Elnady et al., 2025; Queiroz et al., 2024). Amazon’s technology integration 
enables Amazon to operate successfully by providing real-time inventory visibility, efficient 
warehouse operations, intelligent route planning, demand forecasting, better customer service 
and more. 
We suggest the following: 
H1: Technology adoption has a positive impact on Operational 
2.3 Supply Chain Management and Customer Satisfaction 

Supply chain management has moved from a logistics coordination job to a source of 
competitive power, including organisational resilience, operational flexibility, and value 
creation for consumers. There is an emerging recognition that integrated supply chains based 
on digital technology boost delivery reliability, inventory transparency, demand flexibility 
and service to consumers (Christopher, 2022; Tetteh & Owusu Kwateng, 2026; Elnady et al., 
2025).Operations Strategy Theory states that the quality of supply chain capabilities allows 
the firm to attain competitive advantage via improvements in service quality, delivery 
performance, and operational responsiveness. In today’s market, organisations are likely to 
compete through supply chain agility rather than product features and pricing strategies 
(Rintala, 2024; Heizer et al., 2023). Better customer value and less business unpredictability 
are delivered by organisations working together with suppliers, logistics providers, 
warehouses and customers. 
According to Dynamic skills Theory, firms with flexible supply chain skills are better 
positioned to respond to disruptions, altering customer needs, and market volatility. AI-based 
logistics, predictive analytics, digital platforms and real-time information sharing improve 
supply chain resilience but to a certain extent, also add to customer happiness (Queiroz et al., 
2024; Albannai et al., 2026). Amazon’s global seamless logistics capabilities, smart 
fulfilment centers and last-mile delivery mechanisms are dynamic operational capabilities 
which keep changing as per the varying consumer demand. Such technology-enabled supply 
chain capabilities bring increases in delivery speed, service reliability, order correctness and 
customer experience. 
Therefore, the hypothesis is formulated as: 
H2: Supply Chain Management has a beneficial impact on Customer Satisfaction. 
2.4 Inventory Management and Operational Performance 
Inventory management is a vital operational competency that helps establish a balance 
between client demand and inventory availability while simultaneously minimising storage 
costs and operational inefficiencies. Recent studies suggest that AI-powered forecasting, real-
time inventory visibility, and automated replenishment systems greatly enhance operational 
performance and organisational responsiveness (Heizer et al., 2023). Advanced inventory 
systems are valuable capabilities of the organization that enhance operational efficiency from 
the Resource-Based View. Dynamic Capabilities Theory posits that organisations constantly 
adjust inventory strategies to cope with market fluctuations and demand uncertainty (Pitelis 
et al., 2024). Amazon uses predictive analytics, robotics and AI-supported inventory 
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optimisation to minimise stock shortages, increase order fulfilment and maximise operational 
productivity. 
H3: Inventory Management has a favourable impact on Operational Performance. 
2.5 Sustainability Practices and Long-Term Business Competitiveness 
Sustainability is now an integral part of operations management and organisations are 
increasingly embedding environmental, social and governance (ESG) considerations into 
operational decisions. Some recent studies revealed that sustainable supply chain strategies 
could enhance operational resilience, firm image, resource utilisation and firm performance 
(Elnady et al., 2025; Christopher, 2022). Contingency Theory suggests that sustainability 
efforts will be successful only if they align with regulatory requirements, stakeholder 
interests, and environmental conditions (Rintala, 2024; Heizer et al., 2023). Operations 
Strategy Theory views sustainability as a strategic capability that supports the organization’s 
long-term performance (Rintala, 2024; Heizer et al., 2023). Amazon’s focus on renewable 
energy, sustainable packaging, electric delivery trucks and carbon emission reductions are 
examples of how sustainability can create a stronger competitive position and operational 
efficiencies. 
H4: Sustainability Behaviours Make a positive impact on long-term business 
competitiveness. 
2.6 Customer-Centric Operations and Organizational Growth 
Customer-focused operations have been considered with growing relevance as a source of 
strategic skills to lead customer loyalty, firm growth and sustained competitive advantage. 
Firms leveraging digital technologies to customise their offerings, improve customer 
experience, and promptly answer client needs perform better in the marketplace (Heizer et 
al., 2023; Elnady et al., 2025). Based on Dynamic Capabilities Theory, customer knowledge 
helps enterprises to adjust continually their products, services and internal processes of 
operations to changing market needs [19]. Also, the Technology-Organization-
Environment model suggests that technology-based consumer engagement enhances 
organisational responsiveness and quality of service (Awa & Ojiabo, 2024; Baker, 2022). 
Amazon uses AI-based suggestions, personalised shopping, customer feedback tools, and 
data-driven decisions to enhance customer satisfaction and long-term corporate growth. 
H5: The Customer-Centric Operations have favourable effect on the Organisational Growth. 
3. Conceptual Framework 

