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ABSTRACT

Despitethegrowth ofe-banking adoption worldwide,Ethiopian bankscontinueto

conductmostoftheirbankingtransactionsusingtraditionalmethods.Thegeneral

objectiveofthestudywasopportunityandchallengesofelectronicbankinginNib

InternationalBank(acasestudyonwolkitebranch).Descriptiveresearchdesignwas

employedtoconductthisstudy.Primarydatawerecollectedforthepurposeofthis

studyfrom theemployeeofthebranch.Thecollecteddatawasanalyzedbyusing

descriptiveanalysissuchastablesandpercentages.ThestudyidentifiedbenefitsofE-

bankingservicesthatthebanksgetasaresultofprovidinge-bankingservicesaswell

asthebenefitsthecustomersgetsasa resultofusing e-banking services.The

responseofQuestionersandinterviewshowsthattherearecertainissuesthatbecome

achallengefortheelectronicbankingservicesinNibinternationalbankofwolkite

branch.Inthisregard,theresultofthestudyindicatedthatthemajorchallengesforthe

electronic banking services as ofrisk related challenges,infrastructuralrelated

challenges,legaland regulatory issue related challenges,and illiteracy related

challenges.Thestudysuggestsaseriesofmeasureswhichcouldbetakenbythe

governmentaswellasNibinternationalbankofwolkitebranchtoaddressvarious

challengesidentifiedinthestudy.
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ACRONYMS
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E-banking-ElectronicBanking
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CHAPTERONE

Introduction

1.1BackgroundoftheStudy

Technologicalinnovationsplayacrucialroleinbankingindustrybycreatingvaluefor

banksand customers,thatitenablescustomersto perform banking transactions

withoutvisitingabrickandmortarbankingsystem.Ontheotherhand,E-bankinghas

enabledbankinginstitutionstocompetemoreeffectivelyintheglobalenvironmentby

extendingtheirproductsandservicesbeyondtherestrictionoftimeandspace(Turban,

2008).

Electronic Banking has been widely used in developed countries and is rapidly

expandingindevelopingcountries.InEthiopia,however,cashisstillthemostdominant

medium ofexchange,andelectronicpaymentsystemsareatanembryonicstage.Inthe

faceofrapidexpansionofelectronicpaymentsystemsthroughoutthedevelopedand

the developing world,Ethiopia’s financialsectorcannotremain an exception in

expandingtheuseofthesystem.(Alam,2010).

Theconceptsofe-bankingbecomepopularwhenthebankingactivitiesandinformation

technologyaremerged.Whentheinternetfacilitiesenterintothebankingsector,the

inter-bankactivitiesarelinkedthroughinternet,theconceptof“ElectronicBankingor

NetBanking”isalsointroduced.Electronicbankingenablesacustomertodobanking

transactionsthroughthebank’swebsiteintheinternet.Itismoreorlesslikebringing

the bank to customer’s computeratthe place and time ofcustomer’s choice.

(Devamohan,2002).

Theapplicationofthiselectronicbankingservicehasbecomeasubjectoffundamental

importanceandconcernsto banksandindeedaprerequisiteforlocalandglobal

competitivenessinthebankingindustry.Thisinturnmotivatesbankstospendmoreon

informationtechnologysoastoachievemaximum returnsandtoattractlargenumber
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ofclients(HusniandNoor2011).

AllbanksinEthiopiaaretoolatetomovewithtechnologicaladvancementandthey

should clearlychartoutthe time schedule fortheirintegration and technological

advancement.Someofthebankseventodaydonothavetheirownwebsiteswhichcan

helpthem toprovideatleasttheinformationonfinancialservicesofferedbythem.

In orderto improve the practice ofE-banking in developing countries,a better

understandingofthechallengesandpracticesofebankingiscritical(Zhaoetal.2008).

Bygaininganin-depthunderstandingofthefactorsandconditionsthatinfluence

developingcountry’sabilitytofullyadoptandrealizeitsbenefits,strategicimplications

canbegeneratedfortheresearchersandpractitionersregardinghow topromotethe

growthofE-bankinginthedevelopingcountries.Therefore,thisstudyisdesignedto

examine,understandandrecommendsomebasicsolutionaboutchallengeandpractice

ofE-bankinginEthiopiaandtoaddressthecurrentgapintheliteratureTurban(2002).

Currently,thereisrisingcompetitivenessinthefinancialservicemarketwhichresulted

inforcetoexpandandexploitdifferentdeliverymechanismstostayandsustaininthe

market.A strongbankingsectorisvitalineverynationandcanhaveanimportant

consequenceinsupportingeconomicdevelopmentthroughefficientfinancialservices.

Theroleofthebankingsectorisgoingwiththeglobalizationmovementatthepractical

level.Thischangewillcomprisemovingfrom conventionalservicetoelectronicservice

deliveryofbankingservices.E-Bankingschemehaspavedthewayofopportunitytothe

existing banks and financialsector.This technologyallows business process re-

engineering,servingborderlessmarket,toattainzerolatencyleadingtodevelopmentin

customerservicelevelsandbetterriskadministrationbecauseofreal-timesettlement.

Sinceitsevolutionin90thdecades,itishavingunprecedentedgrowth.Thegrowthrateis

higherindevelopednationsandlowerinleastdevelopednations(Chang,2003;Gallup,

2008).

Mostbanksindevelopingpartsoftheworldarenow offeringe-bankingserviceswith

variouslevelsofdevelopment(Garau,2002).However,comparativetothedevelopment

ofe-commerce,theadoptionofelectronicbanking(e-banking)system isnotwell
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developed in Ethiopia and stillcash is the mostdominantmedium ofexchange

(Gardachew,2010).

Therapidlygrowinginformationandcommunicationtechnologyisknockingthefront

doorofeverybankintheworld,whereEthiopianbankswouldneverbeexceptional.

Electronic Banking has been widely used in developed countries and is rapidly

expandingindevelopingcountries.InEthiopia,however,cashisstillthemostdominant

medium ofexchange,andelectronicpaymentsystemsareatanevolvingstage.Inthe

faceofrapidexpansionofelectronicpaymentsystemsthroughoutthedevelopedand

the developing world,Ethiopia’s financialsectorcannotremain an exception in

expandingtheuseoftheelectronicbankingsystem.Inthiscontext,thestudywill

attempttotracethepresentstatusofe-bankingsystem inNibInternationalBank,

visualizingtheopportunitiesandlooksatthechallengesfacedinprovidingtheservice.

1.2StatementoftheProblem

Inthiseraofglobalization,withincreasedcompetitionaroundtheglobeinallsectors,a

strongbankingindustryisimportantineverycountryandcanhaveasignificanteffectin

supportingeconomicdevelopmentthroughefficientfinancialservices;asaresult,many

banksintheworldaremodifyingtheirstrategiestoreachcustomersworldwidemore

easilyandcheaply.

Therefore,banksaredevelopingthetechnologiesthatwillhelpthem deliverbanking

productsandservicesbythemostcost-effectivechannelsandoneofsuchchannelis

adoption ofe-banking orinternetbanking.E-banking is a way to keep existing

customersandattractnewonestothebank.Thetransactioncostsofprovidingthese

servicesarelowerthanthetraditionalapproach.Therapidlygrowinginformationand

communicationtechnologyisknockingthefrontdoorofeveryorganizationintheworld

(Booz&Hamilton,2011).

DespitethisgrowthofITworldwide,Ethiopianbankscontinuetoconductmostoftheir

bankingtransactionsusingtraditionalmethods.InEthiopia,however,cashisstillthe

mostdominantmedium ofexchange,andelectronicpaymentsystemsareataninfant

stage.
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Inthefaceofrapidexpansionofelectronicpaymentsystemsthroughoutthedeveloped

andthedevelopingworld,Ethiopia’sfinancialsectorremainbehindinexpandingtheuse

ofthesystem.Certainly,thebankingindustryinEthiopiaisunderdevelopedwitha

growing numberofimport-exportbusinesses,and increased internationaltrades,

increasethedemandofthecustomerandinternationalrelations,thecurrentbanking

system isshortofprovidingefficientanddependableservicesTurban(2005)

The customers ofEthiopian commercialbanks have missed to enjoy with the

technologicaladvancementinbankingsector,whichhasbeenentertainedelsewherein

Africanandtherestoftheworld.Themoderne-bankingmethodslikeATMsDebitcards,

Creditcards,Telebanking,Internetbanking,Mobilebankingandothersarenewtothe

Ethiopianbankingsector.E-bankingwhichreferstotheuseofmoderntechnologythat

allowscustomerstoaccessbankingserviceselectronicallywhetheritistowithdraw

cashtransferfunds,topaybills,ortoobtaincommercialinformationandadvicesare

littleknowninEthiopia.InEthiopia,itisdifficulttowithdrawmoneywithoutpresenting

thepassbookandmoneytransferisallowedonlyinbetweenbranchesofthesame

bank.However,from the public and the economy there is a strong need for

strengthening linkages among banks in orderto allow healthy flow offinancial

resourcesamongfinancialinstitutionsandoptimizethecontributionsoftheentire

financialsystem tothedevelopmentprocessesaswholeDaniel,(2009)

AccordingtoZairiA(2003)allbanksinEthiopiaaretoolatetomovewithtechnological

advancement.Everybankcustomerishighlydissatisfiedbythedisappointingstatusof

financialdevelopmentinEthiopia.Eventhetimewastedintravelingforsearchofbank

branchesandthelongwaitingtimetoaccesstheaccountisdisappointing.Thisis

particularlybecauseofthenon-integrationofbranchesofthesamebank,i.e.even

withinindividualbanks,theirbranchesarenotlinkedtoeachotheranditisnecessary

forthecustomertophysicallyvisitthebranchinwhichanaccounthasbeenopened.In

addition,eventhoughthereareopportunitiesfortheadoptionofe-bankingservicein

thebankingindustry,lackofconcernorlackofgivingpriorityonthesideofthe

governmentand thenationalbankofthecountryisthemain causeforthelow

developmentofe-bankingserviceinthebankingsector.
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Finally,even though there were researches conducted in other countries like

Bangladeshandrevealedthatunavailabilityofabackbonenetworkconnectingthe

wholecountry;inadequacyofreliableandsecureinformationinfrastructureespecially

telecommunication infrastructure; inactive ICT penetration in banking sector;

insufficientlegaland regulatorysupportfore-banking system etc.were the major

challengesfortheefficientsystem ofe-bankinginthecountry(Mohammad,2008).

Therefore,theresearchgapthattherewasnomorepriorstudyconductedinNib

internationalbankespeciallyonthecasestudyareathatwasonWolkitebranch.Thus,

the purpose ofthis paperwas assessmentofthe prospects (opportunities)and

challengesofe-bankingsystem inNibinternationalbankWolkitebranch.

1.3ResearchQuestions

1.WhataretheopportunitiesofE-bankingservicestothebank?

2.WhataretheopportunitiesofE-bankingservicestothecustomers?

3.WhatarethemajorchallengesinimplementationofE-bankinginnibinternational

bank?

1.4ObjectiveoftheStudy

1.4.1.Generalobjective

Thegeneralobjectiveofthestudywastoassesstheprospects(opportunities)and

challengesofe-bankingsystem inNibinternationalbankWolkitebranch.

1.4.2.Specificobjectives

1.ToassesstheopportunitiesofE-bankingservicestothebank.

2.ToinvestigatetheopportunitiesofE-bankingservicestothecustomers.

3.ToidentifythechallengesinimplementationofE-bankinginnibinternational

bank.

1.5.ScopeoftheStudy

Thestudywasconfinedtoassesstheprospects(opportunities)andchallengesofe-
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bankingsystem ofNibinternationalbankWolkitebranch.Forthesakeofuniformityand

duetotheirmoreinvolvementinretailbanking,onlydatathatwasobtainedfrom Nib

internationalbankWolkitebranchwasusedinthisstudy.Moreover,thestudyfocused

onlyontheassessmentoftheprospects(opportunities)andchallengesofe-banking

system intheviewpointofNibinternationalbankWolkitebranch.

1.6LimitationoftheStudy

Thefocusofthisstudywasontheassessmentofprospects(opportunities)and

challengesofe-bankingsystem inNibinternationalbankWolkitebranch.Owingtothe

initialstageofe-banking system availablein Ethiopia,itwasverydifficultto get

secondarydataaswellasliteratureinthisareafrom Nibinternationalbankperspective.

Inaddition,timeandfinancialconstraintswasalsobecomethemainlimitationofthe

study.Andalsounwillingnessoftherespondentstogiverelevantinformationwasalso

themajorlimitationwhichbringsinaccurateinformationonthestudy.

1.7SignificanceoftheStudy

SinceE-bankingsystem isinaninfantstageinEthiopia,byinvestigatingthedifferent

opportunitiesandchallengesfortheadoptionofthisservicedeliverychannelandby

recommendingsolutionsfortheidentifiedproblems,thisstudywashelpbanksto

benefitfrom theadoptionofthistechnology.Inaddition,ithelpstofillsignificant

knowledgegapsaboute-bankinglandscapeinEthiopia;therebyitwasgiveinsightto

researchersandstudentsabouttheproblem andstimulatesfurtherinvestigationofthe

issue.
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CHAPTERTWO

LiteratureReview

Thischaptercontainsboththetheoreticalandempiricalreview ofthestudy.The

theoreticalframework includes:introduction to e-banking,definition ofe-banking,

evolutionofe-banking,e-bankingchannels,importanceofe-banking,e-bankingrisks

andbankinginEthiopiarespectively.Inaddition,italsoincludesempiricalreviewofthe

studyfrom differentresearchersindifferentcountries.

