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ABSTRACT

Accounting is the art of systematically identifyjngneasuring, recording, classifying
summarizing in a significant manner and in termmohey, transactions and event which
are in part at least, of financial nature, and camicating, analyzing and interpreting the
results there of. Sacco’s are associations of pashb have come together with common
goals geared at improving their livelihood econatic Sacco’s as Wakenya Pamoja
through E-Accounting provide customers with somacfions such as receiving deposits
from customers for savings and onward money tranae well as credit services.
Electronic accounting is therefore the use of caiesuto carry out accounting exercises.
The purpose of this study was to evaluate the enfbe of electronic accounting on
service delivery in Wakenya Pamoja Sacco. The siudg guided by the following
objectives: to establish the relationship betwémnapplication of the manual accounting
system and the electronic accounting system inicendelivery in banking system, to
influence of electronic accounting system in enivaneservice delivery in Kenya pamoja
sacco , to assess how internal control and aufliteince service delivery in Wakenya
Pamoja and to examine the benefits and obstactasgf&Vakenya pamoja sacco in the
adoption of the electronic accounting system in &gl Pamoja Sacco. The study
adopted a descriptive survey design which targatgubpulation of 126 employees of
Wakenya Pamoja Sacco. The sample size was 56 wspsn The sample size was
randomly selected using simple random samplingaDats collected using standardized
guestionnaires and interview guide. Data was aedlyrsing descriptive statistics. The
researcher used the Statistical Package for S8ciahces (SPSS) software version 18.00
for effective analysis of data. Percentages andugecy distributions were used to
present data and the results of data analysis miszbein frequency tables and
percentages. The study revealed that the emplogmeesunter problems in supply of
electricity with the frequency breakdown of theacaunting systems. The study also
revealed that E-Accounting adoption would ensurgper accounting practices. It is
recommended that Wakenya Pamoja Sacco and othanipagjons that are still in the
operations of manual system of accounting to adsmecifically the Electronic
accounting system and this will in no small way iaidjuick customer services delivery.
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CHAPTER ONE

INTRODUCTION
1.1 Background of the Study
E-accounting is the application of online and In&trtechnologies to the business
accounting function. Similar to e-mail being ancélenic version of traditional mail, e-
accounting is "electronic enablement” of accounaing accounting processes which are
more traditionally manual and paper-based. E-Actingris a term originally coined by
Joanie Mann at InsynQ one of the founders of th& A®lustry, and was introduced in
1998 along with InsynQ's hosted QuickBooks offesinghder the banner of InsynQ

Accounting Solutions, and later CPAASP.

The International Cooperative Alliance (ICA 2004gfides a cooperative as an
autonomous association of persons united volugtésilmeet their common economic,
social, and cultural needs and aspirations thraagbintly owned and democratically
controlled enterprise. A cooperative is meant tdedy the values of self-help, honesty,
openness, self-responsibility, social responsyilitdemocracy, equality, equity,

solidarity, mutual caring, efficiency, effectivesesransparency and accountability. ICA
identifies seven principles that ought to guide fitienation, organization and activities
of cooperatives, namely: Voluntary and open mentiygrdOemocratic member control,

Member economic participation, Autonomy and indejece, Education, training and

information, Cooperation in Cooperatives, and Coméer Community.



Beside opportunities of this channel, banks andnional institutions across the world
face new challenges to the ways they operate, etefiervices and compete with each
other in the financial sector. Driven by these ldmales, banks and financial institutions
have implemented services delivery using intereebanting (Chan and Lu, 2004). The
objectives of launching internet accounting includest reduction, performance
improvement, wider coverage, revenue growth, arstotner convenience (Bradley &
Stewart, 2002; Chau and Lai, 2003). From the cust@mperspective, E-accounting
intervenes and facilitates a convenient efficiard accurate transactions which effects E-
banking by managing personal finances in a 24 hauday and 365 days in a year

without visiting the bank and from any location®{€hanakitumunai & Speece, 2003).

The increase in the demand for financial servicas brought changes to cooperative
societies as a factor in financial, economic ardatscience disciplines to the extent that
over the years, local and international organizratibave continued to explore the best
modalities in the application of cooperative coridepalmost every area of the economic
needs of individuals at urban and rural areas (Muyr3006). This may have necessitated
the declaration of the year 2005 as the internatigear of microcredit and the year 2012
as the international year of cooperatives by théddnNations General Assembly (Co-

operative and Policy Alternative Center (COPAC)120

760 million people around the world are memberSaéco’s. Sacco members make up
29% of the population of Argentina, 33% of Norwaydad0% of the USA. Sacco’s
provide 100 million jobs worldwide. Sacco businessge in the largest and most

successful in the world. Cooperatives play a mepte in resources mobilization, agro-



processing and marketing of agricultural produdee Tovement plays an important role
in wealth creation, food security and generatiormployment and therefore alleviating
poverty (Ofei, 2001). From the foregoing it is eafd that the cooperative movement is
of strategic importance in encouraging nationairsgs’rand development of the country.
Changes that occur in the co-operative sector fivereaffect the development of the

country and the general welfare of the members (islua, 2007).

1.1.1 SACCO

It is a democratic, unique, member driven coopeeatvhich is owned and governed by
its members who have the same common bond of savamgy together and make loans
to each other using a reasonable interest rates olivned, governed and managed by its
members who have the same common bond: workinth®osame employer, belonging
to the same church, labor union, social fraterroty living/working in the same
community (Olubendi, 2012). A Savings and Creditdperatives membership is open to
all who belong to the group, regardless of rackgios, color, creed, and gender or job
status. These members agree to save their moneth&argn the SACCO and to make
loans to each other at reasonable rates of intdréstest is charged on loans, to cover
the interest cost on savings and the cost of adimation. There is no payment or profit
to outside interest or internal owners. The memlaeesthe owners and the members

decide how their money will be used for the benafiéach other.

According to Olubendi (2012) Savings and Credit dperatives are democratic
organizations and decisions are made in a struttdesnocratic way. Members elect a

board that in turn employs staff to carry out tlag-tb-day activities of the SACCO. The



number of board members is between nine and fifteksmbers also elect a supervisory

committee to perform the function of an internadliqu

Savings and Credit Co-operative (SACCO) is a deatmgruniqgue member driven, self-
help co-operative. It is owned, governed and mash&gdts members who have the same
common bond: working for the same employer, beloggdb the same church, labour
union, social fraternity or living/working in these community. COPAC (2005) defines
a co-operative as an autonomous association obmpengnited voluntarily to meet their
common economic and social needs and aspiratiormugh a jointly-owned and
democratically-controlled enterprise organized apérated on co-operative principles.
A Savings and Credit Co-operatives membership edp all who belong to the group,
regardless of race, religion, colour, creed, anmttlge or job status. These members agree
to save their money together in the Sacco andtenexcredit to each other at reasonable
rates of interest. Interest is charged on loanspt@r the interest cost on savings and the
cost of administration. There is no payment or iprtad outside interest or internal
owners. The members are the owners and the merdbeide how their money will be

used for the benefit of each other (Hartungi, 2007)

All Sacco’s operate Back Office Service Account dmadve been able to mobilize over
Kenya shillings (Kshs) 180 billion, which is ab@&#t percent of the national saving and
granted loans to the tune of Kshs 120 billion. $&cbave registered tremendous growth
since mid 70s and have currently achieved an aeeagemgnth rate of 25 percent per year
in deposits and assets. Sacco’s have also creatgdoyment for Kenyans thus

contributing to the government’s efforts of achrmyithe goals of vision 2030. Sacco’s



have grown tremendously and currently have 3.7omlinembers. The 200 Sacco’s with
FOSAs have diversified into specialized bank likgvaties which include deposit taking,
saving facilities, debit card business (ATM) and neyw transfers both local and
international. According to Kenya Union of SavingdaCredit Cooperative society
(KUSCO, 2012), the shift of the most bank lendirgh&viour in the recent past to
include unsecured loans has affected the operafi@acco’s. These services offered by
the Sacco’s compete with those offered by Wakemayadfa which are: savings accounts,
credit cards, ATM networks, Safe Deposits boxeghthisafes, debit cards, deposit
accounts, personal loans, business loans and caistottl trustee services (Kinuthia,

2007).

In Kenya, the SACCO sub-sector has witnessed rgqudth in the last few years at the
rate of about 25% per annum and now boasts ofiagsawmobilization of Shs.180 billion
and an asset base of over KShs.200 billion. Thaeagavmobilized by SACCOs represent
31% of the national savings. SACCOs have thergftarged a key role in mobilization of
financial resources and will be a major playeraalization of the national Vision 2030.
This sub-sector occupies a strategic position m s$bcio-economic development of

Kenya.

SACCOs are different from Banks and cannot opeuatter the same legislation. For
instance, SACCOs are often formed by individual®are the depositors, borrowers &
owners to provide financial services hitherto iressible to those individuals; are not for-

profit institutions and have no external sharehddius have limited ability to raise



capital and no access to capital markets. The SACBdard of directors is

democratically elected from inst the members.

