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ABSTRACT

The title of this research is “Factors Affecting Customer Satisfaction towards Islamic
Banking in Klang”. The purpose of this research is to determine the relationship between
variables. There are four independent variables involve in this research which are service
guality factor, ambience factor, accessibility factor and high profit rate factor. The dependent
variable is customers’ satisfaction. In order to achieve this research, the hypothesis was
created to test whether there is relationship between independent variables and dependent
variable. Data obtain by using questionnaire which is the primary data. There were 150
selected respondents that answered the questionnare based on their bank preferred, age,
races, job sector and monthly income. This research had been conducted at five selected
full — pledged islamic bank in Klang, Selangor which are Bank Rakyat, Al Rajhi Bank, BIMB,
Bank Muamalat and Kuwait Finance Bank House. From each of the bank only 30
respondents had been selected. The result shows a good result where all the independent

variable had significant relationship with the customers satisfaction.

Xi



	FACTORS AFFECTING CUSTOMER SATISFACTION TOWARDS ISLAMIC BANKING IN KLANG
	DECLARATION OF ORIGINAL WORK
	LETTER OF TRANSMITTAL
	ACKNOWLEDGEMENT
	TABLE OF CONTENTS
	LIST OF TABLE
	LIST OF FIGURES
	LIST OF ABBREVIATIONS
	ABSTRACT
	CHAPTER 1 INTRODUCTION
	1.1 BACKGROUND OF STUDY
	1.2 PROBLEM STATEMENT
	1.3 RESEARCH OBJECTIVES
	1.4 SCOPE OF STUDY
	1.5 HYPOTHESIS
	1.6 SIGNIFICANT OF THE STUDY
	1.7 DEFINITION OF TERMS
	1.8 LIMITATION OF STUDY

	CHAPTER 2 LITERATURE REVIEW
	2.0 LITERATURE REVIEW
	2.1 THEORETICAL FRAMEWORK

	CHAPTER 3 RESEARCH METHODOLOGY
	3.0 RESEARCH DESIGN
	3.1 METHODOLOGY
	3.2 QUESTIONNAIRE DESIGN
	3.3 DATA COLLECTION METHOD
	3.4 DATA ANALYSIS

	CHAPTER 4 DATA ANALYSES AND INTERPRETATION
	4.0 INTRODUCTION
	4.1 FREQUENCY ANALYSIS
	4.2 DESCRIPTIVE ANALYSIS
	4.3 RELIABILITY ANALYSIS
	4.4 CORRELATION ANALYSIS
	4.5 REGRESSION ANALYSIS
	4.6 HYPOTHESIS TESTING
	4.7 SUMMARY

	CHAPTER 5 CONCLUSION AND RECOMMENDATION
	5.1 CONCLUSION
	5.2 RECOMMENDATION

	APPENDICES
	REFERENCES