2.1TheoreticalReview

2.1.1IntroductiontoE-banking

AccordingtoMohammedShamsuddoha(2008),electronicBankingistransformingthe
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financialservicesindustrythroughvariousinnovations.Thequantityofcross-border

trading and otherfinancialactivitiesisincreasing geometricallymakepossibleby

technology.It has been made possible by technology,particularly information

technologytogenerate,collectandprocessinformationaboutbankoperationandbank

customersefficientlyandeffectively.

Itprovides the abilityto create more effective systems ofcontrols in individual

institutionsandinthemarketthemselves.Comparedtothepaperbasedoperation,

ElectronicBankingSystems,initsmostproficientform,offerinstantverificationand

transferandreducestheflowofcostlypaperintherecordkeepingprocess.

AccordingtoBinyam T.(2009)Bankshavedevelopedelectronicbankingservicefor

threemainreasons:Toprotectandincreasemarketshare;Toreduceoperatingcostby

substituting physicalcapitaland technology forlabor;To generate new revenue

Electronicbankingallow bankstoexpandtheirmarketsfortraditionaldeposittaking

andcreditextensionactivities,andtooffernew productsandservicesorstrengthen

theircompetitivepositioninofferingexistingpaymentservices.Inaddition,electronic

bankingcouldreduceoperatingcostsforbanks.

Morebroadly,thecontinueddevelopmentofelectronicbankingandelectronicmoney

maycontributetoimprovingtheefficiencyofthebankingandpaymentsystem andto

reducingthecostofretailtransactionsnationallyandinternationally.

Althoughmanyfinancialinstrumentandsystemsarenow consideredas“Electronic

Banking”cameintotheterminologyofthefinancialworldinthelate1980s,withthe

possibilityofemergenceoftrueelectronicmoney.Allsortsofback-officeinformation

managementtechnologyandfinancialservicesusingelectronicdevicescanbeincluded

intotheterm “ElectronicBanking”.Thedevelopmentininformationtechnologyhas

contributedpositivelytoeconomicgrowththroughseveralchannels.ICThasledtoa

productivity growththrough the impacton activity processes.Banks have been

increasingtheirownsizeandfinancialstrengthandexpandingthescopeoftheir

productslinestomeetthegrowingdemandoftheircustomers.Aladwani,Adel(2001).
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2.1.2DefinitionofE-Banking

E-banking is the modern deliverychannelforbanking services.Banks have used

electronic channels foryears to communicate and transactbusiness with both

domesticandinternationalcorporatecustomers.WiththedevelopmentoftheInternet

andtheWorldWideWeb(WWW)inthelatterhalfofthe1990s,banksareincreasingly

usingelectronicchannelsforreceivinginstructionsanddeliveringtheirproductsand

servicestotheircustomers.Thisform ofbankingisgenerallyreferredtoase-banking

orInternetbanking,althoughtherangeofproductsandservicesprovidedbybanksover

theelectronicchannelvarywidelyincontent,capabilityandsophistication.

E-bankingisdefinedastheautomateddeliveryofnewandtraditionalbankingproducts

and services directly to customers through electronic,interactive communication

channels.Thedefinitionofe-bankingvariesamongstresearchespartiallybecause

electronicbankingreferstoseveraltypesofservicesthroughwhichbankcustomers

canrequestinformationand carryoutmostretailbanking servicesviacomputer,

televisionormobilephone(Daniel,1999;Mols,1998;Sathye,1999).Forexample,Burr

(1996)describesitasanelectronicconnectionbetweenbankandcustomerinorderto

prepare,manageandcontrolfinancialtransactions.

AccordingtoSingh&Malhotra(2004),E-bankingcanbedefinedasthedeploymentof

bankingservicesandproductsoverelectronicandcommunicationnetworksdirectly

tocustomers.TheseelectronicandcommunicationnetworksincludeAutomatedTeller

Machines(ATMs),directdial-upconnections,privateandpublicnetworks,theInternet,

televisions,mobiledevicesandtelephones.Amongthesetechnologies,theincreasing

penetration ofpersonalcomputers,relatively easieraccess to the internetand

particularlythewiderdiffusionofmobilephoneshasdrawntheattentionofmostbanks

toe-banking.E-bankingincludesthesystemsthatenablefinancialinstitutioncustomers,

individualsorbusinesses,toaccessaccounts,transactbusiness,orobtaininformation

onfinancialproductsandservicesthroughapublicorprivatenetwork,includingthe

Internetormobilephone.C.S.V.Murthy(2004).

Customersaccesse-bankingservicesusinganintelligentelectronicdevice,suchasa



10

personalcomputer(PC),personaldigitalassistant,automatedtellermachine(ATM),

kiosk,orTouchTonetelephone.Or‘e-bankingreferstotheprovisionofretailandsmall

valuebankingproductsandservicesthroughelectronicchannels.Suchproductsand

servicescanincludedeposit-taking,lending,accountmanagement,theprovisionof

financialadvice,electronicbillpayment,andtheprovisionofotherelectronicpayment

productsandservicessuchaselectronicmoney.GurauCatalin(2002).

2.1.3EvolutionofE-Banking

Sincethelate1990sE-Bankinghasdevelopedfrom virtualinsignificancetotensof

millions ofusers worldwide (OECD,2001).However,E-Banking is the productof

differentgenerationsofelectronictransactions.Thecurrentweb-basedinternetisthe

latestofseveralgenerationsofsystems:AutomatedTellermachine(ATMs),Phone

Banking,PCorHouseBanking.Automatedtellermachines(ATMs)werethefirstwell-

knownmachinestoprovideelectronicaccesstocustomerswhereasinphonebanking,

userscalltheirbank’scomputersystem ontheirordinaryphoneandusethephone

keypadtoperform bankingtransactions.PCbankingsupersededphonebankingand

alloweduserstointeractwiththeirbankbymeansofacomputerwithadial-upmodem

connectiontothephonenetwork.PhoneandPCbankingentailedmaintenancecosts

associatedwithkeepinguptodatewithdiversemodemsandwithavoidingprohibitively

complexinstallationprocedures.

AfterthosegenerationsDeutscheBanklaunchedtheveryfirstInternetbankingproject

inLatinAmericain1996andCitibankhasdevelopedaspecial“e-toolkit”acrossallits

branchesworldwide(UNCTAD,2002).

E-BankingusesthewebbrowserfortheuserinterfaceandtheInternetfordatatransfer

anddownloadofsoftware,andsohasapotentialforreducingmaintenancecosts.For

users,E-Banking provides currentinformation,24-hours-a-day access to banking

services.Theprimaryservicesprovidedbye-banksaretransferringmoneyamongone’s

ownaccounts,payingbills,andcheckingaccountbalances.Loans,brokering,share

trading,servicebundling,andhostsofotherfinancialservicesarebeingaddedtothese

primaryservices).E–Bankingiswidelyusedin,amongotherplaces(Dewan&Seidmann,



11

2001).

2.1.4E-BankingChannels:

2.1.4.1Internetbanking

AccordingtoBooz,Allen&Hamilton(1999),“Internetbanking”referstosystemsthat

enablebankcustomerstoaccessaccountsandgeneralinformationonbankproducts

andservicesthroughapersonalcomputer(PC)orotherintelligentdevice.Internet

bankingproductsandservicescanincludewholesaleproductsforcorporatecustomers

aswellasretailandfiduciaryproductsforconsumers.Ultimately,theproductsand

servicesobtainedthroughInternetbankingmaymirrorproductsandservicesoffered

through otherbankdeliverychannels.Someexamplesofwholesaleproductsand

services include: Cash management, wire transfer, automated clearinghouse

transactions,Billpresentmentandpayment.Examplesofretailandfiduciaryproducts

and services include Balance inquiry,Funds transfer,down loading transaction

information,Billpresentmentandpayment,Loanapplications,investmentactivity,other

value-addedservicesBasedonthelevelsofaccessgranted,internet-bankingproducts

aredividedinto3types.Theyare:

I)InformationOnlySystem:Generalpurposeinformationlikeinterestrates,branch

location,bankproductsandtheirfeatures,loananddepositcalculationsareprovidedin

thebankswebsite.Thereexistfacilitiesfordownloadingvarioustypesofapplication

forms.Thecommunicationisnormallydonethroughe-mail.Thereisnointeraction

betweenthecustomerandbank'sapplicationsystem.Noidentificationofthecustomer

isdone.

Inthissystem,thereisnopossibilityofanyunauthorizedpersongettingintoproduction

systemsofthebankthroughinternet.

II)ElectronicInformationTransferSystem:Thesystem providescustomer-specific

informationintheform ofaccountbalances,transactiondetails,andstatementof

accounts.Theinformationisstilllargelyofthe'readonly'format.

Identificationandauthenticationofthecustomeristhroughpassword.Theinformation
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isfetchedfrom thebank'sapplicationsystem eitherinbatchmodeoroff-line.The

applicationsystemscannotdirectlyaccessthroughtheinternet.

III)FullyElectronicTransactionalSystem:Thissystem allowsbi-directionalcapabilities.

Transactionscanbesubmittedbythecustomerforonlineupdate.Thissystem requires

highdegreeofsecurityandcontrol.Inthisenvironment,webserverandapplication

systems are linked oversecure infrastructure.Itcomprises,technology covering

computerization,networking and security,inter-bank paymentgateway and legal

infrastructure.

GrowthinInternetBanking

Numerous factors including competitive cost,customerservice,and demographic

considerationsaremotivatingbankstoevaluatetheirtechnologyandassesstheir

electroniccommerceandInternetbankingstrategies.Manyresearchersexpectrapid

growthincustomersusingonlinebankingproductsandservices.

Someofthemarketfactorsthatmaydriveabank’sstrategytouseinternetbanking

includethefollowing:

Competition—Studiesshowthatcompetitivepressureisthechiefdrivingforcebehind

increasinguseofinternetbankingtechnology,rankingaheadofcostreductionand

revenue enhancement,in second and third place respectively.Banks see internet

bankingasawaytokeepexistingcustomersandattractnewonestothebank.

CostEfficiencies—bankscandeliverbankingservicesontheinternetattransaction

costsfarlowerthantraditionalbrick-and-mortarbranches.Theactualcoststoexecute

atransactionwillvarydependingonthedeliverychannelused.

Forexample,accordingtoBooz,et.al,asofmid-1999,thecosttodelivermanual

transactions ata branch was typicallymore than a dollar,ATM and callcenter

transactionscostabout25cents,andinternettransactionscostaboutapenny.These

costsareexpectedtocontinuetodecline.Bankshavesignificantreasonstodevelop

thetechnologiesthatwillhelpthem deliverbankingproductsandservicesbythemost
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cost-effectivechannels.

GeographicalReach— Internetbankingallowsexpandedcustomercontactthrough

increasedgeographicalreachandlowercostdeliverychannels.Infact,somebanksare

doingbusinessexclusivelyviatheinternet— theydonothavetraditionalbanking

officesandonlyreachtheircustomersonline.Otherfinancialinstitutionsareusingthe

internetasanalternativedeliverychanneltoreachexistingcustomersandattractnew

customers.

Branding—Relationshipbuildingisastrategicpriorityformanybanks.Internetbanking

technologyandproductscanprovideameansforbankstodevelopandmaintainan

ongoingrelationshipwiththeircustomersbyofferingeasyaccesstoabroadarrayof

productsandservices.Bycapitalizingonbrandidentificationandbyprovidingabroad

arrayoffinancialservices,bankshopetobuildcustomerloyalty,cross-sell,andenhance

repeatbusiness.

CustomerDemographics— Internetbankingallowsbankstoofferawidearrayof

optionstotheirbankingcustomers.Somecustomerswillrelyontraditionalbranchesto

conducttheirbankingbusiness.Formany,thisisthemostcomfortablewayforthem to

transacttheirbanking business.Thosecustomersplaceapremium onperson-to-

personcontact.Othercustomersareearlyadoptersofnewtechnologiesthatarrivein

themarketplace.ThesecustomerswerethefirsttoobtainPCsandthefirsttoemploy

them inconductingtheirbankingbusiness.Thedemographicsofbankingcustomers

willcontinuetochange.Thechallengetobanksistounderstandtheircustomerbase

andfindtherightmixofdeliverychannelstodeliverproductsandservicesprofitablyto

theirvariousmarketsegments.

2.1.4.2Types,BenefitsandFeaturesofElectronicPaymentMethods

2.1.4.2.1Types

Chequesanddraftshavereplacedthetraditionalpaymentsystem withmoneyasa

medium ofsettlementandfurtherdevelopmentinthefieldhasbeenwiththeadventof

electroniccards.
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ThemostcommonlyusedelectroniccardsincludeATM cards,Debitcards,Creditcards

andSmartcards.ATM cardisakindofplasticcard,whichallowsacardholderto

withdraw moneyfrom hisbankaccountthroughautomatedtellermachine.Thiscard

canbeusedalsoforotherbankingserviceslikedepositandtransfertoanyother

accountbyusingtheATM machine.Creditcardisthemodernelectronicplasticcard

thatmaybeusedrepeatedlytoborrowmoneyorbuyproductsandservicesoncredit.

