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Abstract

Thegeneralobjectivesofthestudywasthechallengeandprospectsofe-bankingin

Guragezone.From thisgeneralobjectives,fourspecificobjectiveswereexplored.

Descriptiveresearchdesignwasemployedtoconductthisstudy.Primarydatawere

collectedforthepurposeofthisstudy.Thecollecteddatawasanalyzedbyusing

descriptiveanalysessuchastablesandpercentages.Onthebaseofanalysisand

interpretation were make the conclusion and recommendation forchallenge and

prospectsofe-banking.Thedifferente-bankingchannelsbywhichbanksareusingto

providetheseservicestotheircustomersareATM,internetbanking andmobile

banking.The driving forces thatinitiate banks to adopte-banking services are:

existenceofhighcompetitioninthebankingindustry,desiretoimproveorganizational

performance,lackofsuitablelegalandregulatoryframework,lowlevelofinternet,poor

ICTinfrastructure,lackoftrainedpersonalandsecurityconcernareamongthemajor

challengesofe-banking.However,lateadopterprospects,improvementsinthebanking

habitofthesociety,commitmentofthegovernmentstofacilitatetheexpansionofICT

infrastructureandwillingnessamongbankstocooperateinbuildinginfrastructureare

themajorprospectsfortheimplementationofsystem inthebankingindustry.
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Acronym

ATM-AutomaticTellerMachine

E-Banking-ElectronicBanking

E-Commerce-ElectronicCommerce

E-Payment-ElectronicPayment

EFT-ElectronicFundTransfer

ICT-InformationandCommunicationTechnology

MB-MobileBanking

PC-PersonalComputer

POS-PointofSales
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CHAPTERONE

1.1.Backgroundtothestudy

Theincreasinglycompetitiveenvironmentinthefinancialservicemarkethasresultedin

pressuretodevelopandutilizealternativedeliverychannels.Themostrecentlydelivery

Channelintroducedisonlineorelectronicbankingalsoknownase-banking(Daniel

&Story,2001).Onlineorelectronicbankingsystemsgiveeverybodytheopportunityfor

easyaccesstotheirbankingActivities.ThesebankingactivitiesmayIncludebutnot

limitedto:retrievinganaccountbalance,moneytransfersbetweenuser’saccounts,

from usersaccounttosomeoneelseaccount,retrievinganaccounthistory(Liaoand

Cheung,2002)

E-banking includesthe systemsthatenable bankcustomersto accessaccounts,

transactbusiness,orobtaininformationonfinancialproductsandservicesthrougha

publicorprivatenetwork,includingtheInternet.Customers’accessE-bankingservices

usinganintelligentelectronicdevice,suchasaPersonalComputer(PC),Personal

DigitalAssistant(PDA),AutomatedTellerMachine(ATM),telephone(Ibrahim etal

2006).

Electronicbankingsystem providesopportunitieslikereducethetransactioncosts

betweencustomers,improvebusinessefficiency.Serviceandattractnew customers.

Electronicbankingalsoincreasesthepowerofthecustomertomakepricecomparison

acrosssuppliersquicklyandeasilyandasaconsequenceofthispushespriceand

margindownward(Kreme,2003).thecommercialbenefitofelectronicbankingliein

firstly;firmsareabletoexpandtheirgeographicalreach.Secondly,importantcost

benefitlieinimprovedefficiencyinproductionandlogisticsprocesses,thirdly,thereis

enormous scope for gaining through improved customer communication and

management(Harrison,2008).

Accordingto(Harrison,2008)manyofthefactoraffectingsuccessfuladoptionofe-

bankingareincludelackofinfrastructuredevelopment,poorinternetconnection,lackof

publicacceptance,theabsenceofaproperlegalandregulatoryframeworkaremore
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challengethefunctionofe-banking.Sothepaperisconcernedthechallengeand

prospectsofelectronicbankingsystem.

1.2.Statementoftheproblem

E-banking hasbeen widelyused in developed countriesand rapidlyexpanding in

developing countries.Mosttransaction in todayare notmade manually,banking

transactionareprocessedincomputerizedway.Sincee-bankingtransactionsaremade

electronicallyitincreasesefficiency,reducetransactioncostandincreaseconvenience

ofmakingbankingtransaction.However;thereischallengefacedwhileusingelectronic

bankingsystem incommercialbankofEthiopiainGuragezone.LotsofresearchesonE

-bankingsystem havebeendoneinEthiopia.

DifferentfactorsintheadoptionofE-bankinghavebeentakenasthemainfactorsof

theadoptionofnewtechnologybydifferentresearcherssuchasorganizationalfactors

Lack ofskilled man power,resistance to changes in technology among staff

(piccolo,1995)environmentalfactors (like lack of suitable legaland regulatory

frameworkfore-commerce,poorICTinfrastructure,lackofcompetitivepressureinthe

industry) and according to Elias(2009) technologicalfactors ,security risk and

functionality.However,despitetheimportanceoftheseadoptionsanddevelopmentof

E-banking,verylimitednumberofresearchhasbeendoneonthechallengesand

opportunitiesofE-bankingindevelopingcountrieslikeEthiopia.

Despitethegapbetweenthepreviousstudyandthisstudyaboutchallengesand

prospectofe-bankinginGuragezonethepreviousstudiesareaboute-bankingfocused

ontheabovevariables(Zhao,2008).However,thisstudyfocusedonrecentlylaunched

likeATM,internetbanking,mobilebankingalert.Inaddition,awarenessandutilization

customersofebankingismentionedissues.

1.3.Objectivesofthestudy

1.2.1.GeneralObjective
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ThemainobjectiveofthestudyistodetermineTheChallengeandProspectsofe-

bankinginGuragezone.

1.3.2.SpecificObjectives

• Toidentifythemajorchallengestopracticese-bankingapprovalservicein

Guragezone.

• Toexamineeffortthatunderwaytopromotee-bankingfacilitiesinGuragezone.

• Toidentifythemajorprospectstopracticee-bankinginGuragezone.

• Tofindtheexistingimplementede-bankingservicestatusinGuragezone.

1.4.ResearchQuestions

Basedontheabovestatedobjectives,thefollowingresearchquestionswasanswer:

1.Whatarethemajorchallengestopracticese-bankingapprovalserviceinGurage

zone?

2.How toexamineeffortthatunderwaytopromotee-bankingfacilitiesbenefitsof

customers?

3.Whatarethemajorprospectsinpracticetoofe-bankinginGuragezone?

4.Whataretheexistingimplementede-bankingservicestatusesinGuragezone?

1.5.SignificanceoftheStudy

SinceE-bankingisinaninfantstageinGuragezone,byinvestigatingthedifferent

prospectandchallengesfortheimplementofthisservicedeliverychannelandby

recommendingsolutionsfortheidentifiedproblems,thisstudywashelpbanksto

benefitfrom theadoptionofthistechnology.Inaddition,ithelpstofillsignificant

knowledgegapsaboute-bankinglandscapeinGuragezone;therebyitwillgiveinsight
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toresearchersandstudentsabouttheproblem andstimulatefurtherinvestigationof

theissue.