This research proposes that Amazon’s global operational success is influenced by five major 
operational components, Technology Integration, Supply Chain Management, Inventory 
Management, Sustainability Practices, and Customer-Centric Operations. These variables 
collectively contribute toward operational and strategic outcomes. 
Independent Variables (IV) 

1. Technology Integration 

2. Supply Chain Management 

3. Inventory Management 

4. Sustainability Practices 

5. Customer-Centric Operations 

Dependent Variables (DV) 

1. Operational Efficiency 
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2. Customer Satisfaction 

3. Operational Performance 

4. Long-Term Business Competitiveness 

5. Organizational Growth 

 
Figure 1. Conceptual Model 

The framework suggest that advanced technology adoption improve business operational 
efficiency by enhancing automation, prediction accuracy, and decision-making capabilities. 
Efficient supply chain practices contribute to customer satisfaction through timely delivery 
and service quality. Effective inventory management system strengthens business operational 
performance by reducing stock inefficiencies and increasing sustainability. Sustainability 
practices support long-term competitiveness environment through environmentally 
sustainable operations, while customer-centric operations drive organizational growth by 
improving loyalty and market expansion. 
Accordingly, the this proposed framework integrating operational capabilities and sustainable 
business practices provide  a competitive advantage for Amazon’s global operations. 
4. Research Methodology 

4.1 Research Design 
The current research used a quantitative, cross-sectional research design to examine the 

impact of technology adoption, supply chain management, inventory management, 

sustainability practices, and customer-centric operations on organisational performance in 

Amazon’s global operations management. The quantitative methodology was chosen as it 

enables to empirically assess theory-based hypotheses and provide statistical evidence on 

causal links between latent constructs (Changalima & Chuwa, 2026; Sarstedt et al., 2021).The 

cross-sectional method was taken by considering a single point in time from the respondents 

who were aware of digital business and e-commerce firm. 
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4.2 Target Population and Sampling Frame 

Our target audience was professionals (i.e. those in the field with applicable expertise and 

experience) in e-commerce, operations, logistics, supply chain management, digital 

technologies, warehouse operations, procurement, inventory management and customer 

service. The eligible responders are Operations Managers, Supply Chain Professionals, 

Logistics Directors, Warehouse Managers, Technology Specialists, Mid-level Managers, 

Business Analysts and employees from organisations that operate in digital commerce and 

have chain of supply and demand. To ensure that the participants had sufficient operational 

expertise to evaluate the constructs of the study, they were required to have at least 1 year of 

experience. 

The sample frame includes people who were employed in e-commerce businesses, the 

logistics sector, retail corporations, and technology-driven supply chain services providers. 

However, when a complete sampling frame is not available, a non-probability convenience 

sampling is used. This is also common in business and operations management research, as 

the participants are experts (Hair et al., 2022). 

4.3 Sample Size and Data Collection 
 

Data were collected through a structured online survey disseminated between January and 
March 2026 via professional networks, LinkedIn groups, corporate contacts and email 
invitations. In total, 382 respondents filled in the questionnaire. Finally, 350 complete 
questionnaires were used for analysis, representing 91.6% of usable responses, after 
eliminating the incomplete questionnaires and those with a large number of missing data or 
contradictory responses. 
The sample size exceeds the minimum size recommended for PLS-SEM. The present 
methodological procedures indicate that a sample size of more than 300 observations provides 
a good statistical power, an accurate parameter estimation, and stability of the model for 
complex structural models (Hair et al.,., 2022; Hair et al.,., 2024). 
 

