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2.2.1: E-Banking Definition

E-banking a client with an electronic device and a web browser can relate to Yank's

-baMging web

account electronically to conduct any of the financial transaction 1n an
site (Purusothaman & Jayanthi, 2013). The e-banking definition varya #researches

because e-banking refers to types of e-banking services and the co inication channel

through which bank customers can seek iformation and con mu st retail banking

L ")QQ Saleh &

services via computer and electronic devices (Mols, 19¢

Alipour, 2010). Burr (1996) define e-banking as a connd

to manage therr banks account electronically.
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iw%ﬂa convenilent
{ qﬂb rmation and

s computers and

[smail and Osman (2012) defined e-banking as a e
and delivered by electronic devices in order te

and casy way.

wes Sgs!
: milibr e-banking comes

| L)QM banking services and

NG | iCL‘h q‘cm wmpnu account control
' llonL@mg bills (Basel, 1998).

Gerrard and Cunning 03) dg

they can execute |

2 -10- @11 teractions between clients and bank employe
)05) defined Lép;:mu s all operation performed transactions of a bank
wm; of electronic iL\\lu.::, mainly through laptop and desktop and these

W

stions do not necessary to visit a branch by bank clients.

heretore, with the aim of this study, e-banking is defined as the provision of banking
products and services to the bank users via a bank web site, such as balance iquiry,

transfer money, paying of bills and provision of financial advices (Karimzadeh, 2012).



2.2.2: Importance of e-Banking

Based on increasing of using the mternet, the people today ove

{ningly
Panking

-ate financial

accreditation on use of the internet to make their life more convenient.
services. client has to visit his branch and the counter service to
transactions, due to limited working hour and traffic sometima sidered to be

inconvenitent for bank clients .At present, bank institutes creaig

so that transactions can be done via that medium (Tianyong

or example,
_‘}'gljl\m'bcd to
;. h!n’ of operate
nab@ldcms and

m%gzwl' banks have

'ﬂcd,wnch might confuse

O

)

Pl ilh@r to conventional banking

private networks at first but

and ﬂtm re

and commenced utilizing :-;UN and L
cnl? 0 hzwclmp: ,.

l Manner in which the internet and
assSgsted my 1d

developed to such an ey

e, 2003).

rom customers’ perspective e-banking is a significant timesaver. Reduced costs and
time to accessing bank services 1s the main advantage of e-banking for chients, the

accessing cost of e-banking platform approximately to zero also transaction can be
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made 7 days a week 24 hours a day without visiting bank branches and physical

interaction (Kerem et al., 2003).

Internet prepares the ground for banks so that they can provide therr
such banking services as invoice payment and money management 24,

For instance, customers can receive information on their saving agggunts, cash transfer

between accounts and relationship with other banks via email (Mols, Moreover,

it 1s possible to trade shares and debts recerve facilities s¢hemdWprovide electronic

nvoices, mternatonal payments, offer clectronic sala compensation via the

internet (Matula et al., 2003). E-banking is an instr nfakesgl possible to

reduce costs, mmprove bank productivity and greate
(Laukkanen et al., 2008). é
2.2.3: E-Banking Challenges z
Trust 1s anissue with the banking indus TJL majority

C DITICTS
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sitate to engage

features, 1n the imternet
environment generally anc i ing hitrbepids s, a barrier to apply e-banking.

Aladwani (2001) wonificant challenge in future for e-

L=

banking.

nerate uncertainty utilization of financial
11@‘1.—.1[1011 In an open mfrastructure also percerved
.;.1 d related infrastructure with the increase media

ut frauds on the % net. Client’s trust in ¢-banking has some difficult

s, and one of the impwrtant e-banking challenges for that e-banking required

diwu

p method that support electronic relationship with clients (Yousafzar et al., 2009).