1.6.Scopeofthestudy
ThestudieswereconductedatfourselectedcommercialbanksinGurageZone.

TheBanksareCommercialBankofEthiopia,DashenBankS.C,AwashInternational

BankS.C,andWegagenBankS.C,Thebanksareselectedundertheassumptionthatit

hasbetterapplicationtoonlinebankingthanothercommercialbanksinGuragezone.

Thestudyisinvolvingstafffrom theselectedbanks,staffsfrom nationalbankof

Ethiopia,staffs from InternetNetworksecurityAgency(INSA).Thestudylaid

emphasisonChallengesandprospectofe-bankinginGuragezone.

1.7Organizationofthepaper

Thispaperconsistsofthefivechapterswith differentsection and sub-section:

Chapteronefocusesonthebackgroundofthestudy,statementoftheproblem,

objectivesofthestudy,scopeofthestudyandorganizationofthestudy.Inchapter

twostatesthetheoreticalandempiricalliteraturesreview abouttheadoptionofe-

bankingservicesandtogatherrelevantinformationconcerningwithe-banking.In

chapterthree,detailofmethodologyfollowstoachieveresultoutline.It’sincludingthe

studydesign,sampling,samplingtechniqueanddataanalysis.Inchapterfourinclude

datapresentationanddiscussionoftheresults.Finally,thelastchapter(chapterfive)

givesconclusionandrecommendationforthestudy.
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CHAPTERTWO

2.Literaturereview

2.1.TheoreticalLiteraturereview
E-bankingisaform ofbankingservicewerefundsaretransferredthroughanexchange

electronicsignalbetweenfinancialinstitutions,ratherthanexchangeofcash,checks,or

othernegotiableinstrumentsKamrul,(2009).E-Bankingalsoknownaselectronicfunds

transfer(EFT),issimplytheuseofelectronicmeanstotransferfundsfrom oneaccount

toanotherratherthancheckorcash(Malak,2007).

Theterm ofe-bankingoftenrefertoonlinebankingorinternetbanking,whichistheuse

oftheinternetasaremotedeliverychannelforbankingservice.(FortsandNoelle2002,

page5).Withthehelpoftheinternet,bankingisnolongerboundtotimeorgeography;

customersallovertheworldhaverelativelyeasyaccesstotheiraccount24hoursper

day,sevendaysperweek.Anotherdefinitionofe-bankingisthat,itistheuseof

computertoretrievedandprocessbankingdata(statements,transactiondetail,etc.)

andtoinitiatetransactions(payments,transfers,requestsforserviceetc.)directlywith

abankorwith otherfinancialserviceprovidesremotelyviaatelecommunication

network(Yang1997,page2).Itshouldbenotedthatelectronicbankingisabigger

platform thanjustbankingviatheinternet

E-bankingalso definedasavarietyofplatformssuchasinternetbanking(online

banking).TVbasedbankingandPc(personalcomputer)bankingorofflinebanking

wherebycustomersaccesstheseservicesusinganintelligentelectronicdevicelikepc,

personaldigitalassistance (PDA),-Automated teller machine(ATM),Point of

sales(POS).

Differentformsofe-bankingsystem werediscussedasfollows.

AutomatedTellerMachine(ATM):itisanelectronicterminalwhichgivescustomersthe

opportunitytogetbankingserviceatalmostanytime.Towithdrawcash,makedeposits

ortransferfundsbetweenaccounts,aconsumerneedsanATM Cardandpersonal

identificationnumber(PIN).
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Pointofsaletransferterminals(POS):thesystem allowscustomerstodebitcard.This

cardlookslikeacreditcardbutasignificancedifference.Themoneyforthepurchaseis

transferredimmediatelyform accountofdebitcardholdertothestoresaccount(Malak,

2007).

Internetextra netbanking: itis an electronic home banking system using web

technologyin whichbankcustomersareabletoconducttheirbusinesstransactions

withthebankthroughpersonalcomputers.

Mobilebanking: itisaservicethatenablescustomerstoconductsomebanking

services,suchasaccountinquiryandfundstransferbyusingofshorttextmessage

(SMS).

Bankingofferinternetbankingintwomainwaysanexistingbankwithphysicaloffices

canestablishawebsiteandofferinternetbankingtoitscustomersinadditiontoits

traditionaldeliverychannels.Asecondalternativeistoestablishvirtualbranchloessor

internetonly,bank almostwithoutphysicaloffices virtualbanks mayoffertheir

customerstoabilitytomakedepositsandwithdraw fundsviaATMsorotherremote

deliverychannelsownedbyotherInstitution(FurstandNolle,2002Pa)

2.2.BenefitsofE-bankingforbanks
UndertheviewofRobinson(2009),relevantcostforconductingbankingtransactionvia

onlinearemuchlowerthanviabrickandmortarbranch.Theauthoremphasizesthat

thebankingcanbringaboutmanycompetitiveadvantageforbanksintoday’shighly

competitivebankingmarket.

Aresearchone-bankinghasbeencarriedoutbyMoils(1998)arguethate-bankingcan

playanimportantroleinenhancingcrosssellingandpricedifferentiation.E-Banking

canmakefavorableconditionforbanktoprovidecustomersnumerousservice24

hoursaday7daysperweek.

E-bankingcanimprovecustomersatisfactionwiththebankduetothefactthatit

makescustomerslesspricesensitiveandimprovetheirintentiontorepurchase,and

moreloyaltytothebankviaprovidingmorepositivewordsofmouthaboutthebank
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thanothercustomers.

2.1.2.BenefitofE-bankingforcustomers
ItshouldbenotedthatE-bankingisnotonlybringaboutbenefitstobanksbutalsoto

theircustomers.Customerscanenjoyavarietyofservice,especiallyservicewhichare

notprovidedbytraditionalbankbranchPham (2010).

Oneofthegreatestbenefitsthate-bankingbringsaboutisthatitisnotexpensiveor

evenfreeforcustomerstoutilizee-bankingproducts(service)Pham (2010).Hewas

believedthate-bankingcustomersdon’twanttotraveltoorfrom abankbranchto

makesomebankingtransaction.Inotherwords,theywanttoutilizee-bankingtosave

timeandmoney.E-Bankingcanbringaboutconvinceandaccessibility,whichwillhave

positiveeffectstocustomer’ssatisfactionandloyaltyonbank.

Itistotallypossibleforcustomerstomanagetheirbankingtransactionwheneverthey

wantandtoenjoyimprovedprivacyintheirinteractionwiththebank.Inaddition,

customerscanenjoymorebenefitsatlowercostlevelsbyutilizinge-banking(Moils,

1998).

AccordingtoTurban(2008),thate-bankingisreallybeneficialtocustomersintermsof

costsavings,nolimitontimeandspace,quickresponsetocustomercomplaintsand

betterserviceorproduct,suchasbenefitsarebelievedtoelevatecustomersatisfaction.