Variable Category Frequency Percentage 

(%) 

Gender Male 218 62.3 
 

Female 132 37.7 

Age 20–25 Years 86 24.6 

 31-40 Years 144 41.1 
 

41–50 Years 83 23.7 



                                                                              Asian Journal of Business Research & Innovation (AJBRI) 
                                                                      Vol. 2, Issue 2, Pages, 73-93, June 2026, Website:https://ajbri.com 
                                                                                                                                        ISSN: 3139-3977(Online) 
 

83 | P a g e                                                        ajbri.com                                                            AJBRI 
 

 
Above 50 

Years 

37 10.6 

Education Bachelor’s 156 44.6 
 

Master’s 148 42..3 
 

PhD 46 13.1 

Experience 1-5 Years 101 28.9 

 6-10 Years 137 39.1 

 11-15 Years 72 20.6 

 Above 15 

Years 

40 11.4 

Table 1. Respondent Demographic and Occupational Profile 

4.4 Questionnaire Development 
 

The questionnaire was designed based on an extensive literature review in operations 
management, supply chain management, digital transformation and organisational 
performance. The content validity and reliability of the concept were attained through 
measurement items from previously validated scales. The items were adapted slightly for the 
context of Amazon’s global operation but the core ideas were unchanged. 
The questionnaire is divided into two parts. The first section collected demographic 
information of respondents including gender, age, education, professional experience and 
designation. In the second part of the study, the constructs of the study were measured by 
means of reflective indicators. 
The assessment items were measured on a 5-point Likert scale from 1 = Strongly Disagree to 
5 = Strongly Agree, consistent with prior PLS-SEM studies in operations management and 
digital transformation research (Hair et al., 2022). 
 

4.5 Measurement Scales 
 

Construct Code No. of 
Items Sample Item Scale Source Measurement 

Scale 

Technology 
Integration TI 4 

Our 
organization 
effectively 
integrates 
digital 
technologies 
into 
operational 
processes. 

Recent 
Operations 
Management 
Literature 

Five-point 
Likert 
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Supply Chain 
Management SCM 4 

Supply chain 
coordination 
improves 
operational 
effectiveness. 

Recent Supply 
Chain 
Literature 

Five-point 
Likert 

Inventory 
Management IM 4 

Inventory 
systems 
effectively 
balance 
demand and 
supply. 

Inventory 
Management 
Literature 

Five-point 
Likert 

Sustainability 
Practices SP 4 

Sustainability 
is integrated 
into 
operational 
decisions. 

Sustainability 
Literature 

Five-point 
Likert 

Customer-
Centric 
Operations 

CCO 4 

Customer 
feedback 
drives 
operational 
improvements. 

Customer 
Experience 
Literature 

Five-point 
Likert 

Operational 
Efficiency OE 4 

Operations are 
completed 
efficiently 
with minimum 
waste. 

Operations 
Literature 

Five-point 
Likert 

Customer 
Satisfaction CS 3 

Customers are 
satisfied with 
service 
quality. 

Marketing 
Literature 

Five-point 
Likert 

Operational 
Performance OP 4 

Operations 
consistently 
meet 
performance 
targets. 

Operations 
Literature 

Five-point 
Likert 

Long-Term 
Business 
Competitiveness 

LBC 4 

Operations 
strengthen 
competitive 
advantage. 

Strategic 
Management 
Literature 

Five-point 
Likert 

Organizational 
Growth OG 4 

Operational 
excellence 
contributes to 

Organizational 
Performance 
Literature 

Five-point 
Likert 
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business 
growth. 

Table 2. Measurement Constructs and Scale Sources 
 

Before the actual data collection, the three academics from operations management and the 
two practitioners from logistics and supply chain management reviewed all items to be 
measured for clarity, readability and contextual fit. They suggested a few minor changes in 
wording, but not in the meaning of the scales. 
 

4.6 Pilot Testing 
 

Before the main survey, the questionnaire was tested for clarity, reliability and time with a 
short survey of 35 participants. The respondents were operations professionals and/or post-
graduate researchers with knowledge of digital business environments. 
All constructs have Cronbach’s alpha values higher than the suggested cutoff of 0.70 for 
acceptable internal consistency . Some items in the questionnaire were simplified in wording 
in response to the comments received from the participants to make the questionnaire more 
understandable and less unclear. Data from the pilot trial were not included in the final 
statistical analyses. 
 

4.7 Ethical Considerations 
 

The procedure was performed in accordance with all ethical standards. The questionnaire 
was anonymous and took approximately 15 minutes to complete and completion implied 
informed consent. Participants were told that the data will be anonymised, treated 
anonymously and used exclusively for academic purposes. We did not collect any 
personally identifiable information. 
The respondents were requested to sign the electronic informed consent form before 
downloading the questionnaire. Participants were informed that they could withdraw from 
the study at any time without any negative consequences. The research was carried out in line 
with the institutional norms for research ethics and the ethical principles for social science 
research involving human subjects. 
 

