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Banking activities has becoming an essential part in people's daily life financial routine. In today's world, a bank provides

general banking activities to the customers from deposits, saving, e
is high. This research was carried out to:(1) examine the customers' satisfaction regarding banking in Mukah, (2) examine the
between customers' satisfaction with the dimension of ATMQUAL and (3) prepare recommendation of user for banks in Mukah, Sara
This finding was achieved through the use of questionnaires among 381 respondents from Mukah town. The data was analysed 
21 (statistical package for social sciences) comprises of reliability test, descriptive statistic and correlations analysis. 
majority of our respondents were female (58.8%) while the rest 224 (41.2%) were male, and 198 (52%) 
(48%) respondents were still single. Result from descriptive analysis shows moderate level of customers' satisfaction towards
Mukah. The survey findings had further revealed that the four identified factors (reli
positively moderate correlated between customers' satisfaction with ATMQUAL model in banking Mukah Sarawak.
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INTRODUCTION
 

Along with the fast growing modern world and 
developing banking industry in this era, t
has been one of the most important factors for the 
development of mankind. Information and 
communication technology is the major advent in the 
field of technology which is used for access, process, 
storage and dissemination of information 
electronically. In the last few decades, information 
technologies have changed the banking industry and 
have provided a way for the banks to offer 
differentiated products and services to their 
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ABSTRACT 

Banking activities has becoming an essential part in people's daily life financial routine. In today's world, a bank provides
activities to the customers from deposits, saving, e-banking as well as other transactions. The competition between banks 

is high. This research was carried out to:(1) examine the customers' satisfaction regarding banking in Mukah, (2) examine the
between customers' satisfaction with the dimension of ATMQUAL and (3) prepare recommendation of user for banks in Mukah, Sara
This finding was achieved through the use of questionnaires among 381 respondents from Mukah town. The data was analysed 
21 (statistical package for social sciences) comprises of reliability test, descriptive statistic and correlations analysis. 
majority of our respondents were female (58.8%) while the rest 224 (41.2%) were male, and 198 (52%) respondents were married and 183 
(48%) respondents were still single. Result from descriptive analysis shows moderate level of customers' satisfaction towards
Mukah. The survey findings had further revealed that the four identified factors (reliability, responsiveness, convenience and security) are 
positively moderate correlated between customers' satisfaction with ATMQUAL model in banking Mukah Sarawak.
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INTRODUCTION 

Along with the fast growing modern world and 
developing banking industry in this era, technology 
has been one of the most important factors for the 
development of mankind. Information and 
communication technology is the major advent in the 
field of technology which is used for access, process, 
storage and dissemination of information 

nically. In the last few decades, information 
technologies have changed the banking industry and 
have provided a way for the banks to offer 
differentiated products and services to their 

customers. The banking system in Malaysia 
comprises of Central Bank, c
other financial institutions. The conventional banks 
included Maybank, CIMB, PublicBank, HSBC Bank, 
Bank Simpanan National, RHB Bank, Hong Leong 
Bank and Ambank. Bank earns its operating profit 
through functional activities of these dep
under general banking. In ord
performances and reputations, 
the function of customer service. The services 
provided to customer will directly reflect the bank’s 
image. Customer satisfaction is an essential it
used in measuring whether the products or services 
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Banking activities has becoming an essential part in people's daily life financial routine. In today's world, a bank provides several 
banking as well as other transactions. The competition between banks 

is high. This research was carried out to:(1) examine the customers' satisfaction regarding banking in Mukah, (2) examine the relationship 
between customers' satisfaction with the dimension of ATMQUAL and (3) prepare recommendation of user for banks in Mukah, Sarawak. 
This finding was achieved through the use of questionnaires among 381 respondents from Mukah town. The data was analysed using SPSS 
21 (statistical package for social sciences) comprises of reliability test, descriptive statistic and correlations analysis. Out of 381 samples, 

respondents were married and 183 
(48%) respondents were still single. Result from descriptive analysis shows moderate level of customers' satisfaction towards banking in 

ability, responsiveness, convenience and security) are 
positively moderate correlated between customers' satisfaction with ATMQUAL model in banking Mukah Sarawak. 

