CHAPTER 4

RESEARCH METHOOLOGY \Q

As discussed in Chapter 2, this research study aims to determiqe the variables

4.1 Introduction

that influence customers’ preference and decision to switc he conventional

banking system to the Islamic banking system/oper Iamlc windows in

conventional banks. The research methodology represent etailed ion Q-Lthe

(‘ N
research methods employed to pursue the resea estions of theystu y.ﬂ(ﬁe data

4
collection methods and techniques employed i udw n the*scope of the
&

study determined in the earlier chapters. c\) 0\

Research methodology defines way to corduct a@liven study in the

. . N V-
right manner. Research methodol ides ic a@;oach to investigate the
(.)

research problem. It may be u 0od as-a scienge Of sg@mng how research is done

X

scientifically (Atwood, 201Yaesearh methodologyris responsible for the attempts
(

made by academicians% re the ‘3 luti g.toi’/gesearch questions to the point of

conclusion. The pr, Wers hlavhomba lems that they encounter during the

search for the Nion raised™
% 2 9
uc

solved by ssfulfadoption of ﬂ@ppropriate research methodology (Igwenagu,
2016). ((, ’ vj;' $

N
N L

earch Process

0 Research methodology is the backbone of the entire research study as it provides

useful insights in all the stages and the steps to be carried out to examine a problem

QJQ,

ese@questions. These problems can easily be

4.

under review in an orderly manner. The process gives a brief knowledge of the steps
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and procedures involved in the study (Kumar, 2011). The present study includes the
following steps to reach the results:

Formulating a research problem

Conceptualizing a research design *j

T @

Executing the literature review

e o

Identifying the research variables
Developing testable statements, i.e., hypothesis

Preparing the research design 2 l

Highlighting the chosen research approach ra g

> @ o oo

Determining the sample design .

Y-v
i. Collecting the data (Cohen, 2013) é J | _\C}
j. Executing the project
<

K. Analyzing the collected data \ &

I. Testing the hypotheses statlstleﬂN 0\ («

m. Interpreting the analyzed O
n. Discussing the research ults T A

. Preparing the report % |s/£
The research process is u ystad;“lﬁ' ic and objective evaluation

as well as by synthesu%p ence drlgjm,t@lts after a careful examination
h es

'3 .
of the collected d |n ud @érent types of research strategies,

o

approaches, data tlon t and used for data analysis.

N
. :l c)(./
&

43Res ate é

rch strategles helpdg&. termining the road map of the study so that it can

N
b Mucted efficiently. Based on the scope of a research investigation, a clear and
éin

ed research strategy guides the researcher to develop the research plan, execute it,

Qwi then monitor it following a systematic process. The plan supports the high status,

and thus there is a requirement of applying the research methods so that the research
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study can be guided appropriately (Meissner et al., 2010). The research strategies
include the type of data, which is collected, i.e., primary or secondary, the r
paradigm, in which the study is conducted, the sampling methods adopte@o on.
Currently, the literature suggests that there are several strategies elabo in research
and the researcher has to choose the most appropriate among them fortis/her research.
These strategies are essential to determine the type of study aﬁa- er is conducting
l
The current study collected the opinions of co tion bwomers by

analyze vﬁr@v'that
mi% I yste@ﬁ'hus, the

A
ction .@mlque.
f tléhdy, in which the

]a(\fhe research questions

to fulfill the objectives of the investigation (Atwood, 2019

using a survey questionnaire to obtain data in or

influence them to switch to Islamic banks and

data in this study was collected using the tit
The research strategy is deperma)n
selected strategy helps the researc pursue s%/er

that are in alignment with the r%)bjec?lves.
o

N
eaidezg?, the researcher needs to

ensure that the methods or s 188 are entpane manner (Denzin & Lincoln,
2006). No one should kq% th‘g [our ‘91' th@search work. Research strategies
are composed of reSearch me]h \pa adig g.}:asigns, data collection techniques,
approaches, sampli nd \&is ds (Margetta et al., 2019).

W’ ; l
2.
4.4 Res% radig f -

A@search paradigm is @(ed as a philosophical and theoretical framework of

S ic approaches that include theories, laws, and experiments which justify their
ormulation of the framework (Rehman & Alharthi, 2016). According to Kuhn (1970),
paradigm can be defined as an “accepted model or pattern”, which can be the

organizing structure relating to a phenomenon.
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Paradigm is a theoretical framework or a belief system where the field of interest
is represented. The beliefs or assumptions are based on the principles of on ,
epistemology, methodology, and methods (Clamp et al., 2004). Ont(@} the
dimensions we give to the reality we believe (Richards, 2003). It is the‘Awon which
arises on the reality that leads the researcher to begin the investigation (Rehman &
Alharthi, 2016). Epistemology refers to the branch of philosop Mudies the nature
of knowledge and the process, by which knowledge is acq % e't al., 2003). It is
concerned with the nature and form of knowledge, the ns of; acW} and the
methods on how to pass it on to other people (Cohen ,2007). T eth@‘zg'y IS

an articulated, theoretically informed approach od% ta. l@érs to the
Y.

study and critical analysis of data producw niqmﬂes. IS the.%‘ategy, plan of

action, process, or design that informs‘&ca)ice of res m@ds (Crotty, 1998).

The paradigm helps the re@ﬁ\er to unde d @\the world has to be

N
perceived and what nature of d c%llect ieﬁ?and analyzed concerning

the topic under study. The ﬁ ere ap, @onal research are positivism
and interpretivism.

S
/.

NN
ontolog% defif J,the tm% and reality are independent of the viewer and
QThere are many co tﬁ;t's in the discussion regarding the viewpoint of the
i \Mtors and the philosophy of their explanations and definitions (Pham, 2018).
Q The term ‘positivism’ refers to a branch of philosophy that rose to prominence
uring the early 19" century because of the works of the French philosopher Auguste
Comte (Richards, 2003). Positivism is said to exist independently of humans and is not
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mediated by our senses. It is governed by immutable laws; the ontological position

considered by the positivists is of realism. The positivist paradigm extensively o?ﬁ!s

