4

>

THE DETERMINANT OF CUSTOMER CHOICE OF CONVENTIONAL BANK IN MAJLIS
PERBANDARAN BATU PAHAT, JOHOR.

NORHAZLINDA BINTI ADAM
2010603576
SITI NAJIHAH BINTI MOHD SUKIMAN

2010819726

BACHELOR OF BUSINESS ADMINISTRATION (HONS) FINANCE
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA

KAMPUS BANDARAYA MELAKA

JUNE 2013



S

BACHELOR OF BUSINESS ADMINISTRATION (HONS)
FINANCE
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA KAMPUS BANDARAYA MELAKA

“DECLARATION OF ORIGINAL WORK?”

I, NORHAZLINDA BINTI ADAM, I/C NUMBER: 911012-01-5144 and SITI NAJIHAH
BINTI MOHD SUKIMAN, I/C NUMBER: 910602-01-6214

Hereby, declare that,

This work has not previously been accepted in substance for any degree
locally or overseas and is not being concurrently submitted for this degree or
any other degrees.

This project paper is result of both independent work and investigation, except
where otherwise stated.

All verbatim extract have been distinguished by quotation marks and sources

of my information have been specifically acknowledgement.

Signature : Date :

Signature : Date :




LETTER OF SUBMISSION

28™ JUNE 2013

The Head Of Program

Bachelor of Business Administration (Hons) Finance
Faculty of Business Management

Universiti Teknologi Mara

Melaka

Dear Sir/Madam,

SUBMISSION OF PROJECT PAPER

Attached is the projecy paper titled “THE DETERMINANT OF CUSTOMER CHOICE
OF CONVENTIONAL BANK IN MAJLIS PERBANDARAN BATU PAHAT, JOHOR”
to fulfill the requirement as needed by the Faculty of Business Management,
Universiti Teknologi Mara.

Thank you

Yours sincerely,

NORHAZLINDA BINTI ADAM SITI NAJIHAH BINTI SUKIMAN
2010603576 2010819726
Bachelor of Business Bachelor of Business

Administration(Hons) Finance Administration (Hons) Finance



TABLE OF CONTENTS

CONTENT
ACKNOWLEGMENT
TABLE OF CONTENTS
LIST OF TABLE

LIST OF FIGURE
ABSTRACT

1.0 INTRODUCTION
11 BACKGROUND OF STUDY
1.2 PROBLEM STATEMENT
13 RESEARCH QUESTION
1.4 RESEARCH OBJECTIVES

15 SIGNIFICANT OF STUDY
1.5.1 THE RESEARCHER
1.5.2 PARTICIPANT
1.5.3 FUTURE RESEARCHER
1.5.4 FINANCIAL INSTITUTION

1.6 SCOPE AND COVERAGE OF STUDY
1.7 TIME FRAME

1.8 LIMITATION

1.8.1 DATA

1.8.2 COOPERATION

1.8.3 COSTS

1.8.4 JOURNAL AVAILABILITY

1.8.5 LACK OF EXPERIANCE
1.9 DEFENITION OF TERM

1.8.1 DATA

1.8.2 COOPERATION

1.8.3 COSTS

1.8.4 JOURNAL AVAILABILITY

1.8.5 LACK OF EXPERIANCE
1.10 CONCLUSION

2.0 LITERATURE REVIEW

2.0 INTRODUCTION

2.1 CUSTOMER CHOICEOF CONVENTIONAL
BANK

2.2 RELIABILITY

2.3 CONVENIENCE

24  ASSURANCE

2.5 VALUE ADDED SERVICES

2.6  ACCESSIBILITY

PAGE
ii-iv

Vi
vii

2-4

4-5

8-10

10-12

12
13

14
14-17

17-18
19-20
20-21
21-22
23-25



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.
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