4.8 Data Analysis Procedure 
 

The data were analysed using SmartPLS 4.0 with the two-stage approach recommended for 
PLS-SEM (Hair et al., 2022; Sarstedt et al., 2022). The measurement model was assessed 
using the indicator’s reliability, internal consistency reliability (Cronbach’s α and Composite 
Reliability), convergent validity (Average Variance Extracted), discriminant validity 
(Heterotrait–Monotrait (HTMT) criterion), and multicollinearity (Variance Inflation Factor 
(VIF)). 
In the second step, the structural model was assessed with standardised path coefficients, 
coefficients of determination (R2), predictive relevance (Q2), effect sizes (f2) and the 
standardised root mean square residual (SRMR). Significance was determined by a non-
parametric bootstrapping procedure with 5,000 bootstrap samples, which provided bias-
corrected confidence intervals and the test for utr hypotheses in t-statistics. 
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To control for common method bias (CMB), the questionnaire items were randomised, the 
respondents were assured of their anonymity, and a statistical test was performed based on 
the latest PLS-SEM full collinearity VIF standards. 
 

4.9 Measurement Model Assessment 
 

Construct Items 
Cronbach's 

α 

Composite 

Reliability 

(CR) 

Average 

Variance 

Extracted 

(AVE) 

Interpretation 

Technology 

Integration 

(TI) 

4 0.874 0.906 0.659 Acceptable 

Supply Chain 

Management 

(SCM) 

4 0.882 0.913 0.677 Acceptable 

Inventory 

Management 

(IM) 

4 0.845 0.895 0.631 Acceptable 

Sustainability 

Practices 

(SP) 

4 0.831 0.887 0.614 Acceptable 

Customer-

Centric 

Operations 

(CCO) 

4 0.893 0.921 0.702 Acceptable 

Table 3. Reliability and Convergent Validity Assessment 
 

Construct TI SCM IM SP CCO 
Technology 
Integration 
(TI) 

—     

Supply Chain 
Management 
(SCM) 

0.612 —    

Inventory 
Management 
(IM) 

0.544 0.598 —   
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Sustainability 
Practices 
(SP) 

0.521 0.573 0.495 —  

Customer-
Centric 
Operations 
(CCO) 

0.647 0.688 0.553 0.604 — 

Table 4. Discriminant Validity (HTMT) 
Note: All HTMT values were below the recommended threshold of 0.90, confirming adequate discriminant 
validity. 
 
To account for measurement error and the multivariate character of the data, the measurement 
model was calculated prior to the test of the structural route so as to evaluate the reliability 
and validity of the latent constructs. The standardised factor loadings, based on the 
recommendations of Hair et al. (2022, 2024) and Sarstedt et al. (2022), were used to evaluate 
indicator reliability, considering loadings > 0.70 as acceptable. To test internal consistency 
reliability, Cronbach's Alpha (α) and Composite Reliability (CR) were employed. 
Coefficients larger than 0.70 indicate satisfactory reliability. 
The Average Variance Extracted (AVE) was used to assess convergent validity, and the 
threshold value of 0.50 is used to indicate that each construct explains more than half of the 
variance of its indicators [52]. Heterotrait–Monotrait Ratio (HTMT) To evaluate discriminant 
validity, we employed the HTMT, which should not be above 0.85 (strict criterion) or 0.90 
(loose criterion) to assume that linked factors are different constructs. The VIF was used to 
assess for collinearity amongst the predictor constructs, and a value of less than 5 indicated 
that multicollinearity was not a concern. 
These findings confirmed the reliability of all the constructs which had convergent and 
discriminant validity and so the measurement model could be used for further study using the 
structural model. 
 

4.10 Structural Model Assessment 
 

After testing the measurement model, the structural model was tested with the hypothesised 
relationships between latent variables. The assessment was conducted following the criteria 
of Hair et al. (2022, 2024) by means of SmartPLS 4.0. 
The structural model was assessed as follows: 

• Path Coefficients (β)  
• t-values and p-values R² 
• (coefficient of determination)  
• (effect size) f ² 
• Predictive relevance (Q ²)  
• Standardised root mean square residual (SRMR) 

Statistical significance was assessed using a nonparametric bootstrapping method with 
5,000 bootstrap subsamples. Hypotheses testing was significant at the .05 level of 
significance and the t-value equalled the specified critical value. 
The explanatory power of the endogenous constructs was tested by R2. The predictive power 
of the model was assessed using predictive relevance (Q2) by blindfolding process . The 
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effect size (f2) was computed to examine the proportional impact of each external construct 
on the R2 values of endogenous constructs. Finally, the SRMR value <0.08 was considered 
as a good fit of the whole model. 
 

