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ABSTRACT

Malayan Banking Bhd (Maybank) is experiencing a critical challenge in retaining
their SME's depositors mainly in Selangor region. Their decline in deposit is
alarming and worsened over the year. This has led to possibility the decrease in
revenue for the performance year 2018. As such, this study has focused on examining
the determinants of SME's depositor retention in Maybank. Specifically, this study
investigated the influence of pricing, customer relationship, responsiveness and
reliability towards retention of SME's depositors. The simple random sampling
technique was used to sample 131 respondents from Selangor region namely Shah
Alam, Subang and Kajang. The results of multiple regression analysis show that
reliability, pricing, customer relationship, responsiveness and retention of SME's
depositors are significant. Out of the four variables, pricing showed the greatest
influence on retention of SME's depositors (p=O.39S, p<O.OS). Pricing as according
to Jain & Tarannum Syed, 2017, was the main factor reason behind any customer
retention that, when it is significant and able to attract a new customer, it is a higher
and main issue in mounting loyalty and retaining customer. Therefore, it is suggested
that Maybank to place more attention at the price mechanism as it is pari of the
critical strategy in retaining their SME's depositor. This includes, providing the best
flexible rate of return, fair pricing and the best interest rate that eventually become the
best factor which customers would views it as value thus led to SME's loyalty and
eventually retaining the SME's depositors.

iii



ACKNOWLEDGEMENT

To His Most Gracious and Most Merciful, we would like to express our gratitude as
this rep0l1 finally comes to its conclusion and submitted. Firstly, we would like to
thank our ABR advisor, Associate Professor Dr. Nooraini M. Sheriff for the
continuous supp0l1 and assistance. The guidance that has been given by her is much
appreciated. We also would like to extend our gratitude to the organization which has
participated in this study, Maybank for sharing much needed infOimation and
spending their time during our interview and consultation. On a more personal note,
we would like to thank our parents, family members, and friends for their endless
support and encouragement in completing this report. Lastly, to any individual who
have supported us either indirectly or directly, helped and worked with us throughout
our journey to complete Master's Degree, we thank you from the bottom of our heart.

iv



TABLE OF CONTENTS

Page

AUTHOR'S DECLARATION ii

ABSTRACT III

ACKNOWLEDGEMENT IV

TABLE OF CONTENTS V

LIST OF TABLES IX

LIST OF FIGURES X

LIST OF ABBREVIATIONS xi

CHAPTER ONE: INTRODUCTION

1.1 Preamble

1.2 Background of the Study

1.3 Background of Banking Industry

1.3.1 Malaysian Banking Industry

1.3.2 Small Medium Enterprise (SMEs) Banking

1.4 Background of Maybank Berhad

1.5 Problem Statement

1.6 Research Objectives

1.7 Research Questions

1.8 Scope of the Study

1.9 Significance of the Study

1.9.1 SME Banking Maybank

1.9.2 Banking Industry

1.9.3 Researchers

1.10 Limitations of the Study

1.11 Definition of Terms

CHAPTER TWO: LITERATURE REVIEW

2.1 Preamble

2.2 Background of The Research Area

v

I

3

3

4

5

7

9

9

9

10

10

10

10

10

II

13

13

13


	ABSTRACT
	ACKNOWLEDGEMENT
	TABLE OF CONTENTS
	CHAPTER ONE INTRODUCTION
	1.1 Preamble
	1.2 Background of The Study
	1.3 Background of Banking Industry
	1.3.1 Malaysian Banking Industry
	1.3.2 Small Medium Enterprises (SMEs) Banking

	1.4 Background of Maybank Bcrhad
	1.5 Problem Statement
	1.6 Research Objectives
	1.7 Research Questions
	1.8 Scope of The Study
	1.9 Significance of The Stndy
	1.9.1 SME Banking Maybank
	1.9.2 Banking Indnstry
	1.9.3 Researchers