SACCOs are also different from MFI in the sensd BACCOs have an intermediate
broad array of financial services beyond creditlikénMFIs, they mobilize voluntary
public deposits from their members on a much grestale and are community-owned
by individuals with equal ownershig\nd because of the kind services SACCOs offer
they are different from other co-operatives. Unldtber co-operatives societies SACCOs
specialize in financial intermediation, which nesitges adherence to prudential
financial standards and supervisory oversight. Threguire access to liquidity
mechanisms (Central bank or legal mechanisms alsaselo payment, settlement and
clearing networks and they are required to maintaipital base from retained earnings

from operations (Njuguna, 2011).

The uniqueness of the Sacco movement is its gebgaplistribution across Kenya. In
all the 47 counties there are numerous Sacco’sigingy financial access to hitherto
financially excluded Kenyans. As envisioned in Kasydevelopment blueprint, Vision
2030, Sacco’'s are already playing their criticalermf savings mobilization for

investments. Many rural and urban Kenyans now owmds and other business

enterprises courtesy of funds through their Sacgmbado,2010).

Savings and Credit Co-operatives (Sacco’s) arecedsms of people who have come
together with common goals geared at improvingr thelihood economically. They are
an important part of the financial sector in Kengaviding savings, credit and insurance

services to a large portion of the population. Kleaya Sacco sub-sector comprises both



deposit taking and non deposit taking Sacco’s (lgdun2010). There were 5,544
registered Saccos in Kenya as at December 31st Z0itf the 3,983 active Sacco’s in
Kenya 218 or 6% operate FOSASs that is they aresiefaking. The rest or 84% do not

have FOSAs.

1.2 Statement of the Problem

Many studies in this area had concentrated on teffon the shortcomings of the
cooperative Laws in general and the lending pdidie particular in the promotion,
development and operations of the Sacco’s and ttegjative effect, on the Sacco role
and impact in the mobilization of savings (Shar2@)6; Muruana, 2007). They have
ignored the aspect of Electronic accounting oniserdelivery which has brought new
changes which has made the financial sector mongpettive. Also Muruana (2007)
indicated that the Sacco’s have shown a constagt &f increased performance in both
the profitability and membership, Okundi (2011) ehved that Sacco suffered challenges
as Members of the Sacco’s preferred loans fronbtrk to the ones from the Sacco’s

because the amount of loan awarded is not peggedwing as is the case in Sacco’s.

Locally, Okundi (2011) did a study on the finanakllenges facing savings and credit
cooperative societies in Kenya the case of Saéndi¥&irobi, Lwanga (2011) did a study
on the strategic responses of Sacco’s to changinpetitive business environment: a
study of KUSSCO affiliated Sacco’s in Nairobi Copnwhile Njoroge (2012) did an

analysis of factors influencing adoption of innawgatstrategy in Sacco’s registered in
Nairobi with the Sacco societies regulatory autiyoand Mwangi (2013) studied effects

of unsecured commercial bank loans on servicesaaffdy Sacco’s with FOSAS in



Kenya. None of these studies focused on the infleeof electronic accounting on
services delivery in Sacco’s in Kisii County. Thaimobjective was to establish whether
the electronic accounting have effects on the firrservices provided by Sacco’s with
a view of coming up with recommendations that cobh&dp the Sacco’s to develop

strategies and policies to enable it compete effegtwith Wakenya Pamoja.

SACCO movements are facing major challenges irr thigerations to date due to the
emergence of stiff competition from banks and mioag within the mobile networks.
There has been a decline in membership within tA€E@0s due to lack of enough
flexibility to meet members’ diverse credit needsl dack of speed in product/service
delivery due to lengthy decision making proceduiidsere is therefore needed to come
up with innovative products within the SACCOs irder to face and overcome this
competition. The main purpose of SACCOs is to dffans at reasonable interest rates to
its members. The society is moving towards enttti@s are multi functional. Banks offer
loans and credit facilities and the mobile netwoake also moving towards providing

banking services.

SACCOs therefore need to incorporate banking sesvaenong its other services in order
to remain competitive. This can only be achievednayeasing the service touch points
so as to reduce the congestion and delays expedendheir halls. SACCOs are usually
small organizations compared to other financiditimsons and therefore need to save on

its capital expenditure and investment



1.3 Purpose of the Study
The purpose of this study was to examine the infleeof electronic accounting on

service delivery in financial institutions, caseVdékenya Pamoja Sacco.

1.4 Objectives of the Study
The objectives of the study were guided by theofeihg;

1. Examine how e-accounting influence preparation @edentation of financial statements
on service delivery in Wakenya Pamoja Sacco.

2. Establish the influence of E-Accounting systemsvgaffe in enhancing service delivery
in Wakenya Pamoja Sacco.

3. Investigate how E-accounting influence funds transin service delivery in Wakenya
Pamoja.

4. Establish how E-Accounting influence internal cohtand audit on service delivery in

Wakenya Pamoja Sacco.

1.5 Research Questions
To achieve the above objectives, the study soughanswer the following research
guestions.

1. What extent does e-accounting influence preparatiod presentation of financial
statements on service delivery in Wakenya Pamajad®a

2. To what extent does adoption E-Accounting systeofisvare influence service delivery
in Wakenya Pamoja Sacco?

3. How do E-accounting influence funds transfer owiserdelivery in Wakenya Pamoja?



4. How does E-Accounting influence internal controldaaudit on service delivery in

Wakenya Pamoja Sacco?

1.6 Significance of the Study

The study findings will be significant in availingformation on the status of electronic
accounting in Wakenya Pamoja and by extension aheounting institutions such as
Commercial Banks in the country, and providing ways improving electronic
accounting services in all accounting institutionsthe country. The results from the
study will be significant to all financial instifohs in Kenya for it will give insights for
the improvement of electronic accounting in thertou It will also add to the body of

scholarly literature.

1.7 Basic Assumptions of the Study
The study assumed that electronic accounting renflster accounting services in
Wakenya Pamoja. Most employees of Wakenya PamojecoSaised electronic
accounting services. Those Sacco’s associateddeittys in service delivery don't use
electronic accounting. Electronic accounting isomgeniencing especially due to net

work delays, failures, power breakouts and govemnirpelicy which need be controlled.

1.8 Limitation of the Study

According Orodho (2008) any research must have sbowndaries and a researcher
cannot do everything. He adds that limitationshef $tudy refer to the constraints or draw
backs, both theoretical and practical that theaneseer has little control over. The study
therefore was limited to Wakenya Pamoja Sacco. rféiah matters was considered

confidential, and getting information from the resdents was proved challenging.

10



Therefore, respondents were thoroughly informedhef purpose of the questionnaires

prior to answering the questions as a way of asguhem.

1.9 Delimitation of the Study

The study was confined to only Wakenya Pamoja Sswedoich the Headquarter situated
in Kisii Town, Kisii County, whereby other Saccoigre not included in the study. Only
Bank workers of the Wakenya Pamoja were includedthe study. Therefore

generalization of the study to Sacco throughoutthentry should be done with caution.

11



1.12 Operational Definition of Terms
Accounting: The art of analyzing and interpreting the resaoftBnancial nature.
Banks: Financial institutions that provide customers witbavings and
credit services.
Computer: An electronic device that can store, organize dimdl information
and do calculations and oardther machines.
Electronic: Having or using many small parts such as micrcchipat control
and direct a small electeotuirrent.
E-accounting: Accounting is involved with identifying these tragsions
measuring (attaching aealuand reporting on these transactions

using website or internet.

12



CHAPTER TWO

LITERATURE REVIEW
2.1 Introduction
This section covers a review of the pertinent ditere that is related to the problem
studied. It entails a review of literature on thgpact of electronic accounting on service
delivery in Wakenya Pamoja in Kisii Town. It revisuthe literature of other scholars in a
global, continental and the Kenyan contexts. Eamitext has been reviewed under the
following; to establish the factors that influenakee- accounting on service delivery of
Wakenya Pamoja in kisii town, to investigate théeakto which e-accounting influence
preparation and presentation of financial statenoenservice delivery and to assess the
extent to which e-accounting practices influence f#ling on service delivery of

Wakenya Pamoja. It also presents a theoreticaldvasrk and conceptual framework.

2.2 Preparation and presentation of financial stateents on service delivery

In order to survive, SME owners and managers ngsthted, accurate and timely
accounting information (Lohman, 2000; Amidu and A®D05). Accounting systems are
responsible for analyzing and monitoring the finahcondition of firms, preparation of
documents necessary for tax purposes, providingnmdtion to support the many other
organizational functions such as production, mamgethuman resource management,
and strategic planning. Without such a system It e very difficult for SMEs to
determine performance, identify customer and sepmiccount balances and forecast
future performance of the organization. The primgyrpose of an accounting
information system (AIS) is the collection and netong of data and information

regarding events that have an economic impact opganizations and the maintenance,

13



processing and communication of such informatiomternal and external stakeholders
(Stefanou, 2006). When organizations adopt e-adoaynthey usually discover that
even though E-Accounting systems handle financah cfficiently, their true value is

that they are able to generate immediate repagtsrdeng the organization (Hotch, 1992).

