
CHAPTER IV 

FINDINGS AND EVALUATION 

4.1: Introduction 

In this chapter an analysis of trust factor for KT from bank sources to stakeholders 

(citizens, business partners and employees), via an c-bank web site operated by 

Malaysian internet banking users, is reported. The analysis draws upon a survey With 

key Vlala%sian bank user's respondents. These results obtained from c-banking users 

in Malaysia based on electronic banking practices are reported and discussed in this 

chapter. E-banking services include online transactions and transferring of banking 

knowledge to clients via bank web site. This strateýcy of e-banking enables the client to 

access various services from paying bills to online investments via bank web sites in 

Malaysia. Except cash withdrawals, an c-banking web site client can access to most of 

banking services (Kilo-Wei et al., 2011). 

Utilization of'the internet is the cheapest channel to transfer bank's knowledge and also 

minimizes the probability of'errors by bank tellers and achieve competitive advantages 

(Jaounokun et al., ? 011). Amomi other many benefits offered by e-banking include 

customized web site to the users, innovative and effective bank services to gain access 

and interaction with web site at a reduced cost (Sulieman et al., 201 1), financial 

development required to improve e-banking with taster response to e-banking user and 

fulfill their services effectively (. laounekun et al., 1-011). Even though e-banking 

provides many advantages, c-banking services are influenced by lack of' trust in 

Malaysia which needs to be overcome so as to locus on satisfaction as a way of' 

encouraging Malaysians to use e-banking. 

Descriptive analysis of' the study in the first section of' this chapter reported the 

demographic information such asgender, age, marital status, level of education, 
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current employment status. monthly income. Internet experience, e-banking experience. 

average 111011t111N. transact lolls, place of transaction and which device used. The second 

section provided the initiation oCKT process: while the third section the implementation 

of KT process: fourth section ramp up in KT process: the fifth section integration in KT 

process and the sixth section trust factor which proved crucial to effective KT via e- 

bankinýe web site in Malaysia based on the proposed framework. 

4.2: Descriptive analysis 

This section comprises the respondents demographics such as gender, age. marital 

status, level of' ducation, current employment status, monthly income. Internet 

experience, c-banking' experience, average monthly online transactions, place of 

transaction and which device used. This information was important because of they 

provided a detailed description of the e-banking users in Malaysia and their 

composition. The descriptive statistics of this research demographics is reported in the 

subsequent section. 

4.2.1: Sample Composition by Gender 

Gender formation from where the samples reported in this research is plotted as shown 

in Figure: 5 and the composition in Table: 3 Males comprise 30% (111 respondents) of 

the entire sample vyhile females (261 respondents) comprise 70°, ßö of the sample, because 

of the number of female student 1110re than male student in USIM so the 111ajority is for 

finale . 
The report and findings were based on the respondent's experience in e- 

bankinu services anion. - bank sectors in Malaysia. The samples gender composition 

representation is important because it explores different gender experiences on e- 

bankino transactions and the influences associated With trust and competencies in basic 

. skills in c-banking among Malaysian. This know ledge is required to improve c- 

banking services in Malaysia among users. 



47 

300 

250 

200 

150 

rý 100 
7D 

r 50 
ý ti 

., 0 

z 
ti1ale Female 

Figure. 5 Frequencies of the Respondents by Gender. 

Table: 3 Respondents Percentage Composition by Gender. 

Frequency Percent ('%, ) 

Male 111 30 

Female 20 1 70 

Total 372 100 

4.2.2: Users ages 

E-hanking users among N'lalavsian banks age range is reported in Figure: 7 while the 

pcrcentap formation of the sample is as shown in Table: 4 Uses between the ages of 

21-30 years were the highest (74°, ö), followed by less than or equal 20 years (20? ßö), 31- 

40 years (5%) and above 40 years (11o) respectively. This result demonstrates that those 

In the 2100 years age group engage in online transactions are more than other age 

ram-'C", illistrated in Figure: 0 among Malaysians e-banking uses. This age includes 

adults and involved in family responsibilities: however, this can be the reason why most 

Nalaysians within the age from 21 to 30 years use e-banking Web site which has been 



48 

found as an efficient and convenient medium (Ahnmd, 2(1 1) for most of their 

transactions. This proportion however, represents major c-banking users in Malaysia. 