1 additon, there are many key challenges facing the e-banking today. Most
importantly, 1s the lack ot percerved trust whereby clients are anxiety of offer their

pcl'sm];ll mformation and online or pil‘_\-'ing bills via internet, the quulin' of service



delivery 1s another challenge facing e-banking including both delivery reliability and

speed which caused failure to apply e-banking in internet era (Nami, 2009),

online

The 1ssue of client lack of trust with the mternet especially among gle

payment have resulted in many clients to leave transaction in the imploguensftion stage

1as recently

in KT process of the transaction process due to mconvenience, geople
caught some attention because these clients believe that they are left\ a weak position

and become severe frequency in doing online transaction based

\Y

the experien 1n e-

banking (Yang et al., 2007).

bm*rimissue have

th R\’:{sion makers
5c¢$nﬂitg. utilizing
clim

as to give greater

This 1s the

A studv of e-

-

banks need expand to e-ba $
comply with LiL‘\ClOPl%L » 0 II;;l}\’le‘amlngc with the lower cost of e-
banking transactiong the ThajomIM ace are the low response rate from
clients are trust, ')@nm ‘ .
NV ' hed pc)c:l.l that the relatively confidence of internet
i m{: qeyices also problems regarding trust are the main

N

1@ on the e-banking services by clients 1n Greece.

role 1 e-bankgn g

usage and

1ssues tl

ers’ trust - e-banking, this research focuses on evaluating the trust factor that

complements users satisfaction. Trust factor has been chosen because trust has become

the eritical success tactor for KT process in e-commerce (Cooper & Lichtenstein, 2010).



2.2.4: E-Banking Web Site

The internet is the motive engine of economy, has given fountainhead to onlincN¢anking,

a new and mcreasmgly method of banking to access bank account, ytamn of
services and mmformation electronically for the most bank clients in thg Tntury with
online banks providing services and information, using Intog and electronic
technologies, leading to establish a digital value, China Merch;
run the electronic payment system n 1997 and subseque
spread m mamland China (Chu & Yao, 2009). The m
run themr acuivities and provide advantages for all ¢
site sice this new medium 1s less cost and saving

reduce their operation costs and broaden theiy

financial services within convenient and with

Alsulimant (2013) presents study for

which must be in a web site. These 1N

site:

A he

|. A protessional layout for t

customers will not feel free (g hu“‘&'s or transactions through 1t.

Yv

‘.mon

1at10n ¢ lii

be prasg

Ipate o

2. FAQs, detailed

s and d‘g 211 ions and comments: Customers

\7‘!\\\ ¢b si&hay ask some questions which require
he u{(y te as and when they are required.

O

S @m]mm -mail addresses to provide customers
’ICUI@I ht,lp (1.¢. customer support).

Y'P

requiring some inféy

answers which s

ositive comments from customers about their

‘cedback: It 1s very important to have feedback from the customers about their
xperience with the web site. This can be used to improve the services and to determine

any defects in the services which offered.
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Thus, in context of e-banking, 1t 1s reasonable to think that, the achievement of the
expectations will drive to a rise in the intention to use the online services provided by
web site in the future, so that the clients will visit the bank web site mm“{ lently

(Casalo et al., 2008).

2.2.5: E-Banking in Malaysia

N\l‘ daily life style,

DUS Tluliuns for many

The mmportance of mternet and effect on increasing in

espectally m e-services and business where internet can of

lives., Qunce start of the

xmfni@t the
S i;.\'l _\12 among

.. m@}m LUsers 1n

of the 1ssues. It changes how people live and manag

new millennium to 2010 the growth internet user
largest ratio of internet users (42.2%) in Asia. N
the Top 10 of iternet users i 2009 (Foon &
Malaysian were 3,700,000 and rose to 16,9Q2.600n a de e ncreas mcn years and

mvolved 64.6% of the total populationg tl e wga 356.8% (Internet

onlw@banking services to

sia o eically the number of e-

World Stats, 2012). On I June 2000. ban

their customer (Hong et al., 201%1'&35&1{1\\

‘l.n Mo

have been published

concerning the number of e-ba BCI S

crah.l.hu tention was focused on the

%la}'siuns e-banking users.