Small businesses remain an important part of th&nkss environment ((Holmes &
Nicholls, 1988; Norwell, 1998; Mitchell, Reid & Sthj 1998). Mitchell, Reid & Smith
(1998), underscoring the strategic importance obanting to firms, noted that the use of

management accounting information could be linkethé success or failure of an SME.

E-Accounting refers to Electronic Accounting, ameused to describe an accounting
system that relies on computer technology for aamjuand processing financial data in
organizations. In the literature, two more termgehbeen used to describe E- accounting:
computer-based Accounting System and Accountingrination System (AIS). Stefanou
(2006) observed that although accounting infornmatgystem does not require a
computer to function, the computerization of theaamting function, the term AIS is
used primarily to denote the computer-based AlShis study the terms E- Accounting
and financial information system are used to r&deany accounting system that depends
on Information and Communication Technology (IC®y performing its information

system functions.

The manual accounting system in Wakenya Pamojaoascedd from customers and
management makes accounting with the banks vety uhyleasant and uncompetitive.
But with the introduction of e-accounting customeas use mobile accounting in order

to make either a deposit or withdrawal, or of ATM&ds without necessarily visiting

14



their banks. To come up with a system model thahbie to link SACCOs within a
centralized banking system with a countrywide bhanetwork by the use of visa based
cards. This will utilize the Automated Teller Manhs (ATM) services provided by
banks. This will be achieved using an ATM bridgeosat function is to ensure that
transactions accepted by the ATM are routed toAfhl Bridge which authenticates the
PIN and interacts with a third party which in te&sse is the SACCO database. It accepts
the response and handles the responses to the Adlvbdndi, 2012). With online
accounting, individuals can check their accounahe¢s and make payments without
having to go to the bank hall. This is graduallgatmg a cashless society where
consumers no longer have to pay for all their pasels with hard cash. Bank customers
can pay for airline tickets and subscribe to ihipablic offerings by transferring the
money directly from their accounts, or pay for eas goods and services by electronic

transfers of credit to the sellers account (Coanel Saleh, 2004).

Other delivery channels today in Kenya electromicoainting are telephone accounting,
smart cards, internet accounting etc. Personal aterpin the accounting industry were
first introduced into Kenya by Barclays bank anaceithen internet is increasingly used
by Bank’s as a channel of delivering the produats services to the numerous customers
(Kariuki , 2005). Recently, the accounting industrgs highly affected by the technology
evolution that transformed the way banks deliveirtservices, using technologies such
as automated teller machines, phones, the Intecredjt cards, and electronic cash. In
line with global trends, electronic accounting iakBtan has been undergoing many
changes. Electronic accounting is a term for thecgss by which a customer may

perform accounting transactions electronically with visiting the bank itself. E-
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Accounting refers to systems that enable bank ouste to access accounts and general
information on bank products and services througtesonal computer (PC) or other
device. There are many benefits of e-accounting peovides easy way to monitor an
account, we can shop, pay bills, buy item, take paauction e.g. Amazon.com and E-
Bay, and transfer money from anywhere at any titnesduces costs, it saves time, and
vice versa . This study focuses on growth and avem® of electronic accounting in

Pakistan.

The primary purpose of an accounting informatiostay (AlS) is the collection and
recording of data and information regarding evehtd have an economic impact upon
organizations and the maintenance, processing@ndcnication of such information to
internal and external stakeholders (Stefanou, 200@hen organizations adopt e-
accounting, they usually discover that even thougfAccounting systems handle
financial data efficiently, their true value is ththey are able to generate immediate

reports regarding the organization (Hotch, 1992).

Prior to the advent of personal computers, busesesgere limited to two methods for
keeping track of financial data (Tavakolian, 1998)ne method was to install a
mainframe computer and set up a data processirgytdegnt. This approach had its own
difficulties: the mainframe computer was expensavel many qualified ICT personnel
were required to handle the various tasks invoiveprocessing the accounting data. In
most cases, large corporations were the only ozgions that could afford such an
expensive system. The other option was to have muataaccounting system. Such a

system consisted of paper ledgers, typewriterscahallators. Each customer or vendor
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was on a separate ledger card which containedhalltransactions for that company.
Typewriters were used to type invoices and checues all calculations were performed
using calculators. The key drawback of the manysiesn was that it was possible for
errors to be introduced into the system and thatetinor could go undetected for quite

some time.

Initially SMEs had no option but to adopt manualsteyns since the mainframe
accounting system was not within their means. Hawnewith the introduction of PC-
based Accounting Systems, both the computer haeaad the accounting software
have become cheaper, creating an opportunity forESMo adopt e-accounting.
Nevertheless, there are several factors that determhether an organization adopts e-
accounting or not. Such factors have created sidivibetween e-accounting adopters
and non adopters. Although the proliferation ofcacting software and PC has created
an opportunity for SMEs to adopt e-accounting,|sbeacreates problems for innovation
adoption. Accounting is a critical application imnepanies of all sizes, computer
managers are hence caught in a no-win situatioay Hne encouraged to embrace new
technologies or face obsolescence. On the othed, harperimenting with new
technologies at the expense of the accounting citabe a risky proposition (Preston,
1993). Changing accounting systems to fit new teldgy can be a very difficult task:
data needs to be converted from the existing sysbenew system; accounting staff and
all users need to be retrained and sometimes sala@@éments and reports need to be

redesigned.
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Studying the factors that influence computer adwptinternet adoption and accounting
software adoption, Taragola et al (2001) conclutiest the probability of computer
adoption is significantly influenced by businesgesiimportance of creativity and
innovation, education level and computer trainiigh@ firm manager and the partner.
However, internet adoption is positively relatecdtonputer training of the firm manager,
creativity and innovation, growth, stabilization damegatively related to intrinsic
objectives (being independent). Nevertheless, itention to adopt accounting software
is positively related to a favorable attitude tosgaccountancy and ‘intrinsic objectives’.
The conclusion of the study shows that factors rdeteng e-accounting adoption are

actually different from those determining ICT adoptin general.

Agent networks in Peru are concentrated in urbaasarThe concentration of agents in
urban areas provides an indication of how bankd teruse agents in Peru. Their main
role is to reduce congestion in bank branches, byimg low-value transactions away
from costly branches. Therefore, many agents aratéo within a block or two of a
branch of the same bank (Oxford Policy Managem@@tl1). Different financial
institutions engage in agency accounting for vari@asons. The costs of bank service
distribution can be reduced, while still effectiveontrolling accounting risks (Ignacio et

al, 2008).

Mwangi (2013) in an evaluation of the role of ageaccounting in the performance of
Wakenya Pamoja in Kenya concluded that infrastrectwst and security influence the
performance of Wakenya Pamoja attributable to agancounting to a very great extent.

Agency accounting should be given more attentiors@curity measures including risk
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based approach and that the banks should findrbettgs of screening their agents to
ensure that the large cash transactions handlieffastively carried out on their behalf.
It is also recommended that the banks should espbtiner services other than money
transfer only to improve their performance throwggency accounting which include:
secure operating system capable of carrying ealttrme transactions, generating audit

trail, and protecting data confidentiality and wyriéy.

Agent accounting refers to the delivery of finahdarvices outside conventional bank
branches, often using non-bank retail outlets thbt on technologies such as point-of
sale (POS) devices or mobile phones for real tina@saction processing (Modupe,
2010). Globally, retailers and post offices areraasingly utilized as important
distribution channels for financial institutionshd& points of service range from post
offices in the Outback of Australia where clientenh all banks can conduct their
transactions, to rural France where the bank Cpeglitcole uses corner stores to provide
financial services, to small lottery outlets in Bitaat which clients can receive their

social payments and access their bank accountsKetal, 2006).

2.3 E-Accounting systems software in enhancingervice delivery

Prior "to the advent of personal computers, busiegsvere limited to two methods for
keeping track of financial data (Tavakolian, 1998)ne method was to install a
mainframe computer and set up a data processirgytdegnt. This approach had its own
difficulties: the mainframe computer was expensavel many qualified ICT personnel

were required to handle the various tasks invoiveprocessing the accounting data. In
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most cases, large corporations were the only ozxgéions that could afford such an

expensive system.

Lately, Vitez (2010) reviewed that paper ledgeranoal spreadsheets and hand-written
financial statements have all been translated amimputer systems that can quickly
present individual transactions into financial ipoE-Accounting Systems follow the
same logic of journal, ledgers, reports and statdésn@ a manual system. Computerized
systems simply consolidate posting functions arfterobasic tasks into a "behind the
scenes” system. Companies can also generate reputtdinancial statements easier,
allowing for better performance management revidawvé.ccounting System is therefore
a computer based system which combines accountingigdes and concepts as well as
the concept of information system to record, precesalyze and produce financial

information to its users for making economic demisi (Gelinas et al., 2005).

