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Abstract

This study investigates the influence of environmental awareness on consumer acceptance and satisfaction related to Hong
Kong's phased ban on single-use plastics, which commenced in April 2024. Using a structured survey and structural
equation modeling, the research examines how components such as environmental concern, attitudes, knowledge, and
behavioral intention affect perceived enforcement and customer satisfaction. The findings reveal that while general concern
and attitudes do not directly impact perceived enforcement, environmental knowledge and behavioral intentions
significantly enhance support for and perception of the policy. Moreover, effective enforcement of the ban positively
influences customer satisfaction, indicating that successful implementation can reinforce environmental values and
consumer loyalty. The results underscore the importance of targeted educational campaigns and transparent communication
in translating environmental awareness into supportive consumer behavior. The study provides practical insights for
policymakers and businesses, emphasizing the need for collaborative strategies that combine regulatory measures with
public education and operational adaptations to promote sustainable consumption and long-term environmental benefits.
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1. Introduction

Hong Kong's phased ban on single-use plastics, with its first stage beginning in April 2024, represents a crucial policy
initiative aimed at curbing waste from the city's prominent takeaway culture and aligning with global sustainability goals
[1]. For the city's small and medium-sized enterprises (SMEs), this regulation necessitates a fundamental restructuring of
their procurement, operational practices, and customer engagement strategies. Given that SMEs often operate with limited
resources and less flexibility, a thorough understanding of their perspectives and the subsequent impact on consumer
behavior is vital for creating a policy framework that is both environmentally effective and economically sustainable [2].
While the Hong Kong government has reported broad compliance since Phase One's launch, the transition has presented
practical challenges for many businesses, including increased costs for non-plastic alternatives, uncertainty about approved
substitute products, and difficulties in communicating these changes to customers [3]. These hurdles often place a
disproportionate burden on smaller businesses, highlighting the need for targeted support to ensure equity and long-term
viability [4].

The complexities of this transition are further compounded by a long-standing "attitude-behavior gap" among
consumers. Previous studies have shown that while the public may have high environmental awareness and positive
attitudes toward sustainability, these sentiments do not always translate into pro-environmental actions [5]. For example,
consumers may be aware of the harms of plastic waste but still prioritize convenience and low cost [6]. Our study aims to
specifically address this gap by investigating which components of environmental awareness concern, attitudes, knowledge,
or behavioral intention are most effective in influencing public acceptance and perceived enforcement of the ban. We
hypothesize that mere awareness is insufficient; rather, a deeper, actionable understanding of environmental issues is
required to bridge this gap [7]. This research fills a critical gap by moving beyond a generalized understanding of
environmental consciousness. While many studies have explored the attitude-behavior gap in voluntary contexts, few have
scrutinized how different facets of awareness influence compliance with a mandatory government policy [8]. Our study
argues that success hinges on a nuanced understanding of these cognitive and behavioral components. We seek to
empirically determine whether passive concern and positive attitudes are sufficient drivers of policy support, or if genuine
environmental knowledge and a clear behavioral intention are the true catalysts for public acceptance and satisfaction with
the ban [9]. This distinction is crucial for developing effective communication strategies.

From the consumer perspective, the new policy introduces a new dimension to the concept of customer satisfaction. As
businesses replace familiar plastic items with new materials, consumer satisfaction may be tested by changes in product
functionality or convenience. However, our findings suggest that when the ban is effectively implemented, it can positively
influence customer satisfaction by affirming consumers’ pro-environmental values and perceptions of corporate social
responsibility (CSR) [10]. This aligns with research indicating that consumers are increasingly willing to support
businesses that demonstrate a genuine commitment to sustainability [11]. The challenge for businesses, therefore, is to
manage this transition in a way that not only complies with the law but also enhances the overall customer experience.

By examining the interrelationship between consumer environmental awareness, policy enforcement, and customer
satisfaction, this study contributes to a more nuanced understanding of how environmental regulations can be successfully
implemented. We argue that the success of the Hong Kong plastics ban, especially as it moves into more restrictive phases,
depends on converting abstract environmental awareness into concrete, satisfying consumer outcomes. Our findings
provide a clear evidence base for both policymakers and private sector stakeholders, offering actionable insights for the
development of sustainable business practices and socially sensitive policy frameworks [2, 12].