VISA,MasterCard,AmericanExpressandDiscoveriscommonlyknownandwidely

usedcreditcardsthroughouttheworld.Thedecisionwithwhichcardtogodependson

thecomparisonofthefeaturesofthespecificcard(notthebrand).Themostimportant

features,ofcourse,areInterestrateandAnnualfees.

Debitcardsareelectronicplasticcardsdirectlytiedtobankaccountandtheamountof

moneythecardholdercanspendwithitislimitedtotheamountofmoneyhe/shehasin

thebank.Itiscalled debitcard becausewhencardholderusesadebitcard,the

transactiondebits(withdraws)theamountofthetransactionfrom cardholders’account,

usuallyonthesameday(C.S.VMurthy,2004).

2.1.4.2.2BenefitsofE-Cards

AccordingtoC.S.VMurthy,(2004),E-cardsofferanumberofbenefitstotheissuing

banksandcustomersofthebankincluding:Dramaticallyreduceprinting,mailing,and

financialhandling costsassociated withprocessing transaction;Enhancepayment

securitybyminimizingtheftorloss;Preventfraudthroughautomatedcontrols;Increase

customersatisfactionandenhanceservicetoconstituents;Ensurecontinuityofservice

tocardholdersinemergencyordisastersituation;Improveoperationalefficiencyand

profitabilityoftheissuingbanks.

2.1.4.3MobileBanking

Mobile banking (also known as M-banking orSMS banking)is a term used for

performingbalancechecks,accounttransactions,paymentsetc.viaamobiledevice

suchasamobilephone.MobilebankingismostoftenperformedviaSMSortheMobile

Internetbutcanalsousespecialprogramscalledclientsdownloadedtothemobile

device.The standard package ofactivities thatmobile banking covers are:mini-
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statementsandcheckingofaccounthistoryalertsonaccountactivityorpassingofset

thresholds;monitoringofterm deposits;accesstoloanstatements;accesstocard

statements;mutualfunds/equitystatements;insurancepolicymanagement;pension

planmanagement;statusoncheques,stoppaymentoncheques;orderingcheckbooks;

balancecheckingintheaccount;recenttransactions;duedateofpayment(functionality

forstop,changeanddeletingofpayments);PINprovision,changeofPINandreminder

overthe internet;blocking of(lost/stolen)cards;domesticand internationalfund

transfers;micro-paymenthandling;mobilerecharging;commercialpaymentprocessing;

billpaymentprocessing;peerto peerpayments;withdrawalatbankingagentand

depositatbankingagent(Rahman,2006).

2.1.4.4TeleBanking

Telebankingreferstotheservicesprovidedthroughphonethatrequiresthecustomers

todialparticulartelephonenumbertohaveaccesstoanaccount,whichprovides

severaloptionsofservices(Rahman,2006).

2.1.4.5HomeBanking

Homebankingfreescustomersfrom visitingbranchesandmosttransactionswillbe

automatedtoenablethem tochecktheiraccountactivities,transferfundsandtoopen

L/Csittingintheirdeskwiththehelpofapersonalcomputerandatelephone(Rahman,

2006).

2.1.4.6PointofSaleTerminal

Anadvancedpaymentsystem,whichenablescustomerstouseanATM cardtopayfor

goodsandservices,electronicallydebitingthecardholdersaccountandcreditingthe

accountofthemerchant(Rahman,2006).

2.1.4.7SocietyforWorldwideInter-BankFinancialTelecommunication(SWIFT)

Itisabankownednon-profitco-operativebasedinBelgium servicingthefinancial

communityworldwide.Itisahighlysecuredmessagingnetworkenablesbankstosend

andreceivefundtransfer,L/Crelatedandotherfreeformalmessagestoandfrom any

banksactiveinthenetwork.HavingSWIFTfacility,bankswillbeabletoserveits

customersmoreprofitablebyprovidingL/C,paymentandothermessagesefficiently
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andwithatmostsecurity.Especiallyitwillbeofgreathelpforclientsdealingwith

importsandexportsetc.(Mohammedshamsuddoha,2008).

2.1.5ImportanceofE-Banking

Understandinge-bankingserviceisimportantforseveralstakeholders,sinceithelps

them toderivebenefitsfrom it.Manybanksandotherorganizationshavealready

implemented orare planning to implemente-banking because ofthe numerous

potentialbenefitsassociatedwithit.SomeofthesemajorbenefitsaccordingtoShah&

Clarke(1997)arebrieflydescribedbelow.

2.1.5.1From theBanksPointofView

AttractingHighValueCustomers:E-Bankingoftenattractshighprofitcustomerswith

higherthanaverageanincomeandeducationlevelwhichhelpstoincreasethesizeof

revenuestreams.Foraretailbank,e-bankingcustomersarethereforeofparticular

interest,andsuchcustomersarelikelytohaveahigherdemandforbankingproducts.

Mostofthem areusingonlinechannelsregularlyforavarietyofpurposes,andforsome

thereisnoneedforregularpersonalcontactswiththebank’sbranchnetwork,whichis

an expensive channelforbanksto run (Berger& Gensler,2007).Some research

suggeststhataddingtheInternetdeliverychanneltoanexistingportfolioofservice

deliverychannelsresultsinnontrivialincreasesinbankprofitability(Young,2007).

Theseextrarevenuesmainlycomefrom increasesinnoninterestincomefrom service

chargesondeposit/currentaccounts.Thesecustomersalsotendtobeofhigh-income

earnerswithgreaterprofitpotential.

EnhancedImage:E-bankinghelpstoenhancetheimageoftheorganizationasa

customerfocusedinnovativeorganization.Thiswasespeciallytrueinearlydayswhen

onlythemostinnovativeorganizationswereimplementingthischannel.Despiteits

common availabilitytoday,an attractivebanking websitewith alargeportfolio of

innovativeproductsstillenhancesabank’simage.Thisimagealsohelpsinbecoming

effectiveate-marketingandattractingyoung/professionalcustomerbase.

IncreasedRevenues:Increasedrevenuesasaresultofofferinge-channelsareoften
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reported becauseofpossibleincreasesin thenumberofcustomers,retention of

existing customers,and cross selling opportunities.Whetherthese revenues are

enoughforreasonablereturnoninvestment(ROI)from thesechannelsisanongoing

debate.Ithasalsoallowedbankstodiversifytheirvaluecreationactivities.E-banking

haschangedthetraditionalretailbankingbusinessmodelinmanyways,forexampleby

makingitpossibleforbankstoallowtheproductionanddeliveryoffinancialservicesto

beseparatedintodifferentbusinesses.Thismeansthatbankscansellandmanage

servicesofferedbyotherbanks(often-foreignbanks)toincreasetheirrevenues.Thisis

anespeciallyattractivepossibilityforsmallerbankswithalimitedproductrange

.E-banking has also resulted in increased creditcard lending as itis a sortof

transactionalloan thatis mosteasilydeliverable overthe internet.Electronic bill

paymentisalsoonrapidrise(Young,2007)whichsuggeststhatelectronicbillpayment

andotherrelatedcapabilitiesofe-bankinghavearealimpactonretailbankingpractices

andrapidlyexpandedrevenuestreams.Darley,W.,K.(2001).

EasierExpansion:Traditionally,whenabankwantedtoexpandgeographicallyithadto

opennewbranches,therebyincurringhighstartupandmaintenancecosts.E-channels,

suchastheInternet,havemadethisunnecessaryinmanycircumstances.Nowbanks

with a traditionalcustomerbasein onepartofthecountryorworld can attract

customersfrom otherparts,asmostofthefinancialtransactionsdonotrequirea

physicalpresencenearcustomersliving/workingplace.

LoadReductiononOtherChannels:E-Channelsarelargelyautomatic,andmostofthe

routineactivitysuchasaccountcheckingorbillpaymentmaybecarriedoutusingthese

channels.Thisusuallyresultsinloadreductiononotherdeliverychannels,suchas

branchesthistrend islikelyto continue asmore sophisticated servicessuch as

mortgagesorassetfinanceareofferedusinge-Bankingchannels.Insomecountries,

routinebranchtransactionssuchascash/Chequedepositrelatedactivitiesarealso

beingautomated,furtherreducingtheworkloadofbranchstaff,andenablingthetime

tobeusedforprovidingbetterqualitycustomerservices.GoiC.L.(2005)

CostReduction:Themaineconomicargumentofe-bankingsofarhasbeenreduction
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ofoverhead costs ofotherchannels such as branches,which require expensive

buildingsandastaffpresence.Italsoseemsthatthecostpertransactionofe-banking

oftenfallsmorerapidlythanthatoftraditionalbanksonceacriticalmassofcustomers

isachieved.Theresearchinthisareaisstillinconclusive,andoften-contradicting

reportsappearindifferentpartsoftheworld.Thegeneralconsensusisthatfixedcosts

ofe-bankingaremuchgreaterthanvariablecosts,sothelargerthecustomerbaseofa

bank,the lowerthe costpertransaction would Whilstthisimpliesthatcostper

transactionforsmallerbankswouldinmostcasesbegreaterthanthoseoflarger

banks,eveninsmallbanksitisseenaslikelythatthecostpertransactionwillbebelow

thatofotherbankingchannels.

OrganizationalEfficiency:Toimplemente-banking,organizationsoftenhavetore-

engineertheirbusiness processes,integrate systems and promote agile working

practices.Thesestepswhichareoftenpushedtothetopoftheagendabythedesireto

achievee-bankingoftenresultingreaterefficiencyandagilityinorganizations.However,

radicalorganizationalchangesarealsooftenlinkedtoriskssuchaslow employee

morale,orthe collapse oftraditionalservicesorthe customerbase.In addition,

Electronicbankinghasalsohelpedbanksinproperdocumentationoftheirrecordsand

transactions.KamelS.(2005).

2.1.5.2Benefitsfrom theCustomers’PointofView

Themainbenefitfrom thebankcustomers’pointofviewissignificantsavingoftimeby

the automation of banking services processing and introduction of an easy

maintenancetoolsformanagingcustomer’smoney.Themainadvantagesofe-banking

forcorporate customers’asper(BankAway!2001;Gurău,2002)are asfollows:

Reducedcostsinaccessingandusingthebankingservices;Increasedcomfortand

timesaving— transactionscanbemade24hoursaday,withoutrequiringthephysical

interactionwiththebank;Quickandcontinuousaccesstoinformation:Corporationswill

haveeasieraccesstoinformationas,theycancheckonmultipleaccountsattheclick

ofabutton;Bettercashmanagement:E-bankingfacilitiesspeedupcashcycleand

increasesufficiencyofbusinessprocessesaslargevarietyofcash management

instrumentsareavailableoninternetsites.Forexample,itispossibletomanage
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company’sshortterm cashviainternetbanks(investmentsinover-night,short-and

longterm depositsincommercialpapers,inbondsandequities,inmoneymarket

funds).Privatecustomersseekslightlydifferentkindofbenefitsfrom e-banking.Inthe

studyononlinebankingdriversAladwani(2001)hasfound,thatprovidingfaster,easier

andmorereliableservicestocustomerswereamongstthetopdriversofe-banking

development.

Themainbenefitsfrom e-bankingforprivatecustomersareasperBankAway(2001)

areasfollows:Reducedcosts:Thisisintermsofthecostofavailingandusingthe

variousbankingproductsandservices.Convenience:Allthebankingtransactionscan

beperformedfrom thecomfortofthehomeorofficeorfrom theplaceacustomer

wantsto.Speed:Theresponseofthemedium isveryfast;therefore,customerscan

actuallywaittillthelastminutebeforeconcludingafundtransfer.

Fundsmanagement:Customerscandownloadtheirhistoryofdifferentaccountsand

doa“what-if”analysisontheirownPCbeforeaffectinganytransactionontheweb.

Thiswillleadtobetterfundsmanagement.

Inaddition,besideswithdrawingcashcustomerscanalsohaveminibanksstatements,

balanceinquiryattheseATMs;ThroughInternetBankingcustomercanoperatehis

accountwhilesittinginhisofficeorhome.Thereisnoneedtogotothebankinperson

forsuchmatter;E-Bankinghasalsogreatlyhelpedinpaymentofutilitybill.Nowthere

isnoneedtostandinlongqueuesoutsidebanksforhispurpose;allservicesthatare

usuallyavailablefrom thelocalbankcanbefoundonasinglewebsite.TheGrowthof

creditcardusagealsoowesgreatlytoE-banking.Nowacustomercanshopworldwide

withoutanyneedofcarryingpapermoneywithhim andBanksareavailable24hoursa

day,sevendaysaweekandtheyareonlyamouseclickawayRahman,M.(2006).

2.1.5.3BenefitstoGeneralEconomy

ElectronicBankingasalreadystatedhasgreatlyservicedboththepublicandthe

bankingindustry.Thishasresultedincreationofabetterenablingenvironmentthat

supportsgrowth,productivityandprosperity.Besidesmanytangiblebenefitsinthe

form ofreductionofcost,reduceddeliverytime,increasedefficiency,reducedwastage,
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bankingelectronicallycontrolledandthoroughlymonitoredenvironmentanddiscourage

manyillegalandillegitimatepracticesassociatedwithbankingindustrylikemoney

laundering,fraudsandembezzlements.FurtherE-bankinghashelpedbanksinbetter

monitoringoftheircustomerbase.Thisisausefultoolinthehandofthebanktodevice

suitablecommercialpackagesthatarein conformitywith customerneeds.Ase-

banking provide opportunityto banking sectorto enlarge theircustomerbase,a

consequencetoincreasethevolumeofcreditcreationwhichresultsinbettereconomic

condition.Besides,E-banking has also helped in documentation ofthe economic

activityofthemasses(MahdiSalehi,2004).