(1]

on experimentation. Although objective and scientific methods hold goo(u}alyz
the realism or nature of data, it does not work with qualitative meas s such as
feelings, experiences, and thoughts (Rehman & Alharthi, 2016). Res%uestions are
converted into the objectives of the study. These objectives omase to develop
hypotheses. Hypotheses have to be tested logically by ¢ g:at'a and analyzing
them through statistical tools and graphs. The hypothesiSuis then awi rejected
based on the results of the research. This kind of ach i$ appr. heinqé—\;z' the

positivist paradigm. \Y

of nu@:&;l data. The
vey@nh closed-ended

questions can be used to collect dat@ser the po\ﬂs?ap rg{éh.
N
Positivism is a rejectiom%aph gcs. Itis«dhe s‘g’to understand the world
as it exists in terms of con N

ed[ r facts in tistical numbers and then to
her, jpos

study or examine it (K 5). Fu

4
the world to get a &Qndeiﬁjg\ the gments, features, and operations of the
said environme% & 0). &

i
¢
The %st paradi gigescijs to deductive reasoning. The truth can be

NN
controll r predictgd ‘,posit' approach. Trochim (2002) refers positivism to

Positivism research generally deals4with the ge

data are quantitative and less rig experiments;

‘_‘ti@ usually detach themselves from

£

the ﬁ&inistic approach as @orld and the universe are deterministic; they operate

b mof cause and effect that are discernible if we apply the unique approach of the
cientific method. Finally, it is said that deductive reasoning is postulated to theories or

ypotheses that can be tested.
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4.4.2 Interpretivism

Interpretivism believes that reality is multiple and relative (Ozanne & »?m
1989). It signifies that reality is interpreted by the individual dependin(%ﬁs/her
ideology and cognitive abilities, thus it is complex and multi-layere en et al.,
2000). The concept of interpretivism depends on what the investigathks and what
his/her aspect regarding the question is. \,

Interpretivism is a response to the over-dominanc mi'm (Grix, 2004).
Interpretivism strongly believes that there is no single,"wegrifiable Wat exists;

By
ealities. or[iir.lf-j the
an%’ eredjferpretive

t reali@g;eing created
rm@%{, unvarying (or

rather, they believe in socially-constructed multi

interpretivism philosophy, truth and reality are

epistemology is subjective in nature, and it4arie

(Rehman & Alharthi, 2016). It reNaadopt an
foundational) standards by which %:an be \Hs?ll

¢ S

2005). % “ Q
\ &

Interpretivism conﬁ_ﬁ_ p(j’i ivismin te@f beliefs and intentions. The
social researchers who% erpre:l

their solutions thr Whe hL' \qu
interpretivism, ébrch ndu@‘énd fulfilled by understanding the reality
and drawin G@

i
¢
timation ufed(t-jg?lchieve the objectives (Clarke, 2009). The

lg:@vn (Guba & Lincoln,

Ism i th‘ei@'dies try to identify the issues and

f &
ities

eanings and ideas. According to

N
interpre% hilosd ?Ids gc&i when a researcher tries to understand the
quaﬂﬁ terms of the stud c}ér instance, the perception of the customer about

S \h products, their behavior, and attitudes are all qualitative aspects, and

6 pretivism philosophy is suitable under such circumstances (Ryan, 2019).
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4.4.3 Mixed Approach

When positivism and interpretivism are combined to evaluate the resultsw
study, then the paradigm implemented for the study is called a mix@%ﬁigm
philosophy. The statistical and mathematical approaches along Wiﬂ&g thematic
analysis are conducted to interpret the results from the data under the'mixed paradigm
approach (Meissner et al., 2010). \,

Ly
l

4.4.4 Research Paradigm Adopted ‘\d‘

Consistent with the above discussion, we con that we wil fbll gthe
positivist research approach in this study. i ause\fh' dy @Ects data
X

quantitatively using survey questionnaire, ctive reasoning, and deterministic

approach towards reality. Similarly, i rea/ism bel

way to verify and test the existing rﬁwss. Rat \ner C
N

[} e,

g

(Williams, 2000). ‘% 4
\ &
The present study emplo p(]i Ismappro éﬁéﬂ justifying the objectives of

the study. The study ositivist par ‘i‘qh portion of the data collected is
4 &)
quantitative. The rcher ? \es\ e ﬂﬁlcollected, and the opinion of the

no 1‘%‘6Ived. Positivist philosophy has realistic

tha %e IS not a single

=0,
@D
D

t,{}nultiple ways to do so

(7]

researcher, or that o res

¢
ontology a G@)ta is/col ected f'hr@ a questionnaire consisting of closed-ended

N
questior% presgh antim@e data. The research is based upon this method

bec it examines and inve @es the attitude and behaviors towards switching to

I \bbanking from conventional banking system. Furthermore, it deeply studies the

0 hing barriers towards Islamic banking from conventional banking system.
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4.5 Determinant Variables

The determinant variables are shown in Table 4.1. T
Table 4.1: Determinant Variables A

Push Factors Pull Factors
Service Quality Perceived Relative Advantage
Customer Satisfaction
Trust

4.6 Research Approach

The research questions reveal the ap oll we.d e resg' cher for
obtaining valid results and conclusmns e o sic f of research
approaches that can be adopted for an 4 qualltatl d q@ﬁtatlve The study
conducted may involve elther on he two gch -\both the approaches

&
(Creswell, 2011). Q-
&

Research approach I et ans and pr. %ures that provide guidelines
to conduct the resear . The 'g ps czy!e h& broad assumptions to specific
methods of data co &U&L analy mter |on A research approach guides the

researcher on which “strate tec *I&fes need to be adopted. The research
approach d %@n th bv%!ar@}he kind of data under study. The selection of
a researéh appfoach al }espoﬁ to the nature of the research problem or issue
d&sﬂga‘uon the resear s personal experiences, and the audience of the study
% Il, 2014). There are mamly three types of research approaches. They are: (i)
G titative approach or the structured approach; (ii) qualitative approach or the
nstructured approach; and (iii) mixed approach. The research approach is mostly based

on the positivist and interpretivist paradigm of the research following the data collection
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approach of the survey questionnaire and this research approach is interlinked. Many

studies include the four P’s; people, problems, programs, and phenomena (MW,

2017). @

4.6.1 Quantitative Approach Q
The quantitative approach deals with the numerical datq W data which can

be converted into numbers and analyzed mathematicall atis'ically to derive
meaningful information. Most researchers use the quantitative p‘ﬁma@do conduct

research studies. Several analytical tools and techni

‘@Yv
are availa tolbg\ d for

analyzing the collected data. The quantitati

rc)'a\ﬁar is linked to the
positivism philosophy as it requires a rese&&he} 0 deﬂign pothe Yr?d test them

(Mohajan, 2017). The data collected %aese hypot ar@stly quantitative.