2.2.FactoraffectingtoE-banking

Manyresearchershavebeenuseddifferentframeworksinthestudyofadoptingnew

technologyinnovation. Amongframeworksthathavebeendevelopedbasedonthe

paststudiesinclude,thetechnologyorganizationframework(TornolzkyandFleischer,

1990).Thisidentifiesthreebasicfactorsfortheadoptionoftechnologicalinnovations,

i.e.technologicalfactors,organizationandenvironmentalfactors.

AccordingtoTornalzkyandFleischer(1990)technologyadoptionwithinanorganization

isinfluencedbyfactorspertainingtothetechnologicalcontext,theorganizationcontext,

andtheexternalenvironment.Basedonthis,theresearchersummarizespossiblekey

factorsaffecting e-banking adoption.Foreach context,severalfactorshavebeen
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identifiedfrom theliteraturebutonlythosethatareconsideredrelevantfore-banking

adoption are included in the studydetailoffactors considered in the studyare

presentedbelow.

2.2.1.TechnologicalFactors
According to Elias (2009) chooses two basic factors related to technology

competences,whichhaverelevanttotheorganizationalfactorsi.e.,perceivedbenefit

and perceived risks are considered in this study from the technologicalfactors

perceivedbenefitsofe-bankingcoverbothdirectandindirectbenefitsforthebanking

industryas

Wellasfortheconsumers.Directbenefitsincludethesolvingonoperationalcost

improved organizationalfunctionality.Productivity gain improved efficiency and

increasedprofitability.Indirectincludestheopportunityorintangiblebenefitssuchas

improved customer’s satisfaction through improved services improved banking

experienceandfulfillmentoftheirchangingneedandlifestyle(lacovov,1995).Frequent

powerinterruptionlackofreliablepowersupplyisakeychallengeforsmoothlyrunning

e-bankinginEthiopia.Perceivedrisks:accordingtoZhao(2008),oneoftheimportant

risk faced by banking institution in offering e-banking service is the customers

“resistanceto usetheserviceswhichsignificantlyhiderthegrowthofe-banking

service”.Issuesrelatedtosecurityhavealwaysbeenaconcernwhendealingwith

technologiesrelatedtoonlinetransactionsuchase-banking.Therefore,theperception

oftherisksregardinge-bankingisexpectedtoinfluenceitsadoptionandfurthergrowth.

2.2.2.OrganizationalFactors
Organizationsareinfluencedbydifferentfactorstoadoptandgrowthofe-banking

services.Likefirm sizetopmanagementsupport,financialandhumanresource.Inthe

framework,inthisstudy,researchersuseonebasicorganizationalfactorasdiscussed

below (Piccolo,1995).Financialand human resources:financialresources are an

importantfactorinfacilitatinginnovationadoptionforanyorganizationandtheyare

oftencorrelatedsizefirm.Therefore,thereisexpectedthattheavailabilityoffinancial

resourcewithinadoptingfirm isimportantfore-bankingadopting.Theseresources

enablebankinginstitutiontoobtainhumanrelatedresourceincludingtherequiredskill
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andexpertisetodevelopandsupportprovisionofe-bankingservices

2.2.3.EnvironmentalFactors

Thefourenvironmentalfactorsrelevantfore-bankingadoptionincludedinthisstudy

are:Legalandframeworks:theexistenceandmaturityofe-commercelegalframework

withinacountryinfluencethediffusionofonlinetransactionsincludee-banking.The

nationalICTinfrastructure:nationalICTinfrastructureisonemajorthatsupportsthe

adoptionofe-bankingservices.Withoutanadequatedevelopmentlevyandqualityofa

notionsICTinfrastructure,e-bankingadoptionandusecannotdowell.Competitive

pressure:Itcanstronglyinfluenceanybanktodevelopandadopte-bankingimitative

anditmayaffectthebankperceptiontowarde-bankingsystem.Governmentsupport:-

governmentcandirectlyorindirectlyaffecttheadoptionofe-bankingintermsof

creatingafavorableenvironmentandinputforbankinginstitutionandtheircustomers

sothattheservicecanbediffusedwiththecommunity

2.3.Empiricalliteraturereview

AccordingtoGardchew(2010)conductedresearchonthechallengesandprospectsof

e-bankinginEthiopia.thebankhavegonethroughvariouschallengesinpopularizing

andpenetratingthemarketthroughelectronicdeliverychannels,wearenowatthelevel

ofencouragingrecognitionandflexibilitytoadoptthenew habitsasalternateservice

channels.Thebankisabletoreapbetterreturns bywayofincreasing non-interest

incomefrom diversifiedserviceofferingsandtotalsolutionstothecustomers

According to Gardachew (2010),opportunities offered by ICT through learning

programsandcommitmentofthegovernmentondevelopmentofICTinfrastructuresis

consideredasdriversofusinge-commerceande-payment.

ThestudyofKerem (2003)on theadoption ofe-banking;underlining consumer’s

behaviorandcriticalsuccessfactors.Theselectioncriteriafortherespondentswere

mainlytheirinvolvementwiththedevelopmentofinternetbankingsystemsfrom the

earlydaysofitsemergence.Finally,theresearchindicatesthatbankingactivitiesalone

may not be sufficient in achieving growth if generalinfrastructure,economic
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environmentandgovernmentinitiativesarenotsupportive.Theresearchconductedon

identifyingtheattitudinal,socialandperceivedbehavioralcontrolfactorsthatmay

influencetheadoptionofinternetbankingbyHoppeital.(2001)werebasedontheoryof

plannedbehavior(TPB)andthediffusionofinnovationtheory(DIT)developedby

previousresearchersinSingapore.

AccordingtoAyana(2008),alsoconductedresearchonfactorsaffectingadoptionofE-

bankingSystem inEthiopianBankingindustry.Thestudywasconductedbasedonthe

datagatheredfrom fourbanksinEthiopia.Theresultofthestudyindicatedthat,the

majorbarriersEthiopianbankingindustryfacesintheadoptionofElectronicbanking

are:lackoftrust,lackoflegalandregulatoryframeworkandabsenceofcompetition

betweenlocalandforeignbanks.Thestudyalsoidentifiedperceivedeaseofuseand

perceivedusefulnessasadriverofadoptingE-bankingsystem.

TheStudyconductedbykhalfanetal.,(2006)onfactorsinfluencingtheadoptionof

internetofinternetbankinginOman.Data,usedintheirstudywerecollectedusingsemi

–structuredinterview aswellasbankdocument.Theresultofthisstudyprovidesa

pragmaticpictureabouttheadoptionofe-commerceapplicationinthecorefinancial

sectordomainofOman.Oneofthefindingisthatsecurityanddataconfidentialities

issuehasbeenmajorchallenge.Thebankingsectorwasrelocatetousee-commerce

applicationastheyfeltthattransactionconductedelectronicallywereopentohackers

andvires,whicharebeyondtheircontrol.Lackoftopmanagementsupportistheother

inhabitingfactorintheimplementationofelectronicbankingapplicationaspertheir

finding.

