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Abstract : This research attempted to identify the determining factors that extensively persuaded customers of the First
Security Islamic Bank Limited (FSIBL) to open accounts and their perception and satisfaction level towards it. Initially, a
theoretical model was established based on existing literature reviews. After that, a self-administered structured questionnaire
was developed, and data were collected from 180 customers of the FSIBL of Bangladesh using purposive sampling technique.
The collected data were later analyzed through a statistical software. Structural Equation Modelling (SEM) was used to verify
the model of the study and test the hypotheses. The study particularly examined the determinants of opening accounts,
customers’ perception and their satisfaction level towards the bank on several factors like the bank’s compliance with Shariah
law, use of modern technology, assurance, reliability, empathy, profitability, and responsiveness. To examine the impact of
religious belief on being FSIBL clients, the study also investigates non-Muslim clients’ perception about FSIBL. The study
focused on FSIBL customers only from five branches of Dhaka city. The study found that the religious beliefs is the most
significant factors for Muslim customers for considering FSIBL to open an account, and they are satisfied with the services,
too. However, for non-Muslim customers, other benefits like E-banking, various user-friendly services are the most significant
factors for choosing FSIBL. Their satisfaction level is also statistically significant. Furthermore, even if  the non- Muslim
customers didn’t consider religious beliefs as determinant factors for choosing FSIBL, the respondents informed that they have
trust that people who believe in shariah law are more reliable to keep money with them. These findings open up the avenue for
future researchers to conduct more study in this area through employing a larger sample size and more branches and
extending the current model by incorporating new variables. The study will be an important addition to the potentials of
Islamic banking system, literature of service quality and customer satisfaction level, particularly in the success of Islamic
banking system in Bangladesh.
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