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A debit card is a means of payment that utilizes the money to pay for purchase 

directly from a consumer's saving or current account. Debit card eliminate with 

purchases having to pay with cash or actual forms. This research will examine what 

factors that affects a customer's decision to pay using a debit card and why they 

choose it as the method of payment at a self-service petrol pump. The research will 

benefits to the payment cards industries or issuing bank to increase transaction 

volume, transaction value and profited with the fee-based income. It is essential in 

order to achieve part of the e-payments initiative and realizing Bank Negara 

Malaysia (BNM) aspiration of making Malaysia a cashless society. The researcher 

has used the online platform, Google Form to develop sets of questionnaire in order 

to collect the data. The survey focuses solely on the collection of a debit card 

payment database that transacted within the Klang Valley area. The questionnaire 

survey been distributed to 300 respondents and the return questionnaire obtained was 

120 with valid answered. The data analysis interpreted using IBM Statistical Package 

for the Social Sciences (SPSS) version 22 and the results intended to determine 

whether Perceived of Usefulness, Ease of Use, Transaction Consistency, Purchasing 

Power per Usage, Technology Readiness, Security Awareness and Benefits Program 

related to debit card payment transactions. It was important to take into account that 

there is rarely research on the payment of debit card to specific merchants, such as 

self-service petrol pump. From the results, a recommendation is made and I believe 

this research could be used by other researcher to find more about the card payment 

transaction and how it contribute significantly to improve customers’ experience. 
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CHAPTER ONE 

INTRODUCTION 

1.0 Preface 

This chapter consist of Background of the study, Problem statement, Research 

objective, Research question, Scope of study, Significance of the study and 

Organization of the study. 

 

 

1.1 Background of the Study 

According to (Hamidun M.A, 2012), the previous study found that Malaysians have 

started using a debit card for their transactions. This became a common form of 

payment among consumers at the beginning of 2000. In present study, there has been 

a massive rise in users of debit card in Malaysia. The situation can be seen from the 

rise of cards circulating from 42.49 million in 2018 to 45.79 million in June 2020. 

The number of cards circulating projected to rise further to an estimated 46.3 million 

by the end of December 2020. 

 

Referring to Bank Negara Malaysia (BNM), 1.72 billion e-money transactions worth 

RM13.9 billion recorded between month of January and October 2019, compared 

with RM11 billion in 2018. Nowadays, more Malaysians used debit card to make 

transactions even before the COVID-19 pandemic; in Malaysia, digital payments 

were already on the rise. The pandemic accelerated the need for and acceptance of 

digital payments due to safety issues and the need for access to important goods in 

light of the lockdowns and movement restrictions. 
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According to (B Singla and M Bansal, 2015), there is a change in customer habits 

when using a debit card at the Point-of-Sale (POS) terminal, but customers still 

prefer cash to make transactions. 

 

In Malaysia, the local debit card network is run by the Malaysian Electronic Clearing 

Corporation (MyClear), which took over the scheme from MEPS in 2008. The new 

name for the local debit card in Malaysia is MyDebit, previously known as either a 

bank card or an e-Debit card. Debit cards in Malaysia are now distributed on a 

combo basis, where the card has both the local debit card payment application and 

the International Scheme such as Visa or MasterCard applications. 

 

(Qureshi et al., 2018), stated Personal Identification Number (PIN)-based debit card 

permit cardholders to perform payments or cash-out activity from their saving or 

current accounts (CASA) at any ATMs and POS terminals in order to pay for goods 

and services. The instalment or money withdrawal affected through an online 

exchange of assets from the cardholder's record. Visa and the MasterCard scheme 

debit are instances of Chip-based debit card in the country. 

 

(Norhayati et al., 2017), stated that the use of debit card is depends on the amount 

available in the customer’s bank savings account to be deducted upon customer’s 

authorization when making a payment. It is a cost-effective payment instrument to 

displace cash and cheques. In general, debit card can be roughly considered into two 

clusters: PIN-based debit card and Chip-based debit card. 
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Figure 1.1 

Number of POS Terminal and Debit Card Transaction 

 
(Source: Bank Negara Malaysia) 

 

(BNM Statistics, 2019), estimated 83% or more from 24 million Malaysian adult 

populations now has a debit card on hand. The International debit card such as Visa, 

MasterCard generally accepted nationwide as a means of payment. Figure 1.1 shows 

that, more than 668,000 number of POS terminals has been deployed for card 

acceptance as mode of payment in the country. Over the year, the recognition of 

electronic payment methods between Malaysian customers has more significant than 

before. The number of debit card transaction value increased up to RM371 million 

transactions in 2019 compared to the previous year at RM245.7 million. The critical 

element that growths the electronic payment mechanisms practice between customers 

is its suitability. Nevertheless, the acceptance of debit card as payment at a self-

service petrol pump still slow due to particular reason by the debit card cardholders. 

Thus, the goal of this study is to determine the history of debit card usage at self-

service petrol pump thru the investigation of consumer intention factors among 

cardholders in Klang Valley area. Seeking solutions to this jigsaw puzzle motivated 

the researcher to carry out this analysis. 
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1.2 Problem Statement 

This study has identified two (2) problem statements concerning to the factors 

influencing the intention to use debit card at the self-service petrol pump. They are 

defined and obtained from the review of the issues in this report. The problem 

statements are discussed in depth in the next paragraph. 

 

i. Pre-Authorization 

A pre-authorisation is a temporary hold of a specific amount of the available balance 

i.e. RM200 per transaction, on a credit or debit card until the merchant performs a 

settlement of which the actual amount charged shall be posted to the cardholder’s 

account. The earmarked funds cannot be used, and the earmark will only be removed 

after the transaction completed. Pre- authorization rules enable merchant to perform 

estimated/initial and incremental authorization. It provides flexibility for a merchant 

to authorize and earmark an estimated amount even when the final amount of 

transaction is not known. 

 

According to (John, 2019), the ‘deduction’ is a pre-authorisation hold, and it only 

happens whenever a cardholder pays for petrol at a self-service pump. The hold 

amount will be drop subject to the period set by the Issuing Bank, and the funds will 

be released back to the cardholder account within three (3) to five (5) days. This 

study will investigate, do the consumers are not satisfied to withhold amount 

practices, as they cannot utilise the remaining amount balance in the account? 

 

Figure 1.2 shows that, MyDebit Pre-Authorization transaction flow begin with 

cardholder’s insert the card at POS terminal until the end. The Banks shall earmark 

the funds for petrol purchase at Outside Premise Terminal (OPT) up to three (3) days 
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(T+2), upon receiving the completion of the sales and simultaneously debit the actual 

amount. The issuer is required to attempt for recovery in debiting customer account; 

the process is repeated for the maximum period of thirty (30) days. 

 

Figure 1.2 

MyDebit Pre-Authorization Transaction Flow 

 

(Source: Payment Network Malaysia) 
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ii. Subjective Norm 

(Ajzen, 1991), stated that the construction of social factors termed as subjective 

norms in the theory of organized behaviour is the social pressure or perception of 

other individuals or society in influencing a person to perform the behaviour. This 

social influence can occur either from interpersonal influences such as a husband or 

wife, children or friends as well as external influences such as time media and 

newspaper. If the social expectation encourages the person to perform the behaviour, 

then the person will be more likely to implement it. This study will determine, does it 

consumers’ habit of paying with cash due to small amount purchase or irregular habit 

to use a debit card at the self-service petrol pump? 

 

The subjective norm significantly influences consumer behaviour. (Alam et al., 

2011), in their study reveal that subjective norm has been shown to have a substantial 

relationship with customer behaviour. Besides, previous studies on subjective norm 

and consumer behaviour included various behaviours. The purpose of this study is 

therefore to explain the effect of the subjective norm on debit card transaction at self-

service petrol pump. 

 

 

1.3 Research Objectives (RO) 

In the current study, the researcher would like to analyse a few issues of concern. 

The finding of this research will help to discover more in detail the intention of 

Malaysian consumers in using a debit card for payment at the self-service petrol 

pump. What precisely the consumers' expectations for their purchase platform with a 

debit card at the self-service petrol pump. The researcher also wants to know that do 



  7 

the consumers understand the features or facility offered by the merchant or by their 

card issuer. 

 

The general objective of the analysis is to define the antecedents of factor influencing 

the intention to use debit card at the self-service petrol pump. There are three (3) 

specific objectives in this study as follow: 

 

RO 1: To identify and analyse what factors influencing the intention to use a debit 

card at the self-service petrol pump. 

 

RO 2: To investigate the expectation of performance has a more significant impact 

on consumers' behavioural intention to use it at the self-service petrol pump 

equalled to effort expectancy. 

 

RO 3: To study the influencing factors contributing to the cardholders' resistance to 

use a debit card at the self-service petrol pump. 

 

 

1.4 Research Questions (RQ) 

In this study, the researcher would like to resolve the following questions based on 

finding and data analysis that gained from the questionnaires concerning the factors 

influencing the intention of consumers in using debit card at the self-service petrol 

pump. 

 

RQ 1: What is the factor of influencing the intention to use debit card at the self-

service petrol pump? 
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RQ 2: Does expectation of performance by cardholders have a greater impact on 

consumers' behavioural intention to use it at the self-service petrol pump 

equalled to effort expectancy? 

 

RQ 3: Does the hold amount of RM200 pays at self-service pump have greater 

impact to customers’ intention to use debit card? 

 

 

1.5 Scope of Study 

The scope of this study is restricted to debit card purchase at self-service petrol 

pump. Thus, card payments for retail purchase or e-commerce transactions are 

outside of research’s scope. The analysis is performed in the Klang Valley region 

since it has the highest population density. This area was chosen because the easily 

can find respondent of debit card cardholders here and many card payment facilities 

that have been installed by the operators. The survey questionnaire will be distribute 

to the respondents to solve it and it is divided into two parts namely, demographic 

profile and statement research variables. 
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1.6 Significance of the Study 

This study may give a significant to a few sorts of perspective for the factors 

influencing the intention to use debit card at the self-service petrol pump or 

purchases besides the old-style method that use cash. The study is being conducted to 

support academic research and card issuers in Malaysia. 

 

1.6.1 Contribution to Debit Card Issuer 

Helps the payment cards industries or issuing bank especially in Malaysia could gain 

an advantage from this study’s result. It may help the issuer to establish holistic plan 

to increase number of transaction, transaction value, expand merchant acceptance 

and benefited with the fee-based income. Issuer shall strengthen consumer 

confidence through building awareness, enhancing payment security and dispute 

resolution. 

 

1.6.2 Contribution to BNM 

The results of this study could provide new guidance for the establishment of a 

policy within the context of payment card industry. With the new guidelines and 

regulatory enforcement by BNM shall safeguard the customers’ interest related to 

security and dispute resolution when cardholders transacted at self-service petrol 

pump. This also will contribute the national e-payment agenda to realize BNM 

aspiration of making Malaysia a cashless society. 
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1.7 Organization of the Study 

This study is separated into two portions (Theoretical and analytical structure). The 

first portion is a summary of the information available, and gives the conceptual 

framework for this study. It starts by identifying fundamental concepts throughout 

this area: summary of debit cards in Malaysia, the debit card system and acceptance 

in Malaysia. The conceptual part then goes ahead with an insight into an even more 

meaningful concept of adoption used for this study. The analytical part starts by 

defining the method of analysis and the collecting of data. This provides a list of the 

factors contributing to the consumption factors influencing the intention to use debit 

card at the self-service petrol pump. The outcomes are addressed in chapter five, and 

proposals have been made. Future research questions are raised in the last two parts 

of the last chapter, and an assessment of this work is made. 

 

 

1.8 Summary of the Chapter 

In summary, this chapter has provide the reviewed on the Background of the study, 

Problem statement, Research objective, Research question, Scope of study, 

Significance of the study and Organization of the study. The objective of this study is 

to investigate the factors influencing the intention of consumers in using debit card at 

the self-service petrol pump. The researcher has describe the RO and RQ for the 

study of which to discover more in detail the intention of Malaysian consumers in 

using a debit card for payment at the self-service petrol pump. The study shall 

contribute implication to payment cards industries as well as to the regulatory. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.0 Chapter Review 

The earlier research were done on the factors that affect Malaysian customers’ 

behavioural intention to use debit card as a mode of payment and its extent to affect 

the usage intention compared to cash by (Hamidun M.A, 2012). In this chapter, the 

researcher is intended to provide the antecedent of the researches done previously. 