2. Literature Review and Hypothesis
2.1. Environment Awareness

Environmental awareness encompasses the understanding, concern, and consciousness individuals possess regarding
ecological issues, their causes, and the corresponding solutions. As global attention to environmental crises intensifies,
particularly regarding climate change and plastic pollution, public knowledge and sensitivity toward these issues have
notably increased [13]. Scholars argue that heightened environmental awareness can significantly influence consumer
attitudes, often motivating shifts in purchasing behavior, such as a preference for eco-friendly products, reduced reliance on
disposables, and support for green businesses [14].

However, despite rising awareness, the well-documented "attitude behavior gap™ persists, wherein pro-environmental
attitudes do not always translate into environmentally responsible actions [15]. This inconsistency is particularly relevant in
urban consumer settings, where convenience and cost often outweigh environmental intentions. In Hong Kong, recent
surveys reveal relatively high awareness levels, especially among younger populations, regarding marine pollution and
plastic waste [16]. Nonetheless, actual behavioral shifts, such as consistently bringing reusable containers or refusing
plastic cutlery, remain limited [17].

Contributing factors include perceived inconvenience, lack of viable alternatives, cost concerns, and weak social
reinforcement. Price-based mechanisms, including discounts for customers using reusables or surcharges on disposables,
have shown potential in bridging the gap between awareness and action [18]. For SMEs, recognizing customer awareness
levels becomes increasingly important, as environmentally conscious consumers may reward businesses with green
credentials. At the same time, SMEs must strategize carefully to integrate sustainability without compromising operational
efficiency or alienating price-sensitive segments.
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2.2. Hong Kong’s Single-Use Plastics Ban

In April 2024, the Hong Kong Government launched the first phase of its single-use plastics ban, targeting items such
as plastic cutlery, straws, and stirrers in dine-in services [19]. This initiative forms part of a broader effort to reduce
environmental degradation associated with the city’s longstanding disposable culture. The policy aligns with international
trends seen in the European Union, Taiwan, and Singapore, emphasizing a global shift toward sustainable consumption
[20].

While the environmental rationale is compelling, the success of the ban depends not only on regulation but also on
infrastructure that supports behavioral change [21-23].

Figure 1 below illustrates one such example: a clearly labeled multi-bin waste separation system for general waste,
paper, cans, and plastics. This type of public waste sorting facility enhances accessibility and usability for everyday
citizens, thereby reinforcing proper recycling behavior and promoting environmental responsibility.

Such systems reduce friction for consumers by making sustainable disposal easy and intuitive. As argued by Pacific
[24], SMEs often face operational challenges in adapting to environmental regulations; however, public infrastructure like
color-coded recycling bins can complement business efforts by encouraging environmentally responsible customer
behavior. Moreover, public engagement and education are vital; without adequate communication and supportive systems,
the policy may lead to customer dissatisfaction or confusion [25].

Therefore, waste separation facilities like those shown in Figure 1 are more than just bins; they are tangible
representations of policy in action. They help bridge the gap between environmental intent and individual behavior,
fostering a city-wide culture of accountability and ecological awareness [24, 25]. For Hong Kong’s single-use plastics ban
to achieve a lasting impact, such infrastructure must go hand-in-hand with regulation, public education, and business
adaptation.
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Figure 1.
Waste separation bins in a Hong Kong public facility.

From left to right: General Waste (brown), Paper (blue), Cans (yellow), and Plastics (green). These bins visually and
functionally support the city’s broader waste reduction and recycling policies.

2.3. Customer Satisfaction

Customer satisfaction refers to the extent to which a product or service meets or exceeds consumer expectations. In
service-driven industries such as hospitality and food and beverage, satisfaction is influenced by a variety of tangible and
intangible factors, including service efficiency, value for money, physical comfort, and emotional resonance [26]. High
levels of satisfaction are positively correlated with repeat patronage, loyalty, and favorable brand perception [27].
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Environmental regulation, such as the single-use plastics ban, introduces new dimensions to customer satisfaction. As
businesses shift from familiar plastic items to biodegradable or reusable alternatives, consumers may reassess the value,
convenience, and aesthetics of their experience. Studies show that customers’ perception of such changes is shaped not
only by practical factors but also by their environmental values and the messaging around the changes [28].

