' OTHMAN YEOP ABDULLAH

A L  GRADUATE SCHOOL OF BUSINESS
CUNIVERSITI UTARA MALAYSIA

Cu:zwatmg Perspectwes Buiiding the Future. Sharing Selutions

PERAKUAN KERJA KERTAS PROJEK
(Certification of Project Paper)

Saya, mengaku bertandatangan, memperakukan bahawa
(f the undersigned, certified that)
LA MOHAMAD GHAZAL | (804607

Calon untuk ljazah Sarjana
(Candidate for the dagree off MASTER OF SCIENCE MANAGEMENT

télah mengemukakan kertas projek yang bertajuk
thas presented histher project paper of the following titie)

AN ORGANZATION& PERSP CTIVE FROM THE VIEW OF UUM POSTGRADUATE STUDENTS

Seperti yang tercatat di muka surat tajuk dan kulit kertas projek
(as it appears on the title page and front cover of the project paper)

Bahawa kertas projek tersebut boleh diterima dari segi bentuk serta kandungan dan meliputi bidang iimu dengan
memuaskan.
(that the project paper acceptabie in the form and content and that a safisfactory knowledge of the field is covered by

the project paper).

Nama Penyelia : ABDUL MANAF BOHARI
(Name of Supervisor)

Tandatangan
(Signature)

Tarikh : 16 MAY 2011
(Date)



A SURVEY OF CRITICAL SUCCESS FACTORS IN THE MALAYSIA
E-BANKING: A PERSPECTIVE OF UUM
POSTGRADUATE STUDENTS

A Thesis submitted to the UUM College of Business
In partial fulfillment of the requirement for the degree
Master of Science Management

Universiti Utara Malaysia

By
NORLIZA MOHAMAD GHAZALI
(804607)

2011



PERMISSION TO USE

In presenting this thesis in partial fulfillment of the requirements for a postgraduate
degree Master of Science Management from University Utara Malaysia, I agree that the
university’s library may it freely available for inspection. I further agree that permission
for copying this thesis in any manner, in a whole or in a part, for scholarly purpose may
be granted by my supervisor or in their absence, by the Dean of Postgraduate, UUM
College of Business. It is understood that any copying or publication or use of this thesis
or parts thereof for financial gain shall not be allowed without my written permission. It is
also understood that due recognition shall be given to me and to University Utara

Malaysia for any scholarly use which may be made of any material from my thesis.

Requests for permission to copy or to make other use of materials in this thesis, in whole

or in part shall be addressed to:

Dean of Postgraduate
UUM College of Business
University Utara Malaysia

06010 Sintok
Kedah Darul Aman



DISCLAIMER

I am responsible of the accuracy of the opinion, technical comment, factual report, data,
figures, illustrations and photographs in the article. I bear full responsibility for the
checking whether material submitted is subject to copyright or ownership right. UUM
does not accept any liability for the accuracy of such comment, report and other technical

and factual information and the copyright or ownership right claims.

I certify that the substance of this thesis has not already been submitted for any degree
and is not currently being submitted for and other degree or qualification. I certify that
any help received in preparing this thesis and all sources used have been acknowledged

through this thesis.

Student’s Signature:

(NAME: NORLIZA MOFAMAD GHAZALI)
Metric: 804607
Date: 08062011



ABSTRACT

The topic of this paper is: A survey of critical success factors in Malaysia e-
Banking: An organizational perspective from the view of UUM postgraduate
students. The main purpose of this study is to obtain the critical success factors
from the organizational perspective in e-banking sectors in Malaysia from the
perspective of UUM Postgraduate students in UUMKL Campus. This study was
conducted among 150 postgraduates of UUMKL by using questionnaires. The
findings show that in Malaysia, technical capability of the e-banking systems is
the critical success factors. Secure website and other related systems and IS
integration are the technical capability of the e-banking success in Malaysia as
compared to strategic factors. The results indicated that availability of resources
and flexible organizational are the least important consideration to be the critical

success factors in Malaysia.
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CHAPTER 1

INTRODUCTION

1.0 INTRODUCTION

Rapid technologies advances have introduced significant changes in the global
economic and business environment. Malaysia is no exception to this trend. In this
regard, all industries in Malaysia are in way or another being affected by the
advancement of the technological innovation. In the banking industry for instance,
bank branches alone are no longer sufficient to provide banking services to cater the
needs of today’s sophisticated and demanding customers (Boon and Yu, 2003). The
provision of banking services through electronic banking (e-banking) namely PC
Banking and phone banking have provided an alternative means to acquire banking
services more conveniently. The influence of information technology has created a
highly competitive environment to compete domestically and intemationally, and
with this, organizations in the sector faced mounting pressure for quick changes

(Cronin, 1998).

Technological developments particularly in the area of Telecommunications
and Information Technology are revolutionizing the way business is done. Electronic

commerce is now thought to hold the promise of a new commercial revolution by
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