


ABSTRACT

The aim of this study is to find the factors that contribute to the customer loyalty towards
Retail Business Division at Malaysia Building Society Berhad (MBSB). The study only
focuses on Retail Business Division at MBSB Kuala Terengganu Branch. This research is
expected to investigate to what extent the selected independent variables are significant in
the study. There are three independent variables in this study which are categorized under
internal factors (1) corporate image (2) product and service offered and (3) service
personnel. There is one independent variable under external factor. (1) Government rules
and regulation. Researcher using primary data to get the information by distribute
questionnaire to the respondents. The respondents of this study consist of customers of
Retail Business Division at MBSB Kuala Terengganu Branch. Researcher used several
analyses to test the data such as Frequencies Analysis, Reliability Analysis, Correlation
Analysis, Regression Analysis and Hypotheses Testing. The result of this investigation
revealed that all the four selected independent variables are significant in influencing the
loyalty of the customers towards Retail Business Division at MBSB Kuala Terengganu
Branch. By undertaking this research it can help MBSB to improve their service and
product offered and awareness about what actually required by customer hence become

top financial institutions in Malaysia.






TABLE OF CONTENTS

CONTENTS PAGE
AUTHOR’S DECLARATION il
ABSTRACT il
ACKNOWLEDGEMENT v
TABLE OF CONTENTS v
LIST OF TABLES ix
LIST OF ABBREVIATIONS/NOMENCLATURE X

CHAPTER ONE - INTRODUCTION

1.0 Preface 1
1.1 Overview of Study 1
1.2 Background of Company 2
1.3 Problem Statement 2
1.4 Objectives of the Study 4
1.5 Research Questions 5
1.6 Scopes of Study 5
1.7 Limitations of the Study 6
1.8 Significance of the Study 6

1.9 Definition of key terms 8



CHAPTER TWO - LITERATURE REVIEW

2.0 Preface
2.1 Customer Loyalty
2.2 Corporate Image
2.3 Product and Service Offered
2.4 Service Personnel

2.5 Government Rules and Regulations
2.6 Demographic

2.6.1 Gender

2.6.2 Age

2.6.3 Marital Status

2.6.4 Income

2.6.5 Education

CHAPTER THREE - RESEARCH METHODOLOGY

3.0 Preface
3.1 Research Design
3.2 Data Collection Method
3.2.1 Primary Data
a) Research Instrument
b) Questionnaire Design
3.2.2 Pilot Study

3.3 Research Framework

Vi

10

10

11

13

14

15

16

16

18

19

19

20

21

21

22

22

22

23

24

26