The second highest c-banking users less or equal 20 years comprises of youths, sensing 

that most users within this age range have less family responsibilities. Users between 

3 1- 40 years were the third ranked c-banking users in Malaysia. The study found that 

trust influences Malaysians using c-banking services returns to the problem associated 

ww ith lack of trust over user's personal information and are exposed to fraud (Sohrabil 

et al.. 201 3). To encourage wider usage of c-banking among Malaysians, there is a need 

to establish reliable transaction web sites that can improve trust among users such as 

the use of passvv'ord in e-banking weh sites, site specific question regarding user's 

account or use of pin code. 
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Table: 4 E-banking, User's Ages 

Frequency Percent ('%o) 

Less or equal 20 74 20 

21-30 
-174 74 

31-40 20 5 

Above 40 41 

Total 372 100 

4.2.3: Marital status c-banking user-'s 

This composition show the marital status for resopondents, since the single respondent 
they have less responsibility and paying hills like married so the married they need to 

use e-banklnu, to settle their liabilities. Figure: 7 drawn the composition o marital status 

for c-banking user in MMtamalsia and Table: 5 shows the e-banking users marital status. 
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Figure: 7 Marital Status of e-Bankingu Users in Malaysia 
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Table: 5 E-banking Users Marital Status 

Frequency Percent ('%%) 

Single 338 91 

Married 34 9 

Divorced 00 

\V'idoww cd 00 

Total 372 100 

4.2.4: Educational levels of e-banking users in Malaysia 

The level of education for c-banking users in Malaysia is represented in Figure: 8 and 

the percentage composition in Table: 6. Undergraduate; ranked the highest while 

postgraduate were the least ranked, undergraduates 89%) (331 respondents), and 

postgraduate 11 (41 respondents). Educational level for c-banking user can be used 

to identify the compatibility of services that are provided by the e-banking web site to 

users such as trust In online transactions and computer skills. Blanca (2011) reported 

that trust facilitates the acceptance of a particular technology while Jeoungkun et al 

(2011) said that successful e-banking transactions can be facilitated by user's 

educational level. The educational level of e-banking users has been reported as a 

harrier to acquisition of basic computer skills, and if there is a lack in computer skills it 

is normally to effect on e-banking user to conduct financial transaction NO c-banking 

web site (Al-Smadi & \Vabel, 2011 ). Therefore, knowledge on the reported educational 

level of e-banking users indicates that basic knowledge of computer skills could be 

enhanced by educating the users and so can increase trust in transferring knowledge via 

c-banking web site. 
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Figure: S Level of Education Level for Respondents 

Table: 6 E-banking, users' level of education 

Frequency Percent ('%o) 

Undergraduate 331 89 

Postgraduate 41 11 

Total 372 100 

4.2.5: Employment Status for c-Banking User's 

Employment status among c-banking users in Malaysia can be drawn in Figure: 9 while 

'rabic: 7 shows their percentage composition. Full-time students were the most e- 

hanking users in Malaysia followed by employed users and self employed at second and 

third respectively. The order of the composition of employment status among e-banking 

users in Nlalavsia is full time students (909, ), employed (9`, 0) and self employment 

(100). This inlivrmation is important in that it provides sources of income for users 

vv-hich can be used to determine the potential transactions that are conducted through e- 

banking web site in Malaysia. The resuh of this survey represents the current population 

of employment in Malaysia. 
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Figure: O Employment Status among e-Banking Users in Malaysia 

Table: i E-Bankinn Users Employment Status 

Frequency Percent ('%o) 

Employment 31 9 

Self-employment 41 

Full time student 337 90 

Total T2 100 

4.2.6: Composition of \loiithly Income for c-Banking, Users 

T is 111011th Iv incoIll c of' respondent's is represented in Figure: 10 Percentage proportions 

of'respondents by monthly income were in the order of Rh13000 or less (90° o), RM3001 

to RN10000 above RNIo000 (5°0). However, the data collected front different 

monthly incomes in Malaysia described representative in0 rmation which are used to 

draw a conclusion on the respective practices on c-banking web site among Malaysians. 