Hypothesis 
Structural 

Relationship 
β t-value p-value Decision 

H1 

TI → 

Operational 

Efficiency 

0.612 10.843 <0.001 Supported 

H2 

SCM → 

Customer 

Satisfaction 

0.538 8.917 <0.001 Supported 

H3 

IM → 

Operational 

Performance 

0.471 7.562 <0.001 Supported 

H4 

SP → Long-

Term Business 

Competitiveness 

0.426 6.884 <0.001 Supported 

H5 

CCO → 

Organizational 

Growth 

0.589 9.235 <0.001 Supported 

Table 5. Structural Model Results and Hypothesis Testing 

Note: All hypothesized relationships were positive and statistically significant at p < 0.001. 
 
 

Indicator Obtained Value 
Recommended 

Threshold 
Assessment 

R² 0.684 >0.50 
Substantial 
explanatory 
power 

Q² 0.412 >0 
Predictive 
relevance 
established 

SRMR 0.067 <0.08 Good model fit 

VIF 1.284–2.637 <5.00 No 
multicollinearity 

Table 6. Structural Model Quality Assessment 

 
4.11 Assessment of Common Method Bias 
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Assessment 
Technique 

Recommended 
Threshold 

Result Interpretation 

Harman's Single 
Factor Test 

First factor < 50% 
of total variance 

< 50% 
No serious common 
method bias 

Full Collinearity 
VIF 

VIF < 3.30 All VIFs < 3.30 
No common method 
bias detected 

 
Table 7. Common Method Bias Assessment 

As all variables were measured using the same respondents, at the same point in time, and 
with one instrument, we tested for potential common method bias (CMB) with procedural 
and statistical remedies (Kock, 2015; Changalima & Chuwa, 2026).Participants were 
systematically informed that participation was voluntary and that their responses would be 
anonymous and confidential. The items were designed to be unambiguous and the order of 
items in the questionnaire was randomised to control for pattern response bias. Respondents 
were informed that there were no right or wrong answers to minimise fear of evaluation. 
Regarding the statistics, a first step was to conduct an exploratory factor analysis to perform 
Haman’s Single Factor Test. The first factor without rotation accounted for less than 50% of 
the total variance, suggesting that common method variance is probably not a major issue. 
Then, the technique of Full Collinearity Variance Inflation Factor (VIF) developed by Kock 
(2015) was used. All full collinearity VIF values were lower than the recommended value 
3.30, suggesting no possible threat of common method bias to the validity of this research . 
Given the positive results of these two complementary tests, common technique bias was not 
considered to have a major impact on the findings of this investigation. 
 

4.12 Non-Response Bias 
 

Independent sample t-tests were undertaken to test for non-response bias by comparing early 
and late responders on the variables of interest. This approach is based on the idea that the 
late responders are more like the non-respondents. 
Analyses indicated no statistically significant differences between early and late respondents 
on the primary research variables (p > 0.05). Therefore, non-response bias was not considered 
to threaten the validity of the results. 
 

4.13 Research Quality Assurance 
 

Several measures were used to make the investigation more rigorous and reliable. First, all 
measurement items were adapted from recently validated scales in operations management 
and supply chain literature. Then, the questionnaire was sent to academic and industry 
practitioners for establishing content validity. Before the main survey, a pilot research was 
carried out to increase the clarity and reliability. Finally, the quality of the methodologies and 
the robustness of the empirical results were guaranteed using the well-established 
international PLS-SEM assessment standards. 
In conclusion, these steps improved the reliability, validity and quality of the research design, 
which in turn improved the trust in the outcome of the study. 
5. Results  