1T hus
study related to trust ong-ba O webgsites gntfon;

|
£ &

'\m Makdfia (BNM) and Communications and

out that the number of online banking

’ }Hﬂl@
ij"m&%‘ ’!)(ﬁ 3.2 million to the third quarter in 2009

ME2009. The pnteadddhas revolutionized the how banking 1s done,
:-;igmfu - :l' wlue s popularly known as e-banking, mn June 2000
'S Permission o lmnkebn‘opc:‘:llc banking activities via the internet (Amnin et

;11.-\5). Only banking firms authorized under the Banking and Financial Institutions

O and the Islamic Banking Act 1983 are allowed to provide e-banking services

Talaysia. These include 25 commercial banks and 7 Islamic banks (Lallmahamood.

(X )



E-banking 1s not only applied in Europe and United States of America. Recently, most

bank firms have lunched and developed such online services, also i developing

.{ banks
San vanking

and products

countries such as India, Oman, and South Africa (Ainin et al., 2005). Mal

have been established e-banking services since June 2000 when donfg

istitutions were approved to provide a full range of banking servam

through nternet, were allowed registered locally foreign to establish
communication web sites with effect from January 2001 and ¢
web sites i January 2002 (BNM, 2000). This study will eva
bank web site from the perspective of users and identify

a high has related trust among e-banking users.

1al costs dnhd

G

The mam advantage of e-banking is less bank op

' Tétul’
. QQ(}‘; customer

(Laukkanen et al., 2008). According to (Lich

satisfaction and improvement of services aigthe Wi MU CS. C% INg eXEercises
by banks offering e-banking facilities oiluin es without the

1ty and convenience

, ﬂl.\
rov ﬁb (Tan & Teo, 2000;

N
aduatn@ ust factor influencing the

fitaléo to determine in which stage

necessity of operational fees and also, fo
of services delivery are also impp
Rotchanakitumnuai & Speece,

KT process in e-banking w LbN

of KT process in e-banjg SOt will be beneficial for banks to

and for e-banking web site.

Studies on e-bapMin®
factor that mmfucuce

(NLiLlhiS &

l ‘IOL banking web sites in Malaysian context,
' (-7()13) also indicate that previous studies on e-

banking

ven in Malaysia, more evidence 1s necessary (o

ocess. Therefore. the results of this research aim

> rust laa.lm for l\@

'\1 considerable Lu'xduslmdnw of trust in stages of KT process.
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2.3: Knowledge

(Sunassee & Sewry, 2003) and knowledge has been converted

competitive advantage on which organizations can hope 10 surpas sy

Knowledge defined as a "justified true belief” (Noi

C \ﬁa{?’d as a
g" \ndcess 1o

cd%%an enable

lemperament, a condition, an object, a proceg

information (Azizan, 2011). In organizati

organizations to obtain a competitive advany
me 6). KM enables
bti"l\l individual of the

SAQUSt have the ability to

] l{ll@d;}@ 1s an integral part of
competing, banking inslilulioN ¢ subsy advg :,'1""5&:5 due to mformation and

services that has about uanrkc s and HS%UN'CI“CNS (Eller et al., 2008).
An organization thaj4g S Nu’ (A 1V

knowledge, T
and 1ncludg
gred, M includes product specifications, manuals and

owledge Management (KM)
this rescarch adapted view knowledge 1s a knowledge is a combination of values,

experience and contextual information and expert insight,which 1s not only contaied

within peoples’ minds but also exists in documents and information repositories and
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can be demonstrated through their behaviors and actions, and applied to meeting an
organization’s needs. and is a process having a condition of access to information and
200

N

INto a

that can generate new experiences and information (Gammelgaard & Ritter,

& Lerdner, 2001; Al-Alawi et al., 2007). Madu (1989) says that if integr:

national development process, will insure to enable successful KT.