Table: S shows a descriptive representation ofthe respondents composition ofmonthly 

Income, I111111ber and percentage. 
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Fiourc: 10 Participants Coml)ositloll by N/9onthlti, Income (RM). 

Table: 8 Description of Users Monthly Income by Percentage 

3000 or Less 

3001 -6000 
Above 6000 

Total 

4.2.7: Users Experience in c-Banking 

Frequency Percent ('%o) 

335 

is 

is 
371 

90 

5 

5 

100 

This section presents experience of c-bankin" users such as access to internet, number 

of years using the internet and number of years using, c-banking, average number of c- 

bankinl transactions monthly, where you conduct e-banking transactions, and which 

hardware You use to conduct e-banking transactions. 
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4.2.8: Pearly Internet Access Aniong e-Banking User's in Malaysia 

The number of years using Internet by users is demonstrated in Figure: 11, and 

percentage of the sample represents in the Table: 9. The information respresented by 

this result shows the proportion of Malaysians who can execute online transactions at 

their convenience including when they are at their residential homes. A greater 

proportion of Malaysians have access to internet; therefore, e-banking transactions can 

be widely used in Malaysia. It is believed that the increasing influence and the using of 

c-banking in '`Malaysia will motivate e-banking non-users to use the internet technology. 
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Figure: 11 Pearly Access Internet by c-Banking Users (years) 

Table: 1) Numbers of Years Using the Internet by e-Bankino Users. 

Frequency Percent ('%, ) 

1 or less 27 7 

2-3 24 6 

4-5 74 20 

5 ahove 147 67 

Total 372 100 
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4.2.9: Yearly e-Banking Aniong c-Banking Users 

The results show the bankim-, web sites used among Malaysians and illustrated in 

Figure: 13. while Table: 1O represents the respondents' proportion by percentage. Most 

c-banking users have used c-banking services for two years (53`%), while 34"%ä are 

en, 
-, 

a, 
-, 

Cd in online transactions via bank web site for less than one year, 8% for three to 

blur years and 5"o have used e-banking for five years or more. 

However, the use of web site for online transaction medium shows the need for 

improved e-banking web sites and computer infrastructure which have been reported to 

be a maJor barrier to user's satisfaction and main reason to increase trust among e- 

banking users (: Alsulimani, 2013). Interest on the use of bank web site for conducting 

online transaction is important In the present study, in that most online transactions 

depend CXCCIUSIN-Cly on the use of computer and electronic devices. Therefore, the 

computer and technology skills are considered as an important online transaction 

criterion in meeting user's satisfaction among Malaysians. Wise and Ali (2009) argued 

that many banks invested in bank web sites to deduct branch costs and refer to clients' 

preference to the use of web site than branch transactions. The use of web site lowers 

the cost of banking services which could be the reason why most Malaysians prefer e- 

hankin"i services (Yen & Adviser-Kin, 201 1). This can be seen from a recent survey 

obtained anions c-Nankin.: users and are as shown in Fiyi. ure: 12. 
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Figure: 12 Representation of Yearly e-Banking among Users (years) 

Table: 10 Use e-Banking by Users (years) 

Frequency Percent ('%, ) 

1 or less 125 33 

1-2 197 53 

3-4 30 8 

5 and Above 20 6 

total 372 100 

4.2.10: Frequency of Use the E-banking Web site in Malaysia 

To confirm the frequency of using c-banking services among users, Figure: 13 and 

Table: 11 shows the monthly frequency of using.; e-banking web sites. Most e-banking 

users 76% are engaged in online services between 3 and less in a month, 16% (4-7 

times) in a month, 5% 11 and more times in a month and 3% more than (8-11 times) in 

a month. The frequency of using e-banking facilities can be identified from the nature 

of business that is conducted via e-banking web site. However, this is not within the 

scope of Be present study. 
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Fiuurc: I; Monthk. Frequency oC Using e-Banking, \N"ch Site in Malaysia 

Table: 11 N/lunthly Frequency Of Using e-Banking Services in Malaysia 

Frequency Percent (`%o) 

