References:

A. T. Kearney (2003), The Many Sides of BPO, Executive Agenda, Volume VI,

Number 2, Second Quarter 2003.

Abbey National Bank (2002), Annual Review 2001, United Kingdom: Abbey National

Bank.

Araneta, Micheal (2004), Defining Operational Excellence: Emerging Success
Stories from the experience of Asian Banks, The Asian Banker, 16 September

2004.

Bank [slam Malaysia Berhad (2004), Annual Report 2003, Kuala Lumpur: Bank

Islam Malaysia Berhad

Bank Muamalat Malaysia Berhad (2004): Annual Report 2003, Kuala Lumpur: Bank

Muamalat Malaysia Berhad.

Bank Negara Malaysia (2004), Annual Report 2003, Kuala Lumpur: Bank Negara

Malaysia.

Bank Negara Malaysia (2004), Monthly Statistical Bulletin, December 2004, Kuala

Lumpur: Bank Negara Malaysia.

Bank Negara Malaysia (2005), Study on Customers’ Needs & Satisfaction Level —
Banking Sector: Briefing to Domestic Banking Institutions, Kuala Lumpur: Bank

Negara Malaysia, 17 January 2005.

86



Bowers, Tab, Gibb, Gregg. Wong, Jeffrey, McKinsey & Company (2003), Banking in
Asia, Acquiring a Profit Mindset, 2" Edition, Singapore: John Wiley & Sons.
Buckley, Ross P. (2000). Globalisation and Retail Banking in Australia, Retrieved on

September 15, 2004 from the World Wide Web: www.legalassays.com

Burger, Kathy, Insurance & Technology Online (2003), Defining a New Model of
Branch Banking, Retrieved on October 3, 2004 from the World Wide Web:

http://www.insurancetech.com/story/BNK2003091650003

Calder, B. (1982), The concept of external validity. Journal of Consumer Research,

9, 240-244.

Calder, B. (1983), Beyond of external validity. Journal of Consumer Research, 10,

112-114

Calder, B., Phillis, L. & Tybout, A. (1981), Designing research for application.

Journal of Consumer Research, 8, 197-207

Davic, Anjalee C, Bank Systems & Technology Online (2003), Rethinking Branch
Strategy: The Front Line, Retrieved on April 3, 2004 from the World Wide Web:

http://www.banktech com/story/coverStory/BNK20030214S0001

Deloitte Research (2000). Reinventing Financial Services — Business Models —

Winning Market Plays, Deloitte Research

87



Department of Statistics (2003), ‘Population and Housing Census 2000' Retrieved
on November 2C, 2004 from the World Wide Web:

hitp://www.statistics.gov.my/English/pressdemo.htm

EON Bank Berhad (2004), Annual Report 2003, Kuala Lumpur: EON Bank Berhad.

Gavello, Deborah, Western Independent Bankers (2003), The Advantages of
Outsourcing Non-Mission Critical Functions, Western Banking Magazine. December
2003 / January 2004. Retrieved on October 9, 2004 from the World Wide Web:

http://www.ofsloancenter.com/whyoutsource.php

Hong Leong Bank Berhad (2004), Annual Report 2003, Kuala Lumpur: Hong Leong

Bank Berhad.

Johnson, Russell A., Outsource Financial Services Inc. (2004), ‘Outsourcing — The
Definitive Business Model of the Future’, Association of Management Information in
Financial Services, Scottsdale, Arizona, USA, Retrieved on October 9, 2004 from

the World Wide Web: http://www.ofs-mail.com/business model.phr

Malaysian Institute of Economic Research (2005), MIER Quarterly Survey,
Malaysian Economic Qutlook, Malaysian Institute of Economic Research, 18

January, 2005
Maybank Berhad (2004), Annual Report 2003, Kuala Lumpur: Maybank Berhad

Melvin, Mark (2001). Franchising the Bank Network, United Kingdom: Abbey

National Bank.

88



Public Bank Berhad (2004), Annual Report 2003, Kuala Lumpur: Public Bank

Berhad.

Shanmugam, Bala, Turton, Craig, Hempel, George, Bank Management, John Wiley

& Sons, Sydney, 1992.

Shanmugam, Bala. Vijayan. P., Array Development (2004), Service Quality
Evaluation of Internet Banking in Malaysia, Retrieved on May 3, 2004 from the

World Wide Web: hittp://www.arraydev.com/commerce/JIBC/0306-06.htm

Shelton, Honey, Western Independent Bankers (2003), Sales Culture vs
‘Performance Culture: Maintaining sales and service credibility, Western Banking
Magazine, Retrieved on August 27, 2004 from the World Wide Web:

http://www.wib.org_articles/dir_oct03/sales culture oct03.htm

The Asian Banker (2004). The Asian Banker Annual Retail Banking Report 2004,

The Asian Banker, Singapore, 2004.

The Asian Banker, ‘The Asian Banker Roundtable : Efficient Loans Processing and
Management as a Core Proposition for Malaysian banks’, The Asian Banker, 16

September 2004

The Star (2004), ‘Bank Muamalat to take services online’, The Star InTech,

Corporate, 6 July 2004

The Star (2005), ‘Banking & Finance’, StarSpecial, The Star, Tuesday, 18 January

2005.

89



Bank of Queensland (2004), Bank of Queensland announces first five interstate
branches, Retrieved on July 27, 2004 from the World Wide Web:

http://www.bog.com.ad/AboutUs/AU N LatestMedia.htm

Outsource Financial Services Inc. (2004), Benefits of outsourcing, Retrieved on
September 10, 2004 from the World Wide Web:

http://www.ofsloancenter.com/whyoutsource.php

Info On Banking (2004), Less Expense, Retrieved on March 5, 2004 from the World

Wide Web: hitp://www info-on-banking.com/expense.hmi

‘Irwin Mortgage (2004), Net Branch Concept, Retrieved on September 11, 2004 from
the World Wide Web:

htto://'www.irwinnetbranch.com/netbranch/netbranchconcept.htm|

Ace Cash Express (2004), Why buy a franchise, Retrieved on March 10, 2004 from

the World Wide Web: http://www.acecashexpress.com/franchise;whytranchise. html

90