Alavi and Leidner (2001) divide KM processes mnto four clasg!

creation, knowledge storage and retrieval, KT, and knowledg

| 995

® Y'
5@’1];&% stored
0O nz@?ocedurcs.

KT%R]@ sharing of
C1t SL&ECLS, from persons

i
CroufNGg an organization.

Knowledge storage and retrieval ivolves the or;

N repository such as databases systems, d

processes and other forms of storage forgindivy
knowledge that occurs between persong 1@“5011.&

] |

g

10 groups, between groups, across gro and {rom

Knowledge application is the use of ’

& Leidner, 2001). e

This rescarch focuses 010 ]

in this research conte™

yank l\'}m']c '
transmitted to and w)cd l \1\9
becomes nwnninu&:—hn

N

ts via e-banking web sites which

they explicate and apply 1t in context.

M ;&absscs in terms of four modes of knowledge
?izn% combination, and internalization. The first form
creation 1s :-;ocint'%.non includes transfer of tacit knowledge from one
'Numlhcr (Holsapple &}shi. 2002). A process that through shared experience
knowledge can be created (Nonaka, 1994), through working with a advisor or

oe can be

—
L

it skilled, observations and knowledgeable individual tacit knowled
ansferred between individuals (Ford, 2001). Externalization 1s the process 10
transformation of tacit knowledge to explicit knowledge (Holsapple & Joshi, 2002),

converting knowledge mto document form, such as a manual, handbook and other
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oe 1nto explicat

]
-

tangible form. Combination 1s the transformation of explicit knowled

nowledee

L

knowledge (Holsapple & Joshi, 2002). A process of creating new explicit

™

out of current explicit knowledge, for example, by reorganizing the iniﬂon In a
e explicit

manual based on a new category. Internalization 1s the transferg

knowledge mto tacit knowledge (Holsapple & Joshi, 2002). It 1s a pheelgs whereby an

| -

individual learns from the material they have read and can apply tl r knowledge to

a glven siation. V

l di'ciplinc 0 manage.

According to Ansart et al, (2012) KM 1s an integrated m

S

identify and share all properties of the organizatic ing policies.

procedures, database and documents.

Advantages and significance of using KM ha
the Iiterature such that (Drucker, 1993) a

(

mstitutions and organizations n th

KM maximizes performance, segy

the time duration from proble

and creativity and leads to com
1997, Gupara, 2000). ? '

wledg

¢ Transter (k

as introduced by Teece in 1977 and then developed by many academics and by
it expertise. Avatlable hterature focused mainly on success factors of KT (Wer'e,
2011), which can be Summed up in four aspects: KT attributes (Grant, 1996). inclusive,
ambiguity and patterns of KT (Pedersen et al., 2000), such as written media and face to

face communication, KT processes (Nonaka, 1994; Szulanski, 1996); for example,



mutual conversion between implicit knowledge and explicit knowledge, external

environment affecting KT (Szulanski, 1996). The KT is "any exchange of knowledge

between or among individuals, teams, groups, or organizations, whethegint®ded or
1

unintended” (King, 2006, p.538). For the purpose of this study, know|§ scoped
and defied to mclude those transfer knowledge resources (service Information)
present, made explicit and available for users (citizens, employees,

bank web sites, which become meaningful to web site users wgen (Wey interpret and,

'scribes knowledge

exchange process.

=

KT 1s defined as a multilevel event that can be ¢

when apphied m KT, 1s the common term in the literature
'x_ldﬁak Intra-

ieved on }
Vilkesghard AL7 2009).

ouglw:anizalimml

organizational, or nter-organizational stai

Organizational knowledge 1s defined as a proc

units, teams, or organizations exchange knowledge of

' 1,_‘_! > e “_ : .:.. ) lw ]1'1(
others and their experience. (Van Witk Raimm0038).