Theaim ofthestudywastocollectdatainordertorestoutthehypothesisregarding

thefactorswhichaffectadoptionofe-bankingandcomparetheseresultswiththose

collectedinothercountriesonlinequestionswasusedtocollectempiricaldataandthe

resultofthe studyshowsthatintention to adopte-banking can be predicted by

attitudinalfactors,perceivedbehavioralcontrolfactorstoalesserdegree,andnotby

subjective norms.Allattitudinalfactors exceptbanking needs are found to be

significant,withcomplexityandriskshowingnegativerelations.
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InGeneral,review ofempiricalstudiesshowsthatunderstandingthecriticalsuccess

factorsine-bankingisimportantforbankingindustriesbecauseitwouldpotentiallyhelp

them improvetheirstrategicplanningprocess.Themainobstaclesandbarriersthat

opposee-bankingadoptionaretheconcernofsecurity,privacyofinformationand

technologyinvestmentcost.

Alsotheliteraturereviewindicatesthataccordingtothecustomerstherearedifferent

factorsthatinfluencingtheadoptionofe-banking,suchas,perceivedadvantagesand

othersfactorsrelatedtotheserviceitselfandhow tobeacceptedandusedbythe

customer,which differ from country to country reflecting the economic and

technologicaldevelopmentineachcountry.

2.4.Knowledgegap

Review ofpoststudies on e-banking implementation,practices,challenges and

prospectsofe-bankinginGuragezone.Mostofthesestudieswerefocusedonthe

Challengesandidentifysocio-economicfactorsthataffectthee-banking.Howeverin

theseliteraturereview notingwasindicatedabovetheawarenessaboute-banking

channelslikeATM,mobilebankingfacilitiesatall.Thustheresearcherscouldfocuson

theknowledgeandutilizationofe-bankingfacilities.Theresearcherscouldnotget

researchconductedonthelevelofknowledgeandutilizationofe-bankingchannelslike

ATM .Mobilebankingfacilities.Butitdoesnotmeanthatthereisnoanyresearch

conductedpreviouslyatall,itistomeanthattheresearchersfacelimitationtoaccess

thepreviousresearchersonthementionedissues.

CHAPTERTHREE

3.Researchmethodology
Thissectiondescribesthemethodologyundertakeninrelationtojustificationofthe

studyarea,researchdesign,datasourcesandcollectionmethods,samplingtechniques

andmethodofdataanalysisandpresentation.

3.1.StudyArea
Thestudywerecarryoutinfourselectedbanks inGuragezone specificallyinWolkite

branchnamely,CommercialBankofEthiopia,DashenBankS.C.,AwashBankS.C.And
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WegagenBankS.C...Thisbankwillchoosebecauseebankingfacilitiesorproducts

includingATM services,mobilebanking,internetbankingandthelikeareavailable.

Furthermore,theyareclosertotheresearcherandaccesstoinformationisalsoeasy.

3.2.Researchdesign
Researchdesignisusuallyplanorblueprintwhichspecifieshow datarelatingtoa

givenproblem shouldcollectedandanalyzed.Itprovidestheproceduraloutlineforthe

conductofanyinvestigation.

Inanattempttochallengesandprospectsofelectronicbanking,theresearcherwould

beuseddescriptivetypeofresearchdesign.Asthenameimpliesdescriptivemethod

wouldbeusedwhentheresearcherwantstodescribespecificbehavioroccursinthe

involvement.Itis used to gatherinformation aboutthe presentand the existing

condition.

Itgivestheresearchertheabilitytouselookatwhatevertheyarestudyinginsomany

variousaspectsandcanprovideabiggeroverview asopposedtootherformsof

research.

3.3.Datasourcesandcollectionmethods

Theresearcherreliedonprimarydatasources.Theprimarydatawascollectedfrom the

staffoftheselectedbanksbasedonstructurallydesignedquestioners.Structured

questionersareimportantmethodforcollectingprimarydataandthatisfurtherallow

theresearcherstobewellfocusedonthespecificresearchtopics.Itincludesboth

Open–endedandclosed–endedquestionnaireswasusedbecausetheresearcher

consideredittobemoreconvenientasrespondentcouldanswerattheirconvenience.

Inaddition,semi–structuredinterviewwiththehigherofficialofeachbanke-banking

mangers was conducted.Semi–structured interview were conducted so s to

substantialandimprovetheresultofthequestionnaires.

The questioners was developed bythe researcher’s questions and the literature.

Respondentwere encouraged to be objectives in theirresponse since theywere

assuredofconfidentiality.
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3.4.Population,Samplingdesignandtechniques

Thetargetedpopulationofthestudyincludesmanagersandemployeesofselected

bankinGuragezonespecificallyinwolkitebranch.Thenumbersofemployeesand

managerinCommercialBankofEthiopiais38,DashenBankS.C.18,AwashBankS.C.9

andWegagenBankare6amongthesetheresearchersitcanbeselectedproportionally

25respondentthatisdirectlyrelatedtotheelectronicbankinglikeATM,mobilebanking

touse.Toselectthissample,theresearcherswereusenonprobabilitymethodand

judgmentalsamplingtechniquestoselectemployeesandmanagerswhicharebased

on the research.The reason isthatrandomlyselecting the respondentfrom the

populationmayleadunreliableinformationandtheresearchercanbelistedthecriteria

wereusejudgmentalsamplingtechniquesinordertoobtain,appropriateinformation,to

minimizecost,tosavetimerelatedtothetopic.

3.5.MethodofDataanalysisandpresentation
Datafrom thestructuredself-administeredquestionnairewillbeproperlyorganized

throughdatacoding,cleaningandentering. Descriptivestatisticsbypercentages,

figuresandtableswillgeneratefrom thesoftwaretoestablishrelationshipamong

variables.Therelevantinformationwillbeobtainedinstandardform usingtables,

frequenciesandpercentagestoanalyzeandinterprettheinformation.Theresultwill

finallypresentintables.Thesewillusetoensureeasyunderstandingoftheanalyses
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CHAPTERFOUR

4.Datapresentationanddiscussion
Introduction

Thischapterdealswithdataanalyses,presentationanddiscussionbasedonthedata

which were conducted from sample respondent. The data collected through

questionnaireandinterviewisgoingtobeanalyzedandpresentedinthetableform and

itisseemsappropriatetointerpreteachdataarepresentedinthetableform.25

Questionnaireweredistributedtotheselectedemployeesandmanagersofcommercial

bank,AwashbankS.C.,DashenbanksS.C.,andWegagenBankS.C.,inGuragezone

usingnonprobabilityjudgmentalsamplingmethod.From thetotal25questionnaires

distributedtotheselectedbankofemployeeandmanger.From thisallquestionersare

returnedbytherespondent.Generallythecollecteddataisanalyzedasfollows.

4.1.1Resultsfrom questioners

Questionnaireisveryimportanttogatherinformationanditisveryusefulwhenthere

areanumberofrespondents.Forthisresearchwhichrequiresindividual’sresponse

abouttheusageofelectronicbanking,theresearchersusedthisdatasourcesasa

primarysourcesandhasgotindepthinformationbyusingthistechniques.