When eco-friendly initiatives are clearly framed as socially responsible and environmentally necessary, consumers are
more likely to view them positively even if they entail minor inconvenience or price increases.

In the context of Hong Kong, it has been found that younger, environmentally aware customers tend to support such
initiatives and may even expect businesses to go further in sustainability. Conversely, more price-sensitive or less-informed
customers may react negatively unless businesses offer clear justification and added value [29] (e.g., loyalty rewards or
education campaigns). Therefore, SMEs must balance regulatory compliance with customer relationship management [30].
Staff training, proactive communication, and reward systems can play critical roles in preserving or even enhancing
satisfaction during regulatory transitions.

The intersection of environmental policy and consumer satisfaction suggests that sustainable operations can be a value
add if framed correctly and executed with customer-centric strategies. Businesses that manage this balance effectively are
more likely to sustain consumer trust and remain competitive in an increasingly sustainability-driven market landscape
[30].

2.4. Conceptual Framework Explanation

The literature indicates that environmental awareness, regulatory enforcement, and customer satisfaction are
interrelated dimensions that collectively shape sustainable consumption behavior. Environmental awareness, comprising
environmental concern, attitudes, knowledge, and behavioral intention, is widely recognized as a precursor to public
support for environmental regulations and pro-environmental behaviors [3, 31].

In the context of Hong Kong, these components influence how individuals perceive and respond to the enforcement of
the single-use plastics ban, a critical government intervention aimed at reducing disposable waste. Studies have shown that
the public's acceptance of environmental regulations is strongly conditioned by their level of awareness and willingness to
engage in sustainability-related behaviors [10].

As depicted in Figure 2, this study conceptualizes the enforcement of Hong Kong's single-use plastic ban law as a
mediating variable that bridges the relationship between environmental awareness (Hla—H1d) and customer satisfaction
(H2). That is, individuals with higher environmental awareness are more likely to accept and comply with the ban (Hla—
H1d), and in turn, this compliance influences their level of satisfaction with services or businesses that implement
sustainable practices.

While the ban aims to deliver long-term environmental benefits, its short-term impact on customer satisfaction may
vary depending on how businesses manage the transition. For example, changes in packaging, service delivery, or pricing
may disrupt habitual expectations. However, if these changes are well communicated and aligned with consumer values,
they can enhance satisfaction rather than diminish it [32].

This framework underscores the importance of effective policy implementation in turning environmental awareness
into positive consumer outcomes. It also highlights the role of SMEs and service providers in translating regulation into
meaningful and satisfying customer experiences [33, 34].

Environmental Awareness

Environmental Concern

Environmental Attitudes Hia-d Enforcement of Hong Kong's H2 Customer

Single-Use Plastic Ban Law Satisfaction

Environmental Knowledge

Environmental

Behavioral Intention

Figure 2.
Research conceptual framework.

Environmental awareness, including concern, attitudes, knowledge, and behavioral intention, influences the acceptance
and perceived enforcement of Hong Kong’s single-use plastic ban law, which in turn affects customer satisfaction.
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Ha: Environmental concern has a positive effect on the Enforcement of Hong Kong’s Single-Use Plastic Ban Law.

H . Environmental attitudes have a positive effect on the Enforcement of Hong Kong'’s Single-Use Plastic Ban Law.

Hc. Environmental knowledge has a positive effect on the Enforcement of Hong Kong's Single-Use Plastic Ban Law.

Ha. Environmental behavioral intention has a positive effect on the Enforcement of Hong Kong'’s Single-Use Plastic Ban
Law.

H>. The Enforcement of Hong Kong'’s Single-Use Plastic Ban Law has a positive effect on customer satisfaction.

3. Methodology

This study, entitled “Exploring the Impact of Environmental Awareness on Customer Satisfaction Amidst Hong
Kong's Single-Use Plastics Ban,” was approved by the Ethics Committee of the University of Thai Chamber of Commerce
(UTCCEC) (approval code: UTCCEC/Exemp086/2025) and conducted in accordance with the Belmont Report and Good
Clinical Practice (GCP) standards for social and behavioral research.