	1.10 Limitations of The Stndy
	1.11 Definition of Terms

	CHAPTER TWO LITERATURE REVIEW
	2.1 Preamble
	2.2 Background of The Research Area
	2.3 Review of Main Variables in The Study
	2.3.1 Customer' Retention
	2.3.2 Determinants of Customer retention
	2.3.2.1 Pricing
	2.3.2.2 Customer Relationship
	2.3.2.3 Responsiveness
	2.3.2.4 Reliability


	2.4 Summary
	2.5 Strategic Tools
	2.5.1 SWOT Analysis
	2.5.1.1 SWOTAnalysis Elements

	2.5.2 Competitive Profile Matrix Analysis
	2.5.2.1 Competitive Profile Mutr;x Allulysis Fmmework

	2.5.3 TOWS Analysis
	2.5.3.1 TOWS Analysis Matrix


	2.6 Academic Constmct

	CHAPTER THREE RESEARCH METHODOLOGY
	3.1 Preamble
	3.2 Research Design
	3.3 Research Instrument
	3.4 The Sampling Design
	3.5 Data Sources
	3.6 Pre-Test
	3.7 Operationalization of Variables
	3.8 The FieldwOI'k and Data Collection
	3.9 Data Analysis
	3.9.1 Reliability Analysis
	3.9.2 Descriptive Analysis
	3.9.3 Regression Analysis

	3.10 Application Of Strategic Tools
	3.11 SWOT Analysis
	3.11.1 Conduct Interview
	3.11.2 Secondary Data

	3.12 Competitive Profile Matrix (CPM)
	3.12.1 Determining Critical Success Factors (CSFs)
	3.12.2 CPM Analysis Template
	3.12.3 CSFs Weightage
	3.12.4 CPM Weightage Scores

	3.13 TOWS Analysis
	3.13.1 The Process I Steps to Apply TOWS Analysis

	3.14 Summary

	CHAPTER FOUR FINDINGS AND ANALYSIS
	4.1 Preamble
	4.2 Reliability Analysis
	4.3 Demographic Profile
	4.4 Descriptive Statistic Analysis
	4.4.1 Customer Retention
	4.4.2 Pricing
	4.4,3 Customer Relationship
	4.4.4 Responsiveness
	4.4.5 Reliability

	4.5 Research Objective 1: To Determine the Strengths, Weaknesses,Opportunities and Threats (SWOT) of Maybank.
	4.5.1 Strengths
	4.5.2 Weaknesses
	4.5.3 Opportunities
	4,5.4 Thl'eats

	4.6 Research Objective 2: To Ascertain the Competitiveness of Maybank InRelation To Key Competitors Namely CIMB Bank And Public Bank In ServicingSME's Depositors.
	4.6.1 Overall competitiveness between Maybanl" CIMB and Public Bank Berhad
	4.6.2 Specific competitiveness of Maybank, CIMB and Public Bank Berhad
	4.6.2.1 Maybank Position
	4.6.2.2 CIMB Bank Berhad
	4.6.2.3 Public Bank Berhad
	4.6.2.4 Conclusion


	4.7 Research Objective 3: To Examine the Influence of P.-icing, CustomerRelationship, Responsiveness and Reliability Towards the Retention of SME'sDepositors at Maybank
	4.8 Research Objective 4: To Determine Strategies Capable of RetainingExisting SME's Depositors at Maybank
	4.8.1 SO Strategies
	4.8.2 WO Strategies
	4.8.3 ST Strategies
	4.8.4 WT Strategies


	CHAPTER FIVE CONCLUSION AND RECOMMENDATIONS
	5.1 Preamble
	5.2 Conclusion
	5.3 Recommendation
	5.3.1 Improve product pricing and services to response SMEs needs andmaintain position (ST1)
	5.3.2 Ensure to follow the latest banking industry transformation to stayrelevant specifically concerning IT applications (ST2)
	5.3.3 STP Solution as to optimize technology enhancement capabilities formarketing to achieve optimal growth (ST3)

	5.3.4 Summary

	REFERENCES
	APPENDICES