Table4.1backgroundoftherespondent

1.gender description Noofrespondents percentage

Male 16 64%

female 9 34%

Total 25 100%

2.age Below2years 6 24%

25-35years 17 68%
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35-45years 1 4%

Above45years 0 0%

Total 25 100%

3.Educationallevel diploma 3 15%

BA/MSC 19 70%

Masterdegree 3 15%

other 0 0%

Total 25 100%

4.Yearsofservices Below 2years 7 28%

2-4years 10 28%

4-6years 7 28%

Above6years 1 4%

total 25 100%

5.Yourpositionin

thebank.

Bankbusiness

officer

2 8%

cashier 3 12%

CSO 8 28%

accountant 1 4%

Bankingbusiness

officer

2 8%
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messenger 1 4%

MBO 1 4%

RO 1 4%

AICO 1 4%

Operationofficer 1 4%

Branchbanking

officer

1 4%

secretary 2 8%

Branchmanger 1 4%

Total 25 100%

AsitisshownontheaboveTable4.1thebackgroundoftherespondentwhichincludes

Five(5)classesthataresex,age,educationallevel,yearsofservicesintheorganization

andpositioninthebank.Asitcanbeseenintheabovetablethesexrange,16

respondent,representing64%areMaleand9respondent,representing34%areFemale.

ThisshowsMajorityoftherespondentareMale.

Inthecaseofclassificationofrespondentsbyage,6respondent,representing32%

werebelow 25yearsofage,17respondents,representing64%are25-35yearsold,1

respondents,representing4% are35-45yearsoldand0respondentwereabove45

yearsold.ThisShowsmajorityofthe17respondentsare25-35yearsold.

With regard to educationallevelofthe respondent,in the table shows that3

respondents,representing 12% are had qualification ofdiploma,19 respondents,

representing76% hadqualificationB.A Degree,3respondent,representing12% had

qualificationMasterdegreeand0oftherespondentareother.Thisshowsthatmajority
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ofthe19respondenthadB.ADegree.

In relation to workexperience ofemployees,the table showsthat7 respondent,

representing28%hadbelow 2yearsofexperience,10respondents,representing40%

had 2-4 years ofexperience,7 respondents,representing 28% had 4-6years of

experienceandalso1respondent,representing4% hadaboveyearsofexperiencein

thebanksector.Thisshows10respondenthadbelow 2-4yearsofexperience.This

impliesthatsinceaverageoftherespondentsareexperiencedso;theyareefficientin

usingresourcesandunderstandingelectronicbankingsystem well.Thusleadthebank

effective.

Finallythistableshowspositionintheorganization2(8%)oftherespondentarebanking

businessofficer,3(12%)areCashiers,7(28%),arecustomerservicesofficer,1(4%)Are

Accountants,2(8%)arebankingoperationofficer,1(4%)aremessenger,1(4%)areMBO,

1(4%)areRO,1(4%)areassociateinternalcontrolofficer,4%areoperationofficer,4%are

branchbankingofficer,1(4%)aresecretaryandalso2(8%)oftherespondentisbranch

Manager.ThisshowsMajorityoftherespondentarecustomerservicesofficerposition

inthebank.Thisimpliesthatthereissegregationofdutiesinthebankthisleadthe

banktoperform thetaskproperly.

4.1.2.Challengesofe-banking

Ascited in chaptertwo three are so manychallengesthatnegativelyaffectthe

implementationof andgrowthofthee-bankingtechnology.Thefactorsaffectingthe

successfulpracticesandgrowthofnew technologies,suchasnetworkproblem,low

internetaccess,lackofavailableICTinfrastructureandlackofe-bankingtechnology

andmanagerialskilltousee-bankingindetailexplain(Ayana,2008)intheprevail.

Thereforefrom thesestheresearchersfocusedtoconcludethattherearechallenges

thepracticesofe-bankingserveriesamongthosebanksnotyetimplantedthesystem

andforthesufficientimplantationoftheservicersfrom theviewofthosebanksthatare

currentlyprovidingtheservicesinGuragezone.Thesestudyfocusedonresearchtried

todiscussandcomplementtheresultobtainedfrom questionersfrom respondentscan
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beusedtothetable4.2inbelow

Table4.2.Challengesofe-banking.

Item Noofrespondentandpercentage

Yes No Total

1. Mobile banking service

may not perform well

becauseofnetworkproblem

19(76%) 6(24%) 25(100%)

2.Using internetbanking is

difficultdue to low internet

access.

19(76%) 6(24%) 25(100%)

3. Lack of adequate ICT

infrastructure exist in the

bank.

18(72%) 7(28%) 25(100%)

4. Is lack of e- banking

technology and managerial

skilltousee-banking.

15(60%) 10(40%) 25(100%)

Sources;Questionnaire,(2019)

Asstatedintheabovetable4.2indicatedinitem numberone(1),19respondents,

representing76% oftherespondentsarerespondedthatmobilebankingservicemay

notperform wellbecauseofnetworkproblem.Somobilebankingservicemaynot

perform wellbecauseofnetworkproblem isnegativerelationtoe-banking.Whilethe
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remaining6respondents,representing34%arerespondedthatmobilebankingperform

well.From thistheresearcherunderstandsthatnetworkconnectionproblem comes

from lackofICTinfrastructureandlowinternetaccessthatcausecustomersnottouse

e-bankingsystem.Thisresultthebankfaceddifficultyinordertodelivere-banking

serviceeffectivelyandefficiently.

Accordingtotheabovetableitem (2),19respondents,repersenting34%expresstheir

agreementusinginternetbankingisdifficultduetolow internetaccesswhilethe

remaining6respondents,repersenting34%areagreedthatusinginternetbankingisnot

difficultduetolow internetaccess.Asthetableindicateabovetheresearchercan

concludethatlow internetaccessistheproblem oftheselectedbanksGuragezone

specificallyinWolkitebranch.Item numberthree(3)showsthatthemajority,18

respondents,representing72% arearguedthatlackofavailableICTinfrastructure

affecte-bankingwhereastheremainingrespondents7(24%)arearguedthatlackof

available ICT infrastructure is notaffecte-banking.From this the researchers

understandthatitisknownwithoutICTinfrastructurethereisnoe-business.This

impliesthatICTinfrastructureisbasicrequirementinordertoimplementelectronic

bankingsystems,byimplementingitthebankingbecomebeneficialfrom e-banking

services.From theabovetableitem 4,15respondents,representing60%arguethatlack

oftechnologicaland managerialskills affecton the use ofe-banking.While the

remaining 10 respondents,representing 40%respond lack of technologicaland

managerialskillsdoesnotimpactontheuseofe-banking.From thistheresearcher

concludesthatlackoftechnologicalandmanagerialskills.Thisimpliesthatlackof

technicaland managerialskills in implementation and developmentofe-banking

technologyisconsideredasfactorsthathasnegativeinfluenceontheadoptionand

developmentofe-banking.Thus lead the bank ineffective forthe adoption and

developmentofe-banking

4.1.3.Theeffortsthatwaytopromotee-banking

Ascited in chaptertwo the effortthatto promote e-banking.Thisimpliesthat

customersawarenesstowardse-bankingisimportanttothecustomersinorderto
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accesse-bankingserviceseasilythatprovidedbythebank,thisleadtothebank

increaseproductivityinthepreviousresearchers.Theresearcherconcludethathigh

levelofavailableICTinfrastructureisthewaytopromotee-bankingwhichICTthebrain

ofdoing ofe-banking.Since the e-banking technology requires a generalgood

infrastructure in terms of communication and information technology so

implementationofgoodICTinfrastructure.Thusleadtothebankeffectiveinproviding

e-banking services.Theses study focused on research tried to discuss and

complementtheresultobtainedfrom questionerscanbeusedtothetable4.3inbelow.

