BANK SELECTION CRITERIA EMPLOYED BY
UNDERGRADUATES IN MALAYSIA

UNIVERSITI TEKNOLOGI MARA
78000 ALOR GAJAH, MELAKA
MALAYSIA

BY:
SHAHREENA DAUD

ZARINAH ABU YAZID
NUR ASYIRA NAZIRON

SEPTEMBER 2012



LETTER OF REPORT SUBMISSION
14 September 2012

Prof. Dr. Abu Bakar Abdul Majeed
Assistant Vice Chancellor (Research)
Research Management Institute
Universiti Teknologi MARA

40450 Shah Alam

SELANGOR

Dear Prof.,

SUBMISSION OF FINAL REPORT
This report titled BANK SELECTION CRITERIA EMPLOYED BY
UNDERGRADUATES IN MALAYSIA submitted to UiTM in partial fulfillment of
the requirements for research purposes.

Thank you.

Yours sincerely

WA~

SHAHHFENA BINTI DAUD
Project Leader

Faculty of Business Administration
UiTM Melaka

ZARINAH ABU YAZID

Faculty of Business Management
UiTM Melaka

a2

NUR ASYIRA NAZIRON
Faculty of Computer and Mathematical Science
UiTM Melaka

iii



TABLES OF CONTENT

Letter of Report Submission

Letter of Offer ( Research Grant)

Acknowledgement
List of Tables
Abstract

1.0

2.0

3.0

4.0

5.0

INTRODUCTION

1.1 Bank Selection Criteria in Malaysia
1.2 Problem Statement

1.3 Research Questions

1.4 Research Objectives

1.5 Significance of Study

1.6 Scope of Study

LITERATURE REVIEW

2.1 Introduction

2.2 Bank Selection Criteria

2.3 Gender Differences in Bank Selection Criteria
2.4 Conclusion

RESEARCH METHODOLOGY

3.1 Introduction

3.2 Sampling and Data Collection
3.3 Questionnaire Design

3.4 Procedure for Data Analysis

RESULTS AND DISCUSSION

4.1 Introduction

4.2 Validity Test

4.3 The profile of Respondents’ Demographic and
Behavioral

4.4 Ranking Important of Bank Selection Criteria

4.5 Bank Selection Criteria Based on Gender

4.6 Factor Analysis and Loading

4.7 Results of Factor Analysis

4.8 Conclusion

CONCLUSION AND RECOMMENDATION

5.1 Discussion and Conclusion
5.2 Recommendation

Vi

e

iv

viii

ix

(T S N

O o0 N O

10
10
11

12
12
12

14
15
17
18
20

21
22



REFERENCES / BIBLIOGRAPHY
APPENDICES
Appendix I - Sample of Questionnaire

Appendix II — Conference Abstract and Full Paper

vii



ABSTRACT

Banking industry in Malaysia are now providing a wide range of services
and investing a large amount of money in marketing strategies and
promotional activities in order to attract and retain customer. In this
competitive market, it is imperative that banks be aware of the factors or
determinants that their customer consider important when selecting a
bank. This study will investigate the selection criteria employed by
undergraduates in UiTM Melaka, how these criteria are prioritized
according to their importance and also to examine the different of bank
selection criteria among gender. In analyzing the data, this study relied on
30 selection factors from Almossawi (2001) and used Varimax rotation
factor as a tools. The result from the survey on 207 undergraduates
indicated that they ranked 24 hours availability of ATM ( Automated
teller machine) service as the most important criteria, meanwhile banks
open during Friday prayer was given the lowest ranking. Based from
gender, male indicated that availability of ATM in several locations as the
most important criteria while female indicated that 24 hours availability
of ATM service as the most important determinant too. Both gender
agreed that bank opens during Friday prayer was the lowest ranking.
Seven factors group were developed from factor analysis. Since
undergraduates are among the potential customer for bank industry, it is
recommended that banks should focus on financial benefits, location and
facilities as their strategies in order to attract new customer. Furthermore,
recommendation for future research have also been put forth in this study.
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