Hence shall support the argument for all variables included. From here, the 

researcher shall provide strong justification with regards to the area of study that 

been chosen to explore. In this study, the researcher will briefly but comprehensive 

provide the arguments to support the Independent Variables (IV) and the Dependent 

Variable (DV). 

 

 

2.1 Background of Debit Card 

Debit card refers to a payment instrument that linked to a deposit account, current 

account, saving account or other similar account at financial institution that can be 

used to pay for goods or services and to withdraw cash from Automated Teller 

Machine (ATM) or withdraw cash at participating retail outlets through debit card 

usage by debiting the cardholder’s account. Relatively, the debit card is referred to as 

‘buy now and pay now’ options. This describes the variations between the debit card 

and the credit card. The credit card is better branded as ‘buy now and pay later’ and 

provides to the purchaser a credit that consumers do not have to pay back promptly. 
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2.1.1 Debit Card Concept as Payment Method in Malaysia 

Debit card serve a dual purpose: It is by default allow the cardholders to perform 

cash withdrawal from his or her CASA via an ATM or through the cash-out function 

which currently made available at merchants POS terminal. In addition, they also 

permit the cardholders to perform any purchases. As for previous ATM card, by 

default, only provide the customers to withdraw cash from an ATM, while credit 

card only permit purchases unless the credit card holder has PIN activation for cash 

advance features. 

 

Debit card purchases can commonly be performed with or without a PIN (contact or 

contactless). If the card has a main payment brand’s logo, it can be run as a credit 

card, and the cardholder will not need to worry about the risk of revealing their PIN 

number. The money will still come straight out of the cardholder’s CASA account, 

and there will not be any fee charges when the debit card is run as a credit card. 

Some debit cards also offer with incentive programs, similar to credit card reward 

programs, such as one percent give back to cardholder when transact at any retail 

outlets. 

 

Moreover, one of the contributing factors to customer readiness to use the electronic 

payments particularly on debit card as the self-assurance conferred from security 

methods of electronic payment tools applied by all issuing banks that give security 

against stealing and fraud. In addition, data encryption mechanisms used for all debit 

card transactions, such as authentication features of debit card, would compulsory to 

enter the PIN by key-in on the POS terminals prior the transaction to be sent for 

endorsement and approved by the Banks. In line with BNM guidelines, which have 

listed debit card transactions as one of the retail-purchased instruments used in 
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Malaysia. Anyone that has opened a saving or current account with any financial 

bank would be supplied a debit card either: 

 

a) Works for transactions at self-service machine (account connected transactions; 

take cash-out, balance checking). 

 

b) MyDebit function available PIN activation debit card that could be used for 

retail purchase on POS terminals at any retail outlet in Malaysia that accepting 

MyDebit transaction. 

 

c) Works as an International debit card (Chip-based debit card) that bears Visa or 

MasterCard logo on the face of card and accepted at any POS terminal for 

retail purchase at any retail outlet worldwide that accepting Visa or MasterCard 

transaction. 

 

The debit card that has MyDebit utility and scheme debit card is essentially a 

payment card where it possibly will be used for retail buying and payment at any 

retail outlets that showing MyDebit’s logo. At POS terminal, cardholder simply can 

‘wave’ to perform contactless or key-in their PIN number should be withdrawn 

directly from the cardholder's bank account after authorization by the Banks before 

the transaction amount (for retail purchase and payment) is invoiced. Banks will 

allow the payment once the transaction is authorized and a transaction receipt would 

be printed and given to the cardholder. 

 

The main advantages of using a debit card as cash substitute for buying or paying 

are:  
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a) Cardholders can handle their cash outflow more efficiently and cash expenses 

can be easily retrievable. 

 

b) Cardholders do not need to bother about the financial fees, late fees fines and 

incremental card debts associated with the use of credit cards and charges. 

 

Since the first day once debit card was bring together to Malaysian customers; banks, 

wholesalers and payment industry participant such as MyClear have constantly work 

together in order to develop and rise the recognition of debit card at self-service 

petrol pump by all citizen. Both parties also focus on providing each other with the 

appropriate support to ensure that debit card transactions consistently meet service 

standards such as fast, accurate, safe and user-friendly for customers to continually 

embrace this electronic payment. Positioning debit card as a suitable replacement for 

cash and as a more budget-efficient payment tool in Malaysia could enable 

government aspiration to play a leading role in migrating to electronic transactions 

within the countries. 
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2.1.2 Debit Card Issuers in Malaysia 

Based on Table 2.1, it shows that there are 29 local and International banks in 

Malaysia are supplying MyDebit card and/or International debit card for their 

account holders as listed below:- 

 

Table 2.1 

List of Debit Card Issuers by Local and International Banks 

No. Banks No. Banks 

1. Affin Bank Berhad 16. Hong Leong Bank Berhad 

2. Affin Islamic Bank Berhad 17. Hong Leong Islamic Bank 

Berhad 

3. Alliance Bank Malaysia Berhad 18. HSBC Amanah Malaysia 

Berhad 

4. Alliance Islamic Bank Malaysia 

Berhad 
19. HSBC Bank Malaysia Berhad 

5. Al-Rajhi Banking & Investment 

Corporation (Malaysia) Berhad 
20. 

Industrial and Commercial 

Bank of China (Malaysia) 

Berhad 

6. AmBank (M) Berhad 21. Kuwait Finance House 

7. Bank Islam Malaysia Berhad 22. Malayan Banking Berhad 

8. Bank Kerjasama Rakyat 

Malaysia Berhad 
23. OCBC Bank (Malaysia) 

Berhad 

9. Bank Muamalat Malaysia 

Berhad 
24. Public Bank Berhad 

10. Bank of China (M) Berhad 25. RHB Bank Berhad 

11. AgroBank Berhad 26. RHB Islamic Bank Berhad 

12. Bank SimpananNasional 27. Standard Chartered Bank 

Malaysia Berhad 

13. CIMB Bank Berhad 28. Standard Chartered Saadiq 

Berhad 

14. CIMB Islamic Bank Berhad 29. United Overseas Bank (M) 

Berhad 

15. Citibank Berhad - - 

(Source: Bank Negara Malaysia) 

 

The main use of contactless debit card, domestic PIN-based debit card or MyDebit 

and the International debit card scheme (Visa or MasterCard) is for wholesale 
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purchase at retail outlets including fuel purchases at petrol station. Various 

promotional programs for use with debit card were joint venture with MyClear and 

the banks encouraging its use as debit card offers financial institutions a significant 

opportunity to reduce cash withdrawals at the ATM, which in turn would reduce 

costs associated with ATM transactions. The decision for banks to offer MyDebit 

card or International debit card, or both, to their account holders is assumed to be 

focused on the quantity of account holders they have and their progression over the 

year. 

 

In addition, account holders' preferences and personal history are also taken into 

account particularly before the banks decide to approve an International debit card. 

The Banks and Non-Banks which could involve in merchant acquiring business as 

tables below are also seen to be more active in promoting the use of their foreign 

debit card particularly at the retail outlets we have acquired. These banks are 

implementing incentive program including cash rebate and additional convenience to 

their cardholders such as cash-out; at selected retail outlets, cardholders might do 

cash advance. 
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2.1.3 Merchant Acquirer in Malaysia 

There are 34 numbers of Merchant Acquirers by Non-Banks in Malaysia that 

deploying POS terminals on behalf of the Banks as Third Party Acquirer or at their 

own merchants as listed in Table 2.2 below:- 

 

Table 2.2 

List of Merchant Acquiring by Non-Banks in Malaysia 

No. Non-Banks No. Non-Banks 

1. 
2C2P System (Malaysia) Sdn. 

Bhd. 

18. Mobiedge E-Commerce Sdn. 

Bhd. 

2. AEON Credit Service (M) Bhd 19. MobilityOne Sdn. Bhd. 

3. Apigate Sdn. Bhd. 20. Mobiversa Sdn. Bhd. 

4. AsiaPay (M) Sdn. Bhd. 21. MOLPay Sdn. Bhd. 

5. Discover Enterprise Sdn. Bhd. 22. Paydee Sdn. Bhd. 

6. Finexus Cards Sdn. Bhd. 23. Paydibs Sdn. Bhd. 

7. 
First Data Merchant Solutions 

(Malaysia) Sdn. Bhd. 
24. Payex PLT 

8. GHL Cardpay Sdn. Bhd. 25. Presto Pay Sdn. Bhd. 

9. GHL ePayments Sdn. Bhd. 26. Revenue Harvest Sdn. Bhd. 

10. Gkash Sdn. Bhd. 27. Revenue Monster Sdn. Bhd. 

11. 
Global Payments Card 

Processing Malaysia Sdn. Bhd. 
28. Revenue Solution Sdn. Bhd. 

12. 
I-Serve Payment Gateway Sdn. 

Bhd. 
29. Simplepay Gateway Sdn. Bhd. 

13. Interbase Resources Sdn. Bhd. 30. Sinopay (Malaysia) Sdn. Bhd. 

14. ManagePay Services Sdn. Bhd. 
31. Stripe Payments Malaysia Sdn. 

Bhd. 

15. iPay88 (M) Sdn. Bhd. 32. U Mobile Sdn. Bhd. 

16. MC Payment (M) Sdn. Bhd. 
33. Wirecard Payment Solutions 

Malaysia Sdn. Bhd. 

17. Merchantrade Asia Sdn. Bhd. 
34. Mobiedge E-Commerce Sdn. 

Bhd. 

(Source: Bank Negara Malaysia) 
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Meanwhile, there are only 15 local and International banks in Malaysia are 

responsible as Merchant Acquirers that deploying POS terminals at their registered 

merchants as shown in Table 2.3 below. 

 

Table 2.3 

List of Merchant Acquiring by Local and International Banks 

No. Banks No. Banks 

1. Affin Bank Berhad 9. Citibank Berhad 

2. Alliance Bank Malaysia Berhad 10. Hong Leong Bank Berhad 

3. AmBank (M) Berhad 11. Malayan Banking Berhad 

4. Bank Islam Malaysia Berhad 12. OCBC Bank (Malaysia) Berhad 

5. Bank Simpanan Nasional 13. Public Bank Berhad 

6. Bank of China (M) Berhad 14. RHB Bank Berhad 

7. Bank Kerjasama Rakyat 

Malaysia Berhad 

15. United Overseas Bank 

(Malaysia) Berhad 

8. CIMB Bank Berhad -  

(Source: Bank Negara Malaysia) 

 

2.1.4 Debit Card Transaction Process Flow 

Theoretically, the International debit card transaction is practically like other types of 

payment card such as credit and charge card. As an when cardholders perform debit 

card transaction, the system will communicate with the card scheme network switch 

such as Visa and MasterCard to validate the card. Then it will check the debit card 

available balance with the issuing bank whether it is enough for payment. Once it is 

validated, it will then send an authorization response to POS terminal and the 

transaction slip will be generated. Figure 2.1 shows the simpler debit card 

acceptance and transaction processes are as outlined below: 
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Figure 2.1 

Debit Card Transaction Process Flow 

 
(Source: http://www.pathwaypayments.com) 

 

Meanwhile, for local MyDebit card the system will communicate with PayNet, the 

local network switch to validate the card. Then it will check the debit card available 

balance in cardholder CASA account with the card issuer whether it is enough for 

payment. Once it is validated, it will then send an authorization response to POS 

terminal and the transaction slip will be generated as proof of transaction. 

 

2.1.5 Number of Cards and Users of Payment Instrument 

The earlier study was done by (Hamidun M.A, 2012) show that; compared to the 

quantity of debit card supplied by the banks, the usage of debit card for payment is 

moderately low. 

 

Referring to (BNM, 2019), 1.72 billion e-money transactions worth RM13.9 billion 

recorded between January and October 2019, compared with RM11 billion in 2018. 

