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ABSTRACT

[t is increasingly more interesting to the bank managers to understand what is
Important to customers when it comes to Internet banking, and especially banking
Conducted by the customers themselves. Customers’ acceptance and Internet banking
has been studied very modestly in the past, and especially the decision-making factors
driving customers to go online. The purpose of this research is to identity the factors
that influence acceptance lecturers' adoption of Internet banking services in
University Utara Malaysia. The study will benetit banks and systems developers. This
is because the factors identified can be used to strategize banks business and improve
applications by system developers.

The hypotheses were found and chosen from other studies, and the reason to
choose these hypotheses because they share in the majority of studies.

Technology Acceptance Model (TAM) is the primary basis for the study. The
information gathered from former studies that are mainly concentrating on private
customer acts as a foundation for building an extension of TAM suitable for bank's
customers.

Due to the quantitative nature of the study, the results are analyzed with statistical
measures. The analysis reveals that lecturers are not motivated by some factors
toward internet banking. and to become Internet banking customers, it is extremely
important for the customers to have a system that is easy to use and operate with full
information from the bank, secure, not complex to use and don't growl their time, all
application they like to do and they should feel that the system is useful for them.
Also the most important for the customers to have the enough knowledge and IT
literacy level about how to run the system and how to use the difterent applications on

it.

iii



ACKNOWLEDGEMENTS

Alhamdulsiah... Praise to Allah for his guidance and blessing for giving me the
strength and perseverance to complete this study.

I would foremost like to thank my parents, for providing me with the opportunity to
pursue my goals and for their love and affection, which has helped me through the
most trying times. Equal gratitude goes out to my siblings and brothers.

My special thanks and regards to the man who support me come to Malaysia * Hayj.
Nore Belhaj”.

Special thanks to my friends for them positive attitude and support here in Malaysia.

| truly enjoyed the time we spent living together.

I would like to thank my supetvisors:

Miss. NOR FARZANA ABD.GHANI

For her guidance and constant motivation that has enabled me to complete my
research work

I would also like to thank her for the opportunities that she has made available to me.



TABLE OF CONTENTS

PERMISSON TO USE ... e, ii
AB ST R AC T e e e e e e iii
ACKNOWLEDGEMENT S . . e iv
TABLE OF CONTENT S ... e v
LIST OF TABLES ..o e e viti
LIST OF FIGURES . .o e e e X
LIST OF APPENDICES. ..o e xi
CHAPTER ONE: INTRODUCTION. ..., 1
Ll OVEIVICW Lo e e e 1
1.2 Problem statement. ... ..o 5
1.3 Research objectives. . ..ovenie e 6
1.4 Scope of study... ..o 7
1.5 Significance of the study.........ooiiiiiii e 7
1.6 Summary of Chapters. .. ..o vt e e 8
CHAPTER TWO: LITERATURE REVIEW. ... 9
2.1 Technology acceptance model (TAM).....oooiiiiiiiiii e 9
2.2 E-COMMETCE . oeieit e e e e, 13
B T 11 153 o o1 A P PP 16
2.4 Anternet banking ...t e 18
2.4.1 Definition of internet banking.........c.ccoveeveriiiiiiienii e e e 18
2.4.2 Acceptance of internet banking.............oooiiii 19
2.4.3 Internet banking framework. ... 22
2.5 SUINMATY ..ottt e e e 25



CHAPTER THREE: METHODOLOGY ... 26

3.0 Design of the reSearch ..o..ooveiie i 26
3.2 Research Framework ..o 26
3.3 Research Hypotheses. . ... e 29
3.4 Population and Sample of Research.................. . 30
3.5 Procedure of research......cooiiiiii i e 32
3.6 Instrumentofresearch...... ... oo e 32
3.6.1 Primary Data.....oooiiiii e 32
3.6.2 Secondary Data........coooeiiiiiiii i e 33
3.7 Datacollection method....... ..o 33
3.8 Data AnalysSis. ..ot e 33
3.8.1 Descriptive StAtiSEIC «...uenentineeniiet et 34
3.8.2 Reliability and Validity....... ..o 35
3.830ne-way ANOV A . o e 35
3.8.4 The regression analysSiS........covvieiiiiii i e 35
3.8.5 Pearson correlation coefficient...............ocooii i 36
3.0 SUMIMATY . ettt e e e e e e 37
CHAPTER FOUR: ANALAYSISOFFINDING................................ 38
4.1 Background of respondents ..........c...iiiiiiiiiiiiii 38
4.2 Cronbach Alpha...... ..o e 44
I B 4 (S [0 P SR 45
4.4 Tests of RypOthesiS. .. .o e 48
e T B 7T € O PP PP 56
4.0 SUIMIMAIY ..ot ottt et e et e e e e et et e e te e aeeaees 60

vi



CHAPTER FIVE: CONCLUSIONS AND RECOMMENDATION...............

REFERENCES

APPENDIX A

vii



LIST OF TABLES

Table No Title page
I Comparison between TAM and TPB............. i 12
2 The number of questionnaires and lecturers in each faculty in UUM......... 31
3 Assumption for the relation’s power between two variables ................36
4 Pearson correlation and its relationship ... 37
5 Descriptive statistics for samples from the gender view.....................39
6 The range of respondents’ age ...........cooiiiiiiiiiiiiiiiiiiii e 40
7 The percentage of respondents based onrace...............coooiiiiiiiiii, 40
8 'The percentage of respondents based on marital status ...................... 41
9 The percentage of respondents from 13 faculties ...................o.oo. 42
10 The percentage of respondents subject to income ..............c...ovvennene. 43
11 Use of the System ... e 43
12 Reliability Test Result........oooiiii i e 44
13 Regression analysis summary for the research model..................... 45
14 ANOVA for the Researchmodel................ 46
15 Standardized Coefficients of the research model.......................... 46
16 Pearson product-moment correlations item by item................... ... 47
17 The rank for factors.........oooiiiiiiii i 48
18 [ntention to USE - PU Correlations, Mean and Standard Deviation......49

Intention to USE — PEOU Correlations, Mean and Standard Deviatio....50

viii



23

24

25

26

28

Intention to USE - PROD Correlations, Mean and Standard Deviation...51
Intention to USE - INFO Correlations, Mean and Standard Deviation...52
Intention to USE - INFO Correlations, Mean and Standard Deviation...53
Intention to USE - COMP Correlations, Mean and Standard Deviation.54

Intention to USE - IT Correlations, Mean and Standard Deviation...... 56

T-test for users and NON-USEIS.......eeuiitiiiiiriiiiiii e 57
T-test for male and female.............coooiiiiiiiiii 58
T-test for Single and Married.............ociii 59
A summary of all stafistical analysis..............ccoooieiiiiiiiien.n 60



Figure No

LIST OF FIGURES

Title

Technology Acceptance Model .......................

Framework of research extending the TAM model



CHAPTER ONE

INTRODUCTION

1.1 Overview

Information systems and information technologies have become very powerful agents.
Social, political, economic and technological turbulence in the sphere of operation has
put organizations under a lot of pressure in responding effectively and efficiently to the
needs of its clients. Cyberspace is the outcome of the growth of IT in a connected

networked environment. (Tan et al., 2000).

The internet is a revolution. At the current pace, it looks like certain that the internet will
be the medium of communication in the 2Ist century. It is an essential enabler of
information society and information superhighways. Almost everything involving the
transfer of information can be done on-line in the cyberspace such as education,

healthcare, banking, and business. (Online Banking Report, 2001).

Internet is also a transaction medium for consumers at global market in the world today.

Internet has been important channel for companies to provide product information and
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