3.1. Population and Sampling

The target population comprises consumers residing in Hong Kong who regularly purchase from food service and
retail outlets affected by the plastics ban, including cafés, restaurants, and shops adopting sustainable practices. Using
purposive sampling, participants who frequently visit or engage with these businesses and are likely to hold opinions or
awareness about environmental issues were selected to ensure relevant insights into perceptions and behavioral responses.
To enhance representativeness, stratified sampling segmented respondents based on demographics such as age, gender, and
travel or visitation frequency. Based on Hair et al. [35] formula, a sample size of consumers was determined to achieve a
95% confidence level with a 5% margin of error, aligning with the typical standards for survey research. This approach
aimed to capture diverse opinions while maintaining statistical reliability.

3.2. Research Instrument

A structured questionnaire comprising 44 items across five sections was employed for data collection. The first section
gathered demographic data, including age, gender, education level, and frequency of visits to relevant businesses. The
second section assessed environmental awareness with seven items measuring knowledge, concern, and attitudes toward
plastic waste reduction and sustainability. The third section, consisting of 24 items, examined consumer perceptions and
behavioral tendencies, such as willingness to pay for sustainable alternatives and responses to policy measures like
surcharges or promotional offers. The fourth section included five items measuring behavioral intentions, including eco-
friendly purchase choices and support for sustainability initiatives. The fifth section provided an open-ended item inviting
participants to share suggestions on improving policy communication or sustainability practices. A 5-point Likert scale
(from ““Strongly disagree” to “Strongly agree”) was used to reduce neutral responses and gauge the strength of attitudes. All
items were developed through an extensive literature review, and content validity was confirmed by experts and the Index
of Item Objective Congruence (I0C) was used to ensure content validity.

3.3. Data Collection and Analysis

Data were collected online via platforms such as Facebook and LINE, utilizing Google Forms to facilitate accessibility
and broad reach. The sample targeted consumers actively engaging with businesses affected by the plastics ban and
interested in environmental issues. Descriptive statistics summarized demographic data and baseline perceptions.
Confirmatory factor analysis (CFA) validated the measurement model, confirming that observed items reliably reflected
latent constructs like environmental awareness and behavioral intentions. Structural equation modeling (SEM) tested the
proposed relationships, such as the impact of environmental awareness on consumer support measures and satisfaction
levels related to the plastics ban. Measurement reliability was evaluated using Cronbach’s alpha, with a threshold of >0.70
indicating acceptable internal consistency. Validity was examined through convergent validity (Average Variance
Extracted, AVE) and discriminant validity (Fornell-Larcker criterion). Bootstrap techniques generated confidence intervals
for estimated parameters, enabling hypothesis testing of the relationships among variables. These rigorous statistical
analyses ensured the robustness and validity of the findings, providing deep insights into consumer perceptions and
responses to Hong Kong's plastics regulation.

4. Results

This study analyzes a sample of 550 customers from convenience stores in Hong Kong, including both local and
international patrons. The data provides essential insights into their demographic characteristics and environmental
awareness. Among the total respondents, 62.7% (n = 345) were female, and 37.3% (n = 205) were male. Most of the
surveyed customers were aged 20-29 years (68.5%, n = 377). In terms of marital status, a significant portion, 70% (n =
385), reported being single. Most respondents, 67.5% (n = 371), were employed in the private sector. Regarding income,
23.8% (n = 131) reported earning between HKD 6,000 and 8,000 per month.

Furthermore, the data indicated a high level of connectedness to nature, with many respondents emphasizing nature’s
significance for their well-being and mental tranquility. Overall, environmental awareness among passengers was
consistently high across various dimensions, including knowledge of climate change, carbon reduction projects, aviation-
related environmental impacts, conservation efforts, and governmental policies aimed at mitigating greenhouse gas (GHG)
emissions. Notably, participants expressed strong concerns about climate change and its consequences. The measurement
model’s fit statistics are presented in Table 1, which summarizes the model evaluation.
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Table 1.
Summary of the fit statistics of the measurement model.
Saturated model Estimated model
SRMR 0.060 0.082
d ULS 2.670 4.929
d G 1.727 1.804

Note: SRMR = Standardized Root Mean Square Residual.

