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ABSTRACT

Purpose — The purpose of this paper is to explore the determinants of users’ adoption
momentum of e-banking in Chief Minister’s Department of Sarawak.

Design/methodology/approach — A questionnaire with seven-point Likert scale is
applied to 162 usable responses. Ten attributes are tested, namely convenience of usage,
accessibility, features availability, bank management and image, security, privacy,
design, content, speed, and fees and charges.

Findings — Results indicate that all elements for ten identified factors are significant with
respect to the users’ adoption of e-banking services. Privacy and security are the major
sources of dissatisfaction, which have momentously impacted users’ satisfaction.
Meanwhile, accessibility, convenience, design and content are sources of satisfaction.
Besides, the speed, product features availability, and reasonable service fees and charges,
as well as the bank’s operations management factor are critical to the success of the e-
banks. WAP, GPRS and 3G features from mobile devices are of significance or influence
in the adoption of e-banking services in this study. Results also reveal that bank
management and image factor play an important role in determining the users’
acceptance of e-banking services with respect to different segmentation of age group,
education level and income level.

Practical implications — The results are expected to provide a practical contribution in
Chief Minister’s Department daily operation of the servants. Time management,
productivity and efficiency of the public servants are influenced by the effectiveness in

adopting e-banking services.

Originality/value — This paper is the extensions of an earlier study by Wai-Ching Poon

which identified ten factors affecting the adoption of internet banking, with 77 elements.



A Study on Adoption of E-Banking Services Among Public Servants in Chief Minister
Department of Sarawak

Table of Contents

Declaration of original work
Letter of submission

AcKknOWIEdZemMEeNt....cuviuiireineiieiiiiiieiiiiiiiiiiiiiiiiiieieiisiieetistieriaccnrasasnnnsnnne i
List 0f Tables...ccceieieiiiiieiiiiiiniiiiierieiirinieiniieiniiriessieerssensmmensmemssssssesssncell
List Of Figures....ccciiiuiiiiieiiiiiiiiiiiiiiiiiiiiiiiieiiiiiieiirieiinieeseesersesosscssnsnas iii
Definition of Terms.....ccciviiieiiiiiiiniiiiiiiniiaiiiiiiiiiitieiisitiecisccesessssessacssssnes iv
2N 11 T \%
1.0 INTRODUCTION..... 3
1.1  E-banking; definitions and teImS ..........cceeveerieirreeieecieniieerreeieenieeereeeee s eseesees 3
1.2 Chief Minister’s Department background..........c.ccooeeeevveieceeeieniiceeeeecee e 5
1.3 Background and Scope of Study ....c.cocoveeiiiiiiiiniiieecee e 5
1.4 Problem Statement ...........cccevvererieenerinirerieesesneseere sttt ene s 6
1.5 Research QUESHIONS .......cecevieiiiiecciieciee et et eeeree e e e eteeeeetee e s ree e nteesneesennesnsnas 6
1.6 ReSEArCh ODJECHIVES....cccveiiiriiiiieeieeiie et ectesitesteesireete e teesaeeereessbesssassnesssaenseesnes 6
1.7 Significance of the Study ......c.ccceeiviriiiiiciiieer e 7
1.8 Limitations of StUAY......ccceeieeireieeeeeee et 7
1.9 Definition Of TEIMS...c.cooieieriereriecienrtecrerertecrere ettt s senenenens 9
2.0 LITERATURE REVIEWS 10
2.1 Theoretical frameEWOTK ........ccccuevieruinienieriinieneret ettt 11
2.2 Research Framework & Hypotheses.......ccocvveiieviiiiiieniiniiiiiienieeceenne e 11
3.0 RESEARCH METHODOLOGY 17
3.1 ReESEArCh deSIZN......ccveuieieeeiireeeeeeertes ettt 17
T O 1 - o) ) (1] 0o « OO UPUUROPOR 18
3.3 SUIVEY INSIIUMENTS. .....cccvieeeiieeierreeteeetreereereeereesreeeteeenreessseeseessnsessesssenssrenseenns 19
3.4 Sampling teChNIQUE........couierieriiieeieee ettt e erea 23
3.5 Procedure for analysis of data..........ccoeovrirrirerseecee e 24
3.6 QUESHIOMNAITE .....eeiureeeieeieesiieecieeteenttenieeebeeeteesseesseasssessseeesraesssasnseesssaseesseesssenss 24
4.0 DATA ANALYSIS AND FINDINGS 25
4.1 Data ANALYSIS c.cccveeeiiiiireeiiecieeectieerecre et e seeeete e se e reeere e sneear s ereesreerraeereenseans 25
411 PllOt STUAY oot e re e snre e e e e e enree e 25
4.2 FINAINZS...oiioiiroiiiieiiricteeeieste et est e este et saesaaestesesesstaeseaessaesssaesssasnasssessseensees 27
4.2.1 Demographic of the SAMPIE........ccccvviiiiiiriiiiciirirecee e ee e 27
4.2.2  One-way analysis of variance (ANOVA).....c.ccccevrerrieevrererrieeseeeee e 30



A Study on Adoption of E-Banking Services Among Public Servants in Chief Minister
Department of Sarawak

1.0  INTRODUCTION

1.1 E-banking; definitions and terms

Online banking (or Internet banking or E-banking) allows customers of a financial
institution to conduct financial transactions on a secured website operated by the

institution, which can be a retail bank, virtual bank, credit union or building society.

To access a financial institution's online banking facility, a customer having personal
Internet access must register with the institution for the service, and set up some
password (under various names) for customer verification. The password for online
banking is normally not the same as for [telephone banking]. Financial institutions now
routinely allocate customers numbers (also under various names), whether or not
customers intend to access their online banking facility. Customer’s numbers are
normally not the same as account numbers, because number of accounts can be linked to
the one customer number. The customer will link to the customer number any of those
accounts which the customer controls, which may be cheque, savings, loan, credit card
and other accounts. Customer numbers will also not be the same as any debit or credit

card issued by the financial institution to the customer.

To access online banking, the customer would go to the financial institution's website,
and enter the online banking facility using the customer number and password. Some
financial institutions have set up additional security steps for access, but there is no

consistency to the approach adopted.

Online banking facilities offered by various financial institutions have many features and

capabilities in common, but also have some that are application specific.



