| *' “A STUIY ON CUSTQMERS’ LOYAL TYOF RETAIL
 BANKING - tN UTG Ke‘m KINABALU"

20 1 27&3193 :
BMZ‘?Z&A';'_ =



Content

TABLE OF CONTENT

Title Of Study

Declaration of original work

Letter of Submission
Table Of Content
List Of Table

List Of Figure

Acknowledgement

Abstract

Chapter One: Introduction

1.0
1.0
1.1
1.2
1.3
1.4
15
1.6
§ I

Background Of Study
Introduction

Problem Statement
Research Question
Objectives Of Study
Significance Of Study
Scope Of Study
Limitation Of Study

Chapter outline

1.8 Definition of term

Chapter Two: Literature Review

24
2.2

Introduction

Customer Services satisfaction

2.2.1 Definition of customer satisfaction
2.2.2 Customer satisfaction and loyalty
2.2.3 Service loyalty

2.3 Service Quality

2.3.1 Definition of service quality
2.3.2 Service quality dimension
2.3.3 Service Quality, customer satisfaction

2.3.4 A service Research Perspective

12-14
12-14
15-16
17
17
18
19
19-20
20
21-23

24-25
25
25-26
26
26-27
28
28-29
29
30-31
31-32

~—



2.3.5 Market strategy perspective

2.4 Facilities and Availability
2.4.1 Location & facilities of the bank
2.4.2 Classification of location factor and condition
2.4.3 Customer service provider relationship

2.5 Theoretical Framework

Chapter Three: Research Methodology
3.1 Introduction
3.2 Data Collection Method

3.2.1 Primary sources definition
3.2.2 Secondary sources definition
3.3 Research Design
3.4 Unit of analysis
3.5 Sampling Design
3.5.1 Population
3.5.2 Sampling frame
3.5.3 Sample size
3.5.4 Sampling technique
3.6 Data Analysis And Hypothesis Testing
3.6.1 Comparative Analysis
3.6.2 Frequency Distribution
3.6.3 Descriptive Analysis
3.6.4 Correlation and Coefficient
3.6.5 Regression Analysis
3.7 Research instrument
3.8 Methodology
3.9 Research schedule

Chapter Four: Findings And Analysis
Chapter Five: Conclusion And Recommendation
Appendices

References

32-33
33
33
34
34-35
35-36

37
37
37
38
39
39
39
39
39-40
40
40
40-41
41
41
41
41-42
42
42-44
44-46
47
48-70
71-72

73-77
78-83

R’



ACKNOWLEDGEMENT

Assalamualaikum Warahmatullahi Ta’ala Wabarakatu
Alhamdulillah, | am very thankful to Allah S.W.T the one and only God for giving me
strength while undergoing the course of Bachelor of Business Administration (Hons)

Finance program to complete this thesis.

Foremost, | would like to express my deepest gratitude to my advisor Mdm. Sarmila
Udin for her continuous dedications and excellent guidance which helped me a lot in
my bachelor degree study and especially this research work. Without her moral
support, encouragement and supervision | may not be able to complete this thesis
work successfully. Not to be forgotten, | am also would like to thanks my second
advisor and the coordinator of Bachelor Business Administration (Hons) Finance
Program, Dr Imbarine Bujang for sharing their knowledge, opinions and ideas

regarding my research work.

I am also thankful to Universiti Teknologi MARA (UiTM) Sabah for giving me the
opportunity to pursue my study up until degree level. In addition, my sincere
appreciation goes to all lecturers for their sacrifices in term of times and energy in

giving the best guidance to acquire the essential knowledge in this field.

For the most important persons in my life,my husband and also both of my parents
for their endless love and kindness while raising and supporting me. Nonetheless, |
also wish to thank all my brothers, sisters and other close family for their support and

understanding during my study.

—



ABSTRACT

This study investigates the banking behaviour of retail banking customers in UTC
Kota Kinabalu. By collecting a data from a sample of customers of retail banks
convenience sampling was adopted for collecting a sample. A researcher
conducted a comprehensive profile analysis and factor analysis used for finding
the banking behaviours of retail banking customers. First, most of the customers
fall in the age group of 18-50 years and they are highly educated and have
durable relations hip with the banks. By getting information by distributing
questionnaires to the customers in order to know their awareness and loyalty
towards Retail Banking services. Basically, the total of 150 questionnaires been

distributed to the customers of Retail Banking in UTC Kota Kinabalu.
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