Kothari (2004) describes the quar@S/e appr

t ,@\heration of data in a
N
quantitative form which can b to rigorous quan i@("\’/e analysis formally and

N A

rigidly. %\
The quantitativ%)

:Ie fu flsf d"r@ed into the inferential approach,
&
experimental appr M\and sl' i appgoh. The inferential approach uses a

<9

to infer whe

(Kothar@%ﬂohﬁ ). %
An experimental app@'f is more like positivism-based approach and uses the

c \d-effect relationship to test the hypothesis (Ross & Morrison, 1992). The

imulation approach is nothing but the creation of an imaginative environment
rtificial), within which relevant information or data are generated. This permits
observation of the dynamic behavior of a system (or its sub-system) under controlled
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conditions (Kothari, 2004). Simulation, as a social science research tool, is defined by
Dawson (2002) as a construction and manipulation of an ‘operating’ model, tw

physical or symbolical that represents all or some aspects of a social or p@gical

process. A

The process of quantitative research initially requires the struction of a

hypothesis. The hypotheses are the questions depending on ;he\wictions made to

analyze the variables. The data is collected through vario iments and tests and
deployed according to the plan of action (Kothari, 2004). .\d
®
Y
| S

4.6.2 Qualitative Approach P 4 \)‘Z“

soci&;nces within
ing @‘beliefs, emotions,

The qualitative approach is in general affiltate

the interpretivism paradigm approach™lis about unders

and behavior of humans towards vaﬁjaspects M\ﬁn?at e@‘a depth analysis. The
0% 2
(

motive of the researchers c the "qualitative sis is to interpret the

experiences and views of t?@ in ous aspectsybut no numerical evaluation of

their thoughts is invol% litative Lse chérs\&mpt to develop certain theories
4 f &

and patterns depen w th(ji':ft}ﬂx& ted (Kethari, 2004; Mohajan, 2018).

A qualitative appro 'ilar éﬁﬂé constructivist/interpretivists paradigm
except that &airer' en"f' a‘gp@i transformative issue being explored in the
study (e.g pressio icrimi ;n), advances a collaborative form of data
collm&and mentions the a@ated changes that the research study will likely bring
( \MI, 2014). The main focus of the qualitative approach is that the data being

ollected are qualitative. The data within the realm of qualitative research approach

ould be the perception of the respondents towards the subject under study, their beliefs,

experiences, feelings, attitudes, behavior, opinions, and the like (Kothari, 2010). The
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qualitative approach is not structured because there is no predetermined assumption and

the data is entirely based on the response of the respondents. Yv

In the qualitative research method, the researcher is usually a@f the
research. This method is flexible, and the data collected is through inf interviews,
observations, group discussions, and other methods within the approagh. The concept

of a qualitative approach entails to discover, understand, aqe deseribe the ongoing

4.

4.6.3 Mixed Approach [ .\C}
A mixed approach is a combination uantitati a@alitative
Yw
met t focuses on

phenomena (Harrison et al., 2012)

approaches. Creswell (2011) defines a mixed ro

collecting, analyzing, and mixing bot ntiaive and q

or series of studies. Its central pre@y’s that t\se
N
approaches, in combination, prowi bettgr un sﬁandiqﬁ?yf the research problems

\m .i"
than either approach alone alki et ’I., . N

3 I‘e‘rhenény method or technique that will
be associated wit%\:vo apm, Iéﬁfw%titative and qualitative. Should the
researchers finw itati of @J’rocesses, they may implement a mix of
different a ws to! au icﬁ'te c_hje r study to the maximum level. Multiple
approac% e impl dat o&me. The mixed approach enables the advantage

6. Research Approach Adopted
As mentioned in the research paradigm section of the study, the current study

adopts a quantitative research approach to assure that there is no bias in collecting the
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data. Such is viable under this approach. It is a realistic ontology in which data is
collected based on the evidence collected. The study proceeds with the objecti
that can be possible with the implementation of quantitative approaches@}ta IS

analyzed and the hypotheses are tested through numerous statistical an chniques

based on the collected data and research objectives. ?
4.7 Research Design z l

Research design is the concept of following a se atte nw | describe
| ]

Y-v
an also b rfslq@ as a
in% stiongglating to

tudy 5@!3); conducted,

when it will be performed, what the rewats are, an er q@ons related to the
study. According to Kothari (ZOOA%researc \gigxe @3 the patterns of the

N
actions that are required for col%nd aﬂalyzi e Q&a’nat will help in fulfilling
the aims of the study. The . %desf an co@ntly categorized as follows:

(i) exploratory resear%l ; (ii} esc p}i(/e\@earch design; (iii) explanatory
&
research design; a w polif \IEHI d resggnzh design (Creswell, 2012; Kothari,

the step-by-step explanation of the study’s progres

blueprint of the research study conducted. Th

what will happen in the study, where it will

2004). Figure 4% ates rch dﬁi%ﬁ flow chart for the current study.
¢
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Research Design

Literature Review

N N

Research Problem Defined e Bralersifion

1, e Dbl 1. Theoretical Exploration

2. Research Questions 2. Mixed Building

3. Hypothesis

Selection of Research Method
1. Quantitative Method (Survey Questionnaire)
2. Questionaire Development

\ 3. Population and Samples

J Pilot Study

Questionnaire Requirement

Data Collection

Data Collection and Screening

Data Analysis
1. Descriptive Analysis
2. Test of Factor Structure
3. Construct Validity Analysis
4. Analysis the Structural Method

Interpretation of Result and Findings

Conclusion and Recommendation

Figure 4.1: Research Design Flow Chart
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4.7.1 Exploratory Research Design

An exploratory research design is one that seeks to find answers from ?ﬂm
study. As the name suggests, it is explorative where the researcher wants t(ijs igate
the new dimensions in a particular field of study. The exploratory desi ssociated
with the testing of the hypotheses and concluded with a result avor of the
assumptions made or against it (Meissner et al., 2010). An exp rm\oyﬂesign is flexible
and covers both qualitative and quantitative aspects of any At

S tre most suitable

type of research design for qualitative studies or wh he t piMussion IS
®

particular to the point (case studies) as hypotheses are lated at th glnrlﬁg\‘ozf' the
study which the entire research revolves aro ot% is based on the
objectives of the investigation (White, 2011\, é\‘r