In order to create a sustained con

- @ KT can be a source of

'{:?n

resources to 1 which cnubN a1k ' el str les that increase i1ts

competitive advantage for should be deployed

efficiency. For 1nstg catiqQ

OITINUI

!

mﬁﬂ,l\ can be categorized as knowledge transter
nce of knowledge from one location of the
This primal definition can be misleading as 1t

come of KT for a company’s competitive edge or to

f

ignificance of data and its efficient management have
wntly been stressed in the literature as a source of competitive advantage
jesenberger, 1998, Lubit; 2001). As regards KT in banks minimal investigation has
been conducted (Haiss & Schellander, 2010) and the current research primarily focuses

on evaluating trust in K'T process via e-banking web site.



The website expectations are to provide users with what might be termed a “selt-

service™ by allowing users to address their knowledge needs (Azizan et al.. 2011)

particularly when the web- site supports delivery and during this phase key
about customers, products, problems, and resolutions transcends and
supplementary channels through managed service providers and bugs
customer enterprises (CSI, 2002). It should be noted that the know
are 1n situ to serve all users whether internal or external (Uniteg 18, 2010). The

provider must seek to ensure system security and privacy

conduct any bank transactions (Smith, 2008).

vernment

Azizan (2011) presented analysis of CSFs for K

1t g’f)@hwnt
d ln "a;.mding

sets of CSkEs for KT via Malaysian and AustriNge Aol web sites.

cducation web sites, and produced a complete res

cli\xz{igurc: 2 show the

jer. O

ctween user and provider.

¢ technology offers many competences and gamns transparency to many
1al 1ssues associated with trust. Malwares encapsulating e-banking web sites have
reased over the last few decades. Information which should be kept confidential 1s
entered by unauthorized individuals and can subsequently lead to financial losses to

banking establishments. Data modification on personal information without consented
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access could ulumately affect banks and their customers. Consequently, the consumer

would rather make transactions utilizing a trusted medium.

Many authors have defined trust. It has been defined as a behavior (May

A1l

and one explanation of trust 1s that 1t 1s a state of mind ncluding 10 accept

openness founded on positive expectations of the intention or behasmeagganother under
conditions of risk and interdependence (Rousseau et al., 1998).

as the ability to depend on and have a positive outlook toware

2005). Hong and Cho (2011, p.1) simply explain trus :;Luufl reliance on the

L. gPespite this

5C plfm‘\ﬁﬂé S are
15!1 (?5 Such

I.lbo@;f concept.

1¢ products or

character. ability. strength, or truth of someol

stmplification, trust 1s possibly one of the most cha

very rarely agreed upon by researchers within
ditferences of opimnion are inherited in the dige
[ntegrity i e-banking mmvolves a consumecea
services (Flavian et al., 2006), whereas 1 litics or worldwide

relations mirrors a situation where both >ach other. In other

o the actions of another

Vg || E@lm a particular function

10 0 sce or control that other party

words. trust 1s defined as the ability

the ru:nl In e-banking may mvolve

cason

Ciefen, 2000). Therefore, accepting

;"m. consumers face the task ot conducting

7!&&“ ¢b sites, a product or service that 1s not visible

contact. Trust plays a pivotal role in aiding

St atdie

romglectdon

or able

L overcome thoughts «fg%l\ and nsecurity (McKnight et al., 2002). As trust

s are major hurdles lhm imternet channel, without trust customers will not

personal information to banks (Hoffman et al., 1999). Exchange relationships
characternized by uncertainty, vulnerability, and dependence and trust 1s a
overnance mode (Hong & Cho, 2011). Because trust has been found to affect the

mitiate of consumers and to serve as a key determinant of long-term orientation 1in



customer e-banking relationships (Alsulimani, 2013), 1t has become critical for online

banking to assess consumers’ trust in KT {low,

E-banking 1s a new concept and trust in the system has come under scrut \ujusc of

