CHAPTER I

INTRODUCTION
1.1: Introduction

Currently the world 1s experiencing an era in which know@sdeqs a basic commodity,
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edge economy because KM is increasingly important (United Nations, 2010).
gh technology 1s not the only tool available to address the challenges of KM
enport & Prusak, 2000) 1t 1s an important facilitator. As such, banks seek to take
advantage of emerging technologies, especially the web site, as a platform to provide

information and services to the clients. The web site, however, not only provides
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opportunities to banks to offer information and services online to users but also provides
challenges to assure that the web site delivers to the user's needs and facilitates requisite

knowledge transfer. The web site 1s also expected to provide users with what i e
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to determine their knowledge needs without a requirement for bank a
[n general, in order to enhance user trust in web site features there areQeeds to building
measures and special treatments include relationship benefit lh:llN{: h as confidence
(Al & Yusof, 2009). Recently, 1t has been found that knd c management system
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service was influenced by trust and is sull presently a crucial barrier to
cting the transactions (Harris & Dennis, 2011). Services by e-banking have been
strained by critical factors for providing online services such as paying bills, account
management and shopping via web site (AbuShanab et al., 2010). Moreover, 1o

encourage e-banking, banking firms have employed the latest IT to facilitate access
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processes and authentication of e-banking services and remote clients, data sent and

received encrypted through the development of encryption algorithms, emphasizes

internal network safety and implementation firewall configuration. In addition,
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to login to a banking web site securely for transactions (Ahmad, 2011),

Trust s central to e-banking transactions and influences on client's be
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.2: E-banking

'sig the web site as the delivery channel to conduct banking transactions such as
viewing account balances, paying bills, transfer funds and other financial services

(Nami, 2009).



2) E-banking as a banking service such as transfer of funds, payment of bills,

i

withdrawals, deposits. access to account information that are carried out on aN\gANK S
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web site through a personal computer (PC) connected to the Internet (O

3) Electronic Interface where the clients can conduct therr finan®al transactions

electronically and these transactions might include transfer ¢ fun®and paying bills

(llyas etal., 2013).

its clients (Hamud, 2012).
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1) Interactions b

tf&wmss the company (Paulin & Suneson,
2012).

2) Interg roups, teams, individuals and organizations

(King

15 research, knowledge 1s defined to include bank knowledge (information and
rces) made available for users, chients and business sectors via web site, to become

valuable to users™ web site when they interpret and apply.
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This research evaluates trust factor through the perspective of KT, adopting clients

perception. Adapted Model of Szulanski’s (1996: 2000) intra-organizational KT Model

studies. However, Szulanski's original KT Model is designed to integgal K. Cooper et

In e-commerce

al., (2006) have adapted the Model to studies of CSFs for cxlcr%

contexts. Azizan (2011) has adapted the Model to studies of LSFsWr external KT 1in
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Model, and adapted it to evaluate trust factor for exters
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ltw : such as its look and feel, its quality, 1ts privacy

teristics of a we

m;mwcm. or its security. Un¥erstanding the online user’s perception of trust can

pres 0 develop services that better meets user’s requirements and to provide tools

assist the user in assessing the trustworthiness of given information and service.

To understand the online user’s trust needs to understand what trust means, way 1t 1s

established, and whether trust changes depend application domains (does users assess
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the trust worthiness of the e-banking web site in the same way for e-commerce web

site?). Trust has been defined in many ways (Mui et al., 2002), vulnerability to the

actions of others (Mayer et al., 1995), probability (Gambetta, 2000), risk (Joh

Swap, 1982). Ermisch et al (2009) present that trusting someone doing
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the clients, depend to the KT process.
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fail without trust, regardless of technology. Lack of
about the behaviors and intention of bank we

reframn from using their knowledge.

Thus, trust requires a focus sj
research trust provides
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Al- wtmd Al-Wabel (201 ])}L\LH[LL{ that most e-banking users should be informed

cry update on information. Also, overriding problems associated with trust

|®help to reduce fear and facilitate transactions n ¢ -banking by the reduction of
Fential hazards which 1s vital for financial activities (Gu et al., 2009; Ahmad, 2011

Kimetal.. 2011).