5.1 Interpretation of Structural Model Results 
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The findings of the structural model indicated positive and significant (p < 0.001) support for the five 
hypothesised paths. These results confirmed the proposed conceptual model. Consistent significant 
results are a good sign for a theoretical model, but statistical significance does not mean a huge 
practical impact. Thus, the relative importance of each predictor over the respective endogenous 
component was examined by the standardised path coefficients. 
Hypotheses Postulated The greatest advantageous effect of Technology Integration on Operational 
Efficiency was on Organisational Growth from Customer-Centric Operations. The positive and 
significant effects of Supply Chain Management, Inventory Management and Sustainability Practices 
were also found. However, the practical implications using the standardised coefficients were not as 
large as in the ones for Question Q11. This implies that organisational improvement is not derived 
from a single source, but is the result of a system of interacting operational capabilities. 
What these data imply for alternative hypotheses is Amazon is a highly digitised, resource-intensive 
organization with sophisticated technological infrastructure and extensive logistics, envisioning huge 
financial outlays. The connections identified could in part be specific to the organisation of Amazon 
and might be of less explanatory value for smaller organisations or firms in less high-tech sectors. 
Moreover, external factors such as market forces, competitive intensity, culture, leadership 
engagement and regulatory environment could influence operational performance but are not part of 
the current paradigm. 
To control for common method bias, several procedural and statistical remedies were used such as 
anonymity of respondents, randomised design of questionnaire, Harman’s Single Factor Test and the 
Full Collinearity VIF test. However response bias cannot be ruled out as all the dimensions were based 
on self reported perceptions in a cross sectional survey. Social desirability or positive attitudes towards 
their organizations’ practices may have affected respondents, resulting in stronger ties than observed. 
The implications of the results are more than just statistical significance in practice. The findings 
suggest that if a firm is looking for a sustainable competitive advantage through digital technology 
then it has to invest in digital technology integration and resilient supply chain management, efficient 
inventory management, sustainable practices and customer-oriented operational strategies. Rather 
than carrying out such practices in isolation, managers should embed such methods in a coherent 
operations management plan that utilises technology innovation and strategic operational capabilities 
to attain superior long term organisational performance and competitiveness. 
 

6. Study Limitations and Future Research 
 

There are some limitations to be kept in mind when interpreting the outcomes of this study. Firstly, 
the cross-sectional nature of the study design may not permit causal relationships between variables 
under study to be identified. Future research also needs to look into the changing nature of operational 
capability with longitudinal methodologies. 
Secondly, data were collected from one single group of participants by self-administered 
questionnaires. The procedural remedies Harman’s Single Factor Test and Full Collinearity VIF 
analysis demonstrated that common method bias would not have a great effect on the results. Although 
there were still limitations with self-reported data it is always vulnerable to social desirability and 
respondent perception bias. 
Third, the research was done by using Amazon as a case study of technology driven operation 
management. Amazon is a stunning illustration of digital operational excellence practices but the 
results may not be generalisable to enterprises in other industries, countries or organisational types. 
Future research should include a cross-sector comparative analysis of at least two, if not three, firms. 
And fifth, the proposed model only suggested five operational competencies, which did not consider 
potential critical variables, such as organisational culture, leadership capability, innovation 
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orientation, digital maturity, environmental unpredictability, and regulatory conditions. These criteria 
could be included in future studies to better understand what is driving an organization’s performance 
and competitive advantage. 
 

7. Conclusion 

The research focused on the impact of technology adoption, supply chain management, 
inventory management, environmental practices and customer-centric activities on Amazon 
business operational performance and its sustainable competitive advantage in market. The 
findings suggest that these operational capabilities can positively influence organisational 
efficiency, customer satisfaction, organisational performance, business competitiveness and 
organisational development based on the Resource-Based View (RBV), Dynamic 
Capabilities Theory, Operations Strategy Theory and Technology–Organization–
Environment (TOE) model. The findings provide support for the notion that integrated 
synergy of technological resources, strategic operational capabilities and dynamic 
organisational processes can lead to sustainable competitive advantage. 
This research contributes to the operations management (OM) literature by developing and 
empirically testing an integrated conceptual model synthesising multiple theoretical lenses to 
capture operational excellence in a technology-driven business context. Taking Amazon as 
the archetype of a digital organization, this study offers an important theoretical contribution 
to the understanding of the mechanisms through which mature advanced organization skills 
generate value and organisational resilience in ultra-competitive markets. 
From a practical perspective, the findings suggest that firms should adopt a holistic operations 
management approach, invest in digital technologies, improve supply chain resilience, 
improve inventory optimisation, embed sustainability into operational workflows and sustain 
a strong customer centricity. These operational competencies need to be sought as a set and 
not separate capabilities to maximise operational performance and long term 
competitiveness.However, the study has important limitations, including a cross-sectional 
study design, reliance on self-reported survey data and focus on a particular organisational 
context. Future study should be longitudinal in design and involve many organisations from 
diverse industries and countries. In addition, further characteristics such as digital maturity, 
organisational culture, leadership capability and environmental uncertainty should be taken 
into account. This research will increase the understanding of operations management in 
technology-enabled settings and generate wider insights for the achievement of sustainable 
organisational performance in volatile business circumstances.. 
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