Total 

<=3 

4-7 

8-11 

>11 

284 

is 

12 

18 

3 72 

76 

I6 

3 

i 

100 

4.2.11: Composition of Place of Conducting Transaction by c-Banking Users 

Figure: 15 is a representation of the respondent's place when the, are conducting 

transactions. Percentages of respondents were carrying out transactions in the order of 

home (75°o) because they think that may some followers can track them in work 

network or public \VIFI and get their user name and personal information, public \VIFI 

(180 0), work (6° 0), cyber cafe (I Table: 12 shows a descriptive representation of 

the respondent's composition by place of transaction, number and percentage. 
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Figure: 14 Participants Composition by Tf(lI1S<1Clloll Place IIl Malaysia 

Table: 12 Description place of'conductin", online transaction by percentage 

Frequency Percent ('%o) 

Houle 279 75 

Cyber cafe 21 6 

Public WIFI 61 

Work 66 is 

Total 372 100 

4.2.12: Composition of Hardware Used for Conducting, Transactions by c-Banking 

Users 

Figure: 15 is a represcntatiun of the respondent hardware used when conducting 

transactions. Percentages of the hardware used by respondents to conduct transactions 

in the order of laptop (S3%) because hand phone and tablet easy to attack since security 

level is not like laptop and desktop computers , 
desktop to (9%), hand phone (6%) and 
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tablet (? °%%) Table: 13 shows a descriptive representation of the respondent's 

composition by hardware of' transaction, number and percentage. 
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Fiýýtuc: IS Hardware Used f'or Conducting c-Banking, Transaction in Malaysia 

Table: I1 Dcscrihtivc Representation of the c-Banking Users by Hardware of 

e-Banking Transaction 

Frequency Percent (`%, ) 

Desktop 34 9 

Laptop 308 83 

Hand phone 22 6 

Tablet 82 

Total 372 100 

4.3: Correlation of Trust Factors in KT via e-Bank Web Site in Malaysia 

The trust factor in KT was reported and is discussed below. To evaluate user's trust in 

KT, Pearson correlation was employed fir trust factor and KT process via e-banking 

web sites in Malaysia. Reliability statistics were used to measure the consistency of the 

value of items starting from 0.70 as the minimum (Sekaran, 2000). Pearson correlation 
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"as conducted to test the level of- significance for trust of KT process at a significant 

level of- 0.05. These statistical tools Were considered suitable because they provided 

clear understanding, on the influences that constrained KT based on its reliability score 

over tested items. Correlations were used to validate KT process by analyzing the key 

components and drawing distinct and predictable results based on the Variables through 

a justifiable significance score 

Trust is the important variable for e-banking KT especially in uncertain environments 

where transaction k conducted online without face to face contact (Hamadi, 2010). In 

the present study, trust refers to the willingness of Malaysian e-banking users to engage 

in online transactions through internet web site. This definition is consistent with 

Thatcher (2008) on the internal and external dimensions of computer; nevertheless, the 

definition views trust in KT based on willingness of c-banking users to perform a 

reliable transaction via facilitated internet web site. 

4.4: Reliability Test 

A Cronbach alpha test was conducted on all five factors to test the reliability of all the 

variables separately. This was to determine the internal consistency of the scale used. 

The values of Cronhach Alpha coefficient are depicted below in Table: 14. All of the 

factors were found to have alpha coefficient values of greater than 0.7, which is an 

acceptable level of reliability (Hair et al.. 2006). 
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Table 14: Reliability Test 

Construct alpha Description 

Trust 
. 
91 User's willingness to transfer and use knowledge. 

Initiation . 
90 Difficulties experienced prior to the decision to 

transfer knowledge. 

Implementation . 79 Decision to transfer knowledge and start of actual use. 

Ramp up . 81 Unexpected problems from the start of actual use until 

satisfactory performance obtains. 

Integration . 
83 Difficulties experienced after satisfactory 

performance is achieved. 

4.5: Correlation Analysis 

In the tae of hypothesis testing, correlation analysis were mainly employed in order 

to examine the relationship between independent variables and KT process separately. 