Table4.3.theeffortsthatwaytopromotee-banking.

Noofrespondentandpercentage

Yes No Total

1. Using high level of ICT

infrastructureisthewaytopromote

e-banking.

22(88%) 3(12%) 25(100%

)

2.Tobuildinglegalandregulatory

frameworkisthewaytopromotee-

banking.

20(80%) 5(20%) 25(100%

)

3. To decrease frequent power

interruption and security issue is

developede-banking.

22(88%) 3(12%) 25(100%

)

4.Do you think thatto increases

promote customers awareness

towardse-banking

20(80%) 5(20%) 25(100%

)

Sources;questionnaires’(2019)
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Asshownintheabovetable4.3item numberone(1)indicatethatthemajority22

respondents,representing88%areansweredthatusinghighlevelofICTinfrastructureis

thewaytopromotee-bankingwhiletheremaining3respondents,repersenting12%

respondedthatusinghighlevelofICTinfrastructureisnotthetopromotee-banking

from the above table.The researcherconclude thathigh levelofavailable ICT

infrastructureisthewaytopromotee-bankingwhichICTthebrainofdoingofe-banking.

Item number(2)indicatesthatthemajority20respondents,representing80% are

answeredthattodecreasingfrequentpowerinterruptionandsecurityissueisdevelope

-bankingwhereastheremaining 5respondents,repersenting20% arerespondthat

powerinterruptionandsecurityissueisnotimpactone-business,sotheresearcher

concludethatincreasingsupplyofsufficientpowerandsecurelyimplementingofe-

bankingincreasetheworkingcapacityofthebankandincreasetheconfidenceofthe

customer'sinordertousee-business.Item numberthree(3)showsthatthemajority

22respondents,representing88% areansweredthatbuildingoflegalandregulatory

frame works is the way to promote e-banking.While remaining 3 respondents,

representing12%arerespondedthatbuildinglegalandregulatoryframeworksisnot

thewaytopromotee-banking.From thistheresearcherconcludesasbuildingoflegal

andregulatoryframeworkisthewaytopromotee-banking.

Inthecontemporaryworld,thereisacontinuousgrowthinthebankindustryanditalso

pushes the customers towards to engage in the advanced and active financial

institution.Theabovetablenumberfour(4)indicatesthatto increasecustomers

‘awarenessstatusassuchelectronicbankingsystemsaremoredeveloped.Theresult

from suchanalysisindicatethat20(80%)areabovetheywellawareaboutelectronic

bankingsystems.therespondentsshows(good)awarenessaboutelectronicbanking

systems,thesatisfactorylevelsholdsoftherespondentsawarenesstowardselectronic

banking.andthesmallpartofthisanalysiscoveredby5(20%)respondentsthatthey

have poorawareness aboutthe electronic banking systems.This implies that

customersawarenesstowardse-bankingisimportanttothecustomersinorderto

accesse-bankingserviceseasilythatprovidedbythebank,thisleadtothebank

increaseproductivity.Thereforefrom theabovediscussionitispossibletoconclude
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thattopromotethepracticesofe-bankingserveriesamongthosebanks.

4.1.4.Prospectsofe-banking
Electronicbankingofferssubstantialadvantagestonetdwellersintheform ofenhance

conveniencetimesavingabilitytobuyandsellmanybankplaces,andintheemergent

marketspace electronic transaction between citizens and governmentrenderthe

opportunitiesforletterto collect"customer"information thatcan beused asan

importantinputto operation and policy decision-making .Online identification

technologieshave,thusbeen sophisticated allowing accessto individualpersonal

details(Turban,2008).Theresearchertried to discussand complementtheresult

obtainedfrom questionersintherespondentscanbeusedtothetable4.4inbelow.

Table4.4.prospectofe-banking.

Item NO of respondent and

percentage

Yes No Total

1.Doyouhavee-bankingisattractinghighvalue

customers?

23(92%

)

2(8%) 25(100%)

2.Ise-bankingsubstantialadvantagetoincrease

revenue?

22(88%

)

3(12%) 25(100%)

3.Ise-bankingfasterthanwithdrawingwhenitis

comparetothatofusingabankbook?

22(88%

)

3(12%) 25(100%)

4.Isavailableate-bankingatanytimetowithdraw

money?

18(72%

)

7(28%) 25(100%)

Source:questionnaires’(2019)

As reportedin table4.4,item (1),23respondent,representing92%believethat

providinge–bankingisattractinghighvalueofcustomersbyusingelectronic

channelslike(ATM,Mobilebanking)havethebenefitofbuildinggoodimage,

loadreductionthatenablesbankemployeestofocusonstrategicissuesinstead
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offocusing on traditionalactivities and improvementoforganizational

performancethroughtime.whiletheremaining,2respondents,representing8%e-

bankingisnotattractingcustomers.Sincee-bankingservicesasameansofserves

deliveryhavealsothebenefitsassistedbyeachrespectivebankintheabovetable.

Ingeneral,accordingtotherespondent’sresponseaslistedintheabovetable,itis

possibletoconcludethatdeliveringbankingproductsthroughelectronicchannels

madethebankbenefited.

itistruethatanewsystem developmentfaceameritanddemeritfortheindividual

customer,forthefirm,industry.theaboveitem numbertwo(2)themajoritiesof

the22respondent,representing88%needtodetermineasubstantialadvantage

toincreasesrevenueofthesystem fortheusee-banking.Whiletheremaining3

respondents,representing12%threeisnoadvantagetoincreasesrevenue.Asthe

resulte-bankingisasubstantialadvantagetoincreasesrevenuee-bankingin

Guragezonespecificallyinwolkitebranch.

Item numberthree(3)concerningwiththeissueofpositiveoutcomeorthenecessityof

thecardtheabovetablecontainsthesignificantalternativethatyieldfrom usingATM

cardthetarget22respondents,representing88% usesATM cardmuchfasterthan

withdraw comparedtobankbookforitsaccessibleasofdemandprimarilythose

individualcustomerswantstowithdrawaltheyrequiredamountwithoutthelimitation

time,workday.Whereastheremaining3ofthem ,representing12%arecommonlyused

foritsaccessibilityisnotmuchfasterthanwithdrawingbyusingbankbookaccount,

absenceofexposedtotheftinfactallareimportantitemslistedbytheresearcherwhen

usingATM card.Thisleadstoe-bankingtobecomemoreeffective.

Astheabovetableitem four(4)themajoritiesofthe18respondent,representing72%

ofrespondedthatitisavailabletowithdraw moneyatanytimebyusinge-banking

.whilethereaming7respondentrespondeditisnotavailabletowithdrawmoneyatany

timebyusinge-banking.From thistheresearchersconcludedthatbyusinge-banking

iswithdrawmoneytoanytime.

