FACTOR THAT AFFECTING CUSTOMER’S DECISION
IN USING TABUNG HAJI ATM SERVICES AMONG
TABUNG HAJI CUSTOMER IN ROMPIN, PAHANG

NAJWA ALIENA BINTI MD ALI
2014303653

Submitted in Partial Fulfillment
Of the Requirement for the
Bachelor of Business Administration (Hons) Islamic
Banking

FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
SEGAMAT, JOHOR.

DECEMBER 2016



ACKNOWLEDGEMENT

All praise to ALLAH, the most merciful and the most benevolent for giving me the
opportunities in completing this final report punctually in order to fulfill my
graduation requirement of Bachelor of Business Administration (Hons.) Islamic
Banking. It would be possible for me to spend much time for complete this study

without the grace and help from ALLAH S.W.T.

First of all, I want to thank and express my deepest appreciation to my research
advisor, Madam Shahira abd Jabar for valuable guidance and advice. She inspired me
greatly to work on this project. Without her encouragement, suggestions, ideas and
comment, this research could not be completed. Then, big thanks to my second
advisor, Dr Faridah Najuna Misman for giving me motivation to do this research
effectively. Besides that, I would like to thank University Technology Mara (UITM)

for providing me a good environment and facilities to do this project.

I'love to dedicate this research for my beloved parents because their understandings
and supporting me in completing this project. Not be forgotten, I would like to
express my deepest attitude for all my friends that involve directly and indirectly in
share the experience, time and commitment. Without getting helps from them, I

would face many difficulties while doing this research project.



TABLE OF CONTENTS

TITLE PAGE ..ottt ee e e eeseseee s i
DECLARATION OF ORIGINAL WORK ......cooovmiiiiiimieieeeeee e, il
LETTER OF SUBMISSION ....cocoiiimiiiiiiiieeeeeeeeee oot ee oo il
ACKNOWLEDGEMENT ...ttt ettt s e en v
ABSTRACT ...ttt v e e s e e s e er e xii
CHAPTER 1: INTRODUCTION ..o oot 1
1.1 Introduction..........eeveveeereenernreenene 1
1.2 Background of study 2
1.3 Problem statement.................. 4
1.4 Research Objectives. 6
1.4.1  Main Research Objectives 6
1.4.2  Specific Research Objective 6

1.5 Research QUestions..........uuoceveeeeeeeeceneeenrseenes 7
1.5.1  Main Research Question 7
1.5.2 Specific Research Question..... 7

1.6  Significant of study..................... 8
1.6.1  The Researcher... 8
1.6.2  To University Teknologi Mara 8
1.6.3  To Tabung Haji Institutions 8

1.7 Scope of Study 9
1.8 Limitation of StUAY ......ccoeeverereecnrecernerernrseesnscssssesssssessesssenssnsnsessssnsessessessssens 9
1.8.1  Lack of experience 9

1.8.2  Time cONStraints.......oevveereveereeeserecereeressessesans 9




ABSTRACT

The aim of this reserach is to examine the factors that affecting customer’s decision in
using Tabung Haji ATM services. This study is conducted in order to know whether
Tabung Haji customers in Rompin, Pahang accepted the existing of ATM facility
introduced by Tabung Haji. In order to explain the major factor of custumer’s
decision in using Tabung Haji ATMs, this research includes four independent
variables which is credibility (CR), ease of use (EOU), usefulness (UF), and
religiosity (REL). To carry out this study, 150 copies of a structured questionnaire
were distributed to the Tabung Haji customers to see the feedback from respondents
regarding with this ATM facilities. Various statistical tools and tests such as
descriptive analysis, multiple regression, correlation and ANOVA is used for
collected data accurately .This study suffers from three limitations which are lack of
experience, time constraint and sample of study. Nevertheless, these limitations
provide directions for future study and also give new information in financial
innovation of Tabung Haji. This study also reveals that only credibility and ease of
use have significant relationship with dependent variable which is customer’s
decision. While usefulness and religiosity does not have any relationship with
dependent variables because there is other variable would influences customer’s

decision in using Tabung Haji ATMs.



CHAPTER 1: INTRODUCTION

1.1 Introduction

The research want determine factor that affecting customer’s decision in using
Tabung Haji ATM services among Tabung Haji customer in Rompin, Pahang. This
research would discuss briefly the dependent and independent variables under
background of study. The dependent variable is customer’s decision in using Tabung
Haji ATM services while the independent variables are credibility, case of use,

usefulness and religiosity.

The research question indicated the researcher want to find the solution for the
problems. The main objective is crucial in this study because researcher can know the
relationship between dependent and independent variables. The theoretical framework

is related with hypothesis testing in order to know the significant for all variables.