53

N Q?{
4.7.2 Descriptive Research DeS|gr(,) >YT AL

A descriptive researcl%

technique. It describes the %ena’

helps to identify and o% rmation on the dha@eristic of a particular issue, such

—X

N
is s\so refenred <5£315 a statistical research

tural e as they exist. This design

as community, gro rpeople' 4 016);\.(:2{50 describes social-related elements
such as social &)Ci 're, a@‘!ocial situations, which are qualitative-
sensitive. T g@ripti r. e ct;deei-g‘?answers the questions, what, who, where,
how, an% Itis Wi own@ applied in physical and natural sciences and it
is uig&re often in the soci @énces, for example, in a socio-economic survey, job,
a \b’vity analysis (Igwenagu, 2016). The study of Akhtar (2016) further indicates
hatra descriptive study may be concerned with the attitude or views (of a person)

wards anything, e.g., attitudes towards presidential form of government, right to

strike, capital punishment, prohibition, college autonomy, and alike.
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4.7.3 Explanatory Research Design
An explanatory research design hones that the purpose of the study is tow
a new universe and the phenomenon that is not studied earlier. The type o arch
design is mainly concerned with causes or the ‘why’ factor about soﬂ&enomena.
However, it does not involve any comparison and factors of changWhar, 2014).
Most often, the explanatory research design is used to determinévand formulate a
ol

research problem for specific investigations. Due to its natu p r'atory by default

is the basic type of design that any research follows. ‘\d
®

Y
| S
4.7.4 Policy-Oriented Research Design 4 b

. Thisg;zei of research
design has a different orientation ano&ia compare bot@licy analysis and

disciplinary research. Policy-orient earch |s\em ir a}q%rm of research aimed
at informing policymaking. Poli Sis ﬂ the proces s@/stematically evaluating
different policy choices or \&mo m%w,)p'ol rlented research) and opting
for the most appropria % the E&
\thﬁ ndi

ﬁo hnston & Plummer, 2005).
Policy anal refer t(i %
evaluations of @vath con an empirical study design. This type of
research is g\,lj&)eren fro 'scﬁ)llb%?research The disciplinary research design,
particul in‘the sogi Pces rs@npmcal research that aims at providing a better

und@mg of the econom@ﬂwal and social processes of human communities.

Another research design is the poliéy-orignte

om policy-oriented research in their

I st, policy-oriented research is more narrowly focused on the aspects of human

Oitles that are targeted by government policies (Cash, 2018).
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4.7.5 Research Design Adopted

The present study adopts a quantitative data collection technique, and th?’!,
the research design is a combination of both descriptive and explorat@arch
designs. The study includes hypotheses that were formulated based bjectives
identified in Chapter 1 of this thesis. Data for each hypothesis formLR(ﬂn this study
is collected in both qualitative and quantitative forms. dy focuses on

The
understanding customer behavior towards adherence to the c banking system and

the factors, due to which customers are incline to Islamic Banking. W pull and
®

mooring factors, this study aims to empirically exami d identify fe*:t “Which
stand as the essential factors in the switching degisi fthe\nﬁa om@/entional

banks to Islamic banks. We tested the hyp6theses for ﬁ‘e e orator,)ée‘sgarch design

and descriptive research design. \:> 6"
Misbah (2014) conducted aew to dete\he?he @hing factors between

A N
banks in the UK. Similarly, the%as ba@ed orzthe pus(fj(;p?ull, and mooring factors.
Misbah (2014) collected d%ap]r e pinic§beliefs, and behavior of the

customers of the bank valuate the Iléclsbata as qualitative data. To prove
4 ¢ &

the hypothesis, the &Qcher i pied.t

é&i

e descriptive research for this research study
as it facilitated y in

g trf:msic features of the samples. Taking the

)

¢
study of Mi g@14) safe eﬂrce(tbe current study also adopts the same research
% NN
design, % riptiye }ch de@\ along with the exploratory research design, to

t this research desigrkp@\'/ides better and enhanced insights as well as analysis

0 \Ilected data.

: The present study adopts a quantitative data collection technique, and therefore,
e

research design is a combination of both descriptive and exploratory research

——

designs.
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4.8 Data Collection

The purpose of any research study is to analyze the association of del\
variables under study, test the hypotheses, and to evaluate the findings inlli f the
outcomes. Data collection is the next step to the research design, as th ch design
defines what type of data needs to be collected for the study. Data collection is a very

critical part of the research as any fault in the data will lead to Ehe overall failure of the

Data collection is an integral part of any researc dy. a:’a“cqlétion is the
®

process of acquiring the required information from th et audienc dn @pt to

study (Kothari, 2004).

seek answers to the research questions based u h the\és stud@?initiated.
The collected data are required to be unbiased, ga redu’Y an icall@nvner and with

disclosures essential to be made to t spoajents. Al e eI@ ts are critical as

they support the analysis and det@s& the o\one 0 a@*given research. The
N

collection of data is carried out%ﬁere methods, s@s questions can be asked

to any target population %mcts lt ug openéQ}led questions, closed-ended
questions, structured (% tured“i terv, wi, @phonic discussions, and internet

:
&

responses (Showl&&rve% ‘_\.
Data co% is th atio bﬁ‘ft'wo processes; first, to gather data from
¢

o)

i
the respond he target Iiio@ second, to measure the variable of interest.
NN
To obt% rue fe andﬂ&tter understanding of the phenomenon under
investigation, the data coIIecti@(ust be appropriate, relevant, and accurate (Sekaran,

2%:
Q The data collection procedure can be defined by two distinct classifications
ased on the type of data, i.e., quantitative and qualitative. The two types of data

simultaneously prove to be helpful and misleading. Therefore, research is required to
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be focused, while opting for the data collection procedure. This classification provides
the researcher with a clear vision of his research so that he can divide his typew

(Polkinghorne, 2005). The data collected can be broadly classified into @data

and secondary data. A

4.8.1 Primary Data Collection Technique
Primary data is data collected directly from the Zentsl of the targeted

population. Primary data is collected through various olle ithis, i.e.,in
ive data jas as @:;ive
a ({c' onsu@g a lot of
ed gica:liy. surveé?:?);tains either
closed-ended questions to collect quaﬂ@ata or opensended %tions, suitable to

collect qualitative data or both. T stionnai gar ’@uses on realizing the
N

objectives of the study. A few o%hods%f collecting ptimary data include surveys,

focus groups, interviews, arﬁ\boiie bsT

b 4 b o
4.8.2 Data Colle%chni\c‘iﬁgp ed %C}Q
nt

dy on L@standing switching barriers from the

The preK
ey s

i
g system t hc,f IS@C‘% banking system in the Sultanate of Oman.

the form of questionnaires or interviews. Both quan
data are collected through this technique. Pri

finances, time, and is required to be appr

o

Parveen, 2017).