customers. The banking system in Malaysia 
comprises of Central Bank, commercial banks and 
other financial institutions. The conventional banks 
included Maybank, CIMB, PublicBank, HSBC Bank, 
Bank Simpanan National, RHB Bank, Hong Leong 
Bank and Ambank. Bank earns its operating profit 
through functional activities of these departments 
under general banking. In order to ensure good 
performances and reputations, the bank cannot avoid 
the function of customer service. The services 
provided to customer will directly reflect the bank’s 
image. Customer satisfaction is an essential item 
used in measuring whether the products or services 
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provided by the company has fulfilled customer 
expectation. Customer satisfaction is also the key to 
long – term business success Kristensen, et al., 
[6,15]. The number of customers served will 
determine a company’s success. The success or 
failure in banking industry may be determines from 
customers’ satisfaction with the quality of the 
services provided in the business. In addition, 
advancements in the field of science and technology 
have helped banks to offer new services to the 
customers. ATM (automated teller machine) is a 
machine which acts as a teller in a bank who takes 
and gives money over the counter and it was the first 
well known machines to provide electronic access to 
customers. With the appearance of automated teller 
machine, banks are able to serve customers outside 
the banking hall because ATMs are placed inside or 
near the banks and also outside the banks. Places like 
shopping malls, inside restaurant, airports or any 
places that people may gather are among the most 
polular venue where it could be found. ATM services 
includes some function such as cash withdrawal, 
checking balance, bill payment, cash and cheque 
deposit, saving and credit account. With appearance 
of ATMs, some limitation of time and geographic 
location has been resolved. In this research 
ATMQUAL model been adopted which include 
reliability, responsiveness and convenience. 
 
Purpose of This Paper: 

In this paper, we present our research findings 
about to the customer satisfaction regarding banking 
in Mukah, the relationship between customer 
satisfactions with dimension of ATMQUAL model 
and prepare recommendation of user for bank in 
Mukah, Sarawak. This paper is organized as follows. 
Firstly, it provides an overview of relevant literature. 
Secondly, it elaborates the customer satisfaction 
towards banking and ATM in Mukah. Thirdly, it 
describes the research design and methodology. 
Finally, it presents and discusses the research 
findings, and provides a conclusion for the study. 
 
Literature Review: 

Satisfaction is the fulfillment or gratification of a 
desire, need, or appetite. It is a multidimensional 
construct which has been conceptualized as a 
prerequisite for building relationships and is 
generally described as the full meeting of one’s 
expectations [14]. It depends on the quality and 
services provided by the company. Normally, when 
the satisfaction is exceeding expectation; the 
customer will be giving a good comment on it and 
repurchase again. [2] also stated that customer 
satisfaction is the situation when customer 
expectations have been fulfilled to the fullest 
capacity when using the product or service. It means 
that when the capacity for customer satisfaction has 
been fulfilled, it will then bring about strong 
customer loyalty to the product or services of a 

company. [12] also states that there is a strong and 
positive relationship between customer satisfaction 
and loyalty. If the customer satisfaction is not 
fulfilling, the customer may change their minds to 
other services or products. Customer satisfaction is 
very important to a firm to develop their business 
successfully. When customer is satisfied with the 
products or services provided by the company, he or 
she may continue to retain as a permanent customer. 
Therefore, increase the company’s revenue. 
Automated teller machine (ATM) is a computerized 
machine that helps customers to access to their 
accounts with ATM card and a code number. It 
provides several services to the customers, such as 
withdrawal, deposits, bills payments, and cash 
transfer. Normally, ATM will be placed at places 
near the banks and also outside the banks. For 
examples, shopping malls, airport and any place the 
people may gather. Narteh [9] which studies service 
quality in automated teller machine has adopted 
different dimensions to determine the customer 
perception. This study was conducted to determine 
the dimensions of ATM service quality and 
customers perception of the relative importance of 
the dimensions in predicting over all ATM quality. 
The dimensions of the ATMQUAL model were 
reliability, responsiveness, convenience, ease of use 
and fulfillment. All the dimensions used are all 
showed positive relationship with the customer 
perception. Our current study proposes reliability, 
responsiveness, convenience and security as the 
relevant dimensions of ATMQUAL scale; these 
dimensions are adopted from Narteh [9] to examine 
the second objective.  Reliability means the ability of 
a machine or system to perform its intended or 
required function on demand and without failure. It 
also refers to the dependability of a system [3,5]. 
Reliability is a one of the major dimension in most 
service quality research. In most electronic quality 
research, reliability has emerged as one of the major 
determinants of service quality [13]. It is important to 
ensure that the service performed are can be trusted 
and accurately. Within the ATM environment, [5] 
and [4] found reliability an essential ATM quality 
dimension. Responsiveness refers to the ability of a 
machine or system to adjust quickly and altered 
external conditions and to remain stable operation 
without undue delay. For ATMs, responsiveness 
dimension is related to the ability of the banks to 
handle customer complaints arising as a result of 
transactional failures. 

