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ABSTRACT

While the entire banking industry is moving fast to improve the IT infrastructure and to 
implement core-banking solution to integrate the entire banking operations, it is very 
much important to study in the context of how computerisation has influenced the 
satisfaction levels of the customers. As IT services have come into the CIMB banking 
also as well as other banks, not many research works are documented in this 
technological advance context for personalize banking services in Malaysia, partly in 
suburban areas.

Therefore, this study is intended to understand the satisfaction of customers of CIMB 
banks regarding the use of technology-based services in banking transaction at the Paka 
branch. The main objectives of our study are to examine the customer’s satisfaction on 
technological bank services, and to evaluate and recommend the appropriate solutions in 
improving banking services.

For that purposes, the Pearson Correlation analysis is used along with the Multiple 
Regression analysis in analyzing the data gather from 206 respondents from the CIMB 
Bank Paka branch’s customers. Based on the SERVQUAL model, the scustomers’ 
satisfaction is measured in terms of the tangibility, reliability, responsiveness and 
empathy of the technological banking services. From the research, the result has indicated 
that there is a relationship between the customers’ satisfaction level with the service 
quality dimensions involved.

From the findings, we will be able to identify the customer satisfaction towards the 
advancement of technology in banking. From the result gain, we will come out with the 
recommendations and conclusions based on result pattern gain from customer of our 
findings at CIMB Bank Paka Branch.

Keywords: technological innovations (ATMs, phone banking, Internet banking), 
customer satisfaction, banking sector, SERVQUAL dimensions - tangibility, reliability, 
responsiveness, empathy.
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