Table 1 presents the fit statistics used to evaluate the adequacy of the measurement model in SEM analysis. The first
measure, SRMR (Standardized Root Mean Square Residual), indicates the discrepancy between the observed and predicted
covariance matrices, with values below 0.08 typically considered acceptable. The SRMR value for the estimated model is
0.082, suggesting a good fit. The second measure, d ULS (Discrepancy in Unweighted Least Squares), reflects the overall
difference between the model and data; the value for the saturated model is 2.670, while it is 4.929 for the estimated model,
indicating a better fit of the estimated model. Lastly, the dG (Discrepancy in General) shows the overall difference, with
values of 1.727 for the saturated model and 1.804 for the estimated model. Overall, these results suggest that the model
provides a good fit to the data, supporting its appropriateness for hypothesis testing and further analysis.

The evaluation of the measurement model focused on assessing reliability, convergent validity, and discriminant
validity according to the standards set by Hair et al. [35]. A comprehensive validation process was carried out to verify that
the constructs used in this research were appropriate. All items within each construct were carefully examined, as presented
in Table 2. Every factor loading was above the threshold of 0.70, indicating satisfactory reliability of individual items.
Furthermore, internal consistency was confirmed through the calculation of composite reliability (CR) and Cronbach’s
alpha coefficients, with all values exceeding the recommended cutoff of 0.70. This demonstrated that the scales used in the
study possessed strong internal consistency and were suitable for further analysis. Convergent validity was evaluated using
the Average Variance Extracted (AVE), with all values surpassing the 0.50 benchmark, thus confirming adequate
convergent validity of the measurement constructs. To check for potential multicollinearity among predictor variables, the
Variance Inflation Factor (VIF) was examined following the approach outlined by Hair et al. [35], who suggest that VIF
values should not exceed 5.00. As shown in Table 2, the VIF scores ranged from 1.000 to 2.954, well below this threshold,
indicating that multicollinearity was not a concern and supporting the stability of relationships among the constructs in the
structural equation model used in this study.
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Table 2.
Measurement model results.
Constructs Measurement Label Loading | t-Value
EC1. I understand the background of plastic waste problems and
. o i 0.848 37.700
Environmental concern their impact on the environment.
(EC) VIF = 2.290; CR =[EC2. | am aware that my daily activities influence the amount of 0.843 35964
0.921; plastic waste in the community. ' '
a=0.892; AVE =0.700 EC3. | am well aware that plastic waste harms marine animals and 0.884 58298
ecosystems.
_ _ EAL. | believe that reducing plastic waste is a responsibility for 0.821 35,960
Environmental attitudeseveryone.
(EA) EA2. | think supporting environmental policies is important and 0.856 39.922
VIF =2.729; CR =0.923; [should be promoted. ' '
a=0.896; AVE =0.705 EAS3. | feel that changing behaviors for the environment is crucial 0.845 41.022

for the future of our planet.
Environmental knowledge [EK1. I understand how plastic pollution impacts the environment. 0.849 53.994
(EK) VIF = 2.954; CR = [EK2. | am aware of the harmful effects of plastics on ecosystems

] o 0.778 29.416
0.915; and wildlife.
a=0.884; AVE =0.684 EKS3. I understand proper waste management and recycling practices. 0.844 56.919