N
The stt% ts the Jpri ?ry da@collection technique and secondary data was
L 9

t titative methods and data was collected through a structured questionnaire

d ibuted to the respondents.
The primary data was collected by distributing the questionnaire to the

respondents using services from the conventional banks of Oman. Further, this study
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also delved into the intentions of the respondents to switch banking services from

conventional to the Islamic banking system. T
4.9 Time Horizon For Data Collection A

To examine the impact of the determinants (push, pull and mng factors) on

consumers’ decisions to switch, the data collected was ¢ ss-smonal. The data

collected at one point in time from the sample population I 1nderstand|ng of
the effects of the determinants on the decision research. ‘\d

|5
4.10 Data Collection Procedure ' \,T

In the application of probability sampling in'the

became a standard tool for emplrlwarch investi

marketing, and official statistics ( r & Ma\da 2

e su@‘questlonnalre

ion

social sciences,
0 SK s the method of data

collection in this research stu estlo nair S e yed specifically on the

prospect of Islamic retail b @)

s

available in Islamic ba% man, henc e' p t study significantly contributes
towards examinin &thchlr omer m conventional banking to Islamic
banking. There sev X|st|ng questionnaires to collect the data
for the stud akl g s G:reet_/ s and amendments in the questionnaire (i.e.,
maklng unde }ble fs?the respondents without changing the actual

me the survey questlor@é was personally administered by the researcher and

—

ndents were briefed about the nature and purpose of the questionnaire before
;

N

esponded to the questionnaire.
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4.11 Population And Sampling Design

The population for an empirical research investigation clarifies the sc r
the generalizability of its findings (Eisenhardt, 1989). Usually, the samp{%vsents
the population which influences the internal and external validit e results
(Reynolds et al., 2003). Internal validity signifies how changes in“the independent
variable influence the dependent variable, while external validity signifies the
generalizability of the results (Zikmund, 2003). Sampling 'Y;esis, act or method
that is implemented for selecting the samples for a iculag st ‘the data
collection. This is the epitome of the population thatc¢butest de iﬁirlfl;z;ata
of the concerned population. Sampling is the ne 0 t% ctio@gthis will
be the source for data collection. The findirw’g:tta?y a elian@:ge responses

ula@

j}\T&nrealistic in practice

and the output obtained from the s ies )r sample

researcher aims to collect informatitﬂﬂﬂ a Vw%io

N
to take responses from each individual: Theﬂafore tds s%gu?ted to select a particular

Although every

part of the population as the_sample (T m Blago“,&A 2006), in which the sample

comprises the traits of Il populatio ' 0’
\"d &y

To cond%resealc y, a sample of 600 potential retail banking
customers weredselected fro

iitiesq?j@man (Muscat, Salalah, and Sohar). 300

respondentsawere from Muscat 56er9 Sohar, and 150 from Salalah. To collect the
* NN
data, ca s,taken tﬂatvample st be an existing customer having a bank account

at entional bank in Q@ﬁ This criterion was adopted to ensure that the
‘@nts understand the nature of the study as well as terminologies used in the
& tionnaire. Therefore, the population only covers the working adults in Oman. The
ualified respondents were chosen from the government sector, private firm employees,

and also individuals who were self-employed. Following the convenient sampling
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approach, the researcher focused on the highly populated cities because it was easier to
achieve the targeted potential customers using banking services in such cities.

The total population of Oman is 4,974,986, in which 66 percent are@d 34
percent are females. Almost 50 percent of the total population live scat, the
capital city of Oman. The statistics show that around 30 percent of theotal population
is below 15 years of age. Therefore, for this research study, 30 %’ f the population

To conduct a research study, a researcher is“require twp testable

was excluded.

oy
statements, i.e., hypotheses, and also to examine the potheses d}t@e the

target sample population to collect data. The i o{ icient sar\n‘%Te by the
researcher is the first step in the strategyio\cc} ct &\ta, ich p Vzs~is called a

sampling design. According to Teddli 2007), to uct %cessful research,

it is not possible to access the who ulation. Yor jq}adequate to consider

N
and collect data from part of L%Iatiom Dat callez&'é?from a sample result in

reduced cost, time, and ability to tdls' results fé limited respondents, instead
e

of collecting data from population/A éamaw represents the whole population
’ 4 ¢ &
and is considered &Nfss all|t \aﬂa le cﬁaeteristics as that of the population.
A i

Out of K techr@'és, i.e., probability and non-probability
¢

i
sampling, c& 1ence sampli tee'hn'@lj was used for the selection of sample, which
e

NN
belongs% mily/0 ?obabim&y sampling. Through this technique, the selected

sa highly representativ@tﬁe sample population, assuming that there is limited

% data in the data collected (Taherdoost, 2020). To follow this sampling strategy,
nitiall

0 y, the researcher had to identify the study’s population belonging to the main
ities of Oman and grouped these cities into three strata accordingly. The target

population includes the identification of all the eligible consumers of the retail banking
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system (those who are already using conventional banks) and then selecting the
respondents from each stratum to form the sample. The sample consisted of

adults of above 18 years, while as per the National Statistics of Oman, t er of
individuals aged 15 years and above comprised 70% of the total pop The total
population of Oman is 4, 978,766, that is 70% of the population, ‘Which comes to
3,485,136. Other than this method of sampling calculation, there are other ways to
determine the sample size based on the status of the p Yn- hether finite or

infinite. In the case where the population size is infihite, So iwma helps
®

determine the sample size when the population estima nknown. h‘ oj@wand,

hn% JCle\&' Morgan
[ mple %‘é can be used.

, 1.e QhenNzlo,S:

in the case where the population size is finite

(1970), which indicates a simple process 0

The study identified a table to use n&;&@ i

10....... = 1000000, S = 384 ( N is po d@s sample size). This

technique is applicable when t atlon size ccordlng to the Solvia’a

formula, this allows the re%to II mm@ required sample size of the
population with a desi% of a::‘

the researcher toli\afair i of-the re@ sample size to ensure reasonable
accuracy of the&ul nd a e repr; <ﬁ'i'tatlon of the sample size. Therefore, this

rac (‘I‘Elleﬂ}ON). Using this formula enables

study opted_Solvia’s formu e; ot@ methods because the study’s population is
|nf|n|te uchJt P‘nula%gs accuracy to the results. The current study
acq confldence level of %}ércent with an error margin of 0.05. The sample size

n =N/ [1+N (e?)]

n = 3484716 / [1+3484716 (0.05?]
n = 3484716/ 8712.79

n = 399.99

W?Xulated by using Slovia’s formula as follows:
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Approximately, 400 samples were needed for this study
Where,
n =sample size

N = population size : (f}

E = margin of error
The sample was selected by using simple random sampling, zhich sampling
method also belongs to the probability sampling or ‘chance sal?m family (Kothari,

2004). Simple random sampling provides an equal oppor 0 an‘/ portion of the

universal or population to participate in the study. Probab samplingi imllg,to a
\

v‘ho}q"?group.

