CHAPTER IV

FINDINGS AND EVALUATION

4.1: Introduction

kev Malaysian bank uscer’s respondents. Thesé

in Malaysia based on electronic banking

chapter. E-banking services include gpl _,
knowledge to clients via bank web sim%:

access various services from payi

b

Malaysia. Except cash withdra >SS t0 most of

liElQ,lr;msf'er bank’s knowledge and also

Q )

S and achieve competitive advanta

$ICS

-

developy Mgy gve egpadhking with faster response to e-banking user and
fulfil W SCrvices c[‘l‘ccti\'c\ aoungkun et al.,, 2011). Even though e-banking

many advantages, e-banking services are influenced by lack of trust in

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

demographic information such as gender, age, marital status, level of education,
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current employment status, monthly income, internet experience, e-banking experience

average monthly transactions, place of transaction and which device used. The second

section provided the inttiation of KT process; while the third section the implem§fitation
of KT process; fourth section ramp up in KT process; the fifth section int
process and the sixth section trust factor which proved crucial to efjigel

banking web site in Malaysia based on the proposed framework.
4.2: Descriptive analysis

e. marital

\gﬁ:rncl

ace of

1t @:L of they

Ma va and their

ls reported 1n the

This section comprises the respondent’s demograpl

status, level of education, current employment

experience, e-banking experience, average m nline grar

transaction and which device used. This info
provided a detailed description of the ge-bai
composition. The descriptive statistics o le

subsequent section,

4.2.1: Sample Composition b\

Gender formation from w hu S s rogorted methis research is plotted as shown
in Figure: 5 and the cor mprise 30% (111 respondents) of
omprise 70% of the sample, because

of the number of X studdmunog llmn@c student in USIM so the majority 1s tor

d11(

female . The dergded on the respondent’s experience In e-

banking ser ong Panky s \(u}M.-.l aysia. The samples gender composition

}Ldll‘@ explores different gender experiences on e-
ansactions and the mi@; es assoclated with trust and competencies in basic
S \L anking among Maldysians.  This knowledge is required to mmprove e-

services in Malaysia among users
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Male
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4.2.2:

mnks age range 1s reported in Figure: 7 while the

- ¢ '
DCICCING L the s;-.uq&is as shown in Table: 4 Users between the ages of
___l%m I's were the highcslﬁ‘?fh), followed by less than or equal 20 years (20%), 31-

ar's (3%) and above 40 years (1%) respectively. This result demonstrates that those
¢ 21-30 years age group engage in online transactions are more than other age

oe mcludes

-

anges 1llistrated 1n Figure: 6 among Malaysians e-banking users. This a
adults and mvolved in family responsibilities; however, this can be the reason why most

Malaysians within the age from 21 to 30 years use e-banking web site which has been
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found as an efficient and convenient medium (Ahmad, 2011) for most of their

transactions. This proportion however, represents major e-banking users 1y Malaysia.

sensing

The second highest e-banking users less or equal 20 years comprises of y@uth!
S

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

-

31- 40 years were the third ranked e-banking users in Malaysia. T dy found that

trust ifluences Malaysians using e-banking services returns to th @lcm assoclated

with lack of trust over user’s personal information and are ex o fraud (Sohrabil

ctal.,, 2013). To encourage wider usage of e-banking among

L

Sians, there 1s a need

the use of password i e-banking web sites, site 4

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

Frequency Percent ( i
)

L.ess or equal 20 74 20)
21-30 274 |

31-40 20
Above 40 4
Total R

4.2.3: Marital status e-banking user’s

hey need to

l

they have less responsibility and paying bills
use e-banking to settle their habilities. Fiodge: awmthe ™ LANWO f marital status

for e-banking user in Mamalsia and sers marital status.

