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CHAPTER I 

INTRODUCTION 

1.1: Introduction 

CUI-r-Clltly the world is experiencing an era in which knowledge is a basic commodity, 

knowledge streams have been highlighted as the most important factor 111 economy 

(Somers Nelson, 2001). Therefore, by accepting the knowledge as a strategic 

resource for organizations and its significance on the organization's capability and 

stability within the competitive environment, an urgent need has appeared to create 

techniques far establishing, sharing, transferring and employing knowledge in the firms. 

In order to use this valuable asset, the companies should manage their knowledge 

soundly (Ansari et al., 2012). Knowledge becomes a key control mechanism within an 

organization (Assudani, 2005). An organization that manages its know ledge effectively 

could improve the functioning ofthe organization (Lin et al., 2007). Knowledge is one 

resource that is difficult to replicate and hence is key in achieving advantage over other 

organizations (Manovas, 2004). In this research, knowledge is defined and scoped to 

include those bank knowledge resources (information and services), made explicit and 

available far users through a bank web site, which becomes meaningful to web site 

users. 

Knovv ledge managenient (K\I) is increasingly important lOr an organization s success 

in c-commerce era. As financial activities increasingly shift to the web, the Main 

challenge for corporate management is maintaining a competitive advantage through 

strong relations With customers (Tianyong ct A, 2006). Nations face the challenges of 

the knowledge economy because KM is increasingly important (United Nations. 2010). 

Although technology is not the only tool available to address the challenges of K, \-1 

(Davenport & Prusak, 2000) it is an important facilitator. As such, banks seek to take 

advantage of cmcr_gino technologies, especially the web site, as a platform to provide 

information and services to the clients. The weh site, however, not only provides 
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opportunities to banks to offer information and services online to users but also provides 

challenues to assure that the Web site delivers to the user's needs and facilitates requisite 

knowledge transfer. The web site is also expected to provide users with what 1111211t be 

termed a "sell-service" technolo(Iv that I cilitates the Well site users, by allowing users 

to determine their knowledge needs without a requirement for hank agent intervention. 

In general. in order to enhance user trust in web site features there are needs to building 

measures and special treatments include relationship benefit features such as confidence 

(All & Yusol, 2009). Recently, it has been found that knowledge management system 

(KNIS) is a critical factor behind e-knowledge success in banking and finance (Sehoder 

& Nladeja, 2004). Also satisfaction with wb site attributes is important. For instance, 

in weh site information richness was strongly' related to performance and usage 

initiation (Chung & Law, 2003: Ali & Yusof. 2009). Recently, web site research 

focused on user relationships and human web interaction. 

Consequently, this research seeks to evaluate the trust factor fir knowledge transfer 

(KT) via electronic banking (c-banking) "A site. In this study trust is defined as 

willingness ofe-banking clients to conduct online transactions, with the expectation that 

the e-banking will meet its obligations, regardless of their ability to control or monitor 

banks actions (Alsulimani, 2013). This definition captures two discrete but non 

separable aspects of trust in the c-bankiuo context. It includes a traditional view of trust. 

as an e-hanking services provider, it implicitly covers trust in the confidentiality and 

integrity of the transaction medium, that is, the Internet (Yousafzai et al., 2005). 

E-banking, services established to provide e-hankin`e services through bank proprietary 

and spread the World \Vide Web was introduced as attractiveness for a comprehensive 

research (Ahmad, 20 11 ). l -hanking services reduced the lime and cost spent on 

transactions for clients to conducting their transactions conveniently. However, the e- 

banking service was influenced by trust and is still presently a crucial barrier to 

conducting the transactions (Harris & Dennis. 201 1). Services by e-banking have been 

Constrained by critical factors Cllr providing online services such as paying bills, account 

management and shopping via weh site (AbuShanah et al., 2010). Moreover, to 

encourage c-banking, banking firms have employed the latest IT to facilitate access 
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processes and authentication of c-bankingg 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, protect 

client's inlörmation through using an eilectiv'e authentication system to enable clients 

to login to a banking web We securely, for transactions (: llunad, 201 1). 

Trust is central to e-banking transactions and influences on client's behavior (Gu et al., 

2009; Harris & Dennis, 2011). Owing to the associated problems with e-banking 

transactions via e-banking web Site, it is necessary to I'elel' to previous related literatures 

to investigate stages of transferring knowledge in e-banking transactions via web site. 

The objective of this research is to study the impact of trust factor in KT process via e- 

banking web site. This in-Formation is important to promote e-banking services as well 

as the transfer of clanking knowledge (Hera indez-Orteea. 2011 ). 

