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ABSTRACT

The main purpose of this thesis is to know the spending pattern of credit card
user. How normally they spend their credit card and for what purpose? This
study is conducted for the benefit of Maybank since it's concerning the
feedback from Maybank customers towards their products and services.
Besides Maybank, the result obtained from this study can be most valueable
to the Bank Negara. Once the result have been identified on how they
normally they use their credit card, both Maybank and Bank Negara can adopt
or find a better solution on how to improve their products and services towards
customers in a better way according to the standard and preferences of
customers. Overall this will lead to higher sales and higher profit for the
organization involves. Besides that, Maybank can find solution or reduce
problems that have encountered during the study. This study has been
conducted targeting the Maybank Customer in Kota Kinabalu area. The total
number of sample being undertaken is 150 respondents by using
questionnaire designed. A non-probability sampling techniques is chosen for
this study. Procedures for analysis of data are gathered and analyzed
qualitatively and quantitatively and were done by using the SPSS Version
11.0. The SPSS output was done using Microsoft Excel Application. Based on
the finding, the majority of active credit card user is categorized under the age

range of 21 to 30 years old. The most famous type of credit card use is the



TABLE OF CONTENT

“DECLARATION OF ORGINAL WORK”
LETTER OF SUBMISSION
ACKNOWLEDGEMENT
LIST OF TABLES
ABSTRACT
1 INTRODUCTION
1T Background
1.2 Problem .étatement
=3 Objectives of the Study
1.4 Research Questions
35 Significance of Study
1.6 Limitations of Study
1.7 Definition of Terms
2 LITERATURE REVIEW
2.1 History of Credit Card
2.2 Consumer’s Decision and Their Behaviour on The Usage of Credit Card
23 Factors of Influencing Consumer’s Spending Pattern
2.4 Consumer's Acceptance about Marketing Mix (Marketing Offer) in Bank
2.5 Consumer’s Acceptance about Marketing Environment in the Bank
3 RESEARCH METHODOLOGY AND DESIGN
3.1 Theoretical Framework
3.2 Data Collection Method
3.3 Primary Data Collection
3.4 Secondary Data
35 Sampling Techniques
3.6 Research Design
3.7 Questionnaire Design

3.8 Procedures for Analysis of Data

iv

12
13
16
16
18
19
20
22
23
23
24
26
27
27
28
29
30



(=]

ANALYSIS AND INTERPRETATION OF DATA

4.1 Frequency and Characteristic of Demographic Profile of the Respondents
4.2 Frequency and Characteristic of Customer Products and Services
4.3 Frequency and Characteristic of Respondents’ spending pattern

CONCLUSIONS AND RECOMMENDATIONS
5.1 Conclusions

5.2 Recommendations

BIBLIOGRAPHY

APPENDICES

3N
31
39

45

51

51

52

56