Appended below, the statistics total of debit card, credit card and charge card from 

2010 to June 2020. 
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a) Debit Card statistics 

 

Table 2.4 

Number of Debit Cards and Users (‘000) 

Year 

Debit Card 

Total 
International 

Debit 
MyDebit

1
 Others

2
 

2010 29941.13 3821.175 20991.85 5128.107 

2011 34992.92 4363.609 22425.54 8203.762 

2012 34630.15 4787.098 17236.55 12606.51 

2013 38226.12 5519.08 17363.13 15343.91 

2014 40108.69 6255.824 15454.73 18398.14 

2015 42191.66 6170.183 14544.3 21477.18 

2016 43668.56 1015.966 11844.03 30808.56 

2017 42029.84 218.512 4648.891 37162.43 

2018 42492.83 105.133 3703.153 38684.55 

2019 45274.61 95.113 927.806 44251.69 

Jun 20' 45794.34 93.409 793.812 44907.12 
1 Domestic PIN-based ATM card 

  2 Card with both international debit and domestic PIN-based applications 

(Source: Bank Negara Malaysia) 

 

Based on Table 2.4, it shows the statistics total of debit card from all card issuers 

over a 10 years period. In average total of 39.36 mil number of debit cards being 

approved by card issuer during that period. Nevertheless, the number of card 

supplied shows rise trend 1.53 mil cards in total every year from year 2010 to year 

2019. 
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b) Credit Card statistics 

 

Table 2.5 

Number of Credit Cards and Users (‘000) 

Year 

Credit Card 

Total Principal Supplementary 

2010 8547.232 7525.133 1022.099 

2011 8281.13 7396.074 885.056 

2012 8150.02 7268.87 881.15 

2013 8127.514 7249.843 877.671 

2014 8048.394 7121.427 926.967 

2015 8611.981 7676.566 935.415 

2016 9178.458 8179.228 999.23 

2017 9861.204 8802.072 1059.132 

2018 10324.62 9263.542 1061.081 

2019 10111.99 9132.799 979.187 

Jun 20' 9903.672 8964.347 939.325 

(Source: Bank Negara Malaysia) 

 

Based on Table 2.5, it shows that the statistics total of credit cards issuance by all the 

card issuers over a 10 years period. In average total of 89.24 mil number of credit 

cards being approved by card issuer during that period. Nevertheless, the number of 

card supplied shows increased trend to 15.65 mil cards in total every year from year 

2010 to year 2019. 
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c) Charge Card statistics 

 

Table 2.6 

Number of Charge Cards and Users (‘000) 

Year 

Charge Card 

Total Principal Supplementary 

2010 180.579 129.358 51.221 

2011 153.749 106.936 46.813 

2012 137.748 95.742 42.006 

2013 155.313 101.954 53.359 

2014 141.542 86.117 55.425 

2015 142.712 87.354 55.358 

2016 129.965 77.168 52.797 

2017 129.162 75.862 53.3 

2018 127.995 75.461 52.534 

2019 122.499 71.341 51.158 

Jun 20' 116.656 67.762 48.894 

(Source: Bank Negara Malaysia) 

 

Based on Table 2.6, it shows that the statistics total of charge cards issuance by all 

the card issuers over a 10 years period. In average total of 1.42 mil number of charge 

cards being approved by card issuer during that period. However, the number of card 

issued declined nearly 0.6 mil cards in total every year from year 2010 to year 2019. 
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2.2 Consumer Behaviour Models 

According to (Teng et al., 2010), consumers’ may not believe that their use 

behaviour is affected by the related costs for electronic cash stored value cards. 

There is a substantial positive impact on perceived usefulness and ease of use on the 

usage behaviour of stored cash electronic value cards.  

 

Market behaviour models using non-credit cards have undergone extensive analysis. 

(Mohamed et al., 2012), is one of the past behavioural studies that have been taken 

into account in the field of computer ethics, ethical judgment (Bakar et al., 2012), 

purchasing fake products (Riquelme et al., 2012), deshopping behaviour (King and 

Dennis, 2006), ethical belief (Paolillo and Vitell, 2003), and ethical behaviour 

(Chang, 1998). 

 

 

2.3 Theoretical Foundation 

Generally, on earlier research state that, the number of debit card is now often used 

in certain developing country as by using debit card helps consumers avoid running 

up a debt that have to pay back later. The theoretical framework, which been done in 

the field that supported the research and thesis; 

 

(B Singla and M Bansal, 2015), their study concludes that the most important factor 

affecting their debit card payment conduct was perceived ease of use and utility of 

the card. 

 

(C Noknoi et al., 2009), found that service-marketing mixes influenced on using 

debit card behaviour are debit card, promotion, process, physical evidences, and 
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productivity and quality control. The research also found that all service marketing 

mix influenced on quality perceiving on using debit card. 

 

Meanwhile, according to (Norhayati et al., 2017), determines that the customers’ 

perceptions and information technology aspects played an important role in 

influencing the adoption of debit card. These two components are essential in giving 

the best choice and attraction to the customers to adopt the debit card. 

 

 

2.4 Empirical Research 

In this quantitative study, all information is derived from the data obtained from the 

survey form. The respondents were asked to fill in. It is used to measure beliefs, 

behaviors or other variables identified by the questionnaire in a hierarchical format. 

All research questions and objectives in this research paper can be answered after the 

data provided by the respondents have been evaluated on the basis of the methods set 

out in this research method. By getting research results, the issue or problem in these 

cases can be addressed on the basis of scientific rather than on the basis of 

speculation, which is not very reliable. 
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2.5 Conceptual Framework 

Figure 2.2 

Proposed Theoretical Frameworks 

 

 

Figure 2.2 shows that, proposed theoretical frameworks for the factors influencing 

the intention to use debit card at the self-service petrol pump. The illustration of 

theoretical framework showed how the IV interrelating with DV to influence the 

cardholder to make payment at the island pump by using debit card instead of cash at 

the counter. The factors influencing the intention to use debit card was presented on 

customer’s frequency of usage to purchase at self-service petrol pump. 

 

2.5.1 Related Theory Underlying the Development of Conceptual Framework 

Study structure based on the theory of Technology Acceptance Model (TAM) and 

Technology Readiness Index (TRI) which have related studies and findings from 

other researcher. Both hypotheses have chosen as a model for the development of 

theory and structure of the research objectives. Those hypotheses have discussed 

below. These to ensure interpretation and advancement of the theory, are based on 

the context that has studied. 
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2.5.2 Theory of Technology Acceptance Model 

Figure 2.3 

Technology Acceptance Model 

 
(Davis et al., 1989) 

 

The above theory, as Figure 2.3, is intended to assess the acceptance of information 

systems and the actions of information technology. Technology Acceptance Model 

(TAM) based on Theory of Reasoned Action (TRA) used to describe human 

acceptance behaviour. According to the TRA, a behavioural goal-driven human 

activity is a function of an individual's attitude to action. In TAM, the fundamental 

factors that influence consumers’ attitudes towards using a debit card and intention to 

use are Perceived Usefulness and Perceived Ease of Use. Perceived Usefulness is 

how consumer feels that the technology contributes to making the payment activity 

easier and improves the whole experience. Perceived Ease of Use measures the 

consumer efforts that have to put forth to use the technology. They are both 

influenced by external variables. (Venkatesh and Davis, 2000), extended the model 

with explanations on what contributes to Perceived Usefulness and Perceived Ease of 

Use. 
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2.5.3 Indices of Development Readiness 

Figure 2.4 

Technology Readiness Index 

 
 

Figure 2.4 shows that, many studies follow the multi-item scale of Technology 

Readiness Index (TRI) model when assessing the e-readiness of the person. 

According to (Parasuraman, 1988), the technology readiness refers to the tendency of 

people to adopt and use emerging technologies to achieve goals in home and at work. 

This definition can be seen as a general state of mind. It has four fundamental 

dimensions as follow: 

 

 Optimism, a positive view of technology and a conviction that it gives people 

greater power, versatility and productivity. 

 

 Innovativeness, a propensity to be a founder in technology and a leader in 

thought. 

 

 Discomfort, the perceived loss of control over technology and the feeling of 

being overloaded or overstretched by it. 
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 Insecurity, distrust of technology and scepticism regarding its ability to operate 

properly. 

 

TRI is a framework which applies to technology in general. It postulates that the 

personality of the individual is at the core of their acceptance of technology. 

Characteristics vary between individuals and traits differ from person to person, and 

thus their belief in various aspects of technology often varies. Consumers engaging 

directly with technology are both having positive and negative emotions regarding 

the use of digital technology. According to (Parasuraman, 2005), although these 

negative and positive feelings about technology may coexist, the relative intensity of 

these feelings varies from person to person. The relative intensity of each trait shows 

an individual's openness to technology. Thus, TRI represents a collection of 

technological values, but it is not an indication of a person's ability to use them. 

 

 

2.6 Hypothesis Development 

The next step in this research is the creation of assumptions. Hypotheses are 

incorporated using all variables within the system. In order to guide the research and 

its outcome, the researcher has proposed seven hypotheses. These IVs shall be tested 

in this study to see the significant relationship between these variables as per below; 

 

Hypothesis 1: There is a significant relationship between Perceived of Usefulness 

and customers' behavioural intention to use debit card at the self-service petrol pump. 

 

Hypothesis 2: There is a significant relationship between Ease of Use (convenient) 

and customers' behavioural intention to use debit card at the self-service petrol pump. 
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Hypothesis 3: There is a significant relationship between Benefits Program and 

customers' behavioural intention to use debit card at the self-service petrol pump. 

 

Hypothesis 4: There is a significant relationship between Technology Readiness and 

customers' behavioural intention to use debit card at the self-service petrol pump. 

 

Hypothesis 5: There is a significant relationship between Security Awareness and 

customers' behavioural intention to use debit card at the self-service petrol pump. 

 

Hypothesis 6: There is a significant relationship between Purchasing Power per 

Usage and customers' behavioural intention to use debit card at the self-service petrol 

pump. 

 

Hypothesis 7: There is a significant relationship between Transaction Consistency 

and customers' behavioural intention to use debit card at the self-service petrol pump. 
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2.7 Research Gap 

According to (B Singla and M Bansal, 2015), there is also a high degree of 

knowledge and familiarity with such a payment scheme, but advertisers and banking 

authorities are not paying much attention to growing the use of such debit card. 

However, the study conducted a survey among the limited respondents in the field. 

Thus, the researcher proposed expanding the survey to other locations around the 

country, including large categories of respondents, such as regulators, service 

providers and customers that would help define the significant factors that affect 

customers’ behaviour. 

 

 

2.8 Summary of Chapter Two 

As a conclusion of chapter two, the researcher has discussed on the theories and 

previous studies that serves as a support to the research questions and research 

hypothesis. The relationship of each variable in the framework has also been clarified 

and outlined on how it could possibly relate to each other. By end of chapter two, the 

research backgrounds, theoretical foundation, empirical research, proposed 

conceptual framework, and hypothesis development are cover details in this research 

study. It helping the researcher to go stages by stages in this research without jump to 

conclusion and every department of this research such as every element in chapter 

one to chapter two is really been a test as per standard of research requirement. Next, 

the researcher will explain on the methodology of this research paper. 
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CHAPTER THREE 

RESEARCH METHODOLOGY 

3.0 Chapter Review 

This chapter will outline on the methodology of this research. The details that will be 

discussed includes the research design, study population and sampling procedures, 

data collection method, operationalization and measurement’s, reliability and 

validity, and data analysis techniques. This chapter is important as a guideline on 

how data for the proposed framework in the previous chapter is collected, tested and 

analysed. The focus of this chapter is to frame a proper method to conduct the 

research so that the result gained will be valid and reliable to serve as finding to the 

research. 

 

 

3.1 Research Design 

In the earlier chapter the researcher has proposed the theoretical frameworks (refer 

Chapter 2.5), for bases to study the factors influencing the intention to use debit card 

at self-service petrol pump. Thus, below is the step by step for the researcher to 

complete the study as illustrate on Figure 3.1 as below. 
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Figure 3.1 

Research Design Flow 

 

 

This study was conducted using quantitative method with close ended questionnaire 

to collect the desired data from the respondents. The questionnaire consisting of two 

main sections, which is the background details of the respondent and seven sets of 

questionnaires to collect data pertaining to identify factors influencing the intention 

to use debit card at the self-service petrol pump. 

 

 

3.2 Study Population and Sampling Procedures 

(Department of Statistic Malaysia, 2020), the population in July 2020 estimated at 

32.7 million as compared to 32.5 million in 2019 with an annual growth rate of 0.4 

per cent. The decline of population growth rate is attributed to the decrease in the 

number of Non-citizens from 3.1 million (2019) to 3.0 million (2020). As at June 

2020, total of debit card based is more than 45 million cards (both International debit 

and domestic PIN-based applications). 

 

The targeted research respondents will need to answer the questionnaire which 

consist of two parts; a demographic profile such as Gender, Age, Marital status, 

Educational qualification, Occupation types, Monthly household income, Vehicle 

types use, Number of debit card own and debit card preferences.  
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Meanwhile, in the second part of questionnaire there are seven statement research 

variables consist of 39 questions. 