the lack of mtegrity mn utilizing e-banking web sites. The lack of inte Lin e-banking

web site changes 1ts use; moreover trust 1s among the primary critic
e-banking user’s satisfaction that intluences transaction owing t
or face to face interaction with the customer. Trust decreas
increases the customer’s awareness 1o e >-banking (Alawn *» uml', 2009). prime

factor necessary to conduct ¢ -banking 1s trust which 4

transactions are susceptible to unsatisfactory behavi

T cﬁg\?'imml
e !a (11111.;1&1}

45 m»J:n channel
based personal data with high operationgl risk® in ¢ | an%‘mw Services

applications (Kim et al., 2011).

over the trustee. Therefore, a lack of integrity 4

discourage the use of e-banking as the transaXg

A

C ‘1\6@' promote KT. On the

Trust among e-banking web site

0lmi

) lau hurdles of a higher

&

ent (Jiabin et al., 2010). In

contrary, KT among e-bankin 1Hes

addition, managing

establish a trusting r f y Ming a customer trust KT culture

(Cooper et al., 2003F

?llg ‘é"sllu as believable and trustworthy, they will

ss adW e information and thev will be more Likely to

@Ihw, when the e-banking web site capability 1S

ransferred l\mmluluq& believed to be beneficial.  Furthermore, when e-

\

\V b HllL LlLdlhllll\ lx ]mx lhl. ulanlH and 1O hLllL\L [hL knmx ]t..d”t, [mmtuud

ss persuasive and they may decrease 1t (Al-Salti & Hackney, 2011).

rust 1s the greater important role in the online habitat than the physical environment
(Wingreen et al., 2012) because "trust reduces uncertainty or expectations of

Opportunistic behavior” (Paviou & Gefen 2004, p.45). It also reduces plans to use e-



banking (Gefen, 2002). In the words of Reichheld and Schefter (2000, p.107) "Price
does not rule the Web; trust does” When trust exists, "1t allows partners to transcend

risks to concentrate on long-term profits or gains" (Lee et al., 2007, 1).72‘-))\

Online information may be processed to suit user’s intention and as a I'S
are always worried about trust in online transactions. Online trust?
the ability of a customer to be susceptible to the actions of an oune sj¥re dependant on

the expectation that the online store will perform a specific {ingeggg Which is important

to the consumer, regardless of their ability to supervis

@iniz
N

(Mayer et al., 1995; Alsulimani, 2013).

N

P

Kervani et al., (2012) 1llustrated by the study ropose

strategies to encompass e-commerce. The rest
lose customers will lead to the reduction
non-existence of sufficient knowledgg g global

¢-banking. Education can increase usag among the banks’

2.6.1: Trust in knowledge ter

IT] ”..,,i)()Jq ?F‘Q?’“Si lerable evidence that trusting
\‘n«

communication leagdSNga highl's' 1 ™ C (] kné%dg_c exchange. When trust levels are
‘ OV h&bt”icinl knowledge (Levin & Cross, 2004;

customers mternationally.

=

higher,

_

?:!0 1%13 willing to listen to and absorb 1t (Srinivas,

rupt al akes KT less costly (Levin & Cross, 2004).

\yl at

individual and organizational spheres of analysis

an be ascertained as a statement of confidence between parties during exchange,
)ch means confidence does not harm or risk through other parties™ actions, or
onfidence that 1s not exploited by any party (Arshad et al., 2010), trust influences the
success of KT in e-banking environment. Thus, banks assuring that the trust factor

satisfies their customers, will be more motivated and be integrated in the KT phase.
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Feng and Zhang (2007) present research provides a clearer comprehension of the

relationship by tllustrating that communication, cooperative behavior and
unique value have a mediating effect on the relationship between trust an
found that the trust has an impact on KT. Specifically, trust enhancesg
communication, cooperative behavior, and decreasing fear of losi 1e value.