2.1.6E-BankingRisks

Althoughe-bankinghasbrightprospects,itinvolvessomefinancialrisksaswell.The

majore-bankingrisksaccordingtoFSA(2010)include:

Operationalrisks:ofBanksfacesthreemaintypesofoperationsrisk:suchasvolume

forecasts,managementinformation systems and Outsourcing.Accurate volume

forecastshaveproveddifficult-Oneofthekeychallengesencounteredbybanksishow

topredictandmanagethevolumeofcustomersthattheywillobtain.Manybanksgoing

on-linehavesignificantlymisjudgedvolumes.Whenabankhasinadequatesystemsto

cope with demand itmay sufferreputationaland financialdamage,and even

compromisesinsecurityifextrasystemsthatareinadequatelyconfiguredortestedare

broughton-linetodealwiththecapacityproblems.Thesecondtypeofoperationsrisk

concernsmanagementinformationsystems.Again,thisisnotuniquetoE-banking.

Banksmayhavedifficultiesinobtainingadequatemanagementinformationtomonitor

theireservice,asitcanbedifficulttoestablish/configurenewsystemstoensurethat

sufficient,meaningfuland clear information is generated.Such information is

particularlyimportantinanewfieldlikee-banking.Finally,asignificantnumberofbanks

offeringe-bankingservicesoutsourcerelatedbusinessfunctions,e.g.security,eitherfor

reasonsofcostreductionor,asisoftenthecaseinthisfield,becausetheydonothave

therelevantexpertisein-house.Outsourcingasignificantfunctioncancreatematerial

risksbypotentiallyreducingabank’scontroloverthatfunctionSathyeM.(1999).
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Securityrisk:Securityissuesareamajorsourceofconcernforeveryonebothinside

and outside the banking industry.E-banking increases security risks,potentially

exposinghithertoisolatedsystemstoopenandriskyenvironments.Securitybreaches

essentiallyfallintothreecategories;breacheswithseriouscriminalintent(e.g.fraud,

theftofcommerciallysensitiveorfinancialinformation),breachesby‘casualhackers’

(e.g.defacementofwebsitesor‘denialofservice’-causingwebsitestocrash),and

flawsinsystemsdesignand/orsetupleadingtosecuritybreaches(e.g.genuineusers

seeing/beingabletotransactonotherusers’accounts).

Allofthesethreatshavepotentiallyseriousfinancial,legalandreputationalimplications

Nolle,D.L.(2007).

Reputationalrisk:ThisisconsiderablyheightenedforbanksusingtheInternet.For

example,theInternetallowsfortherapiddisseminationofinformation,whichmeans

thatanyincident,eithergoodorbad,iscommonknowledgewithinashortspaceoftime.

Internetrumorscaneasilybecomeself-fulfillingprophecies.ThespeedoftheInternet

considerablycutstheoptimalresponsetimesforbothbanksandregulatorstoany

incident.Banksmustensuretheircrisismanagementprocessesareabletocopewith

Internetrelatedincidents(whethertheyberealorhoaxes).

Anyproblemsencounteredbyonefirm inthisnewenvironmentmayaffectthebusiness

ofanother,asitmayaffectconfidenceintheInternetasawhole.Thereisthereforea

riskthatoneroguee-bankcouldcausesignificantproblemsforallbanksproviding

servicesviatheInternet.Thisisanewtypeofsystemicriskandiscausingconcerntoe-

bankingproviders.Overall,theInternetputsanemphasisonreputationalrisks.

Inaddition,legalrisks(e.g.withoutproperlegalsupport,moneylaunderingmaybe

influenced);Strategicrisks;creditrisks;marketrisks;andliquidityrisksarealsoe-

banking risks.Therefore,identification of relevant risks,and formulation and

implementationofproperriskmitigationpoliciesandstrategiesareimportantforbanks

whileperforminge-banking.Amongthesesecurityriskthataffectsthenetworksystem

isthemajorone.FSA(2010).
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2.1.7TypicalSecurityTechnologiesApplicabletoControlSystem Networks

According to Juniper(2010),the following are among the majortypicalsecurity

technologiesapplicabletocontrolSystem Networks:

Firewalls:Afirewallissimplyaprogram orhardwaredevicethatfilterstheinformation

comingthroughtheInternetconnectionintotheprivatenetworkorcomputersystem.If

anincomingpacketofinformationisflaggedbythefilters,itisnotallowedthrough.A

firewalllimitsacontrolsystem’snetworkaccesstospecificportsandprotocolsfrom

specifiednetworks.Itcanalsoprovidetheabilitytocreatedistinctsecurityzonesusing

NetworkAddressTranslation(NAT),whichenablesmultipleareasofaprivatenetwork

toaccesstheInternetusingasinglepublicIPaddressandVirtualPrivateNetworks).

Thefirewall’smaintaskistoregulatetrafficbetweennetworksegmentsatdifferent

trustlevels—forexample,betweentheInternet,asazonewithnotrust,andtheinternal

controlnetwork,azoneofhighertrust.

IntrusionDetectionandProtection:itsapplianceprovidesamoreadvancedlayerof

defense.Suchdefense(knownasintrusionpreventionsystem)canbedeployedtohelp

preventattacks,orsimply to detectattacks using intrusion detection systems.

Informationissentthroughthenetworkinsmallblocksofdataknownaspackets.It

goesdeeperthanafirewallbyassessingeachpacketbasedonthenetworkprotocols,

thecontextofthecommunication,anditstrackingofeachsession(thetimetheuser

spendscommunicatingonthenetwork).Akintoantivirussoftwareonadesktop,it

containsalargerepositoryofsignaturesthathelptoidentifypotentialattacksby

matchingattemptstoexploitknownvulnerabilities.

Authentication/Authorization Systems:Authentication and authorization systems

protectapplicationsbyverifyinguseridentity,providingaccesstodevicesbasedonthat

user’sroleandprivilegelevel,andloggingallaccessattemptsinordertoauditany

infringementormisuseofcriticalplantfunctions.Theuseofpasswordsaloneisnota

secureenoughmechanism,yetitisstillthenorm tofinddevicesinthefieldthatrelyon

themanufacturer’sdefaultpassword.



23

Most security standards require two-factor authentication,which requires the

combinationoftwomethodsofidentification,suchasapasswordandacertificate.

NetworkAccessControl:Thismightincludeensuringthoseusersandtheirlaptopsor

otherdevicesmeetaminimum baselineofsecurityinordertogainaccess.Such

policiescanbebasedonvariouscriteria,suchasuseridentity,deviceidentity,device

health,anddeviceand/ornetworklocation.Asolutionincludingitensuresthatboth

useranddeviceproperlymaketheappropriateconnectiontotheappropriatenetwork.It

alsoensuresthatusersandtheirdevicesmeetallauthenticationandsecuritypolicies.

Sincenetworkaccesscontrolappliestousersaswellasdevices,thiscanbecomea

reliablemethodforroguedevicemitigationoverwirelessorwirednetworks.

EncryptionofCriticalData:Encryptionistheprocessoftransforminginformation,such

asadocumentorimportantmessage,byusinganalgorithm orciphertomakeit

unreadabletoanyonewhodoesnothavethekeytothecipher.

Itisastandardmethodforprotectinghighlyconfidentialinformation.However,as

heavilyencryptedmessagescanslownetworkperformanceunlessmanagedeffectively,

itsuseisoftenrestrictedtonon-real-timemessaginganddata.

MonitoringforAdministrationandtheAuditTrail:Anincreasinglyimportantaspectof

today’ssecuritysolutionsistheabilitytomonitorandadministertheentirenetworkto

keepitatoptimum performance,identifyweaknesses,maintainconsistentsecurity

policies,track a constanthistoryofactivity,and assure the complete safetyof

information.

SecureRemoteAccess:ontopofthesesecuritycapabilities,contractors,engineersand

managersmayremotelycommunicateviaremoteaccessvirtualnetworksenabledby

thesecuresocketlayer(SSL)basedsecurityprotocols.Foundinallstandardweb

browsers,SSLprovidesamoresecure,efficientandeffectivewaytoaccesscontrol

networks from an outside location oreven outside the organization.This setof

protocolsallowssecurecommunicationsviatheInternetforgatheringsensordata,

sending instructions to field devices, performing remote maintenance and
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administrativedatatransfertask

ConfigurationManagement:Afinalaspectofsecurityishelpingtoassurehighnetwork

performancetoavoidproblemsofavailability,accessandlackofservice.A good

securitysolutionprovidessupportforconfigurationmanagementandcontrol,amodel

thatfocusesonestablishingandmaintainingknowledgeofthesystem andnetwork

configuration,includingsecurity.Basedonthisapproach,operationspersonnelhavethe

abilitytomanagesecurityfeaturesandassurancesthroughcontrolofchangesmadeto

hardware,software,firmware,testinganddocumentationthroughoutthelifecycleofthe

systemsJuniper(2010).

2.2EmpiricalEvidence

2.2.1ChallengesandprospectsofE-BankingAdoption

Challenges

AccordingtoM.M.Rahman(2008)inBangladeshdespitehugedemandfrom the

businesscommunityaswellastheretailcustomersparticularlytheurbancustomers,

electronicbanking(e-banking)isstillatabuddingstateduemainlytoanumberof

constraintssuchasunavailabilityofabackbonenetworkconnectingthewholecountry;

inadequacy of reliable and secure information infrastructure especially

telecommunication infrastructure; sluggish ICT penetration in banking sector;

insufficientlegalandregulatorysupportforadoptinge-bankingandsoon.Theconcept

ofe-banking includesalltypesofbanking activitiesperformed through electronic

networks.Itisthemostrecentdeliverychannelofbankingservices,whichisusedfor

bothbusiness-to-businessandbusiness-to-customertransactions.

However,intruesense,e-bankingincludesactivitieslikepaymentofbillsandinvoices,

transferoffundsbetweenaccounts,applyingforaloan,paymentofloaninstallments,

sendingfundstothirdpartiesviaemailsorinternetconnectionsregardlessofwherethe

clientislocated.Leow,HockBee(1999)statethatthetermsPCbanking,onlinebanking,

Internetbanking,telephonebankingormobilebankingreferstoanumberofwaysin

whichcustomercanaccesstheirbankswithouthavingtobephysicallypresentatthe
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bank branch.Therefore,e-banking covers allthese ways ofbanking business

electronically.Sincee-bankingofferssomesmartservicesbenefitingbothbanksand

customerscomparedwithtraditionalbankingsystem,ithasbecomeimperativeto

makenecessaryroom forbankstoflourishe-banking.

Amongothers,attractivenessofe-bankingincludes:itlowerstransactioncost;provide

24-hourservices;ensureincreasedsecurityandcontrolovertransactions;reduces

fraudrisk;performshighervolumeoftransactionswithlesstime;increasesnumberand

volumeofvaluepaymentthroughbanks;allowsremotetransactionsfacilitiesthat

replacephysicalpresenceofacustomerinabankbranchand;increasestransaction

speedandaccuracy.Ontheotherhand,traditionalbankingistime-consumingand

costlierandtherefore,e-bankingisreplacingtraditionalbankingallovertheworld.

Inaddition,anexploratorystudythatwasconductedinZimbabwebyChituraTofara

(2008)indicatedthatincompatibilitywiththeexistingsystem,costofimplementation,

securityconcerns,lackofexpertise,inadequatelegislationandconsumeracceptance

arethemajorchallengesfortheadoptionofe-bankinginthecountry’sbankingindustry.

Prospectsofe-Banking

According to M.,M Rahman (2008)in Bangladesh e-banking is now a global

phenomenon.Apartfrom the developed countries,the developing countries are

experiencingstronggrowthine-banking.

Thegovernment’semphasisonsettingupICTpark,raisingallocationfordevelopingICT

infrastructure,waivingtaxesoncomputerperipheralsandothermeasuresincludingthe

automationprogram ofbankingsectorandcompetitionamongthescheduledbanksin

improvingcustomerserviceshaveacceleratedtheprospectsofe-banking.

Inaddition,asinvestigatedbyAlhajiIbrahim H.(2009)usingexploratorystudy,the

followingareamongthecriticalchallengesfortheadoptionofe-bankinginNigeria:

LackofTechnologicalInfrastructure – the implementation ofe-paymentisbeing

impededbyunavailabilityofICTinfrastructure.Mostruralareaswheremajorityofsmall

andmedium scaleindustriesareconcentratedhavenoaccesstointernetfacilities;ICT
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EquipmentCosts–whereavailable,thecostofICTisacriticalfactorrelativetoper

capitalincome.Thismakesthecostofentryhighercomparedtodevelopedcountries.