 

The researcher uses Google Form as the medium to distribute the questionnaires. 

This method is not only easily accessible by the respondents but coincides with the 

difficult situation due to the Movement Control Order (MCO) imposed by our 

Malaysian Government due COVID-19 pandemic. The researcher has reached 300 

respondents by sending the questionnaires via WhatsApp messages to the 

respondents and the return questionnaires obtained by the researcher are 120. This 

has indicated that the response rate of the respondents is 40%. Respondents who 

participated in this questionnaire were within the Klang Valley area since it has the 

highest population density. This area was chosen because the easily can find 

respondent of debit card cardholders here and many card payment facilities that have 

been installed by the operators. 

 

 

3.3 Data Collection Method 

In order to ensure that the study was carried out systematically, the researcher 

followed a properly designed step by step process in obtaining the data and to guide 

the research process. The questionnaires have prepared carefully to avoid and limit 

any missing on the crucial finding of the research. It has divided into two parts, 

namely demographic profile and few questionnaires which related to identify the 

consumer behavioural intention to use a debit card at self-service petrol pump. 

 

The researcher first obtained consent from the research’s supervisor to carry out the 

studies. The feedback of the survey recorded in this study and analysed together with 



 34 

the questionnaires distributed to the respondents. Respondents will require, on 

average of 10 to 15 minutes to complete the questionnaires. The researcher used 

Google Form an online tool as a process of data collection method, which is easy to 

develop and allows collecting information efficiently. It is also a user-friendly tools 

and suitable for mobile phone users. In total, 48 questionnaires need to be answered 

by the respondents. After receiving a required number of responses, data has 

analysed using Statistical Package for Social Science, IBM SPSS to prove or 

disapprove the proposed hypothesis. 

 

 

3.4 Operationalization and Measurement 

A conceptual model, which developed in this research paper, is clear with the 

direction. Variable that need to study and the impact of each variable to the outcomes 

of the study have discussed. With this clear conceptual and hypothesis development, 

the research will focus on it and with avoiding waste of time and out of scope in the 

area of research investigation. The selected tool used for measurement has tested by 

other researcher before, and it is reliable and suitable for use for this study. It is 

essential to outline the operationalization of each variable and how it was measured. 

Below section discusses in details on the operationalization and measurement of each 

variable. 
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3.4.1 Independent Variables 

In this research, the researcher looking into six (6) variables identified as 

Independent Variables (IV), and the focus of the research is that try to prove that is 

the relationship between each of them with a mediating variable. To avoid a lengthy 

set of questionnaire, the researcher decided to use the selected seven (7) IVs and a 

DV from the 48 questionnaires. Each statement is followed by a five-point Likert 

scale that representing respondent's attitudes and the range from Strongly Disagree 

(1), Disagree (2), Neutral (3), Agree (4) and Strongly Agree (5). 

 

The IV that been label based on hypothesis statement is; Perceived of Usefulness 

(H1), Ease of Use (H2), Benefits Program (H3), Technology Readiness (H4), 

Security Awareness (H5), contributed or played the crucial roles. Customers have 

considered them in their decision making whether to use online trading or not in their 

daily trade. Finally, we also proposed that Purchasing Power per Usage (H6) has 

positively related to factors influencing the intention to use a debit card at the self-

service petrol pump. 

 

3.4.2 Dependent Variable 

Meanwhile, the Transaction Consistency (H7) considered as the Dependent Variable 

(DV) for the factors influencing the intention to use a debit card at the self-service 

petrol pump. This issue was the main objectives of this research. The goal of this 

research project is to understand, predict, or explain the variability of this variable. 
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3.5 Reliability and Validity 

The entire questionnaires used in this research paper had reliable Cronbach alpha 

value and valid for research purpose. Before the final analysis, the researcher has 

also conducted pilot testing (refer Chapter 4.2) to test the fit of the questionnaires 

which result Cronbach alpha value of more than 0.75 for each measurement 

including the IV, DV and mediating variable. Thus, each scales had sound 

measurement properties. 

 

 

3.6 Data Analysis Techniques 

The researcher used the Statistical Package for the Social Science (SPSS) system, 

where the method of keying and evaluating the data will be carried out only after the 

collection of data and information has been obtained. By using this software and 

system, it will help the researcher to identify frequency analysis, descriptive analysis, 

reliability analysis, correlation coefficient and regression analysis - the results and 

finding shown as provided in chapter four. 

 

3.6.1 Descriptive Analysis 

The researcher is using descriptive study in order to describe the information about 

the population and sample (Sekaran, and Bougie, 2017). Descriptive analysis was 

carried out to analysis the details of the data including mean, mode, frequencies and 

standard deviation which are presented in tables and charts in the next chapter. 
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3.6.2 Inferential Analysis 

To analyse the data, IBM SPSS was used. The data analysis includes: 

 Correlation analysis used to test the correlation of each variable and 

dimensions. 

 

 Hierarchical regression analysis was carried out when there is correlation 

between the variables to analyse the strength of the relationship and 

demographic factor influence. 

 

 The moderating and mediating effect was further tested to discover the strength 

of the effect on both independent and dependent variables. 

 

The information gathered will be analysed using frequency and proportion to look at 

the respondents' profile. In this study, testing of Pearson's correlation analysis, 

Cronbach's Alpha, and Multi regressions was used. The level of implication was used 

at five (5) percent probability level. The researcher shall use the table, diagram, pie 

charts, graphs and other methods of analysis to show the results or outcome of the 

survey and find. 

 

 

3.7 Summary of Chapter Three 

In this chapter it is focus on research’s design, it was developed base on the research 

questionnaires. The collection, measurement, and analysis of the data are taken based 

on the research design that being developed. The research design, it is explain details 

in terms of the purpose of the study and what type of research that intended to do. 

This exploratory research tries to look into how similar problems facing by the 
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customers in a certain area and how it was solved in the past and current situation 

problem solving are the same or not or whether the same problem resulted in the 

different outcomes or problem-solving. 

 

In this topic also the researcher explains details in term of the study population and 

sampling procedures such as who is the sampling, why we are choosing them as 

sampling, area of sampling and sampling procedures, the data collection method also 

been described very details to show the validity of the data and how every variable in 

this study been measurement based on three main variables which are independent 

variables, mediating variables and dependent variables. Finally in this chapter, we 

described data analysis techniques that we are using in this research in order to fulfil 

the research and meet the objectives of this research paper. 
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CHAPTER FOUR 

RESULTS 

4.0 Chapter Review 

In this chapter, it will include the data analysis of Demographic Profile by using 

Frequency Analysis, test on Reliability for each variable, Multiple Regression 

Analysis to test influence as well as the test for the hypothesis. The data in this study 

was being collected based on the distribution of electronic questionnaires which 

developed using Google form shall deliberate as appropriate survey. This method is 

not only easily accessible by the respondents but coincides with the difficult situation 

due to the Movement Control Order (MCO) imposed by our Malaysian Government. 

The researcher used IBM SPSS as a medium to interpret and analyse the raw data 

collected. The respondent rate for this study is 40%, which involved 120 

respondents. 
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4.1 Demographic Profile 

Table 4.1 

Classification of Respondents Based on Descriptive Analysis 

Descriptive  

Analysis 
Type Frequency 

Percentage  

(%) 

Total 

Respondents (%) 

Gender 
Male 81 67.5 

120 100 
Female 39 32.5 

Generation 

Baby Boomers 9 7.5 

120 100 
Generation X 30 25.0 

Generation Y 76 63.3 

Generation Z 5 4.2 

Marital Status 
Married 89 74.2 

120 100 
Single 31 25.8 

Educational 

Secondary or below 6 5.0 

120 100 
Higher secondary 31 25.8 

Bachelor’s degree 28 23.3 

Postgraduate degree 55 45.8 

Occupation 

Government 17 14.2 

120 100 
Private sector 79 65.8 

Self-employment 16 13.3 

Retired 8 6.7 

Household 

Income Range 

(B40/M40/T20) 

< RM2,500 20 16.7 

120 100 

RM2,501-RM4,849 35 29.2 

RM4,850-RM10,959 42 35.0 

RM10,961-RM15,039 12 10.0 

> RM15,040 11 9.1 

Vehicle Type 

Motorcycle 14 11.7 

120 100 

Car 74 61.7 

MPV/SUV 28 23.3 

Commercial Vehicle 0 0 

None 4 3.3 

Number of 

debit card 

One card 33 27.5 

120 100 
Two cards 48 40.0 

Three cards 27 22.5 

Four cards and more 12 10.0 

Preferred card 
Yes 84 70.0 

120 100 
No 36 30.0 
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Table 4.1 shows that, the Classification of respondents based on Descriptive 

Analysis, The respondents have succeeded by the male, that equivalent to 67.5%, 

which involved 81 respondents. In comparison, the female has recorded at 32.5% 

with 39 respondents. Notwithstanding, the researcher was recorded generation types 

as one of the demographic profile aspects. Based on the outcomes, there are nine 

respondents from Baby Boomers (1946-1964) that equivalent to 7.5% has answered 

the questionnaire. There were 30 respondents or 25% from Generation X (1965–

1979), 76 respondents or 63.3% from Generation Y (1980–1994). Lastly, there are 

five respondents or 4.2% from Generation Z (1995–2012). 

 

Moreover, based on the data collected, shows that the highest respondents for 

occupation group come from the private sector (65.8%) that consist of 79 

respondents whilst from the government sector (14.2%) that consist of 17 

respondents. Self-employment recorded 13.3% with 16 respondents, and there were 

eight respondents, or 6.7% is retired. Besides that, 55 respondents (45.8%) possessed 

Postgraduate level whilst 28 of respondents (23.3%) possessed a Bachelor degree 

level. There were 31 of respondents (25.8%) from the Diploma level, and there were 

six respondents (5%) from Certificate level of education. 

 

In term of monthly household income range, (Department of Statistics Malaysia, 

2017), the B40 group have the highest respondents recorded at 45.9% or 55 

respondents, for M40 group who earned from RM4,850 to RM10,959 has recorded 

35% or 42 respondents. However, for T20 group that which received a salary of 

monthly household income more than RM10,961 recorded at 19.1% or 23 

respondents. Lastly, all respondents having at least one debit card and only four 

respondents recorded do not own any vehicle.   
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4.2 Reliability Analysis 

Reliability analysis is essential since it can influence the calculation of the instrument 

whether or not it is reliable. A total of 20 respondents have chosen to participate in 

answering the questionnaire. From here, the researcher will have a consistent and 

correct result to calculate the variables in the sample. In this study, the researcher 

was using Cronbach’s Alpha. It was used to measure the consistency of the items in 

the questionnaire. 

 

(Sekaran and Bougie, 2016), based on practical experience for Cronbach’s Alpha, if 

the scale nearly to 1, that means the reliability and consistency of the items are high. 

If it is more than 0.80 (<0.80), it can be considered as good, and if it is 0.70, it will 

be considered as acceptable. However, if it is less than 0.60 (<0.60), it will be 

considered as low or poor. 

 

According to (Nunnaly, 1978), the reliability of measurements could be seen via 

Cronbach’s Alpha that used on the research variables. The Cronbach’s Alpha that is 

more than 0.7 indicates high reliability. However, (Kerlinger and Lee, 2000) 

indicated that Cronbach’s alpha coefficient of 0.5 or higher is acceptable. Thus, this 

research uses Cronbach’s alpha coefficient of higher than 0.5 is acceptable. For this 

analysis, therefore, all the steps are appropriate. 
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Table 4.2 

Reliability Testing for Variables 

Variables Cronbach’s Alpha N of Items 

Perceived of Usefulness .787 7 

Ease of Use .917 6 

Benefits Program .800 6 

Technology Readiness .810 4 

Security Awareness .834 6 

Purchasing Power per Usage .829 5 

Transaction Consistency .663 5 

 

Table 4.2 shows, the Reliability Testing for Variables, it portrayed the result based 

on the keyed-in data by using IBM SPSS on respective variables. By using 

Cronbach’s Alpha, it will resemble how reliable the items are, in the questionnaires. 

