


ACKNOWLEDGEMENT

I would like to express my most sincere appreciation and heartfelt thanks to first 

and foremost, Allah S.W.T for his greatness. Individuals, of whom without, might not 

lead to the possibility of completion of this study.

Hence, I would like to thanks to my first supervisor, Mr. Abang Sulaiman Abang 

Naim for his guidance, encouragement and advices throughout this study. Madam 

Noraida Omar as my second advisor who had given comments and advises to improve 

my work on the study.

Much appreciation goes to all lectures in BBA Marketing for their expertise in 

providing me continuous learning process that greatly enriched my knowledge. 1 am also 

thankful to my course mates, colleagues and friends for their collaboration and valuable 

assistance throughout my studies and in the process of completion of this study.

Finally, to my beloved family, my wife Ms. Suwiti Abd Ranee for her 

understanding, my three beautiful children Naseem, Hakeem and Aeidad for testing my 

patient during the entire course and my senior, Mr. Mazlan Mohamad for the study tips.

Thank you.



TABLES OF CONTENT

CHAPTER 1

1 .0 INTRODUCTION 1

1.1 Overview of the Growth of Islamic Banking in Malaysia I

1.2 Customer Acceptance on New Banking I

1.3 Background of the study 2

1.4 Scope of study 3

1.5 Problem Statement 4

1.6 Research question 4

1.7 Objective of study 4

1.8 Significance of study 5

1.9 Limitations 6

CHAPTER 2

2.0 LITERATURE REVIEW 7

2.1 Brand Awareness 7

2.2 Reliability on Customer’s Services 8

2.3 Banking Product Offered 8

2.4 Online Banking Experiences 9

2.5 Theoretical Framework and Hypotheses 10

CHAPTER 3

3.0 RESEARCH METHODOLOGY 12

3.1 Research design 12

3.2 Data collection 13

3.2.1 Primary data 13

3.2.2 Secondary Data 18



INTRODUCTION

1.1 Overview of the Growth of Islamic Banking in Malaysia

Islamic Banks, like conventional banks, are profitable organizations. Their aim is to gain 

profit, but they are not allowed to deal with interest or to engage in any business or trade 

prohibited by Islam. In contrast, traditional conventional banks have their own main goal in the 

maximization of profit subject to a reasonable level of liquidity. They tend to deal with loans 

only and are keen in engaging themselves in direct investment as a main activity.

The difference between the conventional banking system and the Islamic banking system 

is that, in the conventional system, interests are given (pre-promised) with a guarantee of 

repayment and a fixed percentage return while in the Islamic system, investors share a fixed 

percentage of profit when it occurs i.e. the share of the two practices will vary according to the 

profit achieved. Banks get back only a share of profit from the business to which it is a party 

and in case of loss, the business party loses none in terms of money but forgoes the reward for 

its activities during that period.

According to Mckinsey (2008), Islamic finance has grown tremendously since it first 

emerged in the 1970's. Current global Islamic banking assets and assets under management have 

reached USD750 billion and is expected to hit USD1 trillion by 2010.

Malaysia's long track record of building a successful domestic Islamic financial industry 

of over 30 years gives the country a solid foundation - financial bedrock of stability that adds to 

the richness, diversity and maturity of the financial system. Presently, Malaysia's Islamic 

banking assets reached USD65.6 billion with an average growth rate of 18-20% annually.



2.0 LITERATURE REVIEW

Islamic Banking in the modem world, generally aims to promote and develop the 

application of Islamic principles, law and traditions to transactions of financial, banking and 

related business affairs. It is also to promote investment companies to be engaged in such 

business activities that are acceptable and consistent within the Shariah precept. Islamic banks, 

such as KFHMB, by doing so, will safeguard the Islamic communities and societies from 

activities that are forbidden in Islam. Currently, Malaysia has a significant number of full- 

fledged Islamic banks including several foreign owned entities; conventional institutions who 

have established Islamic subsidiaries and also entities who are conducting foreign currency 

business.

Today, Malaysia continues to progress and to build on the industry by inviting foreign 

financial institutions to establish international Islamic banking business in Malaysia to conduct 

foreign currency business such as KFHMB. In order to get into the Malaysian market, there are 

measures that must be taken into considerations that could lead the bank to success and profit.

Hence, in this study, four variables are discussed and analysed. These variables are 

brand awareness activities, reliability on customer’s services, banking product offered and 

online banking experiences. The bank’s strength and success depend on the acceptance of their 

serviced customers. Satisfied and loyal customers indicate positive acceptance of the bank.


