
£ ££ 

. v-'-~-\-



£££££££££££££££££££ 

A C K N O W L E D G E M E N T 

I herewith present this project paper entitled, "A Study On Spending Behaviour Among 

AMBANK Customer in Kota Kinabalu Branch" as a prerequisite of Bachelor Degree In 

Business Administration (HONS) Marketing. 

Foremost, I would like to thank my Advisor Professor Madya Hamidah Hashim for her 

support and guidance in this research. She has been actively interested in my work and 

has always been available to advise me. I am very grateful for her patience, motivation 

and enthusiasm. Her continuous supervision and recommendation for the preparation of 

this research guided me to complete this study. 

I would like to grab this opportunity to express my deepest appreciation to the 

Management of AMBANK for their kind and full cooperation in this study. My earnest 

gratitude goes to the Head of Sales & Services of AMBANK Kota Kinabalu Branch, Mr 

Foo, who willingly shared information regarding the product of AMBANK as well as 

giving me permission to conduct this study in his premise. 

I would also like to extend my gratitude to the staffs of AMBANK Customer Services 

Department and Sales Department especially Ms Chan who assisted me in distributing 

and collecting primary and secondary data for this research as well as their fully support 

and commitment in conducting the survey for this study. 

iv 



T A B L E O F C O N T E N T S 

DECLARATION OF ORIGINAL WORK ii 

L E T T E R OF SUBMISSION Hi 

ACKNOWLEDGEMENT iv 

T A B L E OF CONTENTS vi 

LIST OF T A B L E S viii 

ABSTRACT ix 

1 INTRODUCTION 

1.1 Background of Study 1 

2 O B J E C T I V E S OF THE R E S E A R C H 

2.1 Problem Definition 3 

2.2 Problem Statements 5 

2.3 Objective of the Study 7 

2.3.1 General Objectives 7 

2.3.2 Specific Research Objectives 7 

2.3.3 Research Questions 8 

2.3.4 Significance of Study 9 

2.3.4.1 AMBANK (M) Sdn Bhd 9 

2.3.4.2 Agensi Kaunseling Pengurusan Kredit (AKPK) 10 

3 L ITERATURE REVIEW 

3.1 Understanding the Spending Behaviour of Customer 11 

3.2 The Benefits of Understanding the Customer Psychological Side-effect 13 

Towards Spending Behaviour 

3.3 Factors of Influencing Consumer's Spending Behaviour 15 

4 LIMITATION OF STUDY 17 

vi 



5 DEFINITION OF TERMS 19 

6 R E S E A R C H METHODOLOGY 

6.1 Data Collection Method 21 

6.2 Primary Data 21 

6.3 Secondary Data 21 

6.4 Research Design 21 

6.5 Questionnaire Design 22 

6.6 Procedures for Analysis of Data 23 

7 ANALYSIS AND INTERPRETATION OF DATA 

7.1 Frequency and Characteristic of Demographic Profile of the Respondents 24 

7.2 Frequency and Characteristic of Customer Products and Services 32 

7.3 Frequency and Characteristic of Respondents' Spending Behaviour 37 

8 FINDINGS 47 

9 CONCLUSIONS AND RECOMMENDATIONS 

9.1 Conclusions 52 

9.2 Recommendations 54 

BIBLIOGRAPHY 56 

APPENDICES 

Appendix I - Cover Letter 

Appendix II - Questionnaires 

Appendix III - S P S S Data Output 

S P S S Data Variances 

Appendix IV - Photos of AMBANK Kota Kinabalu Branch 

Varieties of Photos Related To Spending Behaviour 

Newspaper Cutting Taken From NST 26 Oct 2008 



ABSTRACT 

The main purpose of this research paper is to know AmBank Customers spending 

behaviour. How normally they spend their income and for what purpose? This study is 

conducted for the benefit of AmBank since its concerning the feedback from AmBank 

customers towards their products and services. Besides AmBank, the result obtained 

from this study can be most valueable to the AKPK. Once the result have been identified 

on how they normally spend their monthly income, both AmBank and A K P K can adopt or 

find a better solution on how to improve their products and services towards customers 

in a better way according to the standard and preferences of customers. Besides that, 

AmBank will be able to reduce problems that have encountered during the study. This 

study has been conducted targeting the AmBank Customer in Kota Kinabalu branch. 

The total number of sampling being studied is 150 respondents by using questionnaire 

designed. A non-probability sampling techniques is chosen for this study. Procedure for 

analysis of data is gathered and analyzed qualitatively and quantitatively and were done 

by using the S P S S Version 11.0. The S P S S output was done using Microsoft Excel 

Application. Based on the finding, the majority of AmBank customer is categorized under 

the age range of 18 to 30 years old. The most preferred type of product is credit card. 

Majority of the respondents stated that they spend their income on entertainment and 

pleasure and less spending in terms of insurance. Based on the findings from this study, 

it is recommended that AmBank should enhance more in its marketing strategy 

particularly their target market and the improved further on the adoption of marketing 

mix. Besides that, AmBank should educate potential and existing customers and 

emphasize more on the danger of spending freely by ignoring its consequences. 
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