Environmental behaviouralBC1. I intend to reduce my plastic use in daily life. 0.836 38.914
(EB) VIF = 2.943; CR =BC2. | plan to use personal containers instead of single-use plastics. 0.827 50.174
0.884; BC3. | am motivated to support recycling activities in my
0=0.910; AVE=0.679  lcommunity. 0.862 | 67.063
LW1. This law is a suitable approach for other Asian countries to
Enfor?emgnt of Hong tackle plastic waste issues. 0.762 34.397
Kong’s Single-Use Plastic LW?2. Business operators in Hong Kong should strictly comply with
Ban Law (LW) VIF= |55 P g ¥ong y comply 0.877 | 66.917
1.000; CR = 0953; o = [ law.
0.944 AVE = 0.720 !_W3. ”l_"he enforcer_nent of this law helps enhance Hong Kong’s 0.827 37498
international reputation.
CS1. | am satisfied with Hong Kong’s plastic ban policy. 0.873 72.293
Customer satisfaction. (CS)CS2. | feel that the enforcement of this law supports environmental 0.858 61.223
CR =0.960; a. = 0.953; cooperation in Hong Kong ' '
AVE =0.705 CS3. I appreciate Hong Kong’s approach to promoting environmental 0.819 36.974
sustainability.

Note: CR: composite reliability; a: Cronbach’s alpha values; AVE: Average Variance Extracted; VIF: Variance Inflation Factor (values < 5 indicate no multicollinearity issue).

Regarding discriminant validity, the HTMT ratio between pairs of constructs approached the threshold of 0.90 [36] as
shown in Table 3. Discriminant validity was further verified through the Fornell-Larcker criterion [37], which states that
discriminant validity is confirmed when the square root of the AVE for each construct exceeds its highest correlation
coefficient with any other construct. The results indicated that all constructs satisfied this criterion. Specifically, the square
root of AVE for each construct ranged from 0.714 to 0.813 and was greater than the correlations with other constructs,
confirming adequate discriminant validity.

Table 3.

Discriminant validity heterotrait-monotrait ratio (HTMT).

Construct EC EA EK EB LW CS
Environmental concern (EC)

Environmental attitudes (EA) 0.791

Environmental knowledge (EK) 0.740 0.787

Environmental behavioural (EB) 0.734 0.797 0.872

Enforcement of Hong Kong’s Single-Use

Plastic Ban Law (LW) 0.616 0.781 0.791 0.841

Customer satisfaction. (CS) 0.621 0.668 0.784 0.805 0.870

For assessing discriminant validity, the HTMT (heterotrait-monotrait) [38] ratio between pairs of constructs was
examined and found to be close to the 0.90 threshold, as shown in Table 3. Additionally, the Fornell-Larcker criterion was
used to verify discriminant validity, which asserts that the square root of the AVE for each construct should be higher than
its highest correlation with any other construct. The analysis confirmed that all constructs met this criterion, with the square
root of AVE values ranging from 0.616 to 0.872, exceeding the inter-construct correlation coefficients. This indicates that
each construct demonstrates sufficient discriminant validity within the measurement model. The discriminant validity of
the constructs was assessed using the Fornell-Larcker criterion, as shown in Table 4. The square root of the AVE for each
construct (diagonal elements) exceeded the correlations between constructs, indicating adequate discriminant validity.
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Table 4.

Discriminant validity using the Fornell-Larcker criterion.

Construct Mean S.D. EC EA EK EB | LW | CS
Environmental concern (EC) 4.4984 | 0.63987 | 0.837

Environmental attitudes (EA) 4.6062 | 0.54702 | 0.708 | 0.840

Environmental knowledge (EK) 45042 | 0.60744 | 0.661 | 0.721 | 0.827

Environmental behavioural (EB) 4.4886 | 0.61885 | 0.651 | 0.712 | 0.773 |0.824

Enforcement of Hong Kong’s Single-Use 43789 | 0.71242

Plastic Ban Law (LW) 0.571 | 0.708 | 0.734 |0.773 |0.848
Customer satisfaction (CS) 45472 | 0.59197 | 0.573 | 0.623 | 0.723 |0.737 ]0.830] 0.839

Table 5 presents the results of the path analysis examining the direct effects between variables. The findings indicate
that hypotheses Hla and H1b were not supported, as their t-values were 0.740 and 5.334 with corresponding p-values of
0.459 and 0.294, both exceeding the 0.05 significance level, leading to their rejection. Conversely, hypotheses H1c and
H1d demonstrated significant effects, with t-values of 4.767 and 5.334 and p-values of 0.000, thereby confirming support
for these relationships. Additionally, the effect of LW on CS (H2) was highly significant, with a t-value of 40.910 and a p-
value of 0.000, indicating a strong positive influence.

