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ABSTRACT 

This research deals with electronic service quality (e-service quality) which is 

considered as the critical factor that gives impact online retailing. There are several e-

service quality dimensions which are ease of use, linkage, appearance, structure and 

layout, content and information, reliability, security, efficiency, communication, support 

and incentives. Using a sample of total 120 respondents who have experienced and did 

not have experienced on using online banking services, the research benchmarks the 

customers' perception on eleven dimensions of internet service quality. Demographic 

profiles have been displayed in pie chart and graph to see more precisely about 

customers' profile. The customers' perceptions are then being compared with the 

banking organizations' perception. The researcher then comes out with an electronic 

banking model on e-service quality. Banking organization can use this model as a 

guideline to focus on areas that can improve online banking service quality. Finding 

suggests several areas that banking organization should target for improvement. The 

areas include enhancing the capabilities of speed, being more sensitive with security 

issues, give more attention on incentives, providing the ability to translate into multiple 

languages, minimize the floating period for the utility payment and provide no 

transaction fee when customers used online banking services and many more. 

iv 



TABLE OF CONTENTS 

Page 

ACKNOWLEDGEMENT iii 

ABSTRACT iv 

LIST OF TABLES ix 

LIST OF FIGURES x 

CHAPTER 1 INTRODUCTION 

1.0 

1.1 

1.2 

1.3 

1.4 

1.5 

1.6 

1.7 

Background of the Research 

Problem Statement 

Objectives of the Research 

Scope of the Research 

Significance of the Research 

Research Approach and Methodology 

Limitations of the Research 

Overview 

CHAPTER 2 LITERATURE REVIEW 

2.0 

2.1 

Introduction 

Definition of Pertinent Terminology 

2.1.1 Customer 

2.1.2 Electronic Service (E-service) 

2.1.3 Quality 

2.1.4 Service Quality 

2.1.5 Electronic Service Quality (E-service Quality) 

2.1.6 Internet Banking 

1 

2 

3 

3 

4 

4 

5 

6 

7 

8 

8 

10 

12 

13 

14 

V 



2.1.7 E-CRM 15 

2.2 Dimension of Internet Service Quality 

2.2.1 Incubative Dimension 16 

2.2.2 Active Dimension 18 

2.3 Customers' Perception of Online Retailing Service Quality 

and Their Satisfaction 20 

2.4 Internet banking in the Context of Service Quality 21 

2.5 Website Quality 22 

2.6 Electronic Customer Relationship Management Features 

On Retail Website 23 

2.7 Malaysian Banking Scenario 24 

2.8 Organizational Barriers to Internet Banking Adoption 24 

CHAPTER 3 RESEARCH APPROACH AND 

METHODOLOGY 

26 

26 

27 

29 

30 

31 

32 

32 

33 

3.0 

3.1 

3.2 

3.3 

3.4 

3.5 

3.6 

Introduction 

Research Objectives 

Research Model 

Research Approach 

3.3.1 Primary Data 

3.3.2 Secondary Data 

Method of Data Collection 

Data Analysis 

Summary 

vi 