A Journal written by Boye S.S titléthnovative Accounting Activities in Ghang1990)
indicated that in any industry with which the acatinig industry is of no exception, there
is the need to create innovative services and gitsda respond to the varying consumer
demographics and their lifestyles. The intense aitipn in Ghanaian banks calls for
regular overhaul of the accounting activities avses in order to guarantee customers

with quick but efficient service delivery.

Meigs et al., (1998) defined E-Accounting systemaasystem that uses computers to
input, process, store and output accounting inftiomainform of financial reports.
Marivic (2009) described E-Accounting system as athod or scheme by which

financial information on business transactions egeorded, organized, summarized,
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analyzed, interpreted and communicated to stakem®lthrough the use of computers

and computer based systems such as accountinggescka

All transactions that take place between custoraatsthe bank instantly reflect in the
bank’s mainframe computer system for the necesshanges to be effected on the
customer’s account. With the introduction of thé&é&counting software into the bank by
practically eradicating the manual accounting systall the accounting transactions are
made available to customers or managers without deigty. Customer opening an
account with the bank can be enlisted in the bafikksof customers instantly. All what
the customer has to do is to make available youticpdars to the accounts opening
manager and everything is done. The account openarmager would immediately enter
your details into the computer terminal and throaglonline cabling, your details would
then be stored in the bank’s mainframe computetesy$or business to start from there.
Baren (2010) E-Accounting Systems are importanbusinesses in various ways. The
use of computers is time-saving for businesses ahdinancial information for the
business is well organized, using E-Accounting &yst saves companies time and
money. The use of a computer makes inputting adeauninformation simple.
Transactions are entered into the system and gtemyprocesses and posts transactions
accordingly. E-Accounting Systems reduce staff tipreparing accounts and reduce
audit expenses as records are neat, up-to-dateaerwurate. Better use is made of
resources and time; cash flow should improve thnobgtter debt collection and
inventory control. More importantly, the systempgsepresent financial reports on time to

aid in the economic decision making process ofraglaisers.
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E-Accounting System enables businesses to stayiaegh When information is entered
into the system, it makes finding the informaticeisye Employees can look up any
financial information whenever it is needed (Ba2&10). There is less room for errors as
only one accounting entry is needed for each t@imsarather than two (or three) for a
manual system. The accounting records are autoafigtiopdated and so account

balances (e.g. customer accounts) will always b®gate.

Storing information is vital to a business. Aftefarmation is entered into the system, the
information is stored indefinitely. Companies penficdbackups on the system regularly to
avoid losing any information. The introduction ofA€counting Systems provides the
ability to see the real-time state of the comparysncial position. E-Accounting
Systems allow companies to distribute financiabinfation easily. Financial statements
are printed directly from the system and are disted internally and externally to those
needing the information. Reports can be produce@dhwvill help management monitor
and control the business, for example the ageddebnhalysis will show which customer
accounts are overdue, trial balance, trading aafit@nd loss account and balance sheet.
In effect, E-Accounting Systems enable financiateshents to be prepared and presented
to meet the relevance and faithful representatrder@ of financial statements ( Baren

2010).

2.4 How E-Accounting influence funds transfer on seice delivery
The informal systems of money transfer such asviddals carrying money on
themselves or sending drivers and conductors aeeptible to highway robberies and

thefts (Kim et al., 2010 and Hughes and Lonie, 20@ander (2003) also noted that
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money sent through friends and relatives is sonegtimmisused and at times never
reaches its destination while money sent throudterke and parcels of the courier
companies may be stolen. Other challenges assoacitk the formal and semi-formal

systems, include delays and long queues, netwarkalions, insolvency of branches,

unreliable communication and misdirected parcels #Ad Kauffman, 2008).

This situation has changed dramatically in the fast years with the introduction of
mobile phone-based money transfer (MMT) servicdge htroduction of prepaid cards
of low denominations and the fallen prices of melhiandsets have lead to a rapid spread
of mobile phones in the developing countries (Oooet al. 2007). This has opened up
diverse opportunities for it to be used beyond @@ommunication. At the centre of this
experience is money transfer. MMT service is areespf a broader concept emerging in
the electronic payment and banking industry retern@ as Mobile banking (Orozco,
2003, Orozco et al. 2007). Even though MMT hashbexn well defined in literature it
can be said to include all the various activitiégsng-distance remittance, micro-
payments, and informal air-time battering schentlea) bring financial services to the
unbanked using mobile technology. Jenkins (2008)pbki defined MM as money that
can be accessed and used via mobile phone. Thangriomction of MMT services is to
reduce the costs of making remittances from oneithal to another, especially across

large distances (World Bank, 2009).

Four companies provide mobile phone services inydemhese include Safaricom,
Airtel (formally Zain), YU and Orange (formally Tiedm Kenya). Safaricom was the first

company to provide mobile services and MMT serviod§enya. In partnership with the
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Commercial Bank of Africa and a micro-finance comypaFaulu Kenya, Safaricom

designed and tested a micro-payment platform cddedESA in 2004. ‘Pesa’ means
‘money’ in Kiswahili and the prefix ‘M’ refers tche use of a mobile phone to facilitate
banking transactions. M-PESA began by using Safaris airtime retailers (agents) to
issue microloans that borrowers would repay atraéerést rate reduced by eliminating
the overhead conventional microloans carried. Hawnethe skilled worker in Kenya

soon began using the facility to transfer cash fiwonking relatives in the city to their

families in the rural areas (Hughes and Lonie, 20@Cbnsequently, M-PESA money
transfer service was officially launched in Mard0Z as a MMT service. MMT service

in Kenya is almost synonymous with M-PESA. MeanwhHirtel - the second largest
mobile phone company launched its MMT service dahértel-Money (formally ZAP)

in February 2009 while YU mobile phone companyadtrced its services named and
YU-CASH in December 2009. Orange (formally Telcomd&osta) is the fourth and

latest entrant to introduce its MMT service call@@ange Money in November 2010

MMT operates in a very easy and simple way. MMTviees allow customers to use
their phone like a bank account and a debit caneés@& customers credit their accounts at
a local authorized agent and can then transfemibr@ey to another person’s phone or use
for different transactions such as making loan yepgt, paying bills or redeeming it as
cash. MMT is still at an early stage of developmarenya but ahead of the world: it is
designed to bring the economic advantages of hagirgavings and money transfer

facility to those with small, irregular or cyclicacomes (Pulver, 2009).
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Recent evidence suggests that there is an incrieapenetration and use of MMT
services in Kenya (Mason, 2007). In early 2011a8abm had an M-PESA subscription
base of about 16 million and about 17,000 agenidis) countrywide (Central Bank of
Kenya, 2011). Figures for the other MMT serviceypls were not immediately
available. This represents substantially more gafitservice than the combined number
of bank branches (1063) and Automated Teller MahifATMs) (1979) (Central Bank
of Kenya, 2010). Statistics from the Central BahlKenya indicate that Safaricom’s M-
PESA users moved more than Ksh. 728 Billion (apipnaxely $8 Billion) in 2010 as
compared to only Ksh. 50 Million by Orange-moneye@al Bank of Kenya, 2010).
This amount was moved in the more than 306 Milltcansactions conducted in the
service. The report further puts daily movementash to more than Ksh 2.3 Billion.
Revenue from M-PESA in 2010 stood at Ksh 12 Billiap from Ksh 8 Billion in 2009
(Central Bank of Kenya, 2010). M-PESA remains thestmwidely used method of

mobile money transfer as evidenced by the numb#walue of transactions effected.

MMT has a clear edge over banks especially becausefast and cost-effective. For
instance, to send KSh. 35,000 ($ 350) within thenty using a classic money transfer
company such as Western Union would cost KSh. 1(8A®), but using MMT method,
such as M-PESA, to send the same amount wouldocgtKsh. 75 ($ 0.75) which is 6
times cheaper (Central Bank of Kenya, 2010). Ctas®iney transfer methods requires
that one must visit a given post office or banki@lhcould be a long distance away) to
receive the remitted cash. Most banks and postesffare associated with long queues
and fixed times of operation hence the opportundgt of time spent while waiting to

obtain the cash and other transaction costs am@lysugh (Mason, 2007).
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Successes in Africa (and particularly in Kenya'sPEMSA) are being tried out elsewhere
in the world. A recent inventory by the social waetcredit SMS suggests that that there
are at least 23 distinct MMT, operating or pendm@0 countries following the success
of MPESA (Mas and Morawczynski, 2009). Some, lik&@ Wk Mobile Money, and
airtel’s airtel money operate across multiple caest others are country-specific. Some
of these applications include: a Greenefield deplkeyt in Indonesia launched in 2009
and the SMART Communications’ Island Activationedham in the Philippines (Pulver,
2009). The leading Afghan mobile network operaRwshan, anticipate building an M-

PESA-like infrastructure in Afghanistan by end 6f1D.