Table 5.

Path analyses (direct effects).

Direct Effect Path t-Value p-Values  [Results
Hla EC2> LW 0.740Q *** 0.459 Rejected
Hilb EA 2> LW 5.334 *** 0.294 Rejected
Hic EK2> LW 4.767 *** 0.000 Accepted
H1d EB > LW 5.334 *** 0.000 Accepted
H2 LW > CS 40.910" 0.000 Accepted

Note: *** p <0.01; n.s. = p > 0.05.

Figure 3 illustrates the structural model of the research, displaying the relationships between various constructs. It
shows that Environmental Concern (EC1 to EC4) has high factor loadings, with values ranging from 0.749 to 0.884,
indicating strong measurement reliability. Environmental Attitudes (EA1 to EA5) also demonstrate high loadings between
0.762 and 0.893, reflecting consistent measurement. Environmental Knowledge (EK1 to EK3) has loadings ranging from
0.402 to 0.849, with EK3 and EK2 showing particularly high values. Environmental Behavioral Intention (EB1 to EB5) is
represented with high loadings, from 0.775 to 0.862. The path coefficients between constructs show significant
relationships, with the strongest effect observed from LW (Likely a specific construct) on CS (Customer Satisfaction), with
a value of 0.688. The model includes several shown paths with their respective weights, indicating how well the constructs
influence each other within the research framework.
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Figure 3.
Results of the structural equation modeling.
Note: **p < 0.01.

5. Discussion

This study, "Exploring the Impact of Environmental Awareness on Customer Satisfaction Amidst Hong Kong's Single-
Use Plastics Ban," provides critical insights into how Hong Kong consumers' environmental awareness translates into their
perceptions of the city's new plastics ban and, ultimately, their satisfaction. Our findings align with a growing body of
literature on the complexities of sustainable consumer behavior [39]. The demographic data, primarily from a younger,
single, and employed population, reflects a segment of society often considered more environmentally conscious. This is a
crucial context for interpreting our findings, as younger consumers are known to be more receptive to pro-environmental
policies. The high levels of reported environmental awareness and connectedness to nature among our respondents are
consistent with recent studies on urban environmentalism in Asia [40]. The effective implementation of such policies is
increasingly recognized as a key pillar of urban sustainability strategies [41].

The core findings from the path analysis are particularly revealing. We found that while environmental knowledge
(H1c) and environmental behavioral intention (H1d) have a significant positive effect on the perceived enforcement of the
ban, general environmental concern (H1a) and environmental attitudes (H1b) do not. This points to a nuanced "attitude-
behavior gap" in the Hong Kong context [42]. It's not enough for consumers to simply care about the environment; they
must also possess a factual understanding of the issues (knowledge) and a concrete plan to act on their beliefs (behavioral
intention) for them to genuinely support and feel the impact of the policy. The rejection of hypotheses Hla and H1lb
suggests that a broad, generalized concern or positive attitude may not be a strong enough predictor for accepting a
specific, potentially inconvenient policy [43]. This is a vital distinction for policymakers, who must recognize that
generalized appeals may not be as effective as providing specific, actionable information. Recent research further
reinforces that this gap is often influenced by external factors such as inconvenience and perceived cost, underscoring the
need for practical support to facilitate behavioral change [44]. The role of government policy in directly shaping behavior,
rather than simply relying on awareness, is a key takeaway [45].

Most notably, the study strongly supports hypothesis H2, demonstrating a highly significant positive relationship
between the perceived enforcement of the ban and customer satisfaction. This is a powerful finding for policymakers and
businesses. It suggests that when the ban is effectively implemented and communicated, it does not necessarily erode
customer satisfaction. Instead, it can enhance it by aligning the consumer experience with their existing environmental
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values [26]. This contradicts the common fear that such regulations will lead to consumer backlash and supports the notion
that effective sustainability measures can be a source of competitive advantage. Our results are consistent with research
showing that customers reward businesses that align with their values. This positive effect on customer satisfaction is
particularly evident when businesses successfully communicate their commitment to the policy, thereby enhancing their
corporate social responsibility (CSR) image [46, 47].

