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ABSTRACT

The Islamic banking industry is developing and growing rapidly in Malaysia. However it is
very challenging in order to perpetuate the customer loyalty in Islamic bank with more of
conventional participating and offering products and services based on Islamic principles
nowadays. In conjunction with that, the purpose of this study is to examine the factors that
influence the customer loyalty. The sample of this study are the respondents which are also
the customers at BIMB. The location of this study was only focused in BIMB Medan MARA
branch at Kuala Lumpur. The factors that will be focused on are the factor of trust and also
the customer satisfaction. In this study, all the data are gathered and collected from the
primary data. Primary data are gathered and originated by a researcher for the specific

purpose of addressing the problem at hand.
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CHAPTER ONE: INTRODUCTION

1.0 Introduction

This chapter consists of problem statement, research questions, research objectives,
significance of study, scope of study, limitation of study, definition of terms and summary.
Chapter 1 enables us to identify the problem from the journal chosen. After the problem is
identified, we need to come up with the research questions and research objectives, which

include main research and specific research.

Next, significance of study gives information on how beneficial the study is. It discusses the
importance of the proposed research and its relevance. In addition, it should explain why it is
important for the study. The scope of study is a general outline of what the study will cover.

It is also gives impact to the result of our research.

Limitation of study is those characteristics of design of methodology that influenced the
application of the result of your study. Limitation of study consists of access to information,
access to resources, time management or time constraints and support from organizations and
participants. It is to create an opportunity to make suggestions for further research. However,
this study can be one of the difficulties to complete the research. Another element in chapter
1 is the definition of terms. This element is for clearer understanding of the term used in the

proposed journal.



