S

FACTORS INFLUENCING ISLAMIC CREDIT CARD
HOLDERS SATISFACTION AMONG AMBANK ISLAMIC
CUSTOMERS IN KUALA LUMPUR

MAIZATUL AKMAR BINTI MD ISA
2014618834

BACHELOR OF BUSINESS ADMINISTRATION
(HONS) ISLAMIC BANKING
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
SEGAMAT, JOHOR.

JUNE 2016



ACKNOWLEDGEMENTS

First and foremost, I, Maizatul Akmar Binti Md Isa would like to express my grateful feeling
to Allah S.W.T due to His willingness. 1 am able to manage the completion of this thesis
paper as great as possible. In this opportunity, 1 would also like to express my appreciations
for those individuals who had been significantly influential and responsible towards me in

aiding me to complete this project paper. especially to both of my parents, 17~ 177

e L A

I would like to give my special gratitude towards my dearest advisor whom | respect most,
Madam Shahira Binti Abd Jabar, for her support in guiding as well as motivating me trom the
very beginning stage in preparing the thesis until | managed to complete it. Also my second
examiner, Dr. Faridah Najuna Misman who have helped me a lot during the process of the
research been conducted. It is an honour to be provided with their assistance and untiring
contributions, especially in feeding me up with the knowledge that is limitless during the

preparation of this project paper.

Last but not least, I would like to dedicate and express a very special appreciation to my
beloved family and friends who eventually gave me lot of moral support and prayers for all
this while. Plus, to the people who had gave me some help cither directly or indirectly

towards the completion of this task, thank you very much.

May Allah bless all of us, Thank you.



ABSTRACT

Isiamic credit card is widely accepted in the banking industry and the public acceptance is
favorable because it gives an alternative to Muslim consumers to use the credit card facilities
in the same time adhere to the prohibition of interest as promuigated by Islam. However,
there is lacking of studies in determining the factors that contributes to the credit card holders’
satisfaction. The Islamic credit card holders’ satisfaction is important because, customers’
dissatisfaction will increase complaints which trigger the possibility of switching to
conventional credit cards. Due to the situation, an understanding of the customer satisfaction
regarding the characteristics of customers in influencing their satisfaction is crucial.! This
research was conducted in order to explore the factors influencing Islamic credit card holders’
satisfaction among AmBank Islamic customers in Kuala Lumpur. It was conducted among
customers of AmBank Islamic in Kuala Lumpur, to become the respondents for the research
and representing the whole population of customers in the targeted area, Kuala Lumpur. Four
factors had been determined. shopping, bulk purchase and understand concept were the major
factors that influencing Islamic credit card holders’ satisfaction among AmBank Islamic
customers in Kuala Lumpur. The data set was collected through self-administered
questionnaire. A total of 100 samples were collected from customers of AmBank Islamic in
Kuala Lumpur. The collected data were analyzed and interpret using reliability analysis,
descriptive analysis, Pearson correlation, regression analysis. The findings of the research
show that shopping, bulk purchase and understand concept were the key variables that
influencing Islamic credit card holders’ satisfaction among AmBank Islamic customers in

Kuala Lumpur.
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CHAPTER 1

INTRODUCTION

This section will discuss the background of the study. the statement of the problem, the
research objectives, the research questions, the significant of the study and the scope of the

study.
1.1 Background of the Study

Technically, according to Chooit.al, (2007) credit card is referring to plastic money in which
a person can use the credit card fa‘c_ility assigned by bank as intermediation. Yee et al., (2007)
explained that credit card is the means of payment which involves the concept of buying first
and paying later. However it must strictly conducted on the source of Shariah values,

principles and objectives that follow Al-Quran.

Maryam Nasuha (\2QIO) highlighted that many reasons for individual to used credit card such
as, easy payment, cash advance and obtain credit facility. There are other reasons for
individual to choose credit card but three reasons mentioned above are the main reasons.
Nowadays, communities are still no aware about Islamic credit card and how important it is
for Islamic financial institutions to develop and success in Malaysia. Therefore, they
continuously are using conventional credit cards, which are totally prohibited by the religion

of Islam.