N E()



Table: 5 E-banking Users Marital Status

Frequency Percent (%)

Single

Married 34
Divorced 0
Widowed 0

Total it L

4.2.4: Educational levels of e-banking users in Mz

The level of education for e-banking users in M
the percentage composiuon i Table: 6. UN

postgraduate were the least ranked, ui yondents), and

..U% 8}/ | 1 K
to 1dentity the compatibility of services Mg areprovigS\by EilQ—b
users such as trust i online tranga % and ¢ - Ik& Blanca (2011) reported

' a )ﬂ*ticul ’ﬁccll@gy while Jeoungkun et al
Eg‘({n be facilitated by user's
)i @g users has been reported as a
.

here 1s a lack in computer skills 1t

postgraduate 11% (41 respondents). g user can be used

anking web site 10

that trust facilitates the accep

L

1101

(2011) said that successiul &gahkipge

chth'nnl l

ASTR compu

cducational level. The

|
S.'a *

h |

barrier to acquisition o

|y” 1'he !&lu knowledge on the reported educational
b :;rqmtcl',sic knowledge of computer skills could be

111( \“Ed.';m increase trust in transferring knowledge via
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Figure: 8 Level of Education Le
Table: 6 E-bankin
Undergraduate
Posteraduate \

Total \ 4

4.2.5

Ga):!"m Malaysia can be drawn in Figure: 9w hile
ysition.  Full-ime students were the most e-

remployed users and self employed at second and

Y composition of employment status among e-banking

L.--

This mformation 1s important in that it provides sources of income for users
Nhich can be used to determine the potential transactions that are conducted through e-
anking web site in Malaysia. The result of this survey represents the current population

of employment in Malaysia.
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Figure: 9 Employment Status among

pls :::1 ,

Table: 7 E-Banking

Employment 9
Selt-employ mcnt\ l
Full time stgden 90

Tota 100

10 Percentage proportions
¢ 1n the order of RM3000 or less (90%), RM3001
(5%). However, the data collected from different

(. ﬂ).. above R\l@

Cincomes in Malaysia described representative information which are used to

mconclusion on the respective practices on e-banking web site among Malaysians.

ple:

- 8 shows a duulpll\ ILDILHLI]IMIOI] of the res mnduu composition ofnmmhl}‘

1come, number and percentage.
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Na. of Respondents

Table: 8 Description of UsersSgongly IIR‘

Freq Yen

ome Ny Per

F;chnt (%)

L8

3000 or Less 90
oy
3001 = 6000 5
Above 6000 D
Total ’ 100

4.2.7: Users Exp

users such as access to mternet, number

of years using e-banking, average number of e-

{ W

ou use to conduct @nking transactions.

Rl"c you conduct e-banking transactions, and which



N
F 3

4.2.8: Yearly Internet Access Among e-Banking User’s in Malaysia

The number of years using internet by users is demonstrated in Figure:\g®and

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

ctions at

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

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

Na. ot Respondents

A ’ SN Frequency Percent (")
e 2-3 24 6
o 4-35 74 20
S above 247 67

Total 372 100
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4.2.9: Yearly e-Banking Among e-Banking Users

The results show the banking web sites used among Malaysians and 1llygira®gd n

Fiegure: 13, while Table: 10 represents the respondents’ proportion by perce > \Viost

Ny 34% are

e-banking users have used e-banking services for two years (53%),

—

-

engaged 1 online transactions via bank web site for less than one ye: tor three to

1th s the need for

ported to

:.'fm@g c-
o)

1ctions

four years and 5% have used e-banking for five years or more.

However, the use of web site for online transaction mé
improved e-banking web sites and computer infrastruct
be a major barrier to user’s satisfaction and main r

banking users (Alsulimani, 2013). Interest on the cting

online transaction 1s important in the present s
depend execlusively on the use of computegand W
computer and technology skills are ¢« ns@s M
criterion in meeting user's satisfaction amﬂ‘lal \'Slans
% 10 dcd\
18. @ use of web site lowers
&

rnch ﬂansz
Son \ghf most Malaysians prefer e-

Bsls and refer to clients

)

that many banks mvested in bank wg

preference to the use of web site




250 |
|

200
150

= | 100

5 ‘

T | .