Using E-Accounting Systems saves companies timenamtky. The use of a computer
makes inputting accounting information simple. Bactions are entered into the system
and the system processes and posts transactionsdiagty. E-Accounting Systems
reduce staff time preparing accounts and reduci exgplenses as records are neat, up-to-
date and accurate. Better use is made of resoarwksime; cash flow should improve
through better debt collection and inventory cantkéore importantly, the system helps
present financial reports on time to aid in thenneroic decision making process of

external users (Marivic, 2009).

Meigs et al., (1998) defined E-Accounting systemaasystem that uses computers to
input, process, store and output accounting inftionmainform of financial reports.
Marivic (2009) described a E-Accounting systemaamethod or scheme by which

financial information on business transactions ereorded, organized, summarized,

26



analyzed, interpreted and communicated to stakem®lthrough the use of computers

and computer based systems such as accountinggescka

All transactions that take place between custoraatsthe bank instantly reflect in the
bank’s mainframe computer system for the necesshanges to be effected on the
customer’s account. With the introduction of thé&é&counting software into the bank by
practically eradicating the manual accounting systall the accounting transactions are
made available to customers or managers without deigty. Customer opening an
account with the bank can be enlisted in the bafikksof customers instantly. All what

the customer has to do is to make available youticodars to the accounts opening
manager and everything is done. The account openarmager would immediately enter
your details into the computer terminal and throaglonline cabling, your details would

then be stored in the bank’s mainframe computdesy$or business to start from there.

2.5 Internal control and audit role of electronic acounting on service delivery

A number of scholars have shown that many accots)tarticularly members of the
Institute of Chartered Accountants of Nigeria (ICANave been responsible for the
crisis in the accounting and manufacturing sedtoisigeria (Okike, 2004; Bakre, 2007).
These studies show that the regulatory frameworNigeria is weak, because members
of the professional firms implicated in a numberaati-social practices in Nigeria have
not yet been sanctioned (Okike, 2004; Bakre, 200f¢. studies have suggested that the
accounting profession in Nigeria and other regufatsuch as the Central Bank of

Nigeria, the National Deposit Insurance Corporgtiand the Nigerian Accounting
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Standards Board) must continue to monitor developsnén both the external and

internal reporting environments

There's a better way to get organized withouinfijlup those old filing cabinets. You can
choose to access your account documents, suchatmmsnts, as Adobe Portable
Document Format (PDF) files within Online Accoumfinversus receiving paper
documents in the mail. Electronic Statements, Gtatements, look the same as paper
statements and offer you even more value, conveaiand security with benefits such as
anytime/anywhere access and secure 7-year statemanving. Reconciling your bank
account is a quick and easy task that tells youenatwout the state of your accounting
system than any other single task you perform. Hewebecause it is often thought of as
an onerous task, it may be put off or delegatethéobookkeeper. If the owner of the
business is not the person reconciling the bankuatg¢ the owner should be reviewing
the printed reconciliation report since it is thaaest way to get an overview of your
accounting system's accuracy. When the bank diss@reerror, they don't just erase the
error; they make an offsetting entry to correct éneor. You should make an entry to
record the error and a separate entry to recoreértioe correction. The guiding principle
is to record everything that happened to your actom your check register. Your
register will then show your correct current bakrend when the bank makes the
correction to your account, you will have a cormgting entry to make your

reconciliation come out properly (Snyder, 2008).

A study carried out in Nigeria by Bernard AdomaR013) about rural banks, identified

the following problems associated with the use @nuoal accounting system: It was
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realized that processing of customer informatiokesaa very longer period of time.
Customers waste precious time in joining long gseatethe bank for their accounting
activities. There is also huge labor cost, in teainsalaries and its related cost. Errors of

commission and omission are very prone in the bank.

Initially SMEs had no option but to adopt manualsteyns since the mainframe
accounting system was not within their means. Hawnewith the introduction of PC-
based Accounting Systems, both the computer haeaad the accounting software
have become cheaper, creating an opportunity forE§SMo adopt e-accounting.
Nevertheless, there are several factors that determhether an organization adopts e-
accounting or not. Such factors have created sidivibetween e-accounting adopters

and non adopters.

Although the proliferation of accounting softwamdaPC has created an opportunity for
SMEs to adopt e-accounting, it also creates probleor innovation adoption.
Accounting is a critical application in companielsatl sizes, computer managers are
hence caught in a no-win situation. They are eragea to embrace new technologies or
face obsolescence. On the other hand, experimentitty new technologies at the
expense of the accounting data can be a risky pitigo (Preston, 1993). Changing
accounting systems to fit new technology can berg difficult task: data needs to be
converted from the existing system to new systaropanting staff and all users need to

be retrained and sometimes source documents aodseed to be redesigned.

Studying the factors that influence computer adwptinternet adoption and accounting

software adoption, Taragola et al (2001) conclutiest the probability of computer
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adoption is significantly influenced by businesgesiimportance of creativity and

innovation, education level and computer trainih¢he firm manager and the partner.

2.6 Theoretical Framework

Accounting information system is based on and aamdre than E-Accounting. With a

comprehensive use of modern information technobmygomputers, internet and intranet,
and communication technology, accounting informraggstem is open to other business
resource system, has a high degree of integratohshared information and makes
deeper and more extensive use of accounting infismaesources, and real-time

reporting can be achieved (Liyan, 2013).

The theory and methods of traditional accounting bhased on manual accounting.
However, they are and will go on changing with itiference of information technology.

It is known that accounting cycle includes the duling steps: journalizing the

transactions, posting to ledger accounts, prepdriagbalance, making adjustments and
preparing adjusted trial balance, preparing finaincstatements and appropriate
disclosure. In manual accounting era, accountaae ko perform the whole accounting
cycle manually. Voucher classification and summargntrol ledger and subsidiary
ledger posting, and accounts checking are basaridsein manual accounting. While in

the accounting information system, the only thimgttaccountants do is to record
transactions into the computers which processesther steps automatically or by a

request, without worrying about posting or addingtakes (Liyan, 2013).

The fundamental qualitative characteristic of actmg is relevance to decision. Limited

by manual accounting, traditional accounting sw&sssmateriality principle, or
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accountants must consider the relative importafi@ny transactions, which reduces the
precision of accounting information and limits tlervice capability of accounting

information to management. In the information éhe data collection, processing and
utilization are all through computers, which havacim greater data processing ability,
and the accounting information resources are broadiand deepened, fine and detailed
management is possible. For instance, traditiongentory system include specific

identification method, first-in-first-out methodst-in-first-out method, and average cost
method, but specific identification method is oned to value expensive goods; in the
accounting information system, specific identifioatmethod is possible for most goods

except fresh commodities and can bring more aceum&rmation.

Besides all mentioned above, accountants havedp gaper accounting files as well as
digital accounting records in an information acdmum system. From tangible to
intangible files, digital records broken up meansafj damage to businesses. Thus,
management of accounting files is more complex high demanding than before.
Review from the history, it is learned that the dilons of accounting was essentially
reflecting and supervision, which are passive aatkWward, forecasting before the event
and controlling in the process are just wishfuhkimg. Information technology promotes

the business information processing capability @aqghcity.

Liyan (2013).In manual accounting, internal contacd achieved by separation of duties,
by checking whether the numbers from different sesrcan be matched, and by
checking seals and signatures, etc; auditors degim source documents, auditing up to

trial balance, or begin from financial statemerdssburce documents or carry out a

31



selective examination to find errors and cheatimgsccounting information system, as
more accounting processes are now done by compatetisrough internet, anything
wrong with application program or system, or opgeratuthority unreasonably set, will
cause serious consequences, the audit trail an foas changed. As most procedures
are automatically finished, so it is important tkentify the operator and make proper
authorization controls; hardware and software sBcur voucher auditing and the
separation of duties are key points of internalticdrand the accounting records storage
has changed from paper to electronic memory, wisigasily corrected and altered, thus
how to prevent unauthorized modification of data aemmit crime through computer
are important factors to consider in accountingrimfation system. And the audit of
internal control system is necessary, in ordernsuee accounting information system

safe, reliable, effective and in efficient use.

2.7 Conceptual Framework

In the conceptual framework below, service deliyarystomer satisfaction successful
accounting is a dependent variable of the Banks Bledtronic Accounting is the
independent variable. Bank workers characterisiresthe intervening variables which

may interfere negatively.
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Independent Variable

Financial Statements

- Easy updates

- Preparation and
presentation

- Multiple window
operations

- Customization of reports

Dependent Variable

E-Accounting System
Software
- Quick books
- Pastel
- Sun business systems
- Sage

Funds Transfer
- Western union
- Money gram
- Mobile banking
- Agency banking

Service Delivery
Accurate accounting
Customer satisfaction
Speed dissemination (
transactions
Quick filing

pf

Cost saving

Internal Control And Audit

- Quick audit

- Passwords

- Quick decision making
process

- Accountability

A 4

\ 4

Bank workers characteristics
- Age

- Experience

- Education level

- Motivation level

Intervening Variable

Figure 2.1: Conceptual Framework
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In the conceptual framework above Electronic Ac¢mgnin Wakenya Pamoja as one is
the independent variable (IV) Accurate, effectived asuccessful service delivery will
highly depend on electronic accounting impressedWigkenya Pamoja. Accurate,
effective and successful service delivery is trmeethe dependent variable (DV). There
is also another kind of variable that will eithatarfere of support the two variables this
is the intervening variable (int. v). The intervegi variable in this conceptual
framework is the Bank workers characteristics. €hesaracteristics include the age,
experience, Educational level and motivational llese bank workers. This type of
variable will interfere with other variable espdlyiathe dependent variable either

negatively or positively.