In the present research, hovv'Cver, a decision has been taken to take a case approach, 

choosing Malaysian banking web site front users' perspectives. A study faces on the 

banking sector in Malaysia seeks to generate insightful points to establish a 

comprehensive basis for the generalization of results. In addition, evaluating trust factor 

for KT to banks web site provides an opportunity to build an enhanced understanding 

of how local context can shape user perceptions of the criticality of trust factor. 

1.2: E-banking, 

L. -bankiiu has become increasingly widespread, has been used by Illany financial firms 

to reduce lime and costs associated with having personnel serve clients physically to 

shorten processing. flexibility of business transactions and provide a better service 

overall (Shill S: Fang. 2004). Also, with the rapid growth of other types of electronic. 

Internet based services, e-banking service has seen an increased interest. 

Several definitions of c-hankini drawn upon in this research include: 

1) Usinu, the vv eh site as the delivery channel to conduct hankino transactions such as 

\le\\'lnC account balances, paying NIIIS, transfer lands and other tlnanci, 11 services 

(Nan11,200')). 
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E-bankin- as a banking service such as tran; tcr Of find;, payment of hills. 

withdrawals, deposits, access to account information that are carried out on a hanks 

weh site through a personal computer (PC) connected R) the Internet (Ovewole et al., 

2013). 

3) Electronic Interface vv'licrc the clients can conduct their financial transactions 

electronically and these transactions might include transfer of funds and paving hills 

(Ilvas ct al., 2013). 

4) Provider of services and inl'ornmtion by hank lllatlörnl to its clients, consider it as an 

electronic connection to I11ana!! c a1111 control llnallClal transactions betwecii banks and 

its clients (Halllid, ? 01? ). 

Draming, upon components ()l these Contributions and other; discussed in Chapter 2, e- 
banklng is defined and scopcd for tile purpose of this research as the utilization of' the 

Iilternel, particularly via \\ cl) site, to improve and enhance bankIng llperatlonS. 

1.3: Knowledge Transfer (KT) 

Scvcrll definitions of' KT upon this rescv-ch inclullc: 

I) Interactions between OrOulls 1111c1 lllCllv'IIILIaIs ; 1Cross the CO111h811v' (P; lllllll 
, 
ý- SLlllcsOll, 

2012). 

roup;, tcam;, individual; and or"anizations Interchaný c of' I: nu%\l<<i, -, c brt%vccn 11 

(King, 2006). 

In this research, knoww ledge is (lctincd to include hank know lcdlic (information and 

services) male a%ailahle li)r users, clients and business sectors via \\'C b site, to become 

aluable to users' %\ eh site \\ hen the\ interpret and apply . 



This research evaluates trust factor throm-h the perspective of KT, adopting clients' 

perception. Adapted Model of Szulanski's (1996: 2000) intro organizational KT Model 

has been used to evaluate trust factor für KT via e-banking yveb site, as they employed 

to facilitate Identification of CSFs for KT via a government web site (Azizan et a!., 

20111 This Model has been chosen because it is recognized and supported a number of 

studies. However. Szulanski's original KT Nlode! is designed to internal KT. Cooper et 

al.. (2006) have adapted the Model to studies of CSFs for external KT in e-commerce 

contexts. Azizan (2011) has adapted the Model to studies of CSFs for external KT in 

oovernment to citizens (G2C) context. This research has extended Szulanski's KT 

Model, and adapted it to evaluate trust factor for external KT in e-banking context. 

1.4: Trust 

aroww ing number of, Internet users use c-services to mana, -, e their daily activities. By 

using online they can inquire about taxes (c-government), check TO account balance 

(c-banking), purchase goods (c-commerce), or renew their medical insurance (e-health). 

Untartunately, the use of such services, although of' great benefit to the end user. also 

exposes the User to cyber risks, for example, phlshnlg attacks or identity theft resulting 

in the user's loss of personal information and money. (Costante et A. 201 1). 

Trust co erns most relationships: our friends, our hank.. When users use e-sei-vices, the 

trust factor is crucial. This mostly refers to the fact that the signals of trust centrally 

used to establish relationships, such as body language, is missing; in the online 

environment. To understand and establish trust online, there is a need to find the signals 

oftrust and determine hovv thev influence the users perceptions oftrust. This research 

refers to KT Model to test the trust factor at each stage of KT process, and represents 

peculiar characteristics of a web site such as its look and feel, its quality, its privacy 

Illalla`celllellt_ or its security. tinderstalldill- the online users perception of trust can 

help us to de\ clop sere ices that better Meets user's requirements and to provide tools 

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

To undcrsland the online user's trust needs to understand what trust mean;. \\a\- it is 

established. and vVhethel. trust changes depend all)I)Iicatloll domains (does users assess 
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the trust worthiness of the e-banking web site in the same way' tar c-commerce %v eh 

site'? ). Trust has been defined in man), ways (Mui ct al., 2002), vulnerability to the 

actions of others (Mayer et al., 199), probability (Gambetta, ? 000), risk (, lohnson 

Swap, 1980. Ermisch et al (2009) present that trusting someone doing A does not 

necessarily extend to trusting in that same person doing B. This leads to consider that 

trust as a multi-dimensional, context dependent on the stages in Szulanski KT Model. 