RegulatoryandLegalIssues;inexistenceofproperlegalandregulatoryframework;Non-

readinessofbanksandotherstakeholders(acceptability)eventhoughsomehave

shownimpressivewillingness,somebanksarestillnotfullyreadytoforthisnew

paymentregime;Resistancetochangesintechnologyamongcustomersandstaffdue

to:Lackofawarenessonthebenefitsofnewtechnologies,Fearofriskamongbanks

LackoftrainedpersonnelinkeyorganizationsandTendencytobecontentwiththe

existingstructures;Peopleareresistanttonewpaymentmechanisms;Security–where

disclosureofprivateinformation,counterfeitingandillegalalterationofpaymentdata

maybe rampant;Frequentconnectivityfailure in telephone lines;Frequentpower

interruption

2.2.2PerceivedadvantagesthatInitiateBankstoAdoptE-Banking

ThestudythatwasconductedinOmanibanksbyAl-Sabbagh,I.,&Molla,A.(2004)using

exploratoryresearchfoundthatbankmanager’perceptionsoffourconcepts:perceived

relative advantage, perceived organizational performance, perceived

customer/organizationalrelationshipandperceivedeaseofuseprovidedabroader

understanding ofe-banking adoption in the banking industry.The firstconstruct:

PerceivedRelativeAdvantageconstructrelatestothedegreetowhichbankmanagers

thinkthatInternettechnologymighthelptheirbankgainadvantagesintheindustry.

From theliterature,threemajorissuesemergedrelatingtotheperceptionofrelative

advantage:convenienceofservices;innovativeuseofIT;andmanagementofbanking

services.

Thesecondconstruct:PerceivedOrganizationalPerformanceisassociatedwithhow

muchabankmanagerthinksInternettechnologycouldimprovetheirorganizational

performance.Threeissues:profitability;marketenvironmentandemployeeproductivity

wereutilizedtoexplorethisconstructindepth.From thebroadquestionrelatedto

profitability,twoimpedimentsareindicated:hightechnologyinvestmentcostandthe

needforeconomiesofscaleforInternettechnologyuseareinhibitingtherateofE-
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bankingadoption.

Productivityofemployeeswasanotherissueofinterest.Mostrespondentsexpected

thattheirbusinessefficiencycouldbeimprovedontheInternet.Thethirdconstruct:

Perceived Customer/OrganizationalRelationship relates to how a bank manager

perceivesInternettechnologyadoptionintermsofimprovingtherelationshipwiththeir

customers.Intheliterature,threemajorissuesemergerelatedtotheperceptionof

customer/organizationalrelationship:customertrust,customercommitment,and

customersatisfaction.

Thefinalconstruct:Perceived EaseofUsemeasureshow easya bankmanager

believesthatInternettechnologyistouse.Theliteraturesuggeststhatiftechnologyis

perceivedtobeeasytousethentherateofadoptionwillincrease.Theresearchthrew

upthreemajorissuesrelatedtoperceivedeaseofuse:easytonavigate,easytolearn

andeasytomanage.Thelastissuerelatedtomanagementoffinancialtransactionson

theInternet.

2.2.3DriversandBarriersofE-BankingAdoption

AnexploratoryresearchconductedbyMahdiSalehi(2004)inIranindicatethatthe

adoptionstatusofe-bankingisthetransitionofpre-developmenttodevelopmentphase

and the main drivers foradopting e-banking are downsizing,gaining competitive

advantage,increasingmarketshareandimprovingbank’simage.Theanalysisfurther

reveals that inefficient ICT infrastructure, political challenges and traditional

organizationalculturearebarriersforadoptionofe-banking.

In addition to theabovefactors,thecasestudythatwasconducted in chinaby

SherahKurnia,FeiPeng,YiRuoLiu(2005)suggeststhatthegovernmentsupportisalso

astrongdriverfore-bankingadoption.Thegovernmentsupportismanifestedintwo

ways.Firstly,theGovernmentisestablishinganelectroniccommerce(EC)-friendly

environmentinthecountry.

ThegovernmentinrecentyearstorevampthenationalICTandlogisticinfrastructures

hascommittedheavyinvestments.NewEClawsandregulationshavealsobeenpassed
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andadjustedtoprovidelegalprotectionsforEC activitiesingeneral.Secondly,the

governmentalsodirectlyoffersfinancialincentivestopromotee-bankingadoption.

2.2.4ConstraintsandDriveForcesfortheAdoptionofE-BankinginAfrica

ThestudythatwasconductedbyIsaacAwuondo(2005)indicatedthattheConstraints

anddriveforcesfortheadoptionofe-bankinginAfricarespectivelyarepresentedbelow.

Constraints

Security:Majorityoftheshyawayfrom e-Bankingservicesduetosecurityconcerns;

Human face:According to some analysts,customersstillvalue personalized and

responsiveservicesfrom theirbankers;Poorandlackoftechnologicalinfrastructure

especially in the ruralareas;lack ofproperlegislation governing e-transactions;

Preferencetopapermoney,asopposedto“virtual”cashintransactionsetc.

Driveforcestowardse-BankingadoptioninAfrica

Rapidlychangingcustomers’needsandpreferences;Competitiveforcesandproduct

differentiationstrategies;Pressuretoreducetransactionalandoperationcosts.

2.3CONCLUSIONANDKNOWLEDGEGAP

EventhoughthereareresearchesconductedinothercountrieslikeBangladeshand

revealed thatunavailabilityofa backbone networkconnecting the whole country;

inadequacy of reliable and secure information infrastructure especially

telecommunication infrastructure; inactive ICT penetration in banking sector;

insufficientlegaland regulatory supportfor-banking system etc.are the major

challengesfortheefficientsystem ofe-bankinginthecountry(Mohammad,2008).

Therefore ,the research gap thatthere is no more priorstudyconducted in Nib

internationalbankespeciallyonthecasestudyareathatisonWolkitebranch.

Thus,thepurposeofthispaperisassessmentoftheprospects(opportunities)and

challengesofe-bankingsystem inNibinternationalbankWolkitebranch.
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CHAPTERTHREE

ResearchMethodology

3.1Introduction

Designingappropriateresearchmethodologyisaprerequisiteinordertoconducta

goodresearchwork.Accordingly,thischapterdiscussesaboutthemethodologywhich

theresearcherusedtoconductthisstudy.Thus,researchdesign,Targetpopulation,

samplingtechniquesandSamplingsize,datasourceandmethodofdatacollectionand

methodofdataanalysiswerepresentedbelowrespectively.

3.2.ResearchDesign

Researchdesignisthearrangementofconditionsforcollectionandanalysisofdatain

amannerthataimstocombinerelevancetotheresearchpurposewitheconomyin

procedure.Thedesignincludestypesofresearch.Thisstudywasuseddescriptive

typesofresearch.Descriptiveresearchstudiesarethosestudieswhichareconcerned

withdescribingthecharacteristicsofaparticularindividual,orofagroup.Descriptive

research“isdesignedtoprovideapictureofasituationasitnaturallyhappens”.Itis

alsousedtojustifycurrentpracticeandmakejudgmentandalsotodeveloptheories.

CreswellandPlanoClark(2007).Thereasonforusingdescriptivetypesofresearchwas

becausethestudydescribesthestateE-bankingsystem asitexistswithoutalteringthe

existrealitywhichmeanstheresearchershasnoeffectonthevariableofthestudy.
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3.3.Targetpopulation

Thetargetpopulations,whichrepresentativesamplestakenwereclericalstaffswhich

wereabout9employees.Thesestaffincludesmanager,twoseniorcustomerservice

officer,threejuniorcustomerserviceofficer,twoloanofficer,andaccountants.Totally,

NibInternationalBankWolkitebranchhasabout9employees.

3.4.SamplingtechniquesandSamplingsize

Todeterminethesamplesize,itisnecessarytodeterminethetotalpopulationofNib

InternationalBankWolkitebranchwhichis9.From thistotalpopulationinthisstudy

researcherwasselectall(9)oftheemployeesusingcensusmethodofsurveying.

3.5.DataSourceandMethodofdataCollection

Thestudyconducted bycollecting datafrom primarysources.Primarydatawere

collectedfrom therespondentsbasedonastructurallydesignedquestionnaire.Itwas

included both closed ended and open-ended questions.In addition,unstructured

interviewwiththemanagerofNibinternationalbankWolkitebranchwasusedtocollect

supportingdata.Inordertogetsufficientandreliabledatathatrepresentsthebranch

primarydatawascollectedfrom theemployeesofthebranch.

3.6.MethodofDataAnalysis

Inordertomeetthestatedresearchobjectives,thecollecteddatawasanalyzedbased

onthenatureoftheobjective,accordinglysincealltheinformationthatcollectedwere

qualitativeinnature,descriptivetypeofanalysisbyusingtablesandpercentageswas

employedtoanalyzeeachobjective.
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CHAPTERFOUR

RESULTSANDDISCUSSION

4.1Introduction

Tofindthemajoroutputsofthestudyandtogiveimportantrecommendations,the

collected data should be analyzed and discussed,accordingly the analysis and

importantfindingsfrom thecollecteddataarediscussedbelow.

Table4.1:PersonalInformationofrespondents

Category Frequency Percent

Sex Male 6 67%

Female 3 33%

Age 18-25year 1 11%

26-30year 5 56%

31-35year 2 22%

36-45years 1 11%

Above45years - -

Sources:owndatasurvey,2019
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AccordingtotheTable1,from thetotalof9respondents,6(67%)ofrespondentswere

maleand3(33%)ofrespondentswerefemale.Itisconcludedthatthemajorityof

employeesofNIBWolkitebranchweremale.

Asdepictedontable1,from thetotalof9respondents,1(11%)ofrespondentswere

belongsbetween18-25years,5(56%)ofrespondentswerebelongsbetween26-30

years,2(22%)ofrespondentswerebelongsbetween31-35yearsandtheleft1(11%)of

respondent’sagewerebetween36-45years.ThisimpliesthatthemajorityofNIB

Wolkitebranchemployee’sagewasbelongsbetween26to30years.

Table4.2educationalbackgroundandworkexperienceofemployees

Category Frequency Percent

Educational

background

Diploma - -

Bachelordegree 8 89%

Masterdegree 1 11%

PHD - -

Workexperience Lessthan2years 1 11.11%

3-5years 4 44.44%

6-10years 4 44.44%

>10years - -

Sources:owndatasurvey,2019

Thesurveyontheeducationalbackgroundoftherespondentsshownontable2that,

8(89%)ofrespondentwereBachelordegree;1(11%)ofrespondentwereMasterdegree.
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Thedescriptivestatisticsontable2,from thetotalof9(100%),1(11.11%ofrespondents

workexperiencewereLessthan2years4(44.44%)ofrespondentsworkexperience

were3-5years;4(44.44%)ofrespondentsworkexperiencewere6-10years.Thisinfers

thatthemajorityofNIBWolkitebranchemployeesweredegreeholdersandtheirwork

experiencewerebetween3to5yearsandbetween6to10years.Therefore,theywere

abletoprovidesufficientinformationone-bankingwhichwasthemainfindingofthis

study.

BenefitsofE-bankingtobank

Table4.3BenefitsofE-bankingtobank

SA A N D SD

Attracting high value

customers

4(44%) 5(56%) - - -

Enhancedimage 3(33%) 6(67%) - - -

Increasedrevenue 6(67%) 2(22%) - 1(11%) -

Largercustomercoverage 6(67%) 2(22%) 1(11%)

Costreduction 5(56%) 3(33%) 1(11%)

Improvementoforganizational 2(22.22%) 4(44.44% 3(33.33%)
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Sources:owndatasurvey,2019

From theabovetable,5(56%)ofrespondents’replywereAgreehighvaluecustomersas

benefitsofE-banking,4(44%)ofrespondentswerereplystronglyagreeonAttracting

highvaluecustomersasbenefitsofE-banking

Asdepictedontheabovetable,6(67%)ofrespondents’replywereAgreeone-banking

Enhanced imageofbank,3(33%)ofrespondentswerereplystronglyagreeon e-

bankingEnhancedimageofbank.From theabovetable3,2(22%)ofrespondents’reply

wereAgreeonIncreasedrevenueasbenefitsofE-banking,6(67%)ofrespondentswere

reply strongly agree on Increased revenue as benefits ofE-banking,1(11%)of

respondentswerereplyDisagreeonincreasedrevenueasbenefitsofE-banking.

Asdepictedonthetable3,2(22%)ofrespondents’replywereAgreeonLargercustomer

coverageasbenefitsofE-banking,6(67%)ofrespondentswerereplystronglyagreeon

LargercustomercoverageasbenefitsofE-banking,1(11%)ofrespondentswerereply

DisagreeonLargercustomercoverageasbenefitsofE-banking.

Accordingtodescriptivestatisticsontheabovetable3,3(33%)ofrespondents’reply

wereAgreeonCostreductionasbenefitsofE-banking,5(56%)ofrespondentswere

replystronglyagree on Costreduction as benefits ofE-banking,and 1(11%)of

respondentswerereplyDisagreeonCostreductionasbenefitsofE-banking.

Accordingtodescriptivestatisticsontheabovetable3,4(44.44%)ofrespondents’reply

wereAgreeonImprovementoforganizationalefficiencyasbenefitsofE-banking,

2(22.22%)ofrespondentswerereplystronglyagreeonImprovementoforganizational

efficiencyasbenefitsofE-banking,and3(33.33%)ofrespondentswerereplyneutralon

ImprovementoforganizationalefficiencyasbenefitsofE-banking.

Table4.4BenefitofE-bankingtobank

efficiency )

SA A N D SD
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Sources:owndatasurvey,2019

Asdepictedontheabovetable,2(22%)ofrespondents’replywereAgreeonBetter

monitoringoftheircustomerbaseasbenefitsofE-banking,6(67%)ofrespondents

werereplystronglyagreeonBettermonitoringoftheircustomerbaseasbenefitsofE-

banking,and1(11%)ofrespondentswerereplyneutralonBettermonitoringoftheir

customerbaseasbenefitsofE-banking.