Knowledge 1s a particularly sensitive 1ssue within the contexy
these relationships can be damaged if the knowledge is s cor"cclly. The fear of
knowledge misappropriation halts a customer’s

knowledge (Saparito & Gopalakrishnan, 2009).

WLW o
-k pdm., with

‘acm@%‘m}’ include

‘%picms and the

obtain banking information 1s to contact a bankii

1ts senders. In such exchange processes psychc

the learning attitude and the self-learninggcapa

mutual trust between the factors which €y

(Liu etal., 2010). Therefore, this researc

King web site.

\b&}

the individuals® behavior in the KT

Hitt et al., (2000) I‘JIL\LI'll \ lllm,lﬁﬁ'(lmx for KT collaborations

l context. The key findings are

between university and andt O ]

I:
zlg > relationship is crucial to building

L}'l Qgrduml\ effective variables to Success In

that trust 1s top of the S

Ansar:t et al.

[mplemeny ion > 10 collect data, including 284 people about

and they found that the organization must supply

knowledge throughout implementation of KM and

dgc and they recommend that the banks must also focus

{0 M the value of knowle

st principle based on cooperation between banks and clients.

rior studies have studied the effects of other modes of trust on general KT (Lucas,
2005) and organizational behaviors (McAllister, 1995) but none has scrutinized the

differential effects of trust in KT process based on stages of KT Model in e-banking



web site from user’s perspective and ability to divide and utilize banking knowledge

(Holste & Fields, 2010). This study is an extra sphere in the literature about hands-on

comprehension of the KT process by exploration of the effects of trust in egc
KT Model to apportion and utilize banking web site knowledge.

relationships among trust factors and stages of }\T process, this
provide bank managements with empirically based information

L CUSIC

&)

facilitating the transfer and exchange of knowledge among thei

2008).

2.7: Szulanski’s KT Model

(cm&? et al., 2006;
% however, that
Szulanski's original KT Model i , Y NS ®\1 Coopu et al..

(2000), however, have changed the

Szulanskri's. (]QQ(’); 200 U) K n;“ne[y‘ ini[iu[ion_}

S

implementation, ramp-up tiation stage consists of all

occurrences that lead t
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simation. This stage begins when

H:GMM“OH and commences a search for

't_ll@g'(lml knowledge 1s explored.
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10n age Fgns \\‘&thu decision to continue. Throughout this stage,

the user has recogn

the requirement for the information has

knowledge to con

ws between the e‘)w; ce and the recipient. The implementation-related

ome to an end whenl the user begins to use the transferred knowledge,
ntation stage relates to the technical problems more than knowledge transfers,
1s the start of the ramp-up stage and during which the user is concerned with
ghibiting and solving unanticipated issues that arise from using the new knowledge.

Lastly, the integration stage starts once the user obtains satisfactory results with the

transferred knowledge. The use of the transferred knowledge can then become



reutihized. Integration 1s concluded when previous knowledge 1s replaced by up-to-date

knowledge or practices.

2.7.1: Stages of Szulanski’s KT Model %\

1ster banking

The mitiation stage comprises all happenings leading to a mindset
information. At the IT support bank, knowledge 1s taken from
knowledge whenever there 1s a related change such as new s
work (Cooper et al., 2006). For example when user need Ragouct "111linc transaction

via e-banking web site, since the user believes that tl

web site 1s more comfortable and safe (no transferig
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[ssues atfecting knowledge capture centers on dijsg

Customer contacts access the e-banking web g

from the mterior of the knowledge base, e-ga

the knowledge-base are 1dentified by ipt

During the mmplementation stage

recipient. For example actual tg

the customer who 1s abR ledge (Szulanski 2003; Simonin,

2004)

" ﬁ'lu%@“ be focused on identifying and seeking

notg&aﬂupnlud that will arise while using modern

Recled problem durin‘%id

M resolution perhaps ilhbcli\'cl}' at the beginning, but gradually 1dentifies and

B unanticipated problems (Szulanski, 2003). Customers should spend some time

; example when user conducting transaction and
nster of bank knowledge. A customer commences

S

ving knowledge i order to acquire the contextual aspects (Simonin, 2004). If
ansmitted knowledge 1s not well understood by customers, it is most likely to be
replicated (Szulanski, 2003) however well comprehended information 1s typically

modified to the customer context (Williams, 2003). Even in an electronic bank web site
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environment, the support banking must still have supporting processes in place for this

stage to support customers when they need (Pujari, 2003).