The theory of diffusion of innovations (Rogers, 298ffers a conceptual framework for
analyzing the adoption of ICT by firms. According the theory, besides external
variables, personal characteristics of the firm aggm and firm characteristics do have
an impact on the adoption of innovations. One ishaéremains is whether adopters of
e-accounting make maximum use of the system. Maara Marriott (2000) noted that
companies used computers for the preparation ofageanent accounting information,
but usually not to their full potential. It is tlefore important that the research in e-
accounting adoption is not limited to adopters awh-adopters, but that for even

adopters the extent to which e-accounting is ugéldeg maximum be studied.

2.8 Summary of literature review
The literature reviewed in this study gives infotima on the impact gives information

on the impact of electronic accounting on serviebvdry in Wakenya Pamoja. It has
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reviewed literature of other scholar on the effemtiess of electronic accounting on
service delivery, in Wakenya Pamoja, factors thdluenced the use of electronic
accounting in the accounting sector, effects oftebmic accounting on service delivery
and the challenges that are facing electronic adaoy on service delivery in Wakenya

Pamoja. The findings from this study will add tcetleontribution made by other

scholars.
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CHAPTER THREE
RESEARCH METHOLOGY
3.1 Introduction
The research methodology focused on: research rgesigget population, sample and
sampling techniques, research instruments, instunadidity, reliability, data collection

procedures and data analysis techniques.

3.2 Research Design

This study was qualitative in nature in which dgsore research was used to investigate
the accounting in service delivery, Jacobs, Soreresed Razavieh (2009) note that
gualitative research seeks to understand a phermman focusing on the total picture
rather than breaking it down into variables. Congedly, this research aimed at
achieving an in-depth understanding of the infl@ent electronic accounting skills in
service delivery within an organization especiatlyhe banking sector. Wakenya Pamoja

Sacco provided the necessary data for this study.

In addition, Cooper and Schindler (2010) contendt thualitative research includes
techniques which seek to describe, decode, tranalad otherwise come to terms with
the meaning of naturally-occurring phenomena ingbeal world. This method focused
on the quality of data rather than its quantitygéalitative study method was used in
collecting information from respondents at WakeRganoja described and analyzed the

contribution of electronic accounting in servicéiviry.

In order to successfully meet the objectives of gtudy, a descriptive study was carried

out. Cooper and Schindler (2010), state that a sasdy is suitable for descriptive
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research and hence Wakenya Pamoja was used isttiaig. Accordingly, Kombo and
Tromp (2006) note that a descriptive study was eored with fact finding which results
in the formation of important principles of knowtgsl and solutions to investigations
associated with a study. Therefore, a descriptiadys was carried out in the
measurements, classification, analysis, compasahinterpretation of the data that was
collected. Data was collected through the use tefwews and questionnaires relating to
Wakenya Pamoja in which first-hand information dme tinfluence of electronic

accounting practices in creating best service dgfifor the Sacco was collected.

3.3 Target Populations

Welman and Kruger (2001) note that a populatioraientthe object of a study. It

comprises of individuals, objects, organizationeengs and products. This study focused
on the experience of decision-makers actively imedl in the development and

implementation of competitive strategies at Wakemamoja in Kenya. The target

population of the study comprised 126 employee&/akenya Pamoja Sacco.

3.4 Sample Size and Sample Selection

This section dealt with sample size and sampleseteof the study.

3.4.1 Sample Size

The sample size of the study was 56 employees d&ewa Pamoja Sacco. The sample
size was computed by using the (Nassiuma, 2006)ular.

NC?
n=
C%2+(N-1)xe?

_ 126%0.52
0.52+(126—1)* 0.052
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126 * 0.25
0.25 + (126 — 1) * 0.0025

Where: n=sample size
N=target population
C=coefficient of variation (0.5)

e=is the level of precision (0.05)

3.4.2 Sample Selection

Sampling is a procedure that a researcher useeléztsa number of individuals or
objects from a population to be the subject ofupt(Kombo and Tromp 2006). She
noted that the selected group should contain repta8ve characteristics of the entire
group. In this view, typical case purposive sangplivas applied in identifying the target
population. The method which was applied becauses ibelieved to be reliable in
providing the typical information required for tsaudy (Kombo and Tromp, 2006). The
target population involved in this study comprisefl 2 chief cashier, 4 ICMT
department, 6 Credit department, 10 finance departn8 internal audit department, 5
system administrators department, 7 senior cldkgunior clerks. The sample of the top

executives selected based on their job description.

The intention was to ensure that typical or repnegeve subjects that could provide the
required information were chosen as suggested bghKaswamy, Sivakumar and

Mathirajan (2009). The research respondents selectenprised of people who are
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actively involved in the development of E-Accougtistrategies that may directly

determine the best service delivery of Wakenya Ramo

3.5 Data Collection Methods and Techniques

In order to meet the objectives of this study, beticondary and primary data sources
were used. Secondary sources included Wakenya Bgmbjications, journals, books,
periodicals, newspapers and the internet. The pyintata was obtained through
interviews and questionnaires. In addition there approval from the Sacco to collect

the data.

3.5.1 Questionnaires

A questionnaire was a set of questions or statesmibmatt assessed attitudes, opinions,
beliefs, and biographical information. In orderdollect data that precisely meets the
objectives of the study, both open-ended and cleselgéd questions were included in the

guestionnaire (Kombo and Tromp, 2006)

The open-ended questions were intended to giveonelgmts room to give more

information and express themselves to their satisfia while the closed-ended questions
were expected to produce the kind of answers eggeday the researcher. In addition
Mugenda and Mugenda (2003) note that closed-endedtigns enable a researcher to
form an opinion and make a valuable conclusion.s€heuthors contend that structured
or closed-ended questions are easier to analyneinester and are more economical in
terms of time and finances. On the other hand,rucistred questions are simple to
formulate, they encouraged in-depth response aag fiermitted the respondents to

respond in their own words.
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The questionnaires was presented and administerdgk trespondents in a flexible way.
Flexibility in data collection was applied by allowg the respondents to choose either to
discuss the questionnaire in the process of filiingp or when the questionnaire was
collected. This was preferred in order to reduess lais well as allow room for probing to

elicit more information.

3.5.2 Interview Guide

An interview guide was an oral administration ofj@estionnaire and it gave a general
plan to follow for data collection (Mugenda and Muaga, 2003). An interview guide
was preferred because it encouraged face to faemation with the respondents so that
issues were clarified therefore gaining in-depfloimation on the subject. However, the
interview guide was time consuming which limitedpenses to just a small number of
respondents. In addition, the interview guide wasduto supplement the information

given in the questionnaires.

3.6 Validity of Instruments

Krishnaswamyet al. (2009) contend that validity was the degree to wiie sample of
test items represented the content the test igmesito measure. Content validity, which
is employed by this study, was a measure of theegetp which data collected using an
instrument such as a questionnaire representedeaifispdomain or content of a
particular concept. Krishnaswamst al. (2009), argue that the usual procedure in
assessing the content validity of a measure wag agerofessional and an expert in a
particular field. To establish the validity of thessearch instrument, opinions of experts in

the field of study, especially the research superyiwas sought. This led to the revision

40



and modification of the research instrument therefiyancing the overall validity of this

study.

3.7 Reliability of Instruments

Reliability refers to the consistency and stabilitigh which an instrument measures and
supplies consistent results (Krishnaswaetyal. 2009). These authors note that this
aspect can be assessed using the test-retestiltgliambethod. Hence reliability is
increased by including many similar items on a maegsby testing a diverse sample of
individuals and by using uniform testing proceduidsis was taken into consideration in
the preparation and presentation of the questioesidin an effort to test the reliability of
the research instrument, a pilot group of five wdlials from the target population was

selected.

The pilot study was given a chance for pre-tesbhghe research instrument so as to
establish the clarity of the instrument’s itemghe respondents and thereby enhance the
instrument’s validity and reliability. The pilot sty was also provided a chance to
become familiar with the research and its admiaigin procedures as well as the chance
to identify items that required modification. Thesults facilitated the correction of
inconsistencies arising from the instruments sa thay could pinpoint the electronic

accounting practices that resulted in the bestic®noelivery at Wakenya Pamoja.

For the purposes of reliability and validity of tdata, the measures below were taken
into consideration: A pilot study involved five nesgers was carried out; the respondent
was each given a letter explaining the nature efrdsearch project. The letter also was

assured the respondents of the confidentialityhefibformation as well as guaranteeing
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their anonymity and Purposive sampling was usesahich the people who were directly
linked with the developing and implementing of élenic accounting at Wakenya

Pamoja targeted for data collection.