S | '

e | 2V ]

7 ,

QJ[ |

ol o4 R——

r A

Figure: 12 Representation of Yearly e-Ba

?_“;31

J CQUCTICY

Mt

Table: 10 Use e-B 'S (YOurs)

F

1 or less

] -2

)

3-4

S and Ab

total

'kia(\\'ja) site in Malaysia
'3

oJbusiness that 1s conducted via e-banking web site. However, this is not within the

scope of the present study.
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Flomee: 1S Q rcprcscmmmq{ the respondent’s place when they are conducting

ucting Transaction by e-Banking Users

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

(75%) because they think that may some followers can track them in work
twork or public WIFI and get their user name and personal information, public WIFI
(18%), work (06%), cyber cate (1%). Table: 12 shows a descriptive representation of

the respondent’s composition by place of transaction, number and percentage.
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1Ny NQY
") A

Home _
Cyber c: Yv 6
Public W% i v' l
' 18
100

O

AF re{R\j for Conducting Transactions by e-Banking

T
9

5 is a representation of the respondent hardware used when conducting
actions. Percentages of the hardware used by respondents to conduct transactions
ingthc order of laptop (83%) because hand phone and tablet casy to attack since security

level 1s not like laptop and desktop computers , desktop to (9%), hand phone (6%) and



tablet (2%) Table: 13 shows a descriptive representation of the respondent's

composition by hardware of transaction, number and percentage.
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4.34 clation of Trust F@g&‘ in KT via e-Bank Web Site in Malaysia

» trust factor in KT was reported and 1s discussed below. To evaluate user’s trust in
. Pearson correlation was employed for 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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was 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

a

11N environments

S.'B[{., with
e"elji&'ss, the

scrs\lhg perform a

celiable transaction via facilitated internet u% E ?
4.4: Reliability Test \j O
A Cronbach alpha test was conducte : all@ive

OI'S l@ the rehiability of all the
( piq@clmv in Table: 14. All of the
)

C

Y
crn:.1§915isl¢n¢y of the scale used.
vof greater than 0.7, which 1s an



01

Table 14: Rehability Test

Construct alpha Description o

Trust 91 User’s willingness to transfer and use Hogud®ge.
Initiation 90 Difficulties experienced prior tokn >cision Lo
.y : ‘_1 o |- i C_

transfer knowledg
Implementation 19 Decision to transfer knowled% z art of actual use.
> St

Ramp up S Unexpected problems fron

t of actual use unti
satisfactory performand

S
" Integration .83 Difficulties ex _ f!er satisfactory

performance 1s aclyeved. | W il N

E
<

maigly cmployed i order

4.5: Correlation Analysis

In the stage of hypothesis testing, corr

to examine the relationship between nawchdent variz

%l ¢S 1N uh‘n

cen @pu‘ldcm variable and each

The trust was used as predictor 0

Ml\ sis with the dependent
N

(qctor. The correlation and s

dependent vanable (KT st I'1ZeC <ﬁ/Fi;:..jfun.:'*: 16 and Table: 14

respectively.  Lastly, corr 1 wa

cxagemc the ntegrated relationship of

independent variablé

-,

, 1mplementation, ramp up and

Il]lﬂ”ldllﬂll Via e
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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, mitiation, implementation, ramp-up and integration.

Hypothesis 1: there exists a positive relationship between trust andy

KT process.

_trust¥ind mitiation stage

nmc[cing a scarch for

[n the present study, the result obtained from correlation «

which mvolves user recognizing a need for knowledge

4he web site.

that knowledge and knowledge provider preparing k
understand needs of the recipient also requires contg 1 #he Yﬁlplu]l
1@% Lack

ora@hute that 18

cructal m KT process and can Lll\LOLlIdf_’L LISCI'S QT 1N R fer knowledge

i mind. KT process showed a significant value

of trust in transferring knowledge via e-banki

via e-bankig web site (Delone & Mcl@ - | ' U Ild]l&- )13) and need to

arise convince c-banking users onN bnnk@ web site so as to
encourage ¢ them to trust of USAZC aIgly : \:ld @f 2010) found that trust

I :.m%@. knowledge.

is positively related to a user’ 4

Hypothesis 2: there 1s exis sm\ relago

sh&@’\wcn trust and implementation

stage in KT process.