Thereforefrom theabovediscussionitispossibletoconcludethattherearegood
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opportunitiesforthee-bankingservicesinGuragezone.

Table4.5.Implementationofe-banking

Item

NO of respondents and

percentage

Yes No Total

1.Lackofconfidencewithinsecurityaffectthe

implementationofe-banking.

17(68%) 8(32%

)

25(100%

)

2.Doesyourbankuseadvancedtechnologyand

internetnetworkpaymentcard.

21(84%) 4(16%

)

25(100%

)

3.Ise-bankingtrainingtoprovidetoemployee? 19(76%) 6(24%

)

25(100%

)

4.Doyouthinkthate-bankingisconvenientin

termsofservesaccessibilities?

22(88%) 3(12%

)

25(100%

)

Sources;questionnaire,(2019)

Asshownintheabovetable4.5item 1,themajorityof17respondents,representing

68% are responded thatare lack ofconfidence within the security affects the

implementationofe-bankingwhiletheremaining8respondents,representing32%are

responded that lack of confidence within the security does not affect the

implementationofe-banking.From thistheresearchercanunderstandthatlackof

confidencewithinthesecurityisoneofthemajorchallengesofe-banking which

discouragecustomersnottoimplemente-banking.Thisleadthebankineffectiveto

delivere-bankingservices.

Asshownintheabovetable4.5.item two,21respondents,representing84%are
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respondedthattheyuseadvancedtechnologyandinternetnetworkpaymentcardat

thetimeofimplementation ofe-banking isWhiletheremaining,4 respondents

,representing16%arerespondedthattheydidn'tuseadvancedtechnologyandinternet

networkpaymentcard.Useofadvancedtechnologyisindicationfortheimprovement

ofe-bankingsousingadvancedtechnologyisthebestwaytoincreasee-banking

system.

Astheabovetable4.5 numberthree(3),19 respondent,representing 76% are

respondedthatprovidingbasicandrefreshmenttrainingtoemployeeshelpbanks

toprovidequickuptodateandsecuredservicestothecustomer.Allbanksare

providinge-bankingtrainingtotheiremployees.Whiletheremaining6respondents,

representing24% respondedsomeofthestaffdonothavesufficientknowledge

aboutbanking.From thistheresearcherscanbeunderstandthattrainingprovidedto

employeesoneofthebestimportanceatthetimeofimplementationoroneoftheway

totheofe-bankingtechnology.

Astheabovetable4.5item number(4),22respondents,representing88%respondede

-bankingisconvenientintermsofservicesaccessibilitiestothebankexistingandnew

customers.Whiletheremaining3respondent,representing12% e-bankingisnot

convenientintermsofservicesaccessibilitiestothebankexistingandnewcustomers.

From thistheresercharersgeneralizethelargenumberoftherespondentsagreedthat

other services benefits from implementation ofe-banking technology included

facilitiesmarketingandmarketaccess,createbetterrelationship amongbanksand

clines,reducescustomersqueueatbankhallandpricetransparencyto enhance

accessibilitiesoffinancialservices.

4.1.5.AnalysisofInterviewdesignedforthebankmanagers

Questions1.whataretheDrivingforcesthatinitiatethebanktoadopte-bankingservice?

The driving forces thatinitiate the bank to adopte-banking services includes :-

Existenceofhighcompetitioninthebankingindustry,desiretoimproveorganizational
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performance,improvetherelationshipwithcustomers,reducetransactioncost,cover

widegeographicalarea,buildorganizationalreputation,satisfycustomers,tokeepthe

internationalbankingstandardandrapidlychangingcustomers’needsandpreferences.

Question 2.What are the basic challenges of adopting and developing new

technologicalinnovationslikeATM andmobilebankinginyourinstitution?

 OrganizationFactorsAffectingAdoptionofE-BankingTechnology.

HighcostofimplementationofE-banking,LackofcustomerawarenesswithE-banking

products,Lackoftechnicalandmanagerialskillsinimplementationanddevelopmentof

E-banking technology,Resistance to changes in technologyamong byBoard,top

Managementandstaff;

 TechnologyFactorsAffectingAdoptionofE-BankingTechnology.

UsersdonottrusttheE-bankingtechnologyprovidedbybanks,Customerfearofriskto

useE-bankingtechnology;Lackofconfidencewiththesecurityaspects,andfinancial

crimesareeasilyfacilitatedthroughe–banking.

Question3.Whatarethebenefitsyourbankgainedfrom theadoptionanddevelopment

ofE-bankingsystem (ATM andmobilebankingsystem)inthedeliveryofserviceto

customers?

Inadditiontooperationalbenefits,therearealsoservicesbenefitsthatthebanking

industrycanattainfrom implementanddevelopmentofE-bankingtechnology.Enhance

accessibilityofthebank'sservices(intermsofplace),Facilitatesdevelopmentofnew

products and new business in the banking industry,improve customerservices,

improvingtransactions.
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CHAPTERFIVE

5.1.CONCLUSIONANDRECOMMENDATION

Thepreviouschapterpresentedtheresultsanddiscussionofthestudy.Thischapter

providestheconclusionandrecommendationinlinewiththefindingofthestudy.The

chapterisstructuredintwosection.Thefirstsectiondealswithconclusionwhereasthe

secondsectionpresentssomerecommendationsuggestedasasolutiontoproblems

thathavebeenidentifiedinthestudy.

5.1.1.CONCLUSION
ThefindingsofthestudyrevealedthatimplementationanddevelopmentofE-banking

technologyinselectedbankaccordingly,anumberofconclusionscanbedrawnfrom

theseresults.

 Potential operational efficiency benefits of E-banking implementation and

developmentasperceivedbytheincreaseproductivity,reducespaperwork,reduce

transactioncost,generateforeigncurrency,andincreasereliabilityandreducing

errors.

 Moreover,thebanksrealizedservicebenefitslike,facilitatedevelopmentofnew

products,facilitate marketing and marketaccess,improve customerservice,

increaseaccessibilityofthebankservices,creategoodrelationamongbanksand

clientsandencouragespricetransparency.Perceivingbothoperationalandservices

benefitshavepositivetendencytoadoptanddevelopE-bankingtechnologyamong

thebanks.

 DespitetheabovebenefitsofpracticeE-bankingtechnologyinselectedbankof

Guragezoneisassociatedwithsomechallenges.Thestudyshowsthatchanceof

risk,lackoftrainedandefficientstaffine-bankingcontext,lackofsuitablelegaland

regulatoryframework,absenceofnetworkthatlinksdifferentbanks,low levelof

internetpenetrationandpoorinfrastructure,highcostofinternetandsecurityissues

,highcostofICTequipment’sandnetwork,softwareandre-organization,lackof

customertrustandresistancetochangesintechnologyarethemajorchallengesof
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selectedbankfacingforpracticesE-bankingtechnology.

