
 

 

 

 

FACTORS AFFECTING CUSTOMER LOYALTY OF USING INTERNET 

BANKING IN SHAH ALAM 

 

FIERA NUR DYANA BINTI SHAHFUZI 

2012874998 

FARAH ANIS BINTI ABD RASHID 

2012625686 

 

BACHELOR OF BUSINESS ADMINISTRATION (HONS) FINANCE 

FACULTY OF BUSINESS MANAGEMENT UNIVERSITI TEKNOLOGY MARA 

MALACCA CITY CAMPUS 

 

 

JUNE 2014 



iii | P a g e  
 

ACKNOWLEDGEMENT 

 

We would like to take this opportunity to acknowledge the assistance, guidance and 

encouragement of all who have supported us throughout this research project. Without their 

guidance and advices, we would have never been able to accomplish our research project 

successfully as part of the fulfilment of the requirements for Degree of Business 

Administration (Hons) Finance. 

First of all, we would like to express our sincere gratitude to our research project advisor, 

Madam Shareena binti Daud, for her continuous support throughout the whole progress of 

this research project. Her constant valuable ideas, comments and encouragement had 

considerably enriches and improved our work. Without this time, guidance, support, advice 

and expertise, this research project would not be possible done successfully. 

Secondly, we would like to thank you to all the participants for their valuable time, kind 

assistance and support in participating in the surveys conducted as part of this research 

project. Their opinions have provided the statistics necessary for both this research, as well as 

future research in the field of internet banking website loyalty. Lastly, we also grateful to all 

my colleagues and friends for their knowledge sharing and comments in which had helped us 

to enrich my research project towards a better quality work.  

 

 

 

 
 

 

 

 

 



viii | P a g e  
 

ABSTRACT 

 

In recent year’s internet banking (or also known as online banking) services have begun to 

appear quite extensively as an electronic channel of conducting financial transactions. 

Malaysia commercial banks continue to offer most of their banking transactions using 

electronic means. More common internet banking services are the ATM, internet transactions, 

and transferring funds, whereby customers produce services for themselves without 

assistance from bank employees. The objective of this study to examine factors that affecting 

customer’s loyalty of using internet banking. In this respect, we identified three factors that 

may influence customer’s loyalty, namely trust, habit and reputation. We used internet 

banking as the target technology and employees as subject for this study. Eighty 

questionnaires were used for the data analysis and multiple regression analyses were 

conducted to analyze the data. Trust, habit and reputation were found to have a significant 

impact on customer’s loyalty on internet banking. 
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