The trust was used as predictor variables in correlation analysis with the dependent 

Cactor. The correlation and significant value between independent variable and each 

dependent variable (KT stages) was summarized in Figure: 16 and Table: 14 

respectively. Lastly, correlation was used to examine the integrated relationship of 

independent variables with KT stages initiation, implementation, ramp up and 

Inteoration via c-banking web site. 



62 

Initiation imp lernentation Ramp up 

372 372 372 

Fiurc: 16 Corrclation of Users Trust in KT Process via c-Banking in Malaysia. 

Table: 15 Correlation Analysis for Trust in KT via e-Banking in Malaysia 

Trust Correlation 

Sig. (2-tailed) 

N 

Init Correlation 

Sig. (2-tailed) 

N 

Imp Correlation 

Sig. (2-tailed) 

N 

Ra P Correlation 

Sib. (2-tailed) 

N 

lnteg Coiro]ation 

Trust Init Imp Ramp: Integ. 

1 . 933** . 884** . 878** . 9()5** 

372 

. 
933** 

. 001 

. 001 . 001 . 001 QQ l 

372 372 372 372 

1 . 879** . 889** 908** 

. 000 . 000 . 000 

372 

. 884** 

. 001 

372 

. 878** 

. 001 

372 

. 905** 

Sig. (2-tailed) . 001 

N 372 

372 

879** 

. 
000 

372 

. 
889** 

. 000 

372 

, 908** 

. -. Correlation is significant at the 0.01 level (2-tailed). 

372 

, 
777** 

. 000 

Integration 

. 777** 867** 

372 
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. 000 
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. 000 

372 
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372 372 

. 867**' `: $61** 

. 000 

372 
. 
000 

372 3 7? 
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To further establish the nature of the correlation analysis and relationship between trust 

and KT process this research repeated the correlation analysis for each stage of the 

transfer process, initiation, implementation. ra117p-lip and integration. 

Hypothesis l: there exists a positive relationship between trust and initiative stak in 

KT process. 

In the present study, the result obtained from correlation of trust and initiation stage 

vv'hich involves user recognizing a need lilt knowledge and commencing a search for 

that knowledge and knowledge provider preparing, knowled, 
-, e content for the Web site, 

understand needs of the recipient also requires content to he prepared with the recipient 

in mind. KT process showed a significant value of'0.01, and correlation of 0.933. Lack 

of trust in transfcrring kno" Iedge via c-hanking, web site is a behavioral attribute that is 

crucial in KT process and can discouraI-IC users frone eneacing in transfer knowledge 

via c-banking web site (Delone 
. 

Mclean, 2003; Goh & Sandhu, 2013) and need to 

arise convince c-banking users on the reliability of c-banking web site so as to 

encourage than to trust of usage and services. Holste and Fields (2010) found that trust 

is positively related to a user's \\ illingncss to transfer and use knowledge. 

Hypothesis 2: there is exists a positive relationship between trust and implementation 

stage in KT process. 

Implementation, begins when knowledge flows between the c-bank web site and the 

users, influences associated with lack of trust and lack of basic c-banking computer 

skiffs which must be available to users. It should function properly and respond quickly 

to support users to access and use the knowledge, in this stage the user decided to 

transfer knowledge and start of actual use. Of concern is how difficult it is to bridge 

the communication gap between the provider source and the recipient. Of Interest here 

is that at c-banking weh site, the users saw these difficulties as a consequence of ICT 

technology, issues and additional communication gap issues, such as language and 

cultural conventions. The result of correlation analysis between trust and 

implementation stage showed significant value 0.001, and correlation of . 
SS4. Lack of 
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trust influences KT process vv hich has limited the usage of' e-banking web site among 

Ma lays iills. 

Hypothesis 3: There exists a positive relationship between trust and ramp up stage in 

KT process. 

Ramp up, in this stage unexpected problems from the start of actual use until satisfactory 

performance obtains. The results were significant value 0.001 and correlation 0.878. 