3.8 Data Analysis and Interpretation

The raw data collected was sorted and edited weadirdt step towards its analysis. The
guestionnaires were organized and classified acwptd the patterns which were given
by the respondents and their homogeneity. The nsgsofrom the questionnaires were
organized in line with the research questions aescuptive narratives were used to

reflect the situation as it occurred at Wakenya jam

Qualitative data was used to analyze findings @poadents’ views and issues not
arithmetically calculated. The respondents wereegaized into various classes and
analyzed thematically by the help of other analyebtias (fraenkel and wallen, 2006).
Consequently, statistical packages for social seSPSS) was used to analyzed items
gualitatively and closed-ended items analyzed usdieggriptive statistics, interpretation
conducted and conclusion arrived at (MacMillan, @00Data were presented using

frequency tables.
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CHAPTER FOUR
DATA ANALYSIS, PRESENTATION, INTERPRETATION AND DIS CUSSION
4.1 Introduction
This section presents findings of the study under themes namely: socio demographic
attributes of the respondents, electronic accogntdeposits and withdrawals, funds
transfer and internal audit and control and thelatronship to service delivery among
Wakenya Pamoja Sacco in Kisii County. The studgdtad 126 respondents and data

was collected from 56 respondents indicating 1088ponse rates.

4.2 Response rate

There was 100 percent response rate as all thet¢ar§6 respondents were reached. The
snowball technique meant that there was no changisglecting the respondents and the
researcher therefore went to only those who shbaieé been in the sample. They were

persuaded to fill the questionnaires or responthéointerviews there and then, and this

reduced cases of non responses.

4.3 Demographic characteristics of respondents
The demographic characteristics were collectecherngender of the respondents, age of
the respondents, the level of education of theardents and the level of experience on

the service.

The demographic characteristics are always proxgrohenants of a person’s capacity to
perform a functionality of E-Accounting. They wetherefore sought in order to

determine and describe their relationship to E-Aictimg on service delivery.
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4.3.1 Distribution of Respondents by Gender
The respondents were asked to state their gertdermasl important that there is gender
balance among the respondents and the views edlects that gender imbalance existed

among the employees. The responses obtained araaized in table 4.1.

Table 4.1: Responses on Gender

Gender Frequency Percent
Male 37 66.1
Female 19 33.9
Total 56 100

The results in table 4.1 shows that majority opoeglents 37 (66.1%) were males and 19
(33.9%) were found to be female. The results mgid an unbalanced distribution in
terms of the respondents in terms of gender. Suttiffexence can only be attributed to
chance but it could not occur because of the ways#imple was selected. Researcher has
a clear understanding about gender balance in thkeWya Pamoja and its possible
influence on participation on E-Accounting. Thissaaso important as masculinity and

feminist affects interpretation of issues

4.3.2 Distribution of Respondents by Age
The researcher was keen to determine the age oé$pendents. To a greater extent age
affects the perception of individuals on varieduess on E-Accounting and it has a

positive correlation with conceptualization and ipafation with staff of Wakenya
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Pamoja Sacco. The finding was that people agetb340 years were responsive at

35.7% than any other age.

Table 4.2: Age of Respondents

Age bracket Frequency Percent
21-30 16 28.5
31-40 20 35.7
41-50 13 23.2
Above 50 7 13.5
Total 56 100

The age bracket with the least number was 40-50eWWak Pamoja sacco employees in
this age bracket make up only 23.2% of the entopufation. Employees in this age

bracket were mainly drawn from the top management.

4.3.3 Distribution of Respondents by Marital Status

This part sought to establish the marital statughefrespondents. The respondents were
asked to indicate their status single, marriedpitied and widowed. The results are
presented in the table below which shows that m@rpersons were the majority at 79

percent.
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Table 4.3: Marital Status Response

Marital Status Frequency Percent
Single 7 13
Married 44 79
Divorced 2 3
Widowed 3 S

Total 56 100

4.3.4 Distribution of Respondents by Employees’ Exgrience

The respondents were asked to indicate the nunfbgsaws in service. The number of
years in service of employees in Wakenya Pamojadaca significant variable when
dealing with application of E-Accounting systemscdngse the more experience in

operations of the software the faster and accusates operations.

The results revealed that at least 41 percentanfhkenya Pamoja Sacco had served in

the Sacco for a period ranging 5 to 10 years, WR2hpercent having been there for a

period of O to 5 years.
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Table 4.4 Responses on Employee’s Experience

Experience Frequency Percent
0-5 years 18 32
5-10years 23 41
10-15 years 9 16
15-20 years 6 11
Total 56 100

4.3.5 Distribution of Respondents by Level of Edudeon

The respondents were required to indicate theindsg attained academic qualification.

Education is the key to understanding basic compapglications like E-Accounting

concepts and principles and is a key factor toisergelivery. It was therefore necessary

to determine the level of education in order tatelE-Accounting on service delivery in

Wakenya Pamoja Sacco and the relative frequengigsecstatistical findings presented

in Table 4.5.

Table 4.5 Respondents’ highest formal academic qufatation

Level of Qualification Frequency Percent
Secondary 7 13
Diploma 36 64
Degree 12 21
Post graduate (masters) 1 2
Total 56 100
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The data findings indicate that 64% of the respatglbad college certificates/diploma,
21% were bachelor degree holders, and 13% of thgorelents had secondary school
certificates and 2% masters. This means that ntgjofithe employees in IT sector were

certificate and degree holders while minority hadtmraduate degrees.

4.3.6 Distribution of Respondents by Training Courss
The respondents were asked to indicate whethairigacourses were offered to enhance
them with E-Accounting knowledge. Training enhanca®ployees with personal

development. The results are presented in table 4.6

Table 4.6 Backgrounds and Training of CEO

Education of CEO and HODs Frequency Percent
Secondary 4 7
Diploma 10 18
Degree or Higher 42 75
Total 56 100

Table 4.6 and 4.7 illustrates the background aaditrg of the CEOs of Wakenya
Pamoja sacco. As shown in Table 2 and 3, 76% ofCE®s have degrees or higher
education and 17% have a diploma. CEOs of the Wakdtamoja sacco also have
professional training in diverse disciplines: aaumg and finance (22%), Economics
(12%), management (26%), engineering (17%), law)(1% (7%) and human resource

(7%).
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Table 4.7 Professional training of CEO and HODs

Professional Training of Frequency Percent
CEO

Accounting & Finance 13 22
Economics 7 12
Marketing 15 26
Human Resources 4 7
Law 5 9
Information Technology 14 24
Total 56 100

Table 4.8 Background and Training of Accounting Hed

Education of Accounting Head Frequency Percent
Secondary 8 14
Diploma 8 14
Degree 11 20
Professional Qualification 15 27
Professional Qualification plus 14 25
degree

Total 56 100

Table 4.8 gives a breakdown of the educational | l@fethe accounting head and
accounting staff of the firms. Accounting headshwptrofessional qualification make up

27% of valid respondents. Those with a degree 88é. 2Accounting heads with both
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degrees and professional qualifications are 25%aentyl 14% of accounting heads have

secondary education.

Table 4.9 professional Qualification

Professional Qualification Frequency Percent
KATC 12 21
CPA 1l 15 27
CPA 2 17 30
CPA K 11 20
ACCA 1 2
CIMA 0 0
Total 56 100

The accounting heads have the following profess$idasignation: KATC (21%), CPAl
(27%), CPA2 (30), ACCA (2%), CPA (20%) and CIMA (@%orollary to the above is
to assess the state of the art of e-accountingmsgstise among Wakenya Pamoja sacco
in Kisii County. The results as indicated in TallelO suggest that almost all the
respondents use computers in their operations hat dl employees contacted use
accounting softwares in their operations. This ieglthat majority of employees in
Wakenya Pamoja have adopted e-accounting systenesreBult of this study showed
that Pastel, Sun business System, Tally, Sage,| Bxce QuickBooks are the kinds of
accounting software that employees have adopted.r&sult revealed that majority of

the employees (25%) are interested in excel bassaliating system while 9% preferred
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the use of Sage accounting software. However,dyssuneeded to investigate how firm-

level characteristics influence the adoption ofceeainting system. On platform of the

accounting usage, majority of the respondents lsavee form of network. While 59%

use network, 13% adopt peer-to-peer platform. 8ixterepresenting 28% adopt

standalone system.