3

v

lottery system where individual units are pick ly from
Kothari (2004) further divided this into the follw’

a. Random: The sample of the st

b. Systematic: The sample is se n every

S
element. Co \ A
N
0 e,
Stratified: The sa Ivided,into ric‘)‘ul@ﬁents as per the particular
department that n chtsen i mun@ﬁal., 2013).

z {
d. Cluster: Th her ch‘o ses s‘ub &randomly. This is dependent on

a partic Na or Qeo\hical Ioér()n from the chosen sample.
ArEAQp ing: A i I'casce)@luster sampling, if the clusters are some
¢
gr [

134

J

é@

@

|calul(?o or K@_ae then it is known as area sampling (Kothari,

N
Multi-stage Sampling.’The base of multi-stage sampling is cluster sampling.

\? It is branched out into layers of selecting the sample. The direction goes from

a huge population to a concentrated one across different units (Kothari,

2004).
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Since all the members of the population have an equal chance of becoming
participants in the research study, therefore, simple random sampling techniq?ﬂ!s
used as it is claimed to be the most efficient sampling technique. This led t@cher
to choose three major cities of Oman, i.e., Muscat, Salalah, and Sohar: esearcher
targeted three cities and targeted 400 respondents from these three cities.

g

4.12 Research Instruments And Construction z l

The main data gathering instrument used his uw a survey

@

questionnaire. A questionnaire refers to a list of

tured Questions) @h are
o% iable resg&'ses from
T

the chosen sample, and the aim is to find grou@articipants do,

think, and feel (Collins & Hussey, ZOO@ombe (2 stat@(ﬁt a questionnaire
for research is appropriate under th@wing m\ﬂstgn

N
1. When they involve %.Amb& of r pondz§?
2. When what is r. }Oisj rief, unc i@versial, and straightforward
informatio %o.nsists%jw énd@inions.
nto

carefully chosen after considerable testing, int

’ 4 f &
3. When ‘@al cﬂﬁ?&p ﬁw a complete and frank answer.
. When thereyis a onsi data from the same questions.
e\ ¢ ! (.,?
5. & e responde én (ibe y be able to comprehend the questions and
rowid

RN NI
ce the research se@ is quantitative and involves a large number of

£

S

5
.
Y

r ents, the questionnaire is, therefore, the most suitable data collection instrument
o his study. Thus, the study used closed-ended questions presented with a set of fixed
options, from which respondents chose the applicable and appropriate option. All the

questions in the questionnaire were adapted from the earlier studies except for
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complexity, which was self-developed. Further, these questionnaire items were adopted

because of their proven consistency and effectiveness in earlier studies. The itew

in the constructs of each investigated variable in this study were operatior@ﬁn the

previous studies. &

Four-points Likert scale was used to forcefully select and choo%he appropriate

option from the choices. Omitting the midpoint is appropriate_because the majority of
;'ker

respondents are unclear about their responses. The five- t'scale (Strongly

ing, inw midpoint

"X
(Undecided/Neutral). The results described that e number, flreie;n ents

Disagree to Strongly Agree) was used in pilot

responded neutral, which signalled their inap i re% d th@blem of
Y.

social desirability. As a result, the researcheﬁgmsi he fviur-p int Lik ale (Strongly

Disagree, Disagree, Agree, Strongly %; a force chot

to c@ﬁ] responses from
the respondents. This method is a@si with e\nﬁg st j{s.\lt is used in certain
N

situations where the responden%cleapabou their gf/éfzes, confused about their
h&:idil i tenti@ selecting the neutral values

i etal, 2 5’. 0’

4 2

~Creates difficulty in providing the appropriate

The midpwlud@ é
responses as thw ent 'diffift:r& of choice. It expresses that the midpoint
¢

decreases t &@r items hdfce@/ ez & Ashworth, 2007). Some studies were
NN

conduc% ining’ pes ﬁikert scale (four-points and five-points). The

res pared that a consi e%ﬁle number of respondents who chose mid-point or

responses, and have difficu

(Kulas & Stachowski, dler

newtralvchoice in five-points Likert scale were asked to choose either agreement or

& reement forcefully, and the subsequent results showed that neutral values altered,
ndr

espondents gave appropriate responses either in agreement or disagreement at

massive levels (Adelson & McCoach, 2010; Garland, 1991: Hernandez et al., 2004:
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Kulas & Stachowski, 2013: Nadler et al., 2015). This thus shows the appropriateness of
omitting the midpoint and encourages the use of the four-points Likert scale. prﬂm
this, it shows that there is no significant difference of reliability and vaIiM erns
of four-points and five-points Likert scales. Moreover, it also express ignificant
difference and effect on factor loading, model fit, and other results (AW & Krosnick,
1991; Leung, 2011). \,

This study measures the answer choices by the r Yn?s ')n a four-points
Likert scale with four options in every question. These options r rwgegree of
participants’ responses for the given question. The oint Liker a's i‘e}vs the
respondent to choose between the degree of agr ag% it d@\ot allow

the participant to opt for a neutral answer chéice. The ma’r\n reason for s@iﬁng the four-

points Likert scale is the nature of esearch study:

objective of gaining more approp@srespons\hewfo

deemed effective and thusly useds rese%rch. 4 (&

N A

[73) $
4.12.1 Service Quali l 0’
’ f &
Quality is ibed @ e pu ctors at the individual level in this
study. Service w onsi ee
¢

e t(@‘% reason and the

d'ﬂ%ﬁsions, i.e., interaction quality, physical
§ s
quality, and &@e quality, T £aI(3d pted for this study was developed by Mittal
NN
and Ger, .Th }h alpha for the scale was 0.752. In the study of Mittal and

Ger 3), the scale was me@éd on a five-point Likert scale, while in this research
S , i was measured on a four-point Likert scale (1=Strongly Disagree, 2=Disagree,
%ee, and 4=Strongly Agree). The sample item for interaction quality is, “Staff do
ot listen to me carefully”, for physical quality is, “A long queue of people in front of

me in a branch”, and for outcome quality is “ATM does not have enough cash”.
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4.12.2 Customer Satisfaction

