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ABSTRACTS

The purpose of the research is to analyze factors of customers’ satisfaction towards
online banking services in kuching Sarawak. Moreover. the paper also tries to explain the
relationship among customers satisfaction toward online banking services.

The data demonstrated the online banking services and customers satisfaction have direct
and significant. Finally 1t 1s observed that safety reliability, transaction efficiency. customer
support. service security. ease of use. performance and service content are the key factors that
affecting customer satisfaction in internet banking sectors.

After the validation of measurement scales. the hypotheses are contrasted through
structural modeling. The authors validate the hypotheses and measurement model. The paper
proposes a model for analyzing empirically the link among customers satistaction toward online

banking services.
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CHAPTER 1
INTRODUCTION

1.0. INTRODUCTION

According to Daniel (1999). online banking services delivery as information for the
customer as service banking. I'hese are delivery by using any digital device such as

computer, laptop. mobile phone and many more.

According to Khan (2007). online banking services are including enables economic
foundation to the customers. individuals or business so they can access accounts, transact

business, or obtain information on financial products and service on public or private sector.

According to Saha and Zhao (2005), are define that customer satisfaction as an

assortment of perception and evaluation reaction to the customer experience with the product

or service.

I'he online banking services are allowing customer to access bank service every day.
The online banking services are empowering the customer to prefer their banking

transactions.

According to the use of Information Technology and Communication (ICT) (2007),
every household are using the internet constantly. Therefore the online banking service can

be measured as a significant channel.