For Independent Variables, it has recorded that Perceived of Usefulness obtained 

0.787, Ease of Use obtained 0.917, Benefits Program obtained 0.800, Technology 

Readiness obtained 0.810, Security Awareness 0.834 and Purchasing Power per 

Usage 0.829 of Cronbach’s Alpha. All the variables value has recorded more than 

0.60 (>0.60) and above 0.90 (>0.90), all the values obtained shall be considered as 

acceptable and excellent in this study. On the other hand, the Dependent Variable of 

Transaction Consistency, it has been recorded that the Cronbach’s Alpha is 0.663. 

Since the Cronbach’s Alpha value is more than 0.60 (>0.60), the value obtained shall 

be considered as acceptable in this study. Therefore, with the above results, the 

researcher decided to proceed to distribute the questionnaire with no further 

amendments of the statement for each variable.  
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Table 4.3 

Reliability Assessment of Final Instrument 

Variables Cronbach’s Alpha N of Items 

Perceived of Usefulness .894 7 

Ease of Use .925 6 

Benefits Program .879 6 

Technology Readiness .702 4 

Security Awareness .798 6 

Purchasing Power per Usage .560 5 

Transaction Consistency .591 5 

 

After the questionnaires have distributed, the final data collected once again 

subjected to reliability analysis to ensure items consistency. Although no more 

changes are possible, this final reliability analysis was to provide an overall 

consistency assessment of the instrument. Reliability analysis has run for 120 data 

collected from the respondents. 

 

Table 4.3 shows that the Cronbach’s Alpha values for the final data. For the 

dependant variable, which is Transaction Consistency, is 0.591. Cronbach’s Alpha 

for independent variables which Perceived of Usefulness, Ease of Use, Benefits 

Program, Technology Readiness, Security Awareness and Purchasing Power per 

Usage are 0.894, 0.925, 0.879, 0.702, 0.798 and 0.560 respectively. Therefore, it can 

be concluded based on the above table of Cronbach’s Alpha, shows that most of the 

variables’ value more than 0.7 (>0.7) which indicated that the questions are 

acceptable and excellent reliability for further analysis. 
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4.3 Descriptive Statistics Analysis (Mean) 

The output of IBM SPSS, the researcher would like to identify the mean of the items 

in the questionnaires. The purpose of this mean is to further understand which items 

that are actually reflecting the most in the variables as well as to understand, how the 

agreeableness level extend for each variables based on the answer of the respondents. 

Henceforth, the mean for descriptive analysis as below; 

 

4.3.1 Mean for Perceived of Usefulness 

Table 4.4 

Perceived of Usefulness Descriptive Analysis 

No  N Mean 

1. Using a debit card to purchase petrol at the self-

service pump made it very easy for me. 
120 4.100 

2. Using a debit card will improve my payment 

performance. 
120 3.775 

3. I found out by using debit card at self-service 

pump as mode of payment it is more effective 

compared to conventional way. 

120 4.067 

4. Using the debit card will make it easy for me to 

place my order. 
120 4.233 

5. I find the debit card system stable in the process 

of payment. 
120 3.917 

6. The terms and conditions for usage are limitless. 120 3.625 

7. The transaction fee is affordable. 120 3.725 

 Overall Average 3.920 

 

Table 4.4 shows, it has been recorded that ‘Using the debit card will make it easy for 

me to place my order’ has recorded the highest mean of 4.233 while the lowest was 

‘The terms and conditions for usage are limitless’ which equivalent to 3.625. The 

overall average scoring of the mean for these items are 3.920, which it is indicate that 
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most of the respondent believe that they have neutral agreeableness level for these 

items, based on the Likert Scale. 

 

4.3.2 Mean for Ease of Use 

Table 4.5 

Ease of Use Descriptive Analysis 

No  N Mean 

1. The self-service device systems are easy to use. 120 4.025 

2. The customer services are helpful to guide user 

as and when required. 
120 3.842 

3. Using debit card as mode of payment allow me 

to access my bank account anytime. 120 4.142 

4. Using debit card can avoid long queues that 

decrease productivity. 
120 4.208 

5. Using debit card can avoid long queues that 

increase the waiting time. 
120 4.192 

6. Using debit card making fuel payments is 

seamless, fast, and secure. 
120 4.042 

 Overall Average 4.075 

 

Table 4.5 shows, it has been recorded that ‘Using debit card can avoid long queues 

that decrease productivity’ has recorded the highest mean of 4.208 while the lowest 

was ‘The customer services are helpful to guide user as and when required’ which 

equivalent to 3.842. The overall average scoring of the mean for these items are 

4.075, which it is indicate that most of the respondent believe that they have neutral 

agreeableness level for these items, based on the Likert Scale. 
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4.3.3 Mean for Transaction Consistency 

Table 4.6 

Transaction Consistency Descriptive Analysis 

No  N Mean 

1. Frequency of usage 1 to 2 times a month. 120 2.775 

2. Frequency of usage 3 to 4 times a month. 120 2.850 

3. Frequency of usage 5 to 6 times a month. 120 2.592 

4. Frequency of usage 7 times and above. 120 2.817 

5. No transactions 120 3.067 

 Overall Average 2.820 

 

Table 4.6 shows, it has been recorded that ‘No transactions’ has recorded the highest 

mean of 3.067 while the lowest was ‘Frequency of usage 5 to 6 times a month’ which 

equivalent to 2.592. The overall average scoring of the mean for these items are 

2.820, which it is indicate that most of the respondent believe that they have neutral 

agreeableness level for these items, based on the Likert Scale. 

 

4.3.4 Mean for Purchasing Power per Usage 

Table 4.7 

Purchasing Power per Usage Descriptive Analysis 

No  N Mean 

1. Amount purchase RM5 to RM10. 120 2.333 

2. Amount purchase RM20 to RM30. 120 2.500 

3. Amount purchase RM40 to RM50. 120 2.692 

4. Amount purchase RM50 and above. 120 2.875 

5. None of the above. 120 3.367 

 Overall Average 2.753 
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Table 4.7 shows, it has been recorded that ‘None of the above’ has recorded the 

highest mean of 3.367 while the lowest was ‘Amount purchase RM5 to RM10’ which 

equivalent to 2.333. The overall average scoring of the mean for these items are 

2.753, which it is indicate that most of the respondent believe that they have neutral 

agreeableness level for these items, based on the Likert Scale. 

 

4.3.5 Mean for Technology Readiness 

Table 4.8 

Technology Readiness Descriptive Analysis 

No  N Mean 

1. I can usually figure out high-tech products and 

services without help from others. 
120 3.775 

2. I enjoy the challenge of figuring out high-tech 

gadgets. 
120 3.767 

3. Using debit card as payment at self-service pump 

makes me look elegant. 
120 3.175 

4. 
Pay with debit card gives me more freedom. 120 3.858 

 Overall Average 3.644 

 

Table 4.8 shows, it has been recorded that ‘Pay with debit card gives me more 

freedom’ has recorded the highest mean of 3.858 while the lowest was ‘Using debit 

card as payment at self-service pump makes me look elegant’ which equivalent to 

3.175. The overall average scoring of the mean for these items are 3.644, which it is 

indicate that most of the respondent believe that they have neutral agreeableness 

level for these items, based on the Likert Scale. 
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4.3.6 Mean for Security Awareness 

Table 4.9 

Security Awareness Descriptive Analysis 

No  N Mean 

1. Debit card charge value of the transaction is 

accurate. 
120 3.850 

2. Debit card security is safe and protected from 

being the card stolen. 
120 3.717 

3. The bank maintains customer’s debit card 

account information and balance enquiry. 
120 4.100 

4. Bank debit card account is a safe place to keep 

money. 
120 3.808 

5. Bank takes the responsibility for loss of debit 

card users. 
120 3.908 

6. Easy to carry & keep debit card instead of cash 

money. 
120 4.433 

 Overall Average 3.969 

 

Table 4.9 shows, it has been recorded that ‘Easy to carry & keep debit card instead 

of cash money’ has recorded the highest mean of 4.433 while the lowest was ‘Debit 

card security is safe and protected from being the card stolen’ which equivalent to 

3.717. The overall average scoring of the mean for these items are 3.969, which it is 

indicate that most of the respondent believe that they have neutral agreeableness 

level for these items, based on the Likert Scale. 
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4.3.7 Mean for Benefits Program 

Table 4.10 

Benefits Program Descriptive Analysis 

No  N Mean 

1. There are rewards point collections for petrol 

purchasing for incentive. 
120 3.983 

2. There is cash rebate redemption at petrol station. 
120 3.983 

3. The Bank offers discounts and privileges. 120 3.550 

4. It is convenient for me to use debit card. 
120 4.233 

5. The gap time between billings allows is 

adequate. 
120 3.900 

6. If I encounter difficulty in using, the issuer 

provides fast assistance. 
120 3.667 

 Overall Average 3.886 

 

Table 4.10 shows, it has been recorded that ‘It is convenient for me to use debit card’ 

has recorded the highest mean of 4.233 while the lowest was ‘The Bank offers 

discounts and privileges’ which equivalent to 3.550. The overall average scoring of 

the mean for these items are 3.886, which it is indicate that most of the respondent 

believe that they have neutral agreeableness level for these items, based on the Likert 

Scale. 
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4.3.8 Summarization of Descriptive Analysis Statistics 

Based on all of the Descriptive Analysis Statistics (Mean) explained above, the 

researcher have tabulated a table for the highest scoring from each variable as below; 

 

Table 4.11 

Summarization of Descriptive Analysis Statistics 

 Variable 
Overall 

Mean 

Ranking 

of Mean 

Highest 

Mean per 

Item 

Questions of 

Highest Mean 

Independent 

variables 

Perceived of 

Usefulness 
3.920 3 4.233 

Using the debit 

card will make it 

easy for me to 

place my order. 

Ease of Use 4.075 1 4.208 

Using debit card 

can avoid long 

queues that 

decrease 

productivity. 

Benefits 

Program 
3.886 4 4.233 

It is convenient 

for me to use 

debit card. 

Technology 

Readiness 
3.644 5 3.858 

Pay with debit 

card gives me 

more freedom. 

Security 

Awareness 
3.969 2 4.433 

Easy to carry & 

keep debit card 

instead of cash 

money. 

Purchasing 

Power per 

Usage 

2.753 6 3.367 
None of the 

above. 

Dependent 

Variable 

Transaction 

Consistency 
2.82 - 3.067 No transactions 

 

Table 4.11 describes the highest mean and items recorded based on the output of 

IBM SPSS. The table includes six Independent Variables (IVs) as well as one 

Dependent Variable (DV). 
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 The IV ranked first place was Ease of Use, with an overall average score of 

4,075 and also has recorded the highest mean with 4,208 score as indicated 

above. 

 

 The IV that ranked second place was Security Awareness, with an overall 

average score of 3.969 and also has recorded the highest mean with 4.433 score 

as indicated above. 

 

 The IV that ranked third place was Perceived of Usefulness, with an overall 

average score of 3.920 and also has recorded the highest mean with 4.233 score 

as indicated above. 

 

 The IV that ranked fourth place was Benefits Program, with an overall average 

score of 3.886 and also has recorded the highest mean with 4.233 score as 

indicated above. 

 

 The IV that ranked fifth place was Technology Readiness, with an overall 

average score of 3.644 and also has recorded the highest mean with 3.858 score 

as indicated above. 

 

 The IV that ranked sixth place was Purchasing Power per Usage, with an 

overall average score of 2.753 and also has recorded the highest mean with 

3.367 score as indicated above. 

 

Meanwhile the DV, it was recorded with an overall average score of 2.82 and also 

has recorded the highest mean with 3.067 score as indicated above. 

 

As for conclusion, the researcher may conclude that the respondent has neutral level 

of agreeableness with the survey research done by the researcher, based on the output 

of IBM SPSS. 
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4.4 Correlation Analysis 

Correlation analysis is a statistical tool used to determine the strength of relationship 

between two quantitative variables. High correlation means that two or more 

variables have a good relationship with each other, while a weak correlation means 

that the variables are not very closely related. Thus, the relationship between each 

variable and its extent towards the intention of debit card usage are examined 

through the correlation analysis. A perfect positive correlation has a coefficient of 

1.0 and if there is no correlation, it will be denoted by 0. 

 

Table 4.12 

Coefficient Correlations 

 

Based on Table 4.12 Coefficient Correlations, it represents the relationship between 

the IVs towards the DV. This will satisfy 1st RO and 1st RQ in Chapter 1. 
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Based on the table above, we can see that all of the IVs are significantly affecting the 

dependent variable at 0.000. Since the Sig. value or p-value must be less than 0.05 

(<0.05), the IVs are significantly affecting the dependent variable. 