Customer satisfaction is also described as another push factor at the in%ﬁl
level in this study. The scale was developed by Algesheimer et al. (2005).@}tudy
of Algesheimer et al. (2005), the Cronbach alpha for the scale was O.QO&Neir study,
the scale was measured on a five-point Likert scale. However, in this k¢search study, it
was measured on a four-point Likert scale (1=Strongly Disagr 2\:5£agree, 3=Agree,

and 4= Strongly Agree). The sample items include “Ho ere you with the

behavior of the staff at the branch?”. ‘\d
@
Y
§ g,
b 4

4.12.3 Trust it | \,‘T
Trust has also been described as an@:h ﬁﬁcto the i@:{(;ual level in

this study. The scale adopted for this wa develope w al. (2019). The

Cronbach alpha for the scale was .Q@Sthe s@‘i{\%n ]@.‘(2019), the scale was
N
measured on a five-point Like%Howgver, IS &j@rch investigation, it was

measured on a four-point Lﬁs~ e( y Dis , 2=Disagree, 3=Agree, and
4=Strongly Agree). Th%ﬂ item fot this

’ '3
me a sincere and 'hk\tresp‘@iﬂg deali %d interaction”.
&

N
reeived reldti ntags& one of the factors identified at the individual

S rb&udy is “I think my bank provides

lev is study’s investigati pott contains three dimensions, i.e., price, religion, and
J\

SOCi estige. The adopted scale was developed by Thambiah (2012). The Cronbach
IE

Q for the scale was 0.864. In the study of Thambiah (2012), the scale was measured
n a five-point Likert scale. However, in this research study, it was measured on a four-

points Likert scale (1=Strongly Disagree, 2=Disagree, 3=Agree, and 4=Strongly
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Agree). Sample items include, for Price, “Islamic bank provides better rate of profits”,
for religion advantage, “Islamic bank do not deal with interest (riba)”, and fowl

prestige, “Muslim customers feel social pride when they use Islamic bank@

4.12.5 Switching Cost R

Switching cost is described as one of the mooring factars at the individual level
in this research study. The scale adopted was developed h;bi (2012). In the

study of Thambiah (2012), the Cronbach alpha for the%scale sWThe study

@
Y-v
in this rese httl&; was

greﬁ' ee, %Xéree, and

4=Strongly Agree). The sample item is, “W g rmy‘ba to an@“rric bank is a
long procedure”. \) é

\ w9
&
<> 0 P
\ &
Complexity is described a not! ooting f at the individual level of this

research study. The sc d was deve pe’d bb’hambiah (2012). In the study of
’ F &
rth

Thambiah (2012), ronb@ e é&w was 0.864. The study of Thambiah
(2012) measure@ onea fi 'oint E}%‘Ft scale. However, in this research study,
it was me (@n a [four- 'n; Lte/‘? scale (1=Strongly Disagree, 2=Disagree,
3:Agre$8tr ree).\'?\sample item for complexity in this study is,

‘qsl&ank provides servic@t are difficult to understand”.

measured the scale on a five-point Likert scale. How

measured on a four-point Likert scale (1=Stron

4.12.6 Complexity

&E? Locked-In
Locked-in is described as another mooring factor at the individual level in this

research study. The scale adopted for this study was developed by Misbah (2014). In
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the study of Misbah (2014), the Cronbach alpha for the scale was 0.930. Misbah (2014)
measured the scale on a five-point Likert scale. However, in this research studm
measured on a four-point Likert scale (1=Strongly Disagree, 2=Disagree, @} and

4=Strongly Agree). A sample item for locked-in in this research study iS, 1 locked-

in because of the loan I have with the bank”. ?
4.12.8 Apathy z l

Apathy is described as another mooring factor ein ivw‘el of this
hmi (201 nﬁhﬁ\@vd; of
.7% (ZO@Fneasured
stud@\y/;s measured

on a four-point Likert scale (1= ys Disagree, is@ﬁ, 3=Agree, and

4=Strongly Agree). The sample ite\%pathy n ?Se g}(&udy is, “Islamic bank
N

and conventional banks are the% 6 q4 @

&
N

4.12.9 Decisionto S Y. 'RJ"" Q’
\;‘w ed %@}/

ed b{é‘rﬁng et al. (2014). In the study of Chang

research study. The adopted scale was developed b

Lakshmi (2016), the Cronbach alpha for the sca

the scale on a five-point Likert scale. Howew

The decisio switchll

study. The adop% wa
3 ‘

i
ronbach alpha fgr @/‘acale was 0.810. The study of Chang et al.

et al. (2014
N
(2014) % the §¢ ‘a fiveqﬁnt Likert scale. However, in this research study,

it Qasured on a four- @.@té Likert scale (1=Strongly Disagree, 2=Disagree,
\&, and 4=Strongly Agree). The sample item for decision to switch in this

3=
&Erch study is, “I would like to switch to the Islamic bank if they offer better profit”.

ependent variable for this research
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4.13 Pilot Study
To test the validity of the questionnaire, the researcher carried out a pil
by distributing the sample questionnaire to sixty respondents. This sampli \pilot
process included the part-time students from government sector,‘Ade sector,
entrepreneurs, and staff at Gulf College. All of the respondents belonged to the working
class. Nonetheless, the pilot study was only used for testing purposes to further
e

authenticate the results and to identify the loopholes in th u'estionnaire. The

respondents as well as their responses were not include e main
X
During the encoding stage of the data for pil y, thejres h{r l‘@ that
almost 50 percent of the respondents tend to s m% tral.@zﬁt option.

Upon asking for their reason, most of the W entsv‘vho Iected.é’ev:niddle point
answered that they simply do not wimcre;ond ast esti@%ire touches upon
religion, providing that ‘only Allah lﬁqﬁ betterﬁ;ov\er 'étion asking about their
preference for a six-point Likerl%we paﬂicip sdn thegi?\ot study again expressed

&
their reluctance, stating tha% md blt ong and Q}using.
Considering t}% dents"‘ ttitude 'ar@alues about religion, the most

suitable option for &wsea@ 0 re@he middle point and to retain the
shorter scale of MUS, withé)%fght answers were excluded.
¢ I C—)
The &@ful mpl r;of(t-r}e pilot study indicated the suggestions and
NN
recomn% s fo i(y cor@tions to further improve the instrument, and to

ensu& validity of the in@ent. After collecting the data, the researcher used

Eh’s Alpha to measure the internal consistency to determine how closely related

)

set of items are as a group and to measure the reliability of the scale (see Table 4.2).