Web design and quality of web (Aladwani & Palvia, 2002) are also suggested as key
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pieces to online user trust. Beliefs regarding a bank web site perceived mformation

load, and information sensitivity guarantee a positive effect on trend towagds (NIng an

c-banking platform (Liang & Lai, 2002). Perceived quality 1s one of ortant
spectfications, based on structural guarantee mechanism, is the privagsdd Information
on the bank web site (Malhotra et al., 2004). Gillmor (1998) indicat the problem
In privacy via mternet is the exploitation of sensitive iformatig ccurs when the

e-banking web site does not offer their privacy policies or hi

Key pieces of trust are confidence, risk, exploitatie
(Lewis & Wergert, 1985). Deutsch (1962) focus
willingness of an individual to behave 1in a ma
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Table: 1 includes trust factor for KT

Authors

ucing fear Levin et al.,
2002.
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Feng & zhang,
2007.

herce. If trust 1s vital, then Arshad et al,
2010.
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e seekers and sources, firms will find 1t 2011,

cult to take ..ldvautaac &fl rhaps their most valuable resource.



1.5: Research Audience

There are two intended audiences tor this research:

|. Practiioners involved in developing and managing organum web  site,

particularly bank web site. This audience 1s concerned with evaluRg ust factors that
contribute to making an electronic bank web site a successft | for the dehivery

of bank knowledge resources to clients.

2. KM researchers, concerned with the processes of4

context can shape perceptions of the trust as critic
1.6: Problem Statement

In order to provide excellent service ™ : :Jn&Qinw, a bank needs

Ql addition. the factors

diagnostic factors that are safe, efficientagptisiwng andNgcurat

imformation such as soMfal imnfommat

transactions h{ |
people fromiuggs We-

hnsagdns hence the need to identify and provide strategies

dies that counlcr:m@discrcpamcicﬁ (Yousatzai et al., 2005).



1.7: Research Questions

|) How significant 1s the trust factor in KT process in e-banking web 5110’\i

2) Which stage in KT Model has a high relation with trust factor?
[.8: Objective of Research

The research objectives:

l@\t‘lans high relation in KT process via e-

L]l%‘ onnaires were utilized to collect data

.f‘m@s derived from the field survey were then

vignificance ot the Research

1s research aims to evaluate trust factor for achieving KT by Malaysian e-banking
web site, from the user's perspective. Trust is the factor which will ensure successful
competitive performance for the e-banking web site. This research may provide an

opportunity for the banking sector in Malaysia to operate an effective web site. In
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addition, the result of this research may provide guidelines to banks wishing to develop

e-banking web sites in the future.

The research will evaluate trust factor in KT process to determine the

process based on users’ trust towards e-banking operations i N Also the

rescarch will determine the correlation that exists between the tre 1 respect to the

demographic iformation (such as age, level of education, gnont
d

lirected through e-

v mncome) of the

-

respondents. This can help to understand the need for usew

banking transactions by web site (Tarafdar & Vaidy: . Trc outcome of this

research could encourage other firms to emulate tl ss Qf &bankgdcb sites. The

following 1s the outline of this thesis in figure 1. " \3



1.11: Thesis Outline
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of this Thesis.

-1gure: 1 Descriptive Outline



1.12: Research Contributions

The research to be reported potentially contributes in the following all‘cals:\q
1) Theory: 2

' ZOiz). Four stages are

1.1) The four stages of KT Model proposed by Szulanski (199

evaluate trust factor in KT via e-banking web site, so ex

of the Model.

1.2) Discussion on the trust for bank web site Mg comril}ll

how local context can shape perceptions of (RgFerMticalw of

banking.

2) Practice:

nés @\'cd in developing web site,

w:'_ nsights that can contribute to
» F *\.r -

of bank knowledge resources to
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