J‘

Implementation, bn.m een the e-bank web site and the

users, nflue 15 t and lack of basic e-banking computer
skills whic 1\{_11 should function properly and respond quickly
d uw& knowledge, in this stage the user decided to
nowledge and start o w?t'ml use. Of concern 1s how difficult it 1s to bridge
1hwmmicmion aap hclwc.}{'{ the provider source and the recipient. Of interest here
at e-banking web site, the users saw these difficulties as a consequence of ICT

10logy 1ssues and additional communication gap issues, such as language and

T
tural conventions.  The result of correlation analysis between trust and

implementation stage showed significant value 0.001, and correlation of .884. Lack of
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trust influences KT process which has limited the usage of e-banking web site among

Malaysians.

Hypothesis 3: There exists a positive relationship between trust and rarfp

KT process.

Ramp up, in this stage unexpected problems from the start of actyal uszmil satisfactory
al

performance obtamns. The results were significant value 0.( correlation 0.878.

ecrved knowledee.

—

Ramp up begins when the knowledge recipient starts app
adopt new

[ lh?-sensc
ndmm ng new

the e-bank users sece as critical that the bank shoul

vet af, 20

in’

be prguct]

web ﬂ'l

in simple and meaningful language chosg

be seen as emphasizing the primacy of ti

trust and functionality related to cn% that th
experience of the web site. e
Hypothesis 4: There 1s a [mT‘Imi nshi

ProCess.

\'cn@'usl and integration stage in KT

Integration, diffl actory performance 1s achieved. The

result obtaine m lyl\\'mgﬁ'ust and integration stage in KT process

y). :11@1‘1'clmmn 0f .90. Lack of user trust influences

':pl'm‘é? knowledge recipient will have received the
owledge, and imcéj' d its use with their needs. Given success, they will
n\ol 1c web site again ihmurc to meet further knowledge needs. When the

lge recipient has recerved the transferred knowledge and moves to integrate 1ts
With theimr needs, the e-banking users see that 1t 1s critical that the web site should
ntain content that 1s accurate, relevant, regularly updated and which meets user

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

organize therr revisit imes (Azizan, 2011).
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In the present study, trust among e-banking users in KT via e-banking web sites 1n

When customers have high expectation of the utility and outcome o

web site for KT, they will have high intention to transfer lhcirwﬁ'dgc (Wang et al.,

The proposed trust in KT process mw |

showed positive relationship.  PgfSonal pro

(

level@?ﬁeducmion, age range, and
ngL ‘311 shows that the research
@ml the findings can be applied
ul‘d«@mmtion of e-banking users shows

'

(I USCy d

female and 30% male e-bankin
employment status in diff

mstrument 1s valid for usé

erent electronic devices for different

panki “e: veb sites and are engaged in monthly
\ Ilsit‘*@lis result provided substantial information

b£ 1‘@11151 in KT process via e-banking web site 1n

S

that suppoged th

Malaysyp ?

2 *ﬁrc‘, trust factor in c‘{)roc::m;"s;s; via e-banking web site used a test to validate
C Ll

lh?i osed Model using correlation analysis and reliability statistics coefficient based
omgronbach alpha value. Trust was significant and consistently reliable. This result is

crefore 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

l
trust in KT process via e-banking user’s web site in Malaysia 1s as showngn RAUI‘GZ 3

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

odel

st ———————eteeieil

Appropriaiegne N Result
Trust with initiation Impon ~t ' ' Positive

Trust with implementation [nip gt Wiw

Trust with Ramp up [wgrtant or (rit'i'&'

Positit™e
| v

¢-b n; ng users in Malaysia.
m 1»@10 transfer knowledge via

Table: 16 Summary ot findings based on the proposed

I'rust with integration D1portant

4.7: Summary

This chapter discusses the result of datagrat_tag

The analyzed result has shown tipg of trgg

e-banking web site in Malays4 WS shEQn that e-banking services are
N T

a dominant route for most l‘m a ATS | bélysia.

sIte SO as to encourage users to

herefore. 1t 1s obvious

r\'wt‘&ﬁi\‘fld in conformity with previous literature