Table 4.10 Status of Computer Use

Use of computers Frequency Percent
Yes 56 97

No 2 3

Total 58 100

Table 4.11 use of accounting software in operation

Use of accounting software Frequency Percent
in operation

Yes 56 100
No 0 0
Total 56 100
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Table 4.12 kinds of accounting software

Kinds of accounting software Frequency Percent
Pastel 7 13
Sun business systems 6 11
Tally 13 23
Sage 5 8
Excel 14 25
QuickBooks 4 7
Others 0 0
Total 56 100

Table 4.13 software platform

Platform Frequency Percent
Network 33 59
Standalone 16 28
Peer-to-peer 7 13
Total 56 100

Table 4.14 shows the goals for implementing E-Actimg systems among Employees
Wakenya Pamoja sacco. Out of 56 Employees who ars@uters in their operations, 44
representing 79% of the respondents reiteratedthieatise of computer enables them to
reduce cost, enhance clerical works, and providécmnt space to store data and

process information for management decision. Tw#o)(4ndicate that the use of
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computer has enabled them to effectively manage tbst of operation, 5% mentioned
that their computer usage reduces clerical worksude computer to facilitate storage of
data while 8% of the respondents use computers rtwige timely management

information for decision making.

With regard to accounting and finance functionsaofounting software, almost all the
respondents indicated that they use the softwaredoounts receivables functions as
well as accounts payables, inventory managementplhageneral ledger, fixed assets
management, bank reconciliation and cash manageriggitty four percent of the
Employees are satisfied with the service delivdrtheir accounting software. It is only
small number of the employees selected who wereveryt satisfied with the results of

their accounting software.

Table 10 Goals of Implementing Computerized Systems

Benefits Frequency Percent
Timely information management 5 8
Large storage capacity 2 4
Reduction of clerical works 3 5
Cost effectiveness 2 4
All the above 44 79
Total 56 100
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Table 4.15 responses on E- accounting Functionality

Functionality Frequency Percent
Account receivables 2 4
Account payables 2 4
Inventory management 2 4
Pay roll 2 4
General ledger 3 5
Fixed assets management 1 3
Bank reconciliation and cash management 2 4
All the above 42 75
Total 56 100

Table 4.16 responses on service delivery

Service Delivery Frequency Percent
Very satisfied 22 39
Somewhat satisfied 25 45
Somewhat dissatisfied 6 11
Very dissatisfied 3 5
Total 56 100

With the issue of the benefits of computerized aoting information in mind, a question
was designed to explore the significance, prevaleand potential problems and

challenges inherent in most Wakenya Pamoja Sacqadyees. The survey result shows
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that majority of the respondents’ encounter prolslemsupply of electricity as 38% of
the respondents say they have problems in accessinterrupted supply of power. The
result shows that 25% of the Employees contactditated that frequent breakdown of
their accounting system is their next biggest poblHowever, only 5 firms representing
8% indicated that they face all the problems list€dese include, inaccurate reports
generated by the accounting systems, frequent Gogak of the system, inability of the
system to support large volumes of data, lack oistamt supply of power, inability to
import or / and export data, and inability to fubpmprehend and interpret the results

from the system.

Table 4.17 Does computerization aid quick customeservice decision making

process and accountability in your bank?

Options Frequency Percent
Strongly agree 38 68
Agree 14 25
Undecided - -
Disagree 4 7
Strongly disagree - -
Total 56 100

The table above shows that 68% representing 38omegmts strongly agree that
computerization aids quick customer service degisiaking process and accountability
in bank, 25% representing 14 respondents agree8&hdepresenting 4 respondents

disagrees, while no respondents for strongly desagnd undecided.

55



Table 4.18 E-Accounting system is an effective mesuof keeping proper accounting

Options Frequency Percent
Strongly agree 32 57
Agree 24 43
Undecided - -
Disagree - -
Strongly disagree - -
Total 56 100
records

The Table above show that 57% representing 32 nelgmas strongly agree that E-

Accounting system is an effective means of keepawgounting records, 43%

representing 24 respondents agree while no resptdi@ strongly disagree, disagree

and undecided.
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Table 4.19E-Accounting system help to gain inherent advantagerhile minimizing

risks involved in the daily banking operations.

Options Frequency Percent
Strongly agree 21 38
Agree 18 32
Undecided - -
Disagree 17 30

Strongly disagree - -

Total 56 100

The above table shows that 38% representing 2lomelgmts strongly agree that
computerized system help to gain inherent advantdgle minimizing risks involved in
the daily banking operations 32% representing $fardents agree 30% representing 17

respondents disagree while no respondents forgtraiisagree and undecided.
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Table 4.20. The effect of computerized accounting/stem enhances service delivery

in banks.

Options Frequency Percent
Strongly agree 26 46
Agree 23 41
Undecided - -
Disagree 7 13
Strongly disagree - -
Total 56 100

The table above shows that 46% representing 26@megmts strongly agree that the
effect of E-Accounting system enhances servicevegliin banks, 41% representing 23
respondents agree, 13% representing 7 respondevatgrek while no respondent for

strongly disagree and undecided.
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Table 4.21There is co-ordination and quality performance in lanking operations

through the use of E-Accounting system.

Options Frequency Percent
Strongly agree 24 43
Agree 18 32
Undecided - -
Disagree 14 25

Strongly disagree - -

Total 56 100

The above table shows that 43% representing 24 neemt strongly agree that the use of
E-Accounting system brings about co-ordination guodlity performance in the banking
operations 32% representing 18 respondents agffe, r2presenting 14 respondents

disagree while on respondents for strongly disagrekundecided.

Table 4.22There is an effect of using computer to keep accountingecords

Options Frequency Percent
Strongly agree 38 68
Agree 18 32
Undecided - -
Disagree - -
Strongly disagree - -
Total 56 100
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The table above shows that 68% representing 3®mnelgmts strongly agree that there is
an effect of using computer to keep accountingnas82% representing 18 respondents

agree, while no respondents for strongly disagnekeumdecided.

Table 4.23 E-Accounting system aids in the examination of barsk statements of

financial position to ensure agreement with sourcdocuments

Options Frequency Percent
Strongly agree 18 32
Agree 17 30
Undecided - -
Disagree 15 27
Strongly disagree 6 11
Total 121 100

The table above shows that 32% representing 18omegmts strongly agree that
computerized accounting system aids in the examimatf banks statements of financial
position to ensure agreement with the source donts189% representing 17 respondent
strongly disagree, 27% representing 15 respond#inggyree while no respondents for

undecided
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Table 4.24 Problems and Challenges of Implementing-Accounting Systems

Problems Frequency Percent
Inaccuracy of reports 1 2
Frequent breakdown of the system 14 25
Inability of the system to support large volumedata 6 11
Lack of constant supply of electricity 21 38
Inability to import or / and export data 5 9
Inability to fully comprehend and interpret theuks 4 7

All the above 5 8
Total 56 100

Table 4.25 shows how Employees can manage and wapupon their accounting
systems. Almost all the respondents contacted stidigat the system should be easier to
up-date, the use of multiple window operationshat $ame time should be encouraged
and the need to use the Wakenya Pamoja logo aredtkets within the system should be
included in the package. In addition, customizatbreport will solve the problem of the
inability of the Employees to fully comprehend anterpret the results generated from

the system.
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Table 4.25 Ways of Improving the System

Ways of improving the system Frequency Percent
The needs to be easier for updates 2 4
Multiple window operations at the same time 2 4
Customisation of report 1 2
All the above 51 87
Total 56 100
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CHAPTER FIVE
SUMMARY, CONCLUSIONS AND RECOMMENDATIONS
5.1 Introduction
This chapter summarizes the research problem awdigies the broader implications of
the findings for theory, practice, policy and fuathresearch. The structure of the chapter
is guided by the research objectives. The chaptiemats to explain why the findings are
the way they are and to what extent they are ctamgisvith or contrary to past empirical

findings and theoretical arguments.

5.2 Summary of Findings
The influence of E-Accounting on the service delvef financial institutions was the
study carried out by the researcher in this re$eaxercise. Selected Wakenya Pamoja

Sacco in Kisii County formed the focus of this stud

The researcher study in consideration of its ohjesthad made some useful findings
from the data collected through personal interviewmsl questionnaire administration.
Based on the outcome of the investigation, a summérthe findings made are as
follows:-

There is an influence in E-Accounting functionality service delivery in Wakenya
Pamoja Sacco. This was found to be true becauseppkcation of an E-Accounting

system in banking operations aids quick customesices decision making process and

quality performance than in manual accounting systélso, the installation of
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accounting software in the computer, processesatatacreates reports much faster than

manual system which is slow.

It is evident that the influence of E-Accountingsegm enhances higher turnover and
profitability in Wakenya Pamoja Sacco. Through thies corroborated by the test carried
out, it was observed that Wakenya Pamoja Sacceti®ytake advantage of the excellent
benefits provided by it, as such that the use ohmaer enables them to reduce cost,
enhance clerical works, and provide sufficient gpacstore data and process information

for management decision.

It is evident that the E-Accounting system is afeafve means of keeping accounting
records. This is because computerized accountiatgsyprovides a means for them to
record; very high volume of transactions with thmea speed and financial and prepare a
wide range of detailed financial report. It alsoypdes management with current account
balance information since balance is posted astrresactions occur. Other findings
include: The application of E-Accounting systeneffective in strengthening the control

system and accountability in Wakenya Pamoja Sacco.

5.3 Conclusion