From theabovetable,8(89%)ofrespondentswerereplystronglyagreeonEnablesthe

banktoprovideorrenderservicesinsophisticatedwayasbenefitsofE-banking,and

1(11%)ofrespondentswerereplyneutralonEnablesthebanktoprovideorrender

servicesinsophisticatedwayasbenefitsofE-banking.

Accordingtodescriptivestatisticsontheabovetable,2(22%)ofrespondents’reply

wereAgreeonReducespaperwork(manualsystem)asbenefitsofE-banking,6(67%)

ofrespondentswerereplystronglyagreeonReducespaperwork(manualsystem)as

benefitsofE-banking,and1(11%)ofrespondentswerereplyneutralonReducespaper

work(manualsystem)asbenefitsofE-banking.

Better monitoring of their

customerbase

6(67%) 2(22%) 1(11%)

Enablesthebanktoprovideor

renderservicesinsophisticated

way.

8(89%) 1(11%)

Reduces paper work(manual

system)

6(67%) 2(22%) 1(11%)

Reduces times in rendering

services.

8(89%) 1(11%)

E-banking enables 24 hour

accessibility to the bank

service.

7(78%) 1(11%) 1(11%)
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Asdepictedonthetable,8(89%)ofrespondentswerereplystronglyagreeonReduces

timesinrenderingservicesasbenefitsofE-banking,and1(11%)ofrespondentswere

replyneutralonReducestimesinrenderingservicesasbenefitsofE-banking.

Accordingtodescriptivestatisticsontheabovetable,1(11%)ofrespondents’reply

wereAgreeonE-bankingenables24houraccessibilitytothebankservice,7(78%)of

respondentswerereplystronglyagreeonE-bankingenables24houraccessibilitytothe

bankservice,and1(11%)ofrespondentswerereplyneutralonE-bankingenables

24houraccessibilitytothebankservice.

Whatoptions(benefits)isavailabletothecustomeroncetheyhaveaccessede-banking?

Table4.5options(benefits)availabletothecustomeroncetheyhaveaccessede-

banking

No SA A N D SD

Fundtransfer 3(33.33%

)

3(33.33%

)

3(33.33%

)

Overdraft

facility

3(33.33%

)

3(33.33%

)

2(22.22%

)

1(11.11%)

Insurance

premium

payment

1(11%) 3(33%) 5(56%)

24-hours of

bankingservice

6(67%) 3(33%)

Employee

salarypayment

service

5(56%) 3(33%) 1(11%)

Costreduction 8(89%) 1(11%)

Sources:owndatasurvey,2019
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Asdepictedonthetable4,3(33.33%)ofrespondents’replywereAgreeonFundtransfer

asoptions(benefits)availabletothecustomeroncetheyhaveaccessede-banking,

3(33.33%)ofrespondentswerereplystronglyagreeonOverdraftfacilityasoptions

(benefits)availabletothecustomeroncetheyhaveaccessede-banking,and3(33.33%)

ofrespondentswerereplyneutralonFundtransferasoptions(benefits)availabletothe

customeroncetheyhaveaccessede-banking.

Asdepictedonthetable4,3(33.33%)ofrespondentsreplywereAgreeonOverdraft

facilityasoptions(benefits)availabletothecustomeroncetheyhaveaccessede-

banking,3(33.33%)ofrespondentswerereplystronglyagreeonOverdraftfacilityas

options (benefits)available to the customeronce theyhave accessed e-banking,

2(22.22%)ofrespondentswerereplyneutraland1(11.11%)ofrespondentswerereply

disagreeonOverdraftfacilityasoptions(benefits)availabletothecustomeroncethey

haveaccessede-banking.

Accordingtodescriptivestatisticsontheabovetable4,3(33%)ofrespondentsreply

wereAgreeonInsurancepremium paymentasoptions(benefits)availableto the

customeronce theyhave accessed e-banking,1(11%)ofrespondents were reply

stronglyagreeonInsurancepremium paymentasoptions(benefits)availabletothe

customeroncetheyhaveaccessede-banking,and5(56%)ofrespondentswerereply

neutralonInsurancepremium paymentasoptions(benefits)availabletothecustomer

oncetheyhaveaccessede-banking.

Accordingtodescriptivestatisticsontheabovetable4,3(33%)ofrespondents’reply

wereAgreeon 24-hoursofbanking serviceasoptions(benefits)availableto the

customeroncetheyhaveaccessede-banking,and6(67%)ofrespondentswerereply

stronglyagreeon24-hoursofbankingserviceasoptions(benefits)availabletothe

customeroncetheyhaveaccessede-banking.

Accordingtothetable4above,from totalof3(33%)ofrespondentsreplywereAgreeon

Employeesalarypaymentserviceasoptions(benefits)availabletothecustomeronce

theyhaveaccessede-banking,5(56%)ofrespondentswerereplystronglyagreeon

Employeesalarypaymentserviceasoptions(benefits)availabletothecustomeronce
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theyhave accessed e-banking,and 1(11%)ofrespondents were replyneutralon

Employeesalarypaymentserviceasoptions(benefits)availabletothecustomeronce

theyhaveaccessede-banking.Asdepictedonthetable4,1(11%)ofrespondents’reply

wereAgreeonCostreductionasoptions(benefits)availabletothecustomeroncethey

haveaccessede-bankingand8(89%)ofrespondentswerereplystronglyagreeonCost

reductionasoptions(benefits)availabletothecustomeroncetheyhaveaccessede-

banking.

Table4.6benefitsofe-bankingtocustomers

SA A N D SD

Balanceinquiry 9(100%)

24-hours ATM

Service

5(56%) 3(33%) 1(11%)

Cash

withdrawal

4(44.44%

)

4(44.44%

)

1(11.11%

)

Purchase of

goods and

services

3(33.33%

)

4(44.44%

)

2(22.22%

)

Utilitypayment 1(11%) 7(78%) 1(11%)

24-hours

Mobilebanking

service

4(44.44%

)

3(33.33%

)

1(11.11%

)

1(11.11%)

Sources:owndatasurvey,2019

Accordingtodescriptivestatisticsontheabovetable4,9(100%)ofrespondents’reply

werestronglyagreeonBalanceinquiryasoptions(benefits)availabletothecustomer

oncetheyhaveaccessede-banking.

Accordingtothetable4,3(33%)ofrespondents’replywereAgreeon24-hoursATM
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Serviceasoptions(benefits)availabletothecustomeroncetheyhaveaccessede-

banking,5(56%)ofrespondentswerereplystronglyagreeon24-hoursATM Serviceas

options (benefits) available to the customer once they have accessed e-

banking,and1(11%)ofrespondentswerereplyneutralon24-hoursATM Serviceas

options(benefits)availabletothecustomeroncetheyhaveaccessede-banking.

Asdepictedonthetable4,4(44.44%)ofrespondents’replywereAgreeonCash

withdrawalasoptions(benefits)availabletothecustomeroncetheyhaveaccessede-

banking,4(44.44%)ofrespondentswerereplystronglyagreeonCashwithdrawalas

options(benefits)availabletothecustomeroncetheyhaveaccessede-bankingand

1(11.11%)ofrespondentswerereplyneutralonCashwithdrawalasoptions(benefits)

availabletothecustomeroncetheyhaveaccessede-banking.

Accordingtodescriptivestatisticsontheabovetable4,4(44.44%)ofrespondentsreply

wereAgreeonPurchaseofgoodsandservicesasoptions(benefits)availabletothe

customeroncetheyhaveaccessede-banking,3(33.33%)ofrespondentswerereply

stronglyagreeonPurchaseofgoodsandservicesasoptions(benefits)availabletothe

customeroncetheyhaveaccessede-bankingand2(22.22%)ofrespondentswerereply

neutralon Purchaseofgoodsand servicesasoptions(benefits)availableto the

customeroncetheyhaveaccessede-banking.

Accordingtothetable47(78%)ofrespondents’replywereAgreeonUtilitypaymentas

options(benefits)availabletothecustomeroncetheyhaveaccessede-banking,1(11%)

ofrespondentswerereplystronglyagreeonUtilitypaymentasoptions(benefits)

available to the customeronce they have accessed e-banking and 1(11%)of

respondentswerereplyneutralonUtilitypaymentasoptions(benefits)availabletothe

customeroncetheyhaveaccessede-banking.

Asdepictedonthetable4,3(33.33%)ofrespondentsreplywereAgreeon24-hours

Mobilebankingserviceasoptions(benefits)availabletothecustomeroncetheyhave

accessede-banking,3(33.33%)ofrespondentswerereplystronglyagreeon24-hours

Mobilebankingserviceasoptions(benefits)availabletothecustomeroncetheyhave

accessede-bankingand1(11.11%)ofrespondentswerereplyneutraland1(11.11%)of
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respondentswerereply disagreeon 24-hoursMobilebanking serviceasoptions

(benefits)availabletothecustomeroncetheyhaveaccessede-banking.

Thechallengesrelatedtoe-bankingservice

Table4.7Infrastructuralchallenges

Challenges Please indicate the extentyou

agreeordisagreeofthePotential

challengesthataffecttoadoption

ordevelopmentuseofE-banking

technologies.

Stro

ngly

agre

e

Agree Neut

ral

Disag

ree

Stron

gly

disag

ree

INFRASTRU

CTURAL

CHALLENGE

S

Absence of financialnetworks

thatlinksdifferentbanks

3(33

.33

%)

3(33.3

3%)

2(22.

22%)

1(11.

11%)

Upanddownofelectricitypower

andnetworks

3(33

.33

%)

3(33.3

3%)

1(11

.11%

)

2(22.

22%)

Highinstallationcost 3(33

.33

%)

3(33.3

3%)

2(22.

22%)

1(11.

11%)
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Sources:owndatasurvey,2019

Accordingtothetable5;3(33.33%)ofrespondentsreplywereAgreeonAbsenceof

financialnetworksthatlinksdifferentbanksasinfrastructuralchallengesrelatedtoe-

bankingservice,3(33.33%)ofrespondentswerereplystronglyagreeonAbsenceof

financialnetworksthatlinksdifferentbanksasinfrastructuralchallengesrelatedtoe-

banking service,2(22.22%)ofrespondents were replyDisagree and 1(11.11%)of

respondentswerereplystronglydisagreeonAbsenceoffinancialnetworksthatlinks

differentbanksasinfrastructuralchallengesrelatedtoe-bankingservice.3(33.33%)of

respondentsreplywereAgreeonUpanddownofelectricitypowerandnetworksas

infrastructuralchallengesrelatedtoe-bankingservice,3(33.33%)ofrespondentswere

replystronglyagreeonUpanddownofelectricitypowerandnetworksasinfrastructural

challengesrelatedtoe-bankingservice,2(22.22%)ofrespondentswerereplyDisagree

and1(11.11%)ofrespondentswerereplyneutralonUpanddownofelectricitypower

andnetworksasinfrastructuralchallengesrelatedtoe-bankingservice.

Accordingtodescriptivestatisticsontheabovetable5,3(33.33%)ofrespondentsreply

wereAgreeonHighinstallationcostasinfrastructuralchallengesrelatedtoe-banking

service,3(33.33%)ofrespondentswerereplystronglyagreeonHighinstallationcost

asinfrastructuralchallengesrelatedtoe-bankingservice,2(22.22%)ofrespondents

werereplyDisagreeand1(11.11%)ofrespondentswerereplystronglydisagreeonHigh

installationcostasinfrastructuralchallengesrelatedtoe-bankingservice.4(44.44%)of

Low levelofinternetpenetration

and poorly developed

telecommunication

infrastructure.

3(33

.33

%)

4(44.4

4%)

2(22

.22%

)

Insufficient of technological

equipment

2(22

%)

6(67%) 1(11

%)

Highcostofinternet 1(11

%)

5(56%) 2(22

%)

1(11

%)
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respondentsreplywereAgreeonLowlevelofinternetpenetrationandpoorlydeveloped

telecommunication infrastructureasinfrastructuralchallengesrelated to e-banking

service,3(% ofrespondents were reply strongly agree on Low levelofinternet

penetrationandpoorlydevelopedtelecommunicationinfrastructureasinfrastructural

challengesrelatedtoe-bankingserviceand2(22.22%)ofrespondentswerereplyneutral

on Low levelof internet penetration and poorly developed telecommunication

infrastructureasinfrastructuralchallengesrelatedtoe-bankingservice.

Accordingtothetable5,6(67%)ofrespondents’replywereAgreeonInsufficientof

technologicalequipmentasinfrastructuralchallengesrelated to e-banking service,

2(22%)ofrespondents were replystronglyagree on Insufficientoftechnological

equipmentas infrastructuralchallenges related to e-banking service and 1(% of

respondentswerereplystronglydisagreeonInsufficientoftechnologicalequipmentas

infrastructuralchallengesrelatedto e-bankingservice.5(56%)ofrespondents’reply

wereAgreeonHighcostofinternetasinfrastructuralchallengesrelatedtoe-banking

service,1(11%)ofrespondentswerereplystronglyagreeonHighcostofinternetas

infrastructuralchallengesrelatedtoe-bankingservice,2(22%)ofrespondentswere

replyDisagreeand1(11%)ofrespondentswerereplystronglydisagreeonHighcostof

internetasinfrastructuralchallengesrelatedtoe-bankingservice.