The mtegration stage begins after the Iu,lpu,m achieves satistactory 1
transterred knowledge which becomes institutionalized at the ct
example, after conducting online transaction eendueted—via bank
satistied to do this transaction and will return to use the web g n in the future.

1tegration stage 1s

1C

or 111
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The use of the transferred knowledge becomes routinized, a
completed when old knowledge 1s replaced by new kno actices, here the

customer experiences similar issues as the suppd ransferring

resolutions and best practices within its support tear

(Szulanski, 2003; Azizan, 2011).

2.7.2: Barriers to Knowledge Transfer

). However, there

“can cause difficulties in transfer,
s affected by difficulties faced during

llmt throughout all the phases of the

Qg!?{l\ in understanding the knowledge can be

}, Ko Kirsch & King, 20035) suggest that

transfer proces
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a barrier to

sender and recerver have shared some common

gewapauw and an arduous relationship, demonstrating

lh*wnmwc of a umpcmh- relationship between sender and receiver and the

motivational factors between sender and receiver.

aviand Leidner (2001) recognize several important issues impacting on KT; such as
what knowledge 1s to be transferred; how to locate the knowledge that best leads to

successful KT, organizational settings including social, cultural and technical attributes
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can increase tlows of knowledge between provider and searcher; and scarchers are

L -

encouraged to search for knowledge externally so that the knowledge transferred to the

organization has both internal and external origins.

Cooper et al., (2007a) categorized the barriers to KT as knowled barriers,

receiver-based barriers, sharer-based barriers and context-based t Knowledge-

based barriers are dependent on the type of knowledge being tragsferr®l; recerver-based

L

barriers relate to the receiver’s ability to understand the dge: sharer-based

barriers involve the attitude of the people in terms of their gt € %hmr their knowledge:
1

and context-based barriers relate to the organization:

technical attributes, expertise and company regulati
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.7.3: Knowledge Transter via E-service

This research focuses on the trust factor

the e-service knowledge resources (m
organization uses information to HI%H

information avatlable to the pu

y(\dn ities and to make the

‘@Mu knowledge resources

e LSQH.L delivery (Azizan et al.,

can reduce service processiny

01 1). Y'

on the

SS 1o accept transfer
@' within accepted norms (Milovanovic & Nis,

trustS§ viewed as the evaluation measure of behavioral
the parameters 00)5'“ being favorable or damaging. Individuals in an
ortwlmn will undouhluil}h > A hlglm intention to transfer their knowledge 1f they
¢ KT 1s favorable (So & Bolloju, 2005). In the publication of (Hsu & Lin, 2008)
vas found that there 1s an important relation between trust and the web site to transter
1wowledge. Numerous researchers have also ascertained that trust towards KT
significant for KT mtention (Lin & Lee, 2004; Bock et al., 2005). Theretfore, we

hypothesize:
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H1: there 1s a positive relation between trust and initiative stage i KT process.

H2: there 1s a positive relation between trust and implementation stage 1n

H3: there 1s a positive relation between trust and ramp up stage 1n Kv:;s.
NT Process.

H4: there 1s a positive relation between trust and integration s

The theoretical outline for this research is illustrated in

1s KT process while the independent variable 1s trust
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anizations" (King, 2006, p.538). It 1s
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comprehended S®™rocesf by w ¢ 1s transferred to and absorbed by users