Ramp up hegins vvQn the knowledge recipient starts applying the received knowledge, 

the c-hank users see as critical that the bank should he keen to learn and adopt new 

work practices of processing and performing tasks (Azizan et al., 2011 Y In this sense 

they emphasize a responsibility for the c-banking user to be proactive in adopting new 

practices. The respondents see trust as critical that the web site should provide relevant 
knowledge to users in such a way that the content is easy to understand, and is written 

in simple and meaningful language chosen with the recipient in mind. While this may 

he seen as emphasizing the primacy of trust, it is specific that It encompasses matters of 

trust and functionality related to ensuring that the User has a positive first, and ongoing 

experience of the web site. 

1-lvpothcsis 4: There is a positiv'c relationship between trust and integration stage in KT 

})recess. 

Integration, difficulties experienced after satisfactory performance is achieved. The 

result obtained from correlation between trust and integration stage in KT process 

showed a significant value of 0.01 and correlation of . 
90. Lack of user trust influences 

the integration stage in KT process, knowledge recipient will have received the 

transferred knoww ledge, and integrated its use with their needs. Given success, they "Al 

refer to the web site again in future to meet further knowledge needs. When the 

knowledge recipient has received the U'ansfcrred knowledge and moves to integrate its 

use with their needs, the e-banking users see that it is critical that the web site should 

contain content that is accurate. relevant, re-ularly updated and which meets user 

requirements. It should also contain advice on update schedules so that users can 

organize their revisit times (Azizan, 201 1). 
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In the present study, trust among e-banking users in KT via e-banking web sites in 

Malaysia have a high correlation (0.933) in initiation stage which refers to the subjective 

assessment of the possible side effects in engaging in c-banking web site. E-banking 

as an online service includes the exchange of client's information which could be 

influenced by the risk of exposing sensitive information and privacy to unknown users. 

When customers have high expectation of the utility and outcome of using an e-banking 

web site for KT, they will have high intention to transfer their knowledge (Wang et al., 

2009). That illeans increasing the trust of an c-banking web site which will facilitate its 

customers' intentions to transfer their knowledge. Therefore, research f-indings shed 

light on how to strengthen and improve an e-banking web site and communication 

channel so as to acquire and use customer knowledge effectively and efficiently. 

4.6: Validation of the Proposed KT IN'lodel 

The proposed trust in KT process met the intended need in that all the tested variables 

showed positive relationship. Personal profiles of e-banking users comprises 701% 

female and 30°iß male e-bankin users with different levels of education, age range, and 

employment status in different states in Malaysia. This shows that the research 

instrument is valid for use across e-banking users and that the findings can be applied 

to e-banking sectors. However, the background information of e-banking users shows 

that the users have access to internet, and uses different electronic devices for different 

transaction purposes, have used c-banking web sites and are engaged in monthly 

transactions through e-banking web site. This result provided substantial information 

that supported the four hypothesis for trust in KT process via e banking web site in 

Malaysia. 

Furthermore, trust factor in KT process via e-banking web site used a test to validate 

the proposed Model using correlation analysis and reliability statistics coefficient based 

on Cronbach alpha value. Trust was significant and consistently reliable. This result is 

therclbre suitable for evaluating user's trust in KT process in e-banking sector in 

Malaysia, so that variables that were tested were responsive to user's satifaction from 

data collected from e-banking users. The validated new KT Model is shown in Figure: 3. 
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However summary of the research findings based on the newly developed Model of' 

trust in KT process via e-banking user's web site in Malaysia is as shown in Figure: 3 

Summary of die research findings are shown in Table: 16. 

Table: 10 Summary of findings based on the proposed KT Model 

Trust with initiation 

Trust with implementation 

Trust with Ramp up 

'T'rust with integration 

Appropriateness Result 

Important Positive 

1nlportant Positive 

Important Positive 

IIII portant Positive 

4.7: Sunuuan' 

This chapter discusses the result of data that taken from c-banking users in Malaysia. 

The analyzed result has shown that lack of trust is detrimental to transfer knowledge via 

e-bankina web site in Malaysia. The result has also shown that c-banking services are 

a dominant route li, r most banking transactions in Malaysia. Therefore, it is obvious 

that there is a necessity to enhance c-banking web site so as to encourage users to 

utilizing the c-banking web site comfortably. In addition, correlation and reliability 

statistics result on the trust factor in KT via e-banking web site in Malaysia had positive 

responsiveness on the e-banking services and in conformity with previous literature 

studies. 