Table4.8Illiteracyrelatedchallenges

SA A N D SD

ILLITRACY

RELATED

CHALLENGES

1

.

Lack of

demand

from the

customers

side

5(56%) 2(22%) 2(22%)

2

.

Low work

performanc

3(33.33%

)

4(44.44%

)

2(22.22%)
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e of

employees

3

.

lack of

educated

and

efficient

staff in e-

banking

context

1(11.11%

)

3(33.33%

)

3(33.33%) 2(22.22%

)

4

.

Customers

disabilityto

access e-

banking

services

1(11.11%

)

4(44.44%

)

1(11.11%

)

3(33.33%̂

)

5

.

Customer

low levels

ofcomputer

literacy.

1(11%) 5(56%) 2(22%) 1(11%)

Source:Questioner

Accordingtodescriptivestatisticsontheabovetable5,2(22%)ofrespondentsreply

wereAgreeonLackofdemandfrom thecustomerssideasilliteracyrelatedchallenges

relatedtoe-bankingservice,5(56%)ofrespondentswerereplystronglyagreeonLackof

demandfrom thecustomerssideasilliteracyrelatedchallengesrelatedtoe-banking

serviceand2(22%)ofrespondentswerereplyDisagreeonLackofdemandfrom the

customerssideasilliteracyrelatedchallengesrelatedtoe-bankingservice;4(44.44%)

ofrespondentsreplywereAgreeonLowworkperformanceofemployeesasilliteracy

relatedchallengesrelatedtoe-bankingservice,3(33.33%)ofrespondentswerereply

stronglyagreeonLowworkperformanceofemployeesasilliteracyrelatedchallenges
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relatedtoe-bankingserviceand2(22.22%)ofrespondentswerereplystronglydisagree

onLow workperformanceofemployeesasilliteracyrelatedchallengesrelatedtoe-

bankingservice.

Asdepictedonthetable5,3(33.33%)ofrespondentsreplywereAgreeonlackof

educatedandefficientstaffine-bankingcontextasilliteracyrelatedchallengesrelated

toe-bankingservice,1(11.11%)ofrespondentswerereplystronglyagreeonlackof

educatedandefficientstaffine-bankingcontextasilliteracyrelatedchallengesrelated

to e-bankingserviceand2(22.22%)ofrespondentswerereplyDisagreeonlackof

educatedandefficientstaffine-bankingcontextasilliteracyrelatedchallengesrelated

to e-banking service;4(44.44%)ofrespondents reply were Agree on Customers

disabilitytoaccesse-bankingservicesasilliteracyrelatedchallengesrelatedtoe-

bankingservice,1(11.11%)ofrespondentswerereplystronglyagreeonCustomers

disabilitytoaccesse-bankingservicesasilliteracyrelatedchallengesrelatedtoe-

banking service,1(11.11%)ofrespondents were reply neutraland 3(33.33%)of

respondentswerereplydisagreeonCustomersdisabilitytoaccesse-bankingservices

asilliteracyrelatedchallengesrelatedtoe-bankingserviceand5(56%)ofrespondents

replywereAgreeonCustomerlow levelsofcomputerliteracyasilliteracyrelated

challengesrelatedtoe-bankingservice,1(11%)ofrespondentswerereplystrongly

agreeonCustomerlow levelsofcomputerliteracyasilliteracyrelatedchallenges

relatedtoe-bankingservice,1(11%)ofrespondentswerereplyDisagreeand2(22%)of

respondentswerereplyneutralonCustomerlowlevelsofcomputerliteracyasilliteracy

relatedchallengesrelatedtoe-bankingservice.
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Table4.9Regulatoryandlegalchallenges

SA A N D SD

REGULATORY

AND LEGAL

ISSUE.

1. Lack of suitable

legal and

regulatory

framework

2(22.22%

)

4(44.44%

)

2(22.22%

)

1(11.11%

)

2. Lack of

government

initiationorlackof

government

prioritization

2(22.22%

)

4(44.44%

)

2(22.22%

)

1(11.11%

)

3. Cross-countrylegal

and regulatory

differences.

2(22%) 5(56%) 1(11%) 1(11%)

Source:Questioner

Accordingtodescriptivestatisticsontheabovetable5,4(44.44%)ofrespondentsreply

wereAgreeonLackofsuitablelegalandregulatoryframeworkasregulatoryandlegal

issuechallengesrelatedtoe-bankingservice,2(22.22%)ofrespondentswerereply

stronglyagreeonLackofsuitablelegalandregulatoryframeworkasregulatoryand

legalissuechallengesrelatedtoe-bankingservice,1(11.11%)ofrespondentswerereply

Stronglydisagreeand2(22.22%)ofrespondentswerereplyneutralonLackofsuitable

legalandregulatoryframeworkasregulatoryandlegalissuechallengesrelatedtoe-

bankingservice;4(44.44%)ofrespondentsreplywereAgreeonLackofgovernment

initiationorlackofgovernmentprioritizationasregulatoryandlegalissuechallenges

relatedtoe-bankingservice,2(22.22%)ofrespondentswerereplystronglyagreeon

Lackofgovernmentinitiationorlackofgovernmentprioritizationasregulatoryand

legalissuechallengesrelatedtoe-bankingservice,1(11.11%)ofrespondentswerereply

Strongly disagree and 2(22.22%)ofrespondents were reply neutralon Lack of
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governmentinitiationorlackofgovernmentprioritizationasregulatoryandlegalissue

challengesrelatedtoe-bankingserviceand5(56%)ofrespondentsreplywereAgreeon

Cross-countrylegalandregulatorydifferencesasregulatoryandlegalissuechallenges

relatedtoe-bankingservice,2(22%)ofrespondentswerereplystronglyagreeonCross-

countrylegalandregulatorydifferencesasregulatoryandlegalissuechallengesrelated

to e-banking serviced,1(11%)ofrespondents were reply neutraland 1(11%)of

respondents were reply strongly disagree on Cross-country legaland regulatory

differencesasregulatoryandlegalissuechallengesrelatedtoe-bankingservice.

Table4.10otherchallenges

SA A N D SD

OTHER

CHALLENGES

1 Chances of

riskfrom the

banksside

3(33.33%

)

4(44.44%

)

2(22.22%

)

2

.

Non-

readiness of

banks to

adopt the

system

2(22.22%

)

3(33.33%

)

4(44.44%

)

3

.

Low levelof

initiation on

the side of

the

shareholders

toadoptthe

system

3(33.33%

)

2(22.22%

)

2(22.22%

)

2(22.22%

)

4

.

Lack of

coordination

3(33.33%

)

3(33.33%

)

2(22.22%

)

1(11.11%

)
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and

cooperation

with the

other banks

in e-banking

context

Sources:owndatasurvey,2019

Accordingtodescriptivestatisticsontheabovetable5,4(44.44%)ofrespondentsreply

wereAgreeonChances ofriskfrom thebankssideasotherchallengesrelatedtoe-

bankingservice,3(33.33%)ofrespondentswerereplystronglyagreeonChancesofrisk

from thebankssideasotherchallengesrelatedtoe-bankingserviceand2(22.22%)of

respondentswerereplyneutralonChances ofriskfrom thebankssideasother

challengesrelatedtoe-bankingservice;3(33.33%)ofrespondentsreplywereAgreeon

Non-readinessofbankstoadoptthesystem asotherchallengesrelatedtoe-banking

service,2(22.22%)ofrespondentswerereplystronglyagreeonNon-readinessofbanks

to adoptthe system as illiteracyrelated challenges related to e-banking service

and4(44.44%ofrespondentswerereplyneutralonNon-readinessofbankstoadoptthe

system asotherchallengesrelatedtoe-bankingservice.

Accordingtodescriptivestatisticsontheabovetable5,2(22.22%)ofrespondentsreply

wereAgreeonLow levelofinitiationonthesideoftheshareholderstoadoptthe

system asotherchallengesrelatedtoe-bankingservice,3(33.33%)ofrespondentswere

replystronglyagreeonLowlevelofinitiationonthesideoftheshareholderstoadopt

thesystem asotherchallengesrelatedtoe-bankingservice,2(22.22%)ofrespondents

werereplyneutraland2(22.22%)ofrespondentswerereplystronglydisagreeonLow

levelofinitiation on the side ofthe shareholders to adoptthe system as other

challengesrelatedtoe-bankingservice;3(33.33%)ofrespondentsreplywereAgreeon

Lackofcoordinationandcooperationwiththeotherbanksine-bankingcontextasother

challengesrelatedtoe-bankingservice,3(33.33%)ofrespondentswerereplystrongly

agreeonLackofcoordinationandcooperationwiththeotherbanksine-banking
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contextasotherchallengesrelatedtoe-bankingservice,2(22.22%ofrespondentswere

replydisagreeand1(11.11%)ofrespondentswerereplystronglydisagreeonLackof

coordination and cooperation with the otherbanksin e-banking contextasother

challengesrelatedtoe-bankingservice.

Analysisofinterviewquestions

Whatisthebenefitofadoptinge-bankingserviceinthenibinternationalbank?

Theyviewed thatproviding banking productsto thecustomerbyusing electronic

channelshavethebenefitofbuildinggoodimage,loadreductionthatenablesbank

employeestofocusonstrategicissuesinsteadoffocusingontraditionalactivitiesand

improvementoforganizationalperformancethroughcostreduction(byavoidingpaper

workandbyreducingthenumberofemployeesrequired).Inaddition,adoptinge-

bankingserviceasameansofservicedeliveryhavealsothebenefits.Ingeneral,

according to therespondents’response,itispossibleto concludethatdelivering

bankingproductsthroughelectronicchannelsmadethebankbenefited.

Even though,those banks thatare currentlyproviding e-banking service to their

customercangetthedifferentbenefitstheassumptionofperceivedrelativeadvantage,

perceivedorganizationalperformance,perceivedcustomerrelationshipandperceived

easeofusearethemajorperceivedadvantagesofe-bankingadoptionamongthose

bankswhicharenotyetadoptedthetechnologybutareplannedtoadoptthesystem in

thenearfuture.

Whatarethechallengesfortheadoptionofe-bankingserviceinthecountry?

AsviewedbymanagerofNIBWolkitebranch,thereissomesortofdifferenceamong

thechallengesinbank,chancesofrisk(suchasoperation,securityandreputationrisk),

Lackofsuitablelegalandregulatoryframeworkthatgovernandregulatee-banking

transactioninthecountry,highcostofinternet,Low levelofinternetpenetrationand

poorlydevelopedtelecommunicationinfrastructurearethemajorcommonchallenges

fortheadoptionofe-bankingserviceinthecountry’sbankingindustry.Thesemajor

challengesaretrueforboththeinitialadoptionofe-bankingserviceamongthosebanks

whicharenotyetadoptedthesystem andforthesufficientprovisionoftheservice
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among those banks thatare currently providing the service to theircustomers.

EspeciallywithrespecttoICTinfrastructure,eventhoughETCisexpandingitsinternet

andmobilenetworkservices,itisunabletoattractadequatenumberofcustomers.The

corporation’smobilenetworkwillsoonbeabletoaccommodate15millioncustomers.

However,itnowhasonlyfivemillionmobilesubscribers.Ethiopia’smobilepenetration

ratestandsatfivepercentwhilesub-SaharanAfricanpenetrationrateis39percent.

SincetheEthiopianbankingsystem isheavilydependentonthestate-ownedETCto

perform transactions and connect branches to their main office, Ethiopia

TelecommunicationsCorporation's(ETC)failuretoofferefficientservices,especially

broadband internet,islimiting banking services.Therecurrentproblem ofsystem

downfallhasmeantbankswithoutthebroadbandservicehavingtoworkmanually,

limitingservicestocustomers(Binyam,2009).

Finally,even though itmaybe temporary,frequentpowerinterruption is another

challengethataffectstheprovisionofe-bankingserviceamongthosebanksthatare

currentlyprovidingtheservice.Therefore,from theabovediscussionitispossibleto

concludethattherearechallengesfortheadoptionofe-bankingserviceamongbanks

thatarenotyetadoptedthesystem andforthesufficientadoptionoftheservicefrom

theviewpointofNIBWolkitebranchmanagerwhicharecurrentlyprovidingtheservice

inthecountry.

Whataretheopportunitiesfortheadoptionofe-bankingserviceforthecustomers?

Themanagerviewedthattheexistenceofsomedifferenceamongtherespondentof

eachbankregardingthedifferentexistingopportunitiesinthecountryfortheadoption

ofe-banking.

Butlate adopteropportunities,improvementin the banking habitofthe society,

sustainableeconomicgrowthinthecountry,incrementoftouristinflow toEthiopia,

commitmentofthegovernmenttofacilitatetheexpansionofICTinfrastructureand

willingnessamongbankstocooperateinbuildinginfrastructurearecommontoall

banks.

Withrespecttocooperationamongbanks,thememorandum ofunderstandingsigned
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bythreeprivatecommercialbankstolaunchanAutomatedTellerMachine(ATM)and

PointofSaleterminal(POS)networkinFebruary2009iswelcomingstrategytoimprove

electronicpaymentsystem inEthiopia.Threeprivatecommercialbanks-AwashBank

S.C.,NibInternationalBankS.C andUnitedBankS.C.– haveagreedinprincipleto

establishanATM networkcalledFettanATM network.Ifeverythinggoesasplanned,

FettanATM willinstallover140ATM machinesandover340POSsacrossEthiopia.