 

To explain further, the researcher manages to identify the relationship between 

variables. For Perceived of Usefulness (PoU), Ease of Use (EoU), Purchasing Power 

per Usage (PPU), Technology Readiness (TR), Security Awareness (SA) and 

Benefits Program (BP) the relationship with Transaction Consistency (TC) is 0.555, 

0.572, 0.551, 0.405, 0.278 and 0.464, which indicate that the relationship is good, at 

significant level 0.000. 

 

The researcher manages to conclude that the relationships between IVs and DV in 

this study are strong. 
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4.5 Multiple Regression Analysis 

Multiple regressions here was being calculated and analyzed by the researcher to 

understand which variables actually give the most influence in this study. From here, 

the researcher will identify which variables that significantly contributes to the core 

of the study. This will also answer the second and third Research Objective (RO) 

which was; 

 

“To investigate the expectation of performance has a more significant impact on 

consumers' behavioural intention to use it at the self-service petrol pump equalled to 

effort expectancy and to study the influencing factors contributing to the cardholders' 

resistance to use a debit card at the self-service petrol pump”. 

 

And Research Question (RQ) which was; 

 

“Does expectation of performance by cardholders have a greater impact on 

consumers' behavioural intention to use it at the self-service petrol pump equalled to 

effort expectancy? And, does the hold amount of RM200 pays at self-service pump 

have greater impact to customers’ intention to use debit card?” 

 

To add, in this output, F-statistics and their significance value (Sig.) were also 

recorded to resemble the significant of the variables. Moreover, the coefficients of 

determinant or variance (R²) were also well portrayed in multiple regressions that 

show how much the IVs are influencing the DV. Likewise, the beta coefficient (β) 

will describe how much the influence of each IV towards DV. The largest amount of 

beta value will indicate the strongest contribution on the DV, in absolute value. 

Similarly, the smaller the beta value will indicate the lesser contributions of IVs 

towards DV. On top of that, Sig. value (p-value) will indicate the significant effect of 

the IVs towards DV and it should be recorded at less than 0.05 (<0.05) for the 

significant value of the variables to be guaranteed. (Sekaran and Bougie, 2016). 
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Table 4.13 

Model Summary 

 

Based on the Table 4.13, Model Summary portrayed the value of R, R², and adjusted 

R square (R²) as well as standard error of the estimate. This model summary was 

done by using Enter Method. Based on the table above, the R² is equivalent to 0.947 

= 94.7%, which means that the IV studied in this study is 94.7% representing the DV 

of the study. To add, only 5.3% were explained by other factors. From here, the 

researcher able to indicate that the IVs studied is relevant to be tested with this DV. 

 

Table 4.14 

ANOVA 

 

 

Based on Table 4.14 ANOVA as above, it illustrates the Model 1, F-statistics of 

335.508 and at significant level of 0.000. (Sekaran and Bougie, 2016) had stated that 

the model is contemplate significant (p-value) when it is less than 0.05 (<0.05).  

 

Thus, it shall be extrapolate that the model is significant and acceptable as the p-

value is less than 0.05 (<0.05). In other words, the researcher manage to obtain all of 

the IVs are significant towards the DV as the p-value is less than 0.05 (<0.05). 
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Table 4.15 

Multiple Regressions (Stepwise Method) 

 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 .972
a
 .946 .945 1.45349 

2 .973
b
 .948 .947 1.43058 

3 .975
c
 .950 .949 1.40469 

a. Predictors: (Constant), Purchasing Power per Usage 

b. Predictors: (Constant), Purchasing Power per Usage, Transaction Consistency 

c. Predictors: (Constant), Purchasing Power per Usage, Transaction Consistency, Perceived 

Usefulness 

 

Based on Table 4.15, the researcher re-run the data by using Stepwise Method as this 

will give the researcher further understanding and identification on which 

Independent Variables is actually statistically significance towards the Dependent 

Variable. From here, when the researcher able to obtained the R² of the IV, it indicate 

the most contributed IV towards the DV. Based on the computed data, the researcher 

managed to identify Purchasing Power per Usage is the most significant influence IV 

in this study, R² at 0.946 or 94.60%. The adjusted R² is 0.946 = 94.60%. This has 

indicated that Purchasing Power per Usage has become the most contributed factor 

explained for Behavioral Intention in this study. Thus, another 5.4% of the variance 

in Behavioral Intention is being explained by other factors. 

 

On top of that, R² in Model 2 is 0.948 or 94.80%, which shows that 0.2% of the 

variance in dependent variables is explained by Transaction Consistency. This 

variance is being subtracted from 94.8% based on 94.6%. That means 94.8% minus 

94.6%, which equivalent to 0.2%. The adjusted R² is 0.947 = 94.70%. This has 

indicated that 5.3% of the variance in the Behavioral Intention is being explained by 

other factors, other than Purchasing Power per Usage and Transaction Consistency. 

 

Lastly, R² in Model 3 is 0.950 or 95.0%, which shows that 0.2% of the variance in 

dependent variables is explained by Perceived of Usefulness. This variance is being 

subtracted from 95.0% based on 94.80%. That means, 95.0% minus 94.80% which 

equivalent to 0.2%. The adjusted R² is 0.949 = 94.9%. This has indicated that 5.1% 

of the variance in the Behavioral Intention is being explained by other factors, other 
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than Purchasing Power per Usage, Transaction Consistency and Perceived of 

Usefulness. As conclusion, the researcher may conclude that the highest variance is 

actually explaining the dependent variable is Purchasing Power per Usage (94.60%) 

followed by the second highest explained are Transaction Consistency (0.2%) and 

Perceived of Usefulness (0.2%). As a result, this has answered the second RO and 

RQ in Chapter One. 

 

4.5.1 Multiple Regressions Summary 

Based on the output in IBM SPSS, the researcher managed to conclude that the 

relationships between IVs and DV are strong and significant (p-value) at 0.000. Plus, 

it has indicated that Purchasing Power per Usage has become the most influential 

factor (94.60%) towards Behavioral Intention. To add, the multiple regressions also 

indicated that there are 0.948 or 94.80%, or the Transaction Consistency are 

influence the study and to notable the Behavioral Intention, it does have a huge 

impact on this matter especially with regards to this study. 
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4.6 Hypothesis Testing 

This part, the researcher shall answer the Research Objective (RO) of; 

“To examine the factors of perceived of usefulness, ease of use, transaction 

consistency, purchasing power per usage, technology readiness, security awareness, 

benefits program towards influencing the intention to use debit card at the self-

service petrol pump.” 

 

And the Research Question (RQ) of; 

 

“What were the factors of perceived of usefulness, ease of use, transaction 

consistency, purchasing power per usage, technology readiness, security awareness, 

benefits program towards influencing the intention to use debit card at the self-

service petrol pump?” 

 

 Hypothesis 1 (Perceived of Usefulness) 

The first IV of Perceived of Usefulness has been stated through hypothesis in this 

study in order to see how the impact of this IV towards factors influencing the 

intention to use debit card at the self-service petrol pump. Regression model has been 

analysed as above, the relationship between intent to use debit card is 0.555 at 

significant value of 0.000. Not only that, the model summary as well as ANOVA 

also indicated that this IV has significant influence towards the DV. Therefore, the 

hypothesis of H1 is accepted and the H0 is rejected. 

 

 Hypothesis 2 (Ease of Use) 

The second IV of Ease of Use has been stated through hypothesis in this study in 

order to see how the impact of this IV towards factors influencing the intention to use 

debit card at the self-service petrol pump. Regression model has been analysed as 

above, the relationship between intent to use debit card is 0.572 at significant value 

of 0.000. Not only that, the model summary as well as ANOVA also indicated that 

this IV has significant influence towards the DV. Therefore, the hypothesis of H2 is 

accepted and H0 is rejected. 

 



 60 

 Hypothesis 3 (Transaction Consistency) 

The third IV of Transaction Consistency has been stated through hypothesis in this 

study in order to see how the impact of this IV towards factors influencing the 

intention to use debit card at the self-service petrol pump. Regression model has been 

analysed as above, the relationship between intent to use debit card is 0.551 at 

significant value of 0.000. Not only that, the model summary as well as ANOVA 

also indicated that this IV has significant influence towards the DV. Therefore, the 

hypothesis of H3 is accepted and H0 is rejected. 

 

 Hypothesis 4 (Purchasing Power per Usage) 

The fourth IV of Purchasing Power per Usage has been stated through hypothesis in 

this study in order to see how the impact of this IV towards factors influencing the 

intention to use debit card at the self-service petrol pump. Regression model has been 

analysed as above, the relationship between intent to use debit card is 0.405 at 

significant value of 0.000. Not only that, the model summary as well as ANOVA 

also indicated that this IV has significant influence towards the DV. Therefore, the 

hypothesis of H4 is accepted and H0 is rejected. 

 

 Hypothesis 5 (Technology Readiness) 

The fifth IV of Technology Readiness has been stated through hypothesis in this 

study in order to see how the impact of this IV towards factors influencing the 

intention to use debit card at the self-service petrol pump. Regression model has been 

analysed as above, the relationship between intent to use debit card is 0.278 at 

significant value of 0.000. Not only that, the model summary as well as ANOVA 

also indicated that this IV has significant influence towards the DV. Therefore, the 

hypothesis of H5 is accepted and H0 is rejected. 
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 Hypothesis 6 (Security Awareness) 

The sixth IV of Security Awareness has been stated through hypothesis in this study 

in order to see how the impact of this IV towards factors influencing the intention to 

use debit card at the self-service petrol pump. Regression model has been analysed as 

above, the relationship between intent to use debit card is 0.464 at significant value 

of 0.000. Not only that, the model summary as well as ANOVA also indicated that 

this IV has significant influence towards the DV. Therefore, the hypothesis of H6 is 

accepted and H0 is rejected. 

 

 Hypothesis 7 (Benefits Program) 

The seventh IV of Benefits Program has been stated through hypothesis in this study 

in order to see how the impact of this IV towards factors influencing the intention to 

use debit card at the self-service petrol pump. Regression model has been analysed as 

above, the relationship between intent to use debit card is 0.902 at significant value 

of 0.000. Not only that, the model summary as well as ANOVA also indicated that 

this IV has significant influence towards the DV. Therefore, the hypothesis of H7 is 

accepted and H0 is rejected. 
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4.6.1 Hypothesis Testing Summary 

Table 4.16 

Summary of Hypotheses 

Variable 
Significant 

Level 
Hypothesis 

Perceived of 

Usefulness 
.000 

Accepted alternate hypothesis, 

rejected null hypothesis 

Ease of Use .000 
Accepted alternate hypothesis, 

rejected null hypothesis 

Purchasing Power per 

Usage 
.000 

Accepted alternate hypothesis, 

rejected null hypothesis 

Technology Readiness .000 
Accepted alternate hypothesis, 

rejected null hypothesis 

Security Awareness .000 
Accepted alternate hypothesis, 

rejected null hypothesis 

Benefits Program .000 
Accepted alternate hypothesis, 

rejected null hypothesis 

Transaction 

Consistency 
.000 

Accepted alternate hypothesis as 

the most influential factor, rejected 

null hypothesis 

 

Table 4.16 shows that Summary of Hypotheses all of the IVs which has been tested 

their significant level towards DV. Based on the output by SPSS, the researcher may 

conclude that all of the tested hypotheses are accepted and all null hypotheses are 

rejected as all of the variables are significant at p-value 0.000. Thus, the researcher 

concluded that all of the independent variables; have significant influence towards 

the dependent variable in this study. 
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4.7 Discussion 

Based on the calculated variables, the researcher were able to obtain a thorough 

analysis of the data collected and the analysis from the IBM SPSS. On the very first 

hand, the researcher would like to study the factors influencing the intention to use 

debit card at the self-service petrol pump. By gathering the information form the 

respondents, the researcher managed to analyse a clear picture with regards to the 

factors influencing the intention to use at the self-service petrol pump. 

 

The researcher managed to understand the relationship of all the IVs towards DV. 

The researcher would like to understand which IVs that have significant influence 

towards the DV. To answer the first research objective, the researcher had conducted 

the regression analysis to see the coefficient correlation analysis in determining the 

relationship between the independent variables towards dependent variable. From 

here, the researcher managed to identify that all of the relationship are in good and 

strong position as all of the correlations are above 0.70, thus the relationships are 

positively good and strong. To add, all of the IVs are significant (p-value) at 0.000. 