 
Research Design And Methodology: 

This study deployed a survey method to obtain 
data. The questionnaire instrument contained three 
sections. The first section (Section A) focused on 
obtaining respondents’ demographic profiles such as 
age, gender, marital status, education level, races and 
chosen bank in Mukah. The second section (Section 
B) in the questionnaire is customer satisfaction 
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towards banking in Mukah Sarawak.  There were six 
questions in this section in order to identify the 
perception of customer. Section c involved 
relationship between customer satisfactions with 
identified factor. The relative importance of each 
constructs was assessed by 5-point Likert scale from 
one being “strongly disagree” to five being “strongly 
agreed”. By identifying the perceptions that were 
relevant to the use and effectiveness of banking 
services, active recommendations and strategies can 
be constructed to urge the successful implementation 
of banking services. For this section, 20 items were 
designed to assess whether reliability, convenience, 
security and responsiveness can influence customer 
satisfaction. Some of these items (or statements) 
were adapted and modified from previous research, 
particularly from studies [1]. This study followed 
Krajie and Morgan (1970) proposed sampling size to 
obtain the target respondents for the survey. This 
study utilized few common statistical tools to 
analyses the data. SPSS Version 21 was used for this 
purpose. The reliability tests on the identified 
variables for this study were found to be acceptable 
and reliable as the Cronbach’s Alpha values for all 
the variables are above 0.60. The following are the 
outcomes from the reliability tests: Customer 
satisfaction (6 items; Cronbach’s Alpha= 0.921); 
Reliability (4 items; Cronbach’s Alpha= 0.739); 
Responsiveness (4 items; Cronbach’s Alpha= 0.789); 
Convinience (4 items; Cronbach’s Alpha= 0.876); 
and Security (4 items; Cronbach’s Alpha= 0.850). 

 
RESULTS AND DISCUSSION 

 
Table 1 shows the frequency and percentage of 

the respondents from Mukah Sarawak.  From the 

table above, out of 381 samples, majority of our 
respondents were female (58.8%) while 224 or 
(41.2%) were male. Out of the 381 respondents, 198 
(52%) were married and 183 (48%) respondents were 
still single. Besides that, 114 (29.9%) respondents 
were within the range of 18-22 years old, 65 (17.1%) 
were in ages 23-27 years old, 54 (14.2%) 
respondents were in ages 33-37 years old, while the 
remaining 53 (13.9%) respondents were in between 
28-32 years old. Furthermore, 27 (7.1%) of the 
respondents were in ages 43-47 years old, 26 (6.8%) 
were in ages 38-42 years old, and lastly 21 (5.5%) 
respondents were in between 48-52 and 53 above 
years old. Moreover, 81 (21.3%) of the respondents 
were Malay, 79 (20.7%) were Chinese, 53 (19.4%) 
were other races, 71 (18.6%) were Melanau, 65 
(17.1%) were Iban, and the rest 11 (2.9%) were 
Indian. Out of the 381 respondents, 164 (43%) of the 
respondents were SPM level, 126 (33.1%) 
respondents had accomplished their Diploma level, 
75 (19.7%) and 15 (3.9%) were holding Degree or 
others, and the remaining 1 (0.3%) respondents were 
having Master level. The sample population in 
Mukah mostly chose Public Bank, which indicated 
the highest percentage, 35.2%, followed by 
Maybank, which were 32.3% of the respondents. 
This is because the two banks are located at the 
urban area. The frequency of the other respondents 
chooses BSN Bank, Hong Leong Bank, and Bank 
Rakyat was 10%, 8.7% and 8.1% respectively. This 
is because of the non-strategic location of these 
banks due to far away from the urban area. There are 
only 5.8% of the respondents who were choosing 
Agro Bank, which might be a result of the smaller 
scale of the bank itself. 

 
Table 1: Respondent Demographic Profile 

Characteristics N (%) 

Gender 
Male 157 41.2 
Female 224 58.8 
Total 381 100 

Marital Status 
Single 183 48 
Married 198 52 
Total 381 100 

Ages 

18-22 114 29.9 
23-27 65 17.1 
28-32 53 13.9 
33-37 54 14.2 
38-42 26 6.8 
43-47 27 7.1 
48-52 21 5.5 
53 above 21 5.5 
Total 381 100 

Ethnic Origin (Race) 

Chinese 79 20.7 
Iban 65 17.1 
Indian 11 2.9 
Malay 81 21.3 
Melanau 71 18.6 
Other 74 19.4 
Total 381 100 

Education Level 

SPM 164 43.0 
Diploma 126 33.1 
Degree 15 3.9 
Master 1 0.3 
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Other 75 19.7 
Total 381 100 

Chosen bank in Mukah 

Agro Bank 22 5.8 
Bank Rakyat 31 8.1 
BSN Bank 38 10.0 
Hong Leong Bank 33 8.7 
Maybank 123 32.3 
Public Bank 134 35.2 
Total 381 100 

 
In this study, we further performed descriptive 

statistical analysis in this study was used to 
investigate mean of perceptions of customers 
satisfaction towards banking in Mukah Sarawak. 
Table 2 shows mean score level of perception of 
customers services of banking in Mukah Sarawak 

Respondent were asked to indicate the level of 
agreement using five points of Likert Scale (1= 

strongly disagree, 5 = strongly agree), Itemswhich 
ATM machine provides clear instruction on usage 
with highest mean score 3.714.  Followed by ATM 
machine easily found at Mukah town with the mean 
score 3.530. These mean that the perception of 
customers services of banking in Mukah Sarawak are 
in moderate to moderate high level. 