TherewillbeoneATM ateverybranchoftheconsortium banks,alldomesticairports

servicedbycommercialservice,shoppingcomplexesandmerchants.

TheagreementisthefirstsignificantcooperationbetweencompetingbanksinEthiopia,

whichothersshouldbeencouragedtofollowasthereisnosinglebankinEthiopiathat

canaffordtoprovideextensivegeographicalcoverageandaccess.Inaddition,the

commitmentofthe governmentto strengthen the banking industry is a good

opportunityfortheadoptionofe-bankingserviceinthecountrybecausecurrentlythe

nationalbankofthecountryisdevelopingaprojectincooperationwiththeWorldBank

inordertomodernizethepaymentsystem ofthecountry.

Whatarethedrivingforcestowardstheadoptionofe-bankingservice?

Asviewedbymanagereventhoughtherearesomesortofdifferenceregardingthe

drivingforcesthatinitiatefortheadoptionofe-bankingserviceinbank,theexistenceof

high competition in the banking sector,rapidly changing customers’needs and

preferences,desire to improve organizationalperformance,desire to improve the

relationship with customers,desire to reduce transaction cost,desire to build

organizationalreputationanddesiretosatisfycustomersarethemajorcommondriving

forcesthatinitiatebanksfortheadoptionofe-bankingasameansofservicedeliveryto

theircustomers.

Therefore,from thisitispossibletoconcludethatitisduetotheexistenceofsome

drivingforcesinwhichbanksareinitiatedtoprovidemodernbankingservicestothe

customer.
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CHAPTER5

CONCLUSIONANDRECOMMENDATION

5.1Introduction

Informationtechnologyisconsideredasthekeydriverforthechangestakingplace

around the world.Due to a pervasive and steadily growth ofinformation and

communicationtechnology,theworldbankingindustryisenteringintonewphenomena

of unprecedented form of competition supported by modern information and

communicationinfrastructure.Therateatwhiche-bankingtechnologyisadoptedby

banksconstitutesanimportantpartoftechnologicalchange.Withthisregardcurrently,

ourbanksareinaninfantstage.

Thischapterasawholepresentstheconcludingremarksforthemainfindingsin

chapterfourandimportantrecommendationsasperthemainproblemsinvestigatedin

thisresearchstudy.

5.2Conclusions

Basedontheanalysismadeinchapterfourthefollowingconclusionsaremadeonthe

assessmentoftheopportunitiesandchallengesfortheadoptionofe-bankinginNib

InternationalBankwithreferencetoWolkitebranch.

ATM,CreditCardanddebitcardservices,internetbanking,mobilebankingandother

electronicpaymentsystemsareatinfantstage.Themostdominante-bankingchannel

amongthosebanks,whicharecurrentlyprovidingtheserviceisATM card,whichisthe

firstgenerationofelectronicbankingchannel,sofrom thisitispossibletoconclude

thatevenbanksthatareprovidingtheservicedidnotsufficientlyadoptthelateste-

bankingchannelsuchasinternetandmobilebanking.

Inviewoftheextentofe-bankingadoption,NIBhasnotadoptedthistechnologyandis

usingtraditionalservicestoreachandservetheirclients.Ingeneral,NIBistrailing

behindinacquiringtherequiredqualityofbankingservicestoeffectivelycompeteinthe

globalmarket.

Themainpracticeofe-bankingamongNIBthatareprovidedtheservicehavebeenfor,
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balanceinquiry,cashwithdrawal,statementprinting,PIN change,purchasegoodsor

services,accessinghis/heraccounts24*7andfundstransfersamongothers.

Adoptionofe-bankingservicehavethebenefitofattractinghighvaluecustomers,

enhancedimage,largercustomercoverage,improvementoforganizationalefficiency,

andloadreductionetcfrom theviewpointoftherespondents.

Asperthefindings,themajordrivingforcesthatinitiatebankstodeliverbanking

servicestothecustomerusingelectronicchannelsareexistenceofhighcompetitionin

thebankingindustry,rapidlychangingcustomers’needsandpreferences,desireto

improveorganizationalperformance,desiretoimprovetherelationshipwithcustomers,

desiretoreducetransactioncost,desiretocoverwidegeographicalarea,desiretobuild

organizationalreputation,desiretosatisfycustomersandtokeeptheinternational

bankingstandardamongothers.

Chancesofrisk,lackoftrainedandefficientstaffine-bankingcontext,lackofsuitable

legalandregulatoryframework,absenceoffinancialnetworksthatlinksdifferentbanks,

lowlevelofinternetpenetrationandpoorlydevelopedtelecommunicationinfrastructure,

highcostofinternetandsecurityissuesarethemainchallengesforadoptionofe-

bankinginEthiopia.Inaddition,lackofcustomerawarenessregardingtheserviceis

anotherchallengeinordertoprovidetheservice.Therefore,from this,itispossibleto

concludethattherearechallengesfortheadoptionofe-bankingserviceamongthose

banksthatarenotyetadoptedthesystem andforthesufficientadoptionoftheservice

from theviewpointofNIBWolkitebranchmanagerandotherrespondents.

Finally,lateadopteropportunities,commitmentofthegovernmenttofacilitatethe

expansion ofICT infrastructure,improvementin thebanking habitofthesociety,

sustainableeconomicgrowthinthecountry,incrementoftouristinflowtoEthiopiaand

willingnessamongbankstocooperateinbuildinginfrastructureareamongthemajor

opportunitiesfortheadoptionofe-bankinginthecountry.Therefore,from this,itis

possibletoconcludethattherearegoodopportunitiesfortheadoptionofe-banking

service.
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5.3Recommendation

As per the findings from the analysis of the collected data;the following

recommendationsareforwardedinordertopromoteanddevelopviablee-banking

service.

 OngoingeffortsbytheEthiopiatelecommunicationcorporationtoexpandICT

infrastructure should be encouraged by the governmentand gradually the

corporationshouldtrytoreducetheservicecharge.

 The lack of legaland regulatory framework for e-banking services has

discouragedbanksfrom introducingtheseinnovativepaymentinstrumentsor

wheretheyhaveintroduced,hasputthem atlegalrisk.Electronicpaymentsare

notrecognizedinEthiopialegalsystem.Thus,governmentshouldissuelawsthat

govern electronic payment.This helps financialservice providers introduce

innovativeproductscurrentlyinusearoundtheworldwhicharecosteffective,

efficientandsafe.

 Inrecentyears,duetoitsconvenience,mobilebankingisthelatestelectronic

bankingchannel,sointhiscontext,itisimportanttoNIBtoformulaterelevant

acts,policies,andadoptoperativeguidelines.

 The NationalBankofthe countryshould prepare various capacitybuilding

activitiesforbanksregardinge-bankingoperationandprovideincentivesfor

bankstoinvestrigorouslyonICTanduseofe-banking.

 NIB should strengthen its ICT departmentthrough providing training to IT

personnelandprocuringrequiredhardwareandsoftware.Createseparateunitin

eachbranchforrenderingICTrelatedoperationalactivitiesunderthesupervision

oftheICTdepartment.TrainallstaffinbasicICTrelatedmattersinphases.

 NIBthatcurrentlyprovidingtheserviceshouldpromotethesystem inorderto

raisepublicawarenessontheuseofe-bankingservice.
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 Sincesufficientpowersupplyismandatoryfortheuninterruptedandefficient

provisionofe-bankingservice,therefore,ongoingeffortbythegovernmentto

addressadequatepowersupplytothecountryshouldbeencouraged.
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APPENDIX

WOLKITEUNIVERSITY

COLLEGEOFBUSINESSANDECONOMICS

DEPARTMENTOFACCOUNTINGANDFINANCE

DearSir/Madam,

Subject: Research questionnaire prepared to collect data from the

respondentsinordertoassesstheopportunitiesandchallengesofe-banking

inNibInternationalBankWolkitebranch.MynameisChaltuMisgana.Iam

undertakingaresearchprojectonthe“assessmentoftheopportunitiesand

challengesofe-bankinginNibInternationalBank,”withreferencetoinNib

InternationalBank Wolkite branch.Knowing the benefits,driving forces,

opportunitiesandchallengesfortheadoptionofe-bankingserviceinthe

bankingindustrywillhaveaparamountimportanttotheinstitution,toowners,

toclients,togovernmentandothers.Tothisend,Ihavepreparedaself–

administeredquestionertohelpmegatherthepertinentinformationfrom the
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purposely-selectedemployeesofthebranch.Thequalityoftheresultofthis

researchwillbebasedontheaccuracyoftheinformationyouprovided.

Eventually,Ipromiseyou,theinformationyouwillprovidemeisgoingtobe

reportedandcommunicatedinaggregateandutmostcarewillbetakenfor

itsconfidentiality.

INSTRUCTION;

 Inallcases,whereanswerstooptionsareavailable,pleasetick(√)inthe

appropriatebox.

 Forquestionsthatdemandyouropinion,pleasetrytohonestlydescribe

yourresponsesonthespaceprovided.

 Don’twriteyourname.

Thankyouforyourcooperation!

I.PersonalInformation

1)Sex male female

2)Age 18-25year 26-30year 31-35year 36-45years

above45years

3)Youreducationalbackground Diploma

Bachelordegree Masterdegree PHD Other

4)Workexperience Lessthan2years 3-5years 6-10years >10

years

PartIIresearchrelatedquestions

1.BenefitsofE-bankingtobank

SA A N D SD
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If any others (explain) please

describe¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬¬_________________________________

____________________________________________________________________________

_______________________________________________-

Attracting high value

customers

Enhancedimage

Increasedrevenue

Largercustomercoverage

Costreduction

Improvement of

organizationalefficiency

Bettermonitoring oftheir

customerbase

Enablesthebanktoprovide

or render services in

sophisticatedway.

Reduces paper

work(manualsystem)

Reduces times in

renderingservices.

E-bankingenables24hour

accessibility to the bank

service.
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2.Whatoptions(benefits)isavailabletothecustomeroncetheyhaveaccessede-

banking?(SAforstronglyagree,AforAgree,NforNeutral,DAforDisagree,SD

forStronglyDisagree).

No SA A N D SD

1.Fundtransfer

2.Overdraft

facility

3.Insurance

premium

payment

4.24-hours of

bankingservice

5.Employee

salarypayment

service

6.Costreduction

7.Balanceinquiry

8.24-hours ATM

Service

9.Cash

withdrawal

10.Purchase of

goods and

services

11.Utilitypayment
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12.24-hours

Mobilebanking

service

Ifanyotherpleasedescribe-----------------------------------------------------------------------------------------------

-------------------------------------------------------------------------------------------------------------------------------------------

------

3.Whatarethechallengesrelatedtoe-bankingservice?

Challenges No Please indicate the extentyou

agree or disagree of the

Potentialchallengesthataffect

toadoptionordevelopmentuse

ofE-bankingtechnologies.

Stro

ngly

agre

e

agree Neu

tral

Disa

gree

Stron

gly

disag

ree

INFRASTRUCTUR

ALCHALLENGES

1. Absence offinancialnetworks

thatlinksdifferentbanks

2. Upanddownofelectricitypower

andnetworks

3. Highinstallationcost

4. Low levelofinternetpenetration

and poorly developed

telecommunication

infrastructure.

5. Insufficient of technological

equipment

6. Highcostofinternet

ILLITRACY

RELATED

1. Lack of demand from the

customersside
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CHALLENGES 2. Low work performance of

employees

3. lack ofeducated and efficient

staffine-bankingcontext

4. Customersdisabilitytoaccesse-

bankingservices

5. Customerlowlevelsofcomputer

literacy.

REGULATORY

AND LEGAL

ISSUE.

1. Lack of suitable legal and

regulatoryframework

2. Lackofgovernmentinitiationor

lackofgovernmentprioritization

3. Cross-country legal and

regulatorydifferences.

OTHER

CHALLENGES

1 Chances ofriskfrom thebanks

side

2. Non-readinessofbankstoadopt

thesystem

3. Lowlevelofinitiationontheside

oftheshareholderstoadoptthe

system

4. Lack of coordination and

cooperationwiththeotherbanks

ine-bankingcontext



65

If any other challenges, please

specify_______________________________________________________

_____________________________________________________________________________________

_____________________________________________

INTERVIEW QUESTIONS

Thank you verymuch forvolunteering to participate in this one-on-one personal

interview.Themainobjectiveofthisinterview isto assesstheopportunitiesand

challengesofe-banking positivelyornegativelyaswellasoptimizing theservice

provisionwithrespecttoNibInternationalBankWolkitebranch.Yourresponseswillbe

treatedwithutmostconfidentialityandwillnotbeusedforanypurposeotherthanthe

objectiveoftheresearch.Moreover,theresultsoftheresearchwillbereportedin

mannerthatcouldnotidentifyyouoryourorganization.Theoutcomeofthestudyis

anticipatedtoassisttheunderstandingofthebasicopportunitiesandchallengesof

adoptingE-bankinginnovationindeliveringqualityservicetocustomersofinNib

InternationalBank.

Thankyouinadvanceforyourparticipation.

GeneralUnstructuredInterviewSchedule

a.Whatisthebenefitofadoptinge-bankingserviceinthenibinternational

bank?
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b.Whatarethechallengesfortheadoptionofe-bankingserviceinthe

country?

c.Whataretheopportunitiesfortheadoptionofe-bankingserviceforthe

customers?

d.Whatarethedrivingforcestowardstheadoptionofe-bankingservice?