This has indicated that the first Research Objectives and Research Questions are 

answered. 

 

Therefore, with all the above results, the researcher may conclude that the results 

derived from the study were addressed by both Research Objectives and Research 

Questions in this analysis. 
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CHAPTER FIVE 

CONCLUSION 

5.1 Recap of the Study 

After the data were collected and analysed, the researcher were able to examine the 

reliability of the objects, the importance of the variables and most prominent 

variables in the sample. Thus, in this chapter, the researcher will discuss further the 

results and findings in chapter four. From there, researcher will arrive to conclude the 

results and provide insights into the recommendations based on the finding of the 

IBM SPSS’s results analysis. Besides, the research implications help to illustrate the 

contribution of seeking solutions to the defined problem and the relevance of the 

study to other parties. Limitations of the analysis have also identified and discussed. 

Finally, the feasible recommendations were provided and conclude the study with 

recommendations for future research.  

 

 

5.2 Implication of the Study 

The findings of this analysis lead to current awareness of the debit card study within 

Klang Valley area in context on intention to use debit card at the self-service pump. 

The temporary of holding amount RM200 have greater impact to B40 group category 

of household income as they unable to utilise the debit card balance immediately 

after fuel the petrol. As a result, the study showed that this being greater rejection 

impact to the services that provide by the merchants to purchase petrol at self-service 

pump.  
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Meanwhile, the Subjective norm disclosed that the factor influencing the decision to 

use debit card at self-service petrol pump or otherwise. This is due to influences that 

obtain by from the important people like a wife, kids and best friend to purchase 

goods such as soft drinks, snack foods and confectionery in the convenience store. 

Moreover, cardholder’s tend to demonstrate a number of behavioural changes in 

response to COVID-19 pandemic such as, including panic purchases, mass travel 

during movement restrictions, and even run away from treatment facilities (Koh et 

al., 2020). Hence, the future studies may be conducted to identify an additional 

behavioural factor that influences the debit card usage. 

 

In addition, this study shall be important to the issuing banks to understand their 

customers’ need specifically in the Klang Valley area and to evaluate their marketing 

campaign on the basis of the results by considering the factors that influencing to use 

the debit card. Therefore, the card issuer able to attract more intention to use debit 

card, shall increase the transaction volume, value of transaction as well as benefited 

with fee-based income. 
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5.3 Limitation of the Study 

Common limitations in the study are the honesty of the respondents in answering all 

the questionnaires. Some respondents may not be able to answer the questions with 

regard of honesty, integrity, cooperation and sense of willingness. It would be more 

interesting if other variables are considered to identify more factors that affect the 

intention to purchase petrol with debit card at self-service pump. Researcher is facing 

difficult times during the COVID-19 pandemic crisis and its difficult situation due to 

the Movement Control Order (MCO) imposed by the government. Thus, for future 

researcher must get ready with others resources particularly obtain actual data from 

financial institutions and/or from Card schemes related to debit card transactions in 

order to analyse the accuracy of research results. 

 

 

5.4 Recommendation for Future Research 

This study, the researcher have gone through analysis to ensure all factors that affect 

the intention to purchase petrol with debit card at self-service pump are identified. 

However, the scope of this study can be expanded further as the study only focused 

on the transaction at petrol station. The chosen respondents have influence on the 

final results of this research. The study focused on the respondents in Klang Valley 

area and this could not be generalized to the actual behaviour of Malaysian debit card 

cardholders. Therefore, future studies should expand the respondents from major 

cities in Malaysia as well for the purpose of generalization and to consider other 

variables identifying more factors that affect the intention to purchase petrol with 

debit card at self-service pump i.e. Mobile Apps. 
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5.5 Conclusion 

This research’s objective is to identify what factors that affects a customer's decision 

to pay using a debit card and why they choose it as the method of payment at the 

self-service petrol pump. Based on the conducted research, the researcher has 

obtained an analysis that there are number of purchases consistency using debit card 

at the self-service petrol pump. However, the factor of pre-authorization a temporary 

holding of specific amount of the available balance i.e. RM200 is conclusively 

influencing the cardholders’ decision to purchase with debit card. The affect 

behavioural decision had shown that, from result of the respondents who earn low 

household income or B40 group of category. The change of behaviour among 

Malaysians in response to the COVID-19 pandemic is a new norm and behaviour is 

expected to be realized consciously (Koh et al., 2020). The researcher has outlined 

the factors that need to be improved by the merchants and its acquiring banks so that 

they able to attract more intention of debit card cardholders to use debit card at self-

service petrol pump. This research’s findings are important for card issuer to grasp 

and make best use of findings prior to finalizing their marketing plan. With that, the 

researcher able to see that the least contributed factor for the intention need to be 

addresses by the regulatory in order to achieve an e-payment aspiration. 
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settler. Their life partnership has been endowed 

with a daughter and a son. This happy family lives 

together in a modest house in the town of Rawang, 
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Development, and Shariah-compliant. A person that able to work under pressure, 
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APPENDIX B – QUESTIONNAIRE 

INFORMATION SHEET FOR QUESTIONNAIRE 

 

Dear Valued Respondents, 

I am a Master of Business Administration (MBA) student at Universiti Tun Abdul 

Razak (UNIRAZAK), Kuala Lumpur. I am working on my research paper entitled: 

FACTORS INFLUENCING THE INTENTION TO USE DEBIT CARD AT 

THE SELF-SERVICE PETROL PUMP. The study will gather information 

allowing us to discover the intention of Malaysian consumers in using debit card for 

payment at self-service petrol pump. This survey is purely for academic purpose and 

all responses will be treating as private and confidential. The questionnaire may take 

10 to 15 minutes to answer. The link: https://forms.gle/tdbxcgbRvofnYdpD8 

 

Your participation in validating the questionnaire is voluntary. You shall not 

participate without any penalty and the risk of participating is minimal. Thank you 

for your interest and cooperation in this important study. 

 

Yours sincerely, 

 

------------------------------------------ 

Mohamad Fadzil Bin Md Yasir, 

MBA Candidate, Graduate School of Business 

UNIRAZAK 

 

 

  

https://forms.gle/tdbxcgbRvofnYdpD8
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SECTION A 

 

MBA PROGRAMME 

 

FACTORS INFLUENCING THE INTENTION TO USE DEBIT CARD AT 

THE SELF-SERVICE PETROL PUMP 

Please circle on the appropriate answer. / Sila bulatkan jawapan yang sesuai. 

No Description Answer 

1. Gender / Jantina 
A. Male / Lelaki 

B. Female / Perempuan 

2. 
The year you were born / Tahun 

kelahiran anda 

A. 1946 – 1964 (Baby Boomers) 

B. 1965 – 1979 (Generation X) 

C. 1980 – 1994 (Generation Y) 

D. 1995 – 2012 (Generation Z) 

3. Status / Taraf Perkahwinan 
A. Single / Bujang 

B. Married / Berkahwin 

4. 
Educational Qualification / Tahap 

Pendidikan 

A. Secondary or below Qualification / Sijil 

B. Higher secondary / Diploma 

C. Bachelor’s degree / Ijazah 

D. Postgraduate degree or higher / Sarjana 
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5. Occupation / Pekerjaan 

A. Unemployed / Tidak Bekerja 

B. Government / Penjawat Kerajaan 

C. Private sector / Swasta 

D. Self-employment / Sendiri 

E. Retired / Pencen 

6. 

Household Income Range  

(per month) / Pendapatan 

Bulanan Keluarga 

*B40/M40/T20 

A. < RM 2,500 

B. RM 2,501 - RM 4,849 

C. RM 4,850 - RM 10,959 

D. RM 10,961 - RM 15,039 

E. > RM 15,040 

7. 
Your Vehicle Type / Jenis 

Kenderaan Anda 

A. Motorcycle / Motorsikal 

B. Car / Kereta 

C. MPV/SUV / Kenderaan Serbaguna / 

Utiliti Sukan 

D. Commercial Vehicle / Kenderaan 

Komersial 

E. None / Tiada 

8. 

How many debit cards did you 

have? Berapa banyak kad debit 

yang anda ada? 

A. One (1) card only / Satu kad 

B. Two (2) cards / Dua kad 

C. Three (3) cards / Tiga kad 

D. Four (4) cards and more / Empat kad 

dan lebih 

E. None / Tiada 
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9. 

If you have more than one debit 

card, did you have preference to 

use one over other? Sekiranya 

anda mempunyai lebih daripada 

satu kad debit, adakah anda 

mempunyai keutamaan 

menggunakan kad debit itu? 

A. Yes / Ya 

B. No / Tidak 

 

 

 

~ END of Section A / Bahagian A Tamat ~ 
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SECTION B 

 

MBA PROGRAMME 

 

FACTORS INFLUENCING THE INTENTION TO USE DEBIT CARD AT 

THE SELF-SERVICE PETROL PUMP 

Kindly tick (√) to indicate your level of agreement with the following attributes at 

the firm. Use the scale as below: Sila tandakan (√) jika anda bersetuju dengan 

kenyataan berikut. Guna skala seperti yang berikut: 

Strongly 

Disagree / 

Sangat Tidak 

Bersetuju 

Disagree / 

Tidak 

bersetuju 

Neutral / 

Neutral 

Agree / 

Bersetuju 

Strongly Agree 

/ Sangat 

Bersetuju 

1 2 3 4 5 

 

No. Statement Research Variable 
Strongly 

Disagree 
Disagree Neutral Agree 

Strongly 

Agree 

 1. PERCEIVED OF USEFULNESS 1 2 3 4 5 

10. 

Using a debit card to purchase petrol at the 

self-service pump made it very easy for me. 

Menggunakan kad debit untuk membeli 

petrol di pam layan diri menjadikannya 

sangat mudah bagi saya. 

     

11. 

Using a debit card will improve my payment 

performance. 

Menggunakan kad debit akan meningkatkan 

prestasi pembayaran saya. 
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No. Statement Research Variable 
Strongly 

Disagree 
Disagree Neutral Agree 

Strongly 

Agree 

Cont. 1. PERCEIVED OF USEFULNESS 1 2 3 4 5 

12. 

I found out by using debit card at self-service 

pump as mode of payment it is more 

effective compared to conventional way. 

Saya mendapat tahu dengan menggunakan 

kad debit di pam layan diri sebagai kaedah 

pembayaran, ia lebih berkesan berbanding 

dengan kaedah konvensional. 

     

13. 

Using the debit card will make it easy for me 

to place my order. 

Menggunakan kad debit akan memudahkan 

saya membuat pesanan. 

     

14. 

I find the debit card system stable in the 

process of payment. 

Saya dapati sistem kad debit stabil dalam 

proses pembayaran. 

     

15. 

The terms and conditions for usage are 

limitless. 

Terma dan syarat penggunaan tidak terhad. 

     

16. 
The transaction fee is affordable. 

Bayaran transaksi adalah berpatutan. 
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No. Statement Research Variable 
Strongly 

Disagree 
Disagree Neutral Agree 

Strongly 

Agree 

 2. EASE OF USE (CONVENIENT) 1 2 3 4 5 

17. 

The self-service device systems are easy to 

use. 

Sistem peranti layan diri mudah digunakan. 

     

18. 

The customer services are helpful to guide 

user as and when required. 

Perkhidmatan pelanggan sangat membantu 

untuk membimbing pengguna apabila 

diperlukan. 

     

19. 

Using debit card as mode of payment allow 

me to access my bank account anytime. 

Menggunakan kad debit sebagai kaedah 

pembayaran membolehkan saya mengakses 

akaun bank saya pada bila-bila masa. 

     

20. 

Using debit card can avoid long queues that 

decrease productivity.  

Menggunakan kad debit dapat mengelakkan 

barisan panjang yang menurunkan 

produktiviti. 

     

21. 

Using debit card can avoid long queues that 

increase the waiting time. 

Menggunakan kad debit dapat mengelakkan 

dari beratur panjang yang meningkatkan 

masa menunggu. 

     

22. 

Using debit card making fuel payments is 

seamless, fast, and secure. 

Menggunakan kad debit membuat 

pembayaran bahan bakar lancar, cepat dan 

selamat. 
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No. Statement Research Variable 
Strongly 

Disagree 
Disagree Neutral Agree 

Strongly 

Agree 

 3. TRANSACTION CONSISTENCY 1 2 3 4 5 

23. 

Frequency of usage 1 to 2 times a month.  

Kekerapan penggunaan 1 hingga 2 kali 

sebulan. 

     

24. 