 Theprevailingtechnicalandmanagerialskillsavailableintheimplementationbank

ofGuragezonetowardsadoptingandextendingofE-bankingtechnologyarefound

tobelimitedtoinfluencethetechnologicaldevelopmentrate.Besides,Securityrisks

andlackoftrustonthetechnologicalinnovationsareanotherChallengesfacedby

thebankinimplementationanddevelopmentE-bankingTherefore,from theabove

discussion itis possible to conclude thatE-banking technology is notwell

implementedanddevelopedintheselectedcommercialbanksinGuragezone.

 Finally, Late adopter opportunities, commitment of the government to

facilitate theexpansion of ICT infrastructure,improvement in the banking

habitofthe society,sustainableeconomicgrowthinthecountry,incrementof

touristinflow toEthiopiaandwillingnessamongbankstocooperateinbuilding

infrastructureareamongthemajoropportunitiesfortheimplementation ofe-

bankinginthecountry.Therefore,from this,itispossibletoconcludethatthere

aregoodprospectsfortheimplementationofe-bankingserviceinGuragezone.

5.1.2RECOMMENDATION
Based on the findings the researcher came up with the following possible

recommendations to policy makers,the banks,and the governmentin orderto

overcomethechallenges,exploittheopportunitiesinadoptionofE-bankingtechnology

andtoensureasuccessfulpracticeofE-bankingtechnologyinGuragezone.

 TheBankshouldcreatedeepawarenesstocommunityconcerningtheE-banking

productstheyofferandthebenefitsassociatedwithusingE-bankingservices

throughadvertisingtheirproductsandservicesontheinternet,massmediaas

wellasthroughorganizingpublicexhibitionandtalkshows.Besides,thebank

should attractthe community to use the technology by diverse incentive

campaigns.Thisway,customers’interestwouldbeareused;

 Bankshould workto improvecustomers’confidencebyproviding adequate

securityoftransactionbackupofcriticaldatafiles.Incollaborationwithbanks,

Governmentshouldeducateandinform thecommunityontheworkabilityand

effectiveness of E-banking technology. This willincrease the customer
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confidencelevels;

 Thebankshould facilitateproperand continuoustraining coursesfortheir

employeestohaveadequateunderstandingoftheE-bankingtechnologysoasto

achievethedesired.

 HighcostofICTequipmentandnetwork,softwareandre-organizationhasbeen

achallengethebanksfacingintheadoptionanddevelopmentofE-banking.The

researcher,therefore,recommendthateitherbanksshouldraisefundbyissuing

sharetopublicinordertoacquirethesefacilitiesneededintheindustryor

Governmentshould supportbanking sectorby facilitating developmentof

sufficientICTinfrastructureforthesuccessfulimplementationanddevelopment

ofE-bankingservices.

 Governmentshould to maintain to supportbanking sectorby facilitating

developments of sufficient ICT infrastructure the implementation and

developmentsofe-bankingservicesandissuesuitablelegalframeworksforthe

implementationofe-bankingtechnology.

 For the successful implementation of e- banking telecommunication

infrastructure,ismajorprerequisite.Thereforethegovernmentshouldsupport

the e-banking sectorby investing on the telecommunication infrastructure

development.InthisregardEthio–telecom needtoprovidethesebankstohave

abetterandqualitynetworkhavingbandwidth.Bydoingsotheexistingqualityof

internetconnectionshouldalsobeimproveduntilsuchtimethatsuccessful;

implementationisachieved.
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APPENDEX
WOLKITEUNIVERSITY

COLLEGEOFBUSINESSANDECONOMICS

DEPARTMENTOFACCUNTINGANDFINANCE

Dearsir/madam

Theaim ofthisquestionnaireistocollectinformationforresearchtobeconductedon

theCHALLENGE AND PROSPECTS OFE-BANKING IN GURAGE ZONE inthecase

commercialbankofEthiopia,AwashbankS.C.,DashenbankS.C.,andWegagenbank

S.C.whoisundergraduatestudentofAccountingandfinanceatWolkiteUniversity.The

questionnairesaredistributedtotheGuragezonespecificallyinwolkitebranch.The

resultofthestudyisexpectedtothechallengesandprospectofe-banking.Your
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cooperation in providing genuine response to the following questions is highly

importantforthesuccessofthisstudy.Itisonlyforacademicpurposesandyour

responsewillbekeptconfidentially.

MISGANAW NIGATU.

Thankyouinadvanceforyourcooperation

Instruction

l.Donotwriteyourname

ll.Circleyourbestresponsetothequestionsandwriteyouransweronthespace

provided

lll.Attemptallquestions

Part1.personalprofile:-Generalinformationabouttherespondents

Pleaseindicateyou’re:-

1.Sex

A Male B female

2.Age

A.below25years C.35-45Years

B.25-35years D.Above45years

3.Educationallevel

A.diploma C.MasterDegree

B.BA/BSCdegree D.Other

4.Overallexperienceinthebank

A.Below2years C.4-6years

B.2-4years D.Above6years

5.Positioninthebank---------------------------

PART2 ;Pleaseindicateyourresponsebyticking(√)inthebox.
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YES NO

QUESTIONSRELATEDTOCHALLENGESOFE-BANKING.

1. Mobilebankingservicesmaynotperform wellbecauseofnetwork

problem?

2. Usinginternetbankingisdifficultduetolowinternetaccess?

3. LackofadequateICTinfrastructureexistinthebank?

4. Is lack ofe-banking technology and managerialskillto use

electronicbanking?

QUESTIONESRELATED TO THEEFFORTTHATUNDER WAYTO

PROMOTEE-BANKING.

5. Usinghighlevelofinfrastructureisthewaytopromotee-banking

facilities?

6. Isthewaytobuildlegalandregulatoryframeworktopromotee-

banking?

7. Do you thinkthatdecreasein frequencypowerinterruption and

securityissueincreasee-bankingapplicationsoftware?

8. Do you think thatto promote customers awareness towards

electronicbanking?

QUESTIONSRELATEDWITHPROSPECTSOFE-BANKING.
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9. Doyouhavee-bankingisattractinghighvaluecustomers?

10

.

Ise-bankingincreaserevenue?

11

.

Ise-bankingfasterthanwithdrawingwhenitiscomparetothatof

usingbankbook?

12

.

Isavailablee-bankingatanytimetowithdrawmoney?

QUESTONSRELATEDTOIMPLAMENTIONOFE-BANKING

13

.

Lackofconfidencewithinthesecurityaffecttheimplementationof

e-banking?

14

.

Doesyourbankuseadvanced technologyand internetnetwork

paymentcard?

15

.

Iselectronicbankingtrainingprovidedtoemployees?

16

.

Do you think thatelectronic banking is convenientin terms of

servicesaccessibility?

Interviewdesignedforthebankmanagers.

1.Whatarethedrivingforcesthatinitiatethebanktoadopte-bankingservices?

2.Whatarethebasicchallengesofadoptinganddevelopingnewtechnological

innovationlikeATM andmobilebankinginyourinstitution?

3.Whatarethebenefitsyourbankgainedfrom theadoptionanddevelopmentofe

–banking(ATM andmobilebanking)inthedeliveryofservicestocustomers?
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