 
Table 2: Mean and Standard Deviation for the perception of customers satisfaction toward banking in Mukah. Sarawak. 

Item Mean SD 
Perception’s customers satisfaction 
 
Banking in Mukah town settle complaints in a reasonable time 3.220 .780 
Processing transaction of banking in Mukah town is fast 3.305 .825 
Get precise instruction during walk-in the bank 3.383 .827 
ATM machine easily found at Mukah town 3.530 .947 
ATM machine of banking in Mukah town provide enough money during transaction 3.423 .930 
ATM machine provides clear instruction on usage 3.714 .867 

 
Table 3: Pearson correlation for ATMQUAL and Customer Satisfaction 

Correlations Coefficient 
Customer Satisfaction Reliability Responsiveness Convenience Security 
Pearson Correlation 0.437 0.548 0.457 0.485 
Sig. (2 tailed 0.000 0.000 0.000 0.000 

Note: Significant value with p ≤ 0.05 
 
Preliminary analysis using Pearson Correlation 

Coefficient test, this study found that all the 
identified factors have significant relationships with 
customer satisfaction. In this case, Table 3 shows 
that: reliability with customer satisfaction has 
correlation coefficient of 0.437 and its p value is 
smaller than 0.05; responsiveness with customer 
satisfaction has correlation coefficient of 0.548 and 
its p value is smaller than 0.05; and convenience for 
customer satisfaction utilization has correlation 
coefficient of 0.457 and its p value is smaller than 
0.05 and lastly security with 0.485 and its p value is 
smaller than 0.05. Overall, the outcomes from the 
research clearly revealed that ATMQUAL model 
have significant positive relationship toward 
customer satisfaction in moderate level. 
Responsiveness that contain ATM slip always shows 
update balance, helpline number are displayed inside 
the ATM cabin, ATM machine is easy to operate and 
lastly ATM grievances are settle within reasonable 
time show the highest correlations compare to others. 
 
Conclusion And Recommendations: 

The result and the analysis show that the 
banking in Mukah create a good impression and thus 
can satisfy their customers. This lead to the first 
objective of this study was to identify the perceptions 

of customers regarding banking in Mukah whereby 
ATM machines provide clear instruction in usage 
which can provide cash to the needy customers at 
anytime, anywhere and wherever there is an ATM 
counter. May be it is restricted to withdraw cash up 
to a certain limit, still then it fulfills the customers‟ 
need in order to meet their growing demand. Most 
respondents agreed that the directions of the ATM 
machine are clear and understandable which has 
helped to increase the level of customers’ satisfaction 
towards banks. Results from Pearson correlation 
analysis showed that responsiveness had found to 
have positive relationship with customer satisfaction, 
which is having the highest value. This result was 
supported by [2] which showed that responsiveness 
the second important dimension towards ATM 
service. In this study, it is also found that 
ATMQUAL dimensions (reliability, responsiveness, 
convenience and security) have significant 
relationship with customer satisfaction. This result 
was supported by [9] which is carried out to 
determine the dimensions of ATM service quality 
and customers perception of the relative importance 
of the dimensions in predicting over all ATM quality. 
The results presented in that research stated that, 
dimensions like reliability, responsiveness and 
convenience had influenced customers’ satisfaction 
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towards the ATM services.  Besides that, this result 
was also supported by  which stated that security is 
one of the important determinants of overall 
satisfaction of customers as regards technology based 
services provided by banks. Based on the research 
that we had conducted, Mukah town should provide 
more types of banks such as Ambank, CIMB, and 
Bank Islam. This is because of some respondents has 
to travel from other places like Sibu and Kuching for 
those banks as some transaction could not be done at 
the available banks in Mukah. They think that choice 
for banks in Mukah is still limited considering it as a 
big town with high population and growing business 
activities. Besides that, some students from 
Polytechnic Mukah will need to pay their fees by 
using Bank Islam, which now this bank is not 
available in Mukah. Secondly, the banks should 
increase the numbers of the ATM machines. Most of 
them are complaining that the numbers of ATM 
machines are not enough to satisfy the users’ needs, 
especially Public Bank. Lastly, the ATM machines 
should be provided at some convenience places such 
as, Medan Mall Mukah and other shopping complex. 
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