149



Table 4.2: Cronbach Alpha Reliabilities

Variables Results of Cronbach Alpha
1. Service quality 0.752 \
2. Customer satisfaction 0.908
3. Trust 0.947
4. Perceived relative advantage 0.864 *
5. Switching Cost 0.725
6. Complexity 0.864
7. Apathy 0.740
8. Locked-in O.N
9. Decision to switch %q
The general rule of thumb states that if the result ronach is 0,70 or

. _ _ N
above, it is considered as good, 0.80 or above i eryand 0.90 atoyy:'lk best.
Service quality, apathy, and switching costs h od Q@ Ipha\¥~ they fall

| \ o
at

between 0.70 and above. As far as perﬁw i\?ﬂ adv. tage,%plexity, and

barriers are concerned, the Cronbach ove,@uch is considered

better. Lastly, the result of custom Isfaction h&‘d @in 15 0.90 and above,
0
n%ce

which is considered the best. I\
A\
X~ L >

3t R‘y ?r‘on Alpha

Iy

bach Alpha

rming Cr &ch@ha are shown in Table 4.3.

1)) N
ﬁ;sis‘l:rkére Yg\

4.14 Dat
>4
\ a analysis is an important section of the research study, using which the

‘%her analyzes the collected data and derives the results. As per the scope of the

Qdy and the collected data, the researcher decided to choose the appropriate data

analysis tools. In the qualitative data, the human brain interpretations are used along
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with the thematic analysis and content analysis techniques to interpret the data collected
through the interview process, for instance (Panneerselvam & Choi, 2014). COW
the quantitative data is analyzed using various statistical tools as the data i c ed in
the form of numerical terms and need to be transformed into graphs anﬂkts, so that
the readers understand the results of the analysis explicitly. Y.

The main purpose of data analysis is to extract the valid and relevant information
from the data that has been collected out of the experi Y-tf]er modes. Data
analysis majorly focuses on summarizing the data, identifying thejrel p between
the variables, comparison, differentiation, and predic f the data i s;jee{@ of its

\_

"Z‘ _
gan ifewing them,

type and sources.

After gathering the data from vari es

the next step is to analyze the data @fmdmgs
implications. The process of evalua ta usm ca a@\rogistical reasoning to
S
rovﬂ i

examine each component of t

various techniques to analy%
;

There are nun% m
employed for all t;@data\t/
Data analysis is,also “helpf
addressing &)Ilty roble f |5(r:eaured for developing a better understanding
of the Qi%

he data gaps that Wi@ﬁance the need for the study by implementing better

J dat 3_n‘aly®'and interpretation that can be

alitﬁ&y, quantitative, primary, or secondary.

ssm 'léﬁ/ quality of the data by identifying and
the radmn@ trative sources, and pilot studies. Data analysis
s. For this study, the data was analyzed with the aid of the Statistical Package

e Social Sciences (SPSS) 26, Structural Equation Modeling (SEM), and Analysis

Moment Structure (AMOS) 24.
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The study analyzed the relationship between the independent and dependent
variables. In this study, the researcher adopted a quantitative approach for t?m
collection. Therefore, the interpretation was done through statistical analysé)}tudy
conducted by Yahaya et al. (2016), the study required the implementa statistical
tools. Data screening was performed to understand whether the above-mentioned
statistical tools are appropriate to be used for this research stu \,

Based on this research study, descriptive and inf d?s;ti tics are used to

analyze the data. Initially, the data screening process carr edWcheck the

®
missing values and improper responses from the res%nts. Then, sa‘n@;file
and characteristics of the respondents were t rouE; ript% statistics.
Cronbach alpha reliabilities were used in e&gxt ility @Enstruments
that indicate how much the instrumenw ble, whi

val @and checking the
factor loading, factor analysis was @ﬂ’ned. \vexc
N
to examine the relationship ass% amoﬂg th ariablé,g%hile regression analysis

ation analysis was used
was used to test the dire \hesil Ing \SPSS @breover, direct analysis and

<

moderation analysis arried out t odngEM, i.e., push, pull, and mooring
Tyl S &

factors’ effect on t %nden. E (DV&J
the Stru% uati ing (évl) is a multivariate statistical method that
¢ ! (.2
mation of par ele'rs@ system of simultaneous equations (Byrne,

involves thEi
\
2013). Tihe selection Of Per ms&Jdology to conduct a research study is the most

imp and crucial part (S@ﬁs, 2002). Multiple regressions are a data analysis
@that can be implemented in analyzing the relationship between quantitative

arfables (dependent variables) and other variable factors (independent variables).
elationships can be in the linear or non-linear form, and the data obtained can be of

either type, i.e., quantitative and qualitative. There is no dependency of one factor on

152



the other, and thus the analysis can be done without having any impact of single or
multiple variables. There are several multiple regression models and theirw
significance tests that can be implemented for the analysis of the data (Casella rger,
2002). The first-generation methods such as multiple regressions ﬁ'&table for
assessing the constructs and to find out the relations between the%€onstructs. The

M to evaluate the

akcl & Ntim, 2013).

purpose of regression analysis is to predict, while a correlatio

relationship between the independent and dependent varia

Statistical Equation Modeling is the second generation Ofythe multivaciate technique,
X
which is applied for the assessment of validity and ‘fehability t© m uria @odel

(Valenzuela, 2014). 4 b
M ; al \ \'?’

Hashim and Kadir (2010) used the% n oach ,@ﬂvestigate the
hip@‘%ice quality, and

effect of brand image, customer perceived )alue,

switching intentions among Islam@s\king c
reveals that highly satisfied cu:l%vith Servic ualit@m not switch or seek other
&
N ,}T 2

service providers. ‘
4.15 Ethical Cons'O&Qtions?

A researgher, ile

4

g reé'éh is bound by certain ethics and moral
¥
values. The archer is e tea' t((_cj; ply with the credibility and authenticity
NN
through% reseaf jpd. T@ ethical consideration section is allotted for a
detai iscussion of the rul sc%\d regulations that the researcher has to follow. It is
r x that the research is conducted by considering the ethical norms to assure that
he'researcher has not done any false interpretation or manipulation of the data used for
e analysis (Zukauskas et al., 2018). The present study collected primary data from the

banks’ customers of the specified cities of Oman. The researcher assured that, while
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collecting the data, the consent of the respondents was taken and confidentiality of the
responses was maintained. The customers who were willing to participate in the

were asked for the consent and after confirmation, then only the data would @cted.
Care for safety and legal issues were taken at the time of data collecti Rodham
& Gavin, 2006). The researcher also conducted the study and interpret%n. without any
bias and with full honesty. Furthermore, the study used only @nfmmation and

no‘)ias in the study

data to avoid any kind of bias. Therefore, it was assured tha el
and the interpretations and analysis are genuine and true. \d
o o
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