Frequency of usage 3 to 4 times a month. 

Kekerapan penggunaan 3 hingga 4 kali 

sebulan. 

     

25. 

Frequency of usage 5 to 6 times a month. 

Kekerapan penggunaan 5 hingga 6 kali 

sebulan. 

     

26. 
Frequency of usage 7 times and above.  

Kekerapan penggunaan 7 kali dan ke atas. 
     

27. No transactions / Tidak melakukan transaksi      

 

 

No. Statement Research Variable 
Strongly 

Disagree 
Disagree Neutral Agree 

Strongly 

Agree 

 4. PURCHASING POWER PER USAGE 1 2 3 4 5 

28. 
Amount purchase RM5 to RM10. 

Jumlah pembelian RM5 hingga RM10. 
     

29. 
Amount purchase RM20 to RM30. 

Jumlah pembelian RM20 hingga RM30. 
     

30. 
Amount purchase RM40 to RM50. 

Jumlah pembelian RM40 hingga RM50. 
     

31. 
Amount purchase RM50 and above. 

Jumlah pembelian RM50 dan ke atas. 
     

32. None of the above / Tiada seperti di atas.      
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No. Statement Research Variable 
Strongly 

Disagree 
Disagree Neutral Agree 

Strongly 

Agree 

 5. TECHNOLOGY READINESS 1 2 3 4 5 

33. 

I can usually figure out high-tech products 

and services without help from others. 

Saya biasanya dapat mengetahui produk dan 

perkhidmatan berteknologi tinggi tanpa 

bantuan orang lain. 

     

34. 

I enjoy the challenge of figuring out high-

tech gadgets. 

Saya menikmati cabaran untuk mencari alat 

berteknologi tinggi. 

     

35. 

Using debit card as payment at self-service 

pump makes me look elegant. 

Menggunakan kad debit sebagai 

pembayaran di pam layan diri menjadikan 

saya kelihatan elegan. 

     

36. 

Pay with debit card gives me more freedom. 

Bayar dengan kad debit memberi saya lebih 

banyak kebebasan. 
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No. Statement Research Variable 
Strongly 

Disagree 
Disagree Neutral Agree 

Strongly 

Agree 

 6. SECURITY AWARENESS 1 2 3 4 5 

37. 

Debit card charge value of the transaction is 

accurate. 

Nilai caj transaksi kad debit adalah tepat. 

     

38. 

Debit card security is safe and protected 

from being the card stolen. 

Keselamatan kad debit adalah selamat dan 

dilindungi dari kad yang dicuri. 

     

39. 

The bank maintains customer’s debit card 

account information and balance enquiry. 

Bank menyimpan maklumat akaun kad debit 

pelanggan dan pertanyaan baki. 

     

40. 

Bank debit card account is a safe place to 

keep money. 

Akaun kad debit bank adalah tempat yang 

selamat untuk menyimpan wang. 

     

41. 

Bank takes the responsibility for loss of debit 

card users. 

Bank bertanggungjawab untuk kehilangan 

pengguna kad debit. 

     

42. 

Easy to carry & keep debit card instead of 

cash money. 

Mudah dibawa & simpan kad debit dan 

bukannya wang tunai. 
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No. Statement Research Variable 
Strongly 

Disagree 
Disagree Neutral Agree 

Strongly 

Agree 

 7. BENEFITS PROGRAM 1 2 3 4 5 

43. 

There are rewards point collections for petrol 

purchasing for incentive. 

Terdapat koleksi poin ganjaran untuk 

pembelian petrol untuk insentif. 

     

44. 

There is cash rebate redemption at petrol 

station. 

Terdapat penebusan rebat tunai di stesen 

minyak. 

     

45. 

The Bank offers discounts and privileges. 

Bank menawarkan potongan dan 

keistimewaan. 

     

46. 

It is convenient for me to use debit card. 

Adalah senang bagi saya untuk 

menggunakan kad debit. 

     

47. 

The gap time between billings allows is 

adequate. 

Perbezaan masa antara invois adalah perlu. 

     

48. 

If I encounter difficulty in using, the issuer 

provides fast assistance. 

Sekiranya saya menghadapi kesukaran untuk 

menggunakan, Bank memberikan bantuan 

segera. 

     

 

PREPARED BY: MOHAMAD FADZIL BIN MD YASIR 

End of Survey / Kajian Tamat 

 

Thank you very much for your time and support. Your participation in this study is 

truly appreciated.  

Terima kasih untuk masa dan sokongan anda. Penyertaan anda dalam kajian ini 

amat dihargai 
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APPENDIX C – IBM SPSS DATA OUTPUT 

Frequencies 

 

Statistics 

 Gender Age Status Educational Occupation 
Household_ 

Income 

N Valid 120 120 120 120 120 120 

Missing 0 0 0 0 0 0 

 

 

Statistics 

 Vehicle_Type Num_Debit_Card Preference 

N Valid 120 120 120 

Missing 0 0 0 

 

 

Frequency Table 

 

Gender 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid Female 39 32.5 32.5 32.5 

Male 81 67.5 67.5 100.0 

Total 120 100.0 100.0  

 

 

Age 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 1946 – 1964 (Baby 

Boomers) 
9 7.5 7.5 7.5 

1965 – 1979 (Generation X) 30 25.0 25.0 32.5 

1980 – 1994 (Generation Y) 76 63.3 63.3 95.8 

1995 – 2012 (Generation Z) 5 4.2 4.2 100.0 

Total 120 100.0 100.0  
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Status 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid Married 89 74.2 74.2 74.2 

Single 31 25.8 25.8 100.0 

Total 120 100.0 100.0  

 

Educational 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid Bachelor’s degree 28 23.3 23.3 23.3 

Higher secondary 31 25.8 25.8 49.2 

Postgraduate degree or 

higher 
55 45.8 45.8 95.0 

Secondary or below 

Qualification 
6 5.0 5.0 100.0 

Total 120 100.0 100.0  

 

Occupation 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid Government 17 14.2 14.2 14.2 

Private sector 79 65.8 65.8 80.0 

Retired 8 6.7 6.7 86.7 

Self-employment 16 13.3 13.3 100.0 

Total 120 100.0 100.0  

 

Household_Income 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid < RM 2,500 20 16.7 16.7 16.7 

> RM 15,040 11 9.2 9.2 25.8 

RM 10,961 - RM 15,039 12 10.0 10.0 35.8 

RM 2,501 - RM 4,849 35 29.2 29.2 65.0 

RM 4,850 - RM 10,959 42 35.0 35.0 100.0 

Total 120 100.0 100.0  
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Vehicle_Type 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid Car 74 61.7 61.7 61.7 

Motorcycle 14 11.7 11.7 73.3 

MPV/SUV 28 23.3 23.3 96.7 

None 4 3.3 3.3 100.0 

Total 120 100.0 100.0  

 

 

Num_Debit_Card 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid Four (4) cards and more 12 10.0 10.0 10.0 

One (1) card only 33 27.5 27.5 37.5 

Three (3) cards 27 22.5 22.5 60.0 

Two (2) cards 48 40.0 40.0 100.0 

Total 120 100.0 100.0  

 

 

Preference 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid No 36 30.0 30.0 30.0 

Yes 84 70.0 70.0 100.0 

Total 120 100.0 100.0  
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Reliability 
 

Scale: ALL VARIABLES 

 

Case Processing Summary 

 N % 

Cases Valid 120 100.0 

Excluded
a
 0 .0 

Total 120 100.0 

a. Listwise deletion based on all variables in the procedure. 

 

Reliability Statistics 

Cronbach's Alpha 

Cronbach's Alpha 

Based on 

Standardized Items N of Items 

.929 .945 39 

 

Summary Item Statistics 

 Mean Minimum Maximum Range 

Maximum / 

Minimum Variance N of Items 

Item Means 3.627 2.333 4.433 2.100 1.900 .318 39 

 

Reliability Statistics 

Cronbach's Alpha 

Cronbach's Alpha 

Based on 

Standardized Items N of Items 

.894 .897 7 

 

Summary Item Statistics 

 Mean Minimum Maximum Range 

Maximum / 

Minimum Variance N of Items 

Item Means 3.920 3.625 4.233 .608 1.168 .050 7 

 

Reliability Statistics 

Cronbach's Alpha 

Cronbach's Alpha 

Based on 

Standardized Items N of Items 

.925 .926 6 
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Summary Item Statistics 

 Mean Minimum Maximum Range 

Maximum / 

Minimum Variance N of Items 

Item Means 4.075 3.842 4.208 .367 1.095 .019 6 

 

Reliability Statistics 

Cronbach's Alpha 

Cronbach's Alpha 
Based on 

Standardized Items N of Items 

.591 .607 5 

 

Summary Item Statistics 

 Mean Minimum Maximum Range 

Maximum / 

Minimum Variance N of Items 

Item Means 2.820 2.592 3.067 .475 1.183 .029 5 

 

Reliability Statistics 

Cronbach's Alpha 

Cronbach's Alpha 
Based on 

Standardized Items N of Items 

.560 .585 5 

 

Summary Item Statistics 

 Mean Minimum Maximum Range 

Maximum / 

Minimum Variance N of Items 

Item Means 2.753 2.333 3.367 1.033 1.443 .159 5 

 

Reliability Statistics 

Cronbach's Alpha 

Cronbach's Alpha 

Based on 

Standardized Items N of Items 

.702 .727 4 

 

Summary Item Statistics 

 Mean Minimum Maximum Range 

Maximum / 

Minimum Variance N of Items 

Item Means 3.644 3.175 3.858 .683 1.215 .099 4 
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Reliability Statistics 

Cronbach's Alpha 

Cronbach's Alpha 

Based on 

Standardized Items N of Items 

.798 .805 6 

 

Summary Item Statistics 

 Mean Minimum Maximum Range 

Maximum / 

Minimum Variance N of Items 

Item Means 3.969 3.717 4.433 .717 1.193 .068 6 

 

Reliability Statistics 

Cronbach's Alpha 

Cronbach's Alpha 

Based on 

Standardized Items N of Items 

.879 .879 6 

 

Summary Item Statistics 

 Mean Minimum Maximum Range 

Maximum / 

Minimum Variance N of Items 

Item Means 3.886 3.550 4.233 .683 1.192 .060 6 
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Regression 

 

Descriptive Statistics 

 Mean Std. Deviation N 

Transaction Consistency 14.1000 4.97625 120 

Ease of Use (Convenient) 24.4500 4.77185 120 

Purchasing Power per Usage 13.7667 5.07380 120 

Technology Readiness 14.5750 3.31197 120 

Security Awareness 23.8167 4.40775 120 

Benefits Program 23.3167 5.22435 120 

Perceived Usefulness 27.4417 5.72154 120 
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Descriptive Statistics 

 Mean Std. Deviation N 

Behavioural Intention 10.4000 6.20030 120 

Ease of Use (Convenient) 24.4500 4.77185 120 

Purchasing Power per Usage 13.7667 5.07380 120 

Technology Readiness 14.5750 3.31197 120 

Security Awareness 23.8167 4.40775 120 

Benefits Program 23.3167 5.22435 120 

Perceived Usefulness 27.4417 5.72154 120 
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Regression 

 

Model Summary 

Model R R Square 
Adjusted R 

Square 
Std. Error of the 

Estimate 

1 .497
a
 .247 .240 5.40365 

 

a. Predictors: (Constant), Transaction Consistency 

 

ANOVA
a
 

Model Sum of Squares df Mean Square F Sig. 

1 
Regression 1129.261 1 1129.261 38.674 .000

b
 

Residual 3445.539 118 29.199   
Total 4574.800 119    

a. Dependent Variable: Behavioural Intention 

b. Predictors: (Constant), Transaction Consistency 

 

Coefficients
a
 

Model 

Unstandardized Coefficients 
Standardized 
Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1.671 1.488  1.124 .264 

Transaction Consistency .619 .100 .497 6.219 .000 

 

Coefficients
a
 

Model 

Collinearity Statistics 

Tolerance VIF 

1 (Constant)   

Transaction Consistency 1.000 1.000 

a. Dependent Variable: Behavioural Intention 

 

Collinearity Diagnostics
a
 

Model Dimension Eigenvalue Condition Index 

Variance Proportions 

(Constant) 
Transaction 
Consistency 

1 1 1.943 1.000 .03 .03 

2 .057 5.861 .97 .97 

a. Dependent Variable: Behavioural Intention 

 

 

~ END of Appendix C ~ 
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