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ABSTRACT

People were found to be more precise on choosing the best bank services.

Therefore, it is important to identify the determinant of choosing conventional

bank as a lot of competitor that exists in the market for financial services

presents a big resistance to the profitability of the bank. However there is

lack of research on the determinants of factor affecting customer choice of

conventional bank. Six determinants are identified which are follows:

reliability, convenience, assurance, value added service, accessibility and

responsiveness. Questionnaires were distributed to the 150 respondents.

The sampling procedure adopted was stratified random sampling. The data

obtain were analyzed using SPSS 20.0 which involve scale reliability,

frequency analysis, descriptive analysis and Pearson Correlation Coefficient.

The result indicates that for responsiveness, reliability, convenience,

accessibility and value-added service have a moderate significant

relationship that influences the customer choice of conventional bank.

Moreover, assurance becomes the high significant relationship with the

customer choice of conventional bank. This study makes a contribution to the

literature on choosing a bank services. The finding achieved in this study will

be of interest for bank in order to increase their profitability for long term.


	THE DETERMINANT OF CUSTOMER CHOICE OF CONVENTIONAL BANK IN MAJLIS PERBANDARAN BATU PAHAT, JOHOR
	DECLARATION OF ORIGINAL WORK
	LETTER OF SUBMISSION
	ACKNOWLEDGEMENT
	TABLE OF CONTENTS
	LIST OF TABLE
	LIST OF FIGURE
	ABSTRACT
	CHAPTER 1: INTRODUCTION
	1.0 INTRODUCTION
	1.1 BACKGROUND OF STUDY
	1.2 PROBLEM STATEMENT
	1.3 RESEARCH QUESTION
	1.4 RESEARCH OBJECTIVES
	1.5 SIGNIFICANCE OF RESEARCH
	1.6 SCOPE AND COVERAGE OF STUDY
	1.7 TIME FRAME
	1.8 LIMITATION OF STUDY
	1.9 DEFINITION OF TERM
	1.10 CONCLUSION

	CHAPTER 2: LITERATURE REVIEW
	2.0 INTRODUCTION
	2.1 CUSTOMER CHOICE OF CONVENTIONAL BANK
	2.2 RELIABILITY
	2.3 CONVENIENCE
	2.4 ASSURANCE
	2.5 VALUE ADDED SERVICE
	2.6 ACCESSIBILITY
	2.7 RESPONSIVENESS
	2.8 CONCLUSION

	CHAPTER 3: RESEARCH METHODOLOGY
	3.1 INTRODUCTION
	3.2 RESEARCH DESIGN
	3.3 SAMPLING DESIGN
	3.4 DATA COLLECTION METHOD
	3.5 DATA ANALYSIS
	3.6 CONCLUSION

	CHAPTER 4: DATA ANALYSIS
	4.1 INTRODUCTION
	4.2 RELIABILITY ANALYSIS
	4.3 FREQUENCY
	4.4 DESCRIPTIVE ANALYSIS
	4.5 PEARSON CORRELATION COEFFICIENT

	CHAPTER 5: CONCLUSION AND RECOMMENDATION
	5.1 INTRODUCTION
	5.2 DISCUSSION ON FINDINGS
	5.3 CONCLUSION
	5.4 RECOMMENDATION

	CHAPTER 6: REFERENCES
	CHAPTER 7: APPENDICES