In this research the different dimensions of online trust are ev aluated. importance for 

the clients, depend to the KT process. 

Trust I 'actor is the key aspect of K1ý'l. Svwwoww den (2000) argues that the most crucial 

läctor Oar KT is trust. Davenport and Klahr (1995) claim that knows ledgge initiation will 

fail without trust, re(-,, Ildless of'technology. Lack of trust will lead clients to be skeptical 

about the behaviors and intention of bank web sites and thereby they will possibly 

refrain from using their knowledge. 

Research on trust is broad and includes a variety of approaches from trust as a 

personality trait to the emphasis on trist as social reality (Clark & Payne. 1997). The 

focus of this research is on evaluatin_c trust in e-bankin_, web site contexts. In general, 

trust is considered as the willingness to rely on some event, individual, or organization. 

Thus, trust requires a Coco; specific to the area of interest (Clark & Payne. 1997). In this 

research trust provides the particular focus. For example, previous studies found a 

siýýnif cant influence of trist on performance results (Zaheer et al.. I99S: Dirks. 2000; 

1--cm, & Zhano. ? 007). Thus, this research focuses on trust and its relationship to KT. 

Despite much research, the studies have demonstrated the positive effect of trust on KT 

(Arshad ct al., 20 10), there is still a lack of empirical evidence as to how this impact 

occurs (Cho%%dlu ry, 2005; Fens- & Zhang, 2007). 

: AI-Smith and AI-AV'abcl (? 01 1) presented that most c-hankin. ý users should he informed 

about every- update on information. Also, overriding problems associated with trust 

could help to reduce fear and facilitate transactions in c-banking by the reduction of 

potential hazards which is vital Cor financial activities (Gu ct al., 200v): Ahmad, 2011, 

Kim ct al., 201 1). 
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Web design and quality of web (, ýl<tdýý ani & Paly ial. 2002) are also suI-'ýIested as key 

pieces to online user trust. Beliefs regarding a hank web site perceived information 

load, and information sensitivity guarantee a positive effect on trend towards using an 

e-banking platform (Liam-, & Lai, 2002). Perceived quality is one of the important 

specifications, based on structural guarantee mechanism, is the privacy of information 

on the hank weh site (Malhotra et al., 2004). Gillmor (1995) indicates that the problem 

in privacy via internet is the exploitation of sensitive information and occurs when the 

c-banking weh site does not offer their privacy policies or hide these policies. 

Key pieces of trust are confidence, risk, exploitation, vulnerability and expectation 

(Lewis &W eigert, 1985). Deutsch (1962) focuses on risk in their definition. the 

vv illingness of an individual to behave in a manner that assumes another party will 

behave in accordance with expectations in a risky situation" (Corritore et al.. 2003 p. 5). 

Table: I includes trust factor for KT 

Table: I Trust Factor for KT 

- ---------- --- -------- Description Uuhurs 

Trost Understanding of trust in KT improve the cooperation and reducing fear Levin et al., 

and losing value, also trust is important in business interaction. 2002. 

KT can occur smoothly when the provider insure the trust during transfer Feng S zh8u! z. 

process. 20U1. 

Tnist is been identified as key to e-connlleice. If till-st is vital, then : 'shad et al. 
building trust is even more c ucial. 2010. 

Trust is crucial. without building a sense of competence and benevolence Hong & Caw. 

based trust between the b owledae seekers and sources. fines will find it 2011. 

difficult to take advantage of perhaps their most valuable resource. 
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1.5-: Research Audience 

There are two intended audiences for this research: 

1. Practitioners involved in developing and managing organizational web site, 

particularly bank weh site. This audience is concerned with evaluating trust factors that 

contribute to making- an electronic bank web site a successful channel for the delivery 

of bank knowledlle resources to clients. 

I Ki\I researchers, concerned with the processes of KT, and in understanding how local 

context can shape perceptions of the trust as criticality factor affecting KT. 