This strengthens the idea that corporate environmental initiatives, when perceived as genuine, can significantly boost
brand reputation and consumer trust [48]. Furthermore, the quality of non-plastic substitutes, a key factor in the transition,
has been shown to be a direct determinant of consumer acceptance and satisfaction with these new practices [49].

These findings suggest that for policies like the plastics ban to succeed, public education efforts must go beyond
simply raising awareness. They need to equip the public with practical knowledge and actionable intentions. This is crucial
for overcoming the psychological inertia that often prevents behavior change [50]. Moreover, for businesses, the key to
maintaining customer satisfaction is not to hide or downplay the changes but to embrace and effectively communicate
them. By doing so, they can leverage the policy to build a positive brand image and foster loyalty among a growing
segment of environmentally aware consumers [51]. The adoption of circular economy models and sustainable supply chain
practices by SMEs is an important pathway to achieving both compliance and innovation [52]. Ultimately, the transition to
a sustainable consumption model is not just a regulatory obligation but an opportunity to forge a stronger, value-based
connection with customers [53]. This reinforces the need for a holistic approach that integrates policy, business strategy,
and consumer engagement to achieve lasting environmental and economic benefits [54, 55].

6. Policy Recommendations

Based on the research findings, a successful implementation of the single-use plastics ban requires a collaborative and
multi-faceted approach involving both the public and private sectors. The government must move beyond simply enacting
regulations by providing targeted, practical support. This includes enhancing public education to focus on actionable
knowledge, such as proper disposal and the benefits of alternatives, and offering financial assistance like subsidies or
micro-grants to help small and medium-sized enterprises (SMEs) with the transition. Furthermore, investing in and
promoting public waste separation infrastructure is crucial to bridge the gap between pro-environmental attitudes and actual
behavior. In parallel, the private sector has a key role to play by proactively training staff to communicate the changes
effectively and by investing in high-quality, functional, and aesthetically pleasing alternatives that maintain customer
satisfaction. By strategically leveraging the ban as an opportunity for brand enhancement, businesses can transform
regulatory compliance into a competitive advantage, fostering customer loyalty and demonstrating leadership in
sustainability. Ultimately, the success of the policy hinges on this synergy between government support and business
innovation.

7. Conclusions

This research confirms that the success of Hong Kong's single-use plastics ban is deeply intertwined with consumer
psychology and effective policy implementation. While a broad sense of environmental concern is prevalent among the
public, it is the more specific and actionable components of environmental awareness, knowledge, and behavioral intention
that truly drive support and acceptance of the ban. The most significant finding is that when the ban is perceived to be
enforced effectively, it can lead to a direct and positive impact on customer satisfaction.

This suggests a powerful opportunity for both government and businesses. By moving from general awareness
campaigns to targeted, practical education, policymakers can empower citizens to embrace the changes. Simultaneously,
businesses that strategically and transparently adopt the new regulations, offering high-quality alternatives and clear
communication, can transform a regulatory challenge into a value-added proposition. Ultimately, the study highlights that
for Hong Kong to achieve its sustainability goals, policy cannot exist in a vacuum; it must be supported by public education
and a business sector that champions the transition, ensuring both environmental gains and economic resilience. The future
success of the initiative hinges on this synergy.

8. Limitations and Future Research

This study, while providing valuable insights, has a few limitations that future research could address. First, the use of
a purposive sampling method, though intentional for selecting environmentally aware consumers, may limit the
generalizability of the findings to the broader Hong Kong population, particularly those who are less engaged with
environmental issues. A larger, more random sample could provide a more representative view.

Second, the data was collected via online platforms, which may overrepresent individuals who are more digitally
active and socially connected. A mixed-methods approach, including in-person surveys or interviews, could capture the
perspectives of a wider range of demographics.

Future research could explore the long-term impacts of the ban on consumer behavior and satisfaction as the policy
progresses into Phase Two. It would also be valuable to conduct a comparative analysis with other Asian cities that have
implemented similar bans to identify best practices and common challenges. Finally, a study focusing specifically on the
SME perspective, quantifying the financial and operational impacts of the ban and the effectiveness of government support
programs, would provide a critical complement to the consumer-focused findings presented here.
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