1.6: Problem Statenient 

In order to provide excellent services at a immoral cost and time, a bank needs 

dialu'nostic factors that are ", If-e, efficient, satisl\ in'i and accurate. In addition, the liactors 

should be very close for the client. 

Studies have shown that customers have a tendency to be hesitant to giye their sensitive 

information such as personal information liar online transactions (; lhmad, 2011). 

l neertainty concerns which constrain e-banking have made some people criticize e- 

banklm-' ( 1-ce & Turban, 2001 ), People in c-banking faced negative incidents on their 

transactions being tampered with. These unfavorable experiences have deterred some 

people from using e-banking (Gefen ct Ql., 2003). Phis insecurity has been mainly 

because of threats (Costante et al., 201 1). Existing security has been lacking in terms 

ofpriyacy and integrity of transactions hence the need to identify and provide strategies 

and remedies that counteract any discrepancies (l'ousafzai et al_, 200). 
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1.7: Research Questions 

I) How significant is the trust factor in KT process in e-hanking vveb site? 

?) Which stage in KT Model has a high relation with trust factor? 

1.8: Objective of Research 

The research objectives: 

1. To evaluate KT element in order to study trust via e-banking Web site. 

2. To identify the stage of KT Model that has a high relation with trust. 

3. To develop new KT Model that based on trust. 

1.9: Scope of Study 

This study focuses on the use of KT Model to evaluate trust factor in stages of KT 

Model among Malaysian users in c-banking web site. The expected outcome of this 

study is the determination of trust factor that has high relation in KT process via c- 

banking web site. To accomplish this, questionnaires were utilized to collect data 

amon`e c-hankln`e users in M-lalavsia. Samples derived from the field survey were then 

conducted analyzed using, SPSS 2() and later descriptive analysis. Findings were used 

to draw conclusions on the si'-'nificance of trust factor in KT via c-banking vv eb site in 

Malaysia. 

1.10: Significance of the Research 

This research aims to cyaluate trust factor for achieyino KT by Malaysian c-banking 

\\eb site. from the user-'s 1)ersl)ectiye. Trust is the läctor \\hich \yill ensure successlltl 

competitive I)erlornlalice for the c-banking weh site. This research may provide an 

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

c-banking web sites in the future. 

The research will evaluate trust f ictor in KT process to determine the influence of KT 

process based on users' trust towards e-banking operations in Malaysia. Also the 

research will determine the correlation that gists between the trust with respect to the 

demographic information (such as age, level of education, monthly income) of the 

respondents. This can help to understand the need Or user's trust directed through e- 

banking transactions by web site (Taralilar & Vaidya. 2006). The outcome of this 

research could encourage other firms to emulate the success of c-bank web sites. The 

löllo\vinýa is the outline of this thesis in figure 1. 
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1.11: Thesis Outline 

services, knowledge transfer and trust factor keywords 
'T'his chapter introduces the reader to particular e-banking 

1.0 Introduction 

thereby leading to the research questions oljjectives, aims 
issues and defines the problem statenient in this research, 

and contnbuiaons. ;:. 

F] 

web site, the research being carried out, in other words, 

The objective of this chapter is to review the literature on 
Internet banking; e-bank web site, knowledge transfer and 
the trust that influences on IßI user in Malaysia ewbanking 

looking into what already has 
lbeeii clo 

which are: a questionnaire and a h, roccdure to anal}rze the 
this research; it includes instruments of data collection 

' 2,0 Literature Review 

3.0 Research Methodology 
Chapter 3 will discusses the methodology used of carry out 

4.0 Result and Evaluation 
This chapter represents the study findings about the trust 
factor for KT in e. banking web site services. in Malaysia. 

5.0 Conclusion 

and limitations ol'this study and suggestions for future, work. 
This chapter concludes the research'findings, implications 

l i_ýurc: I Dcscrihtiv c Outline 01' this Thesis. 
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1.12: Research Contributions 

The research to be reported potentially contributes in the fallowing areas: 

I) Theory: 

1.1) The four stages of KT Model proposed by Szulanski (1996.2000). Four stages are 

initiation, implementation, ramp-up and integration to be used in this research to 

evaluate trust factor in KT via c-hankinu, web site, so extending the area of application 

of, the Model. 

1? ) Discussion on the trust for bank web site and contribute to the understanding of 

how local context can shape perceptions of the criticality of' trust affecting KT in e- 

banking. 

"? 1 Practice: 

1.1) Trust Ar KT in c-hank weh site. IT practitioners involved in developing, web site, 

particularly c-bank web site, will be provided With insights that can contribute to 

nuking a web site a successful channel for the delivery of bank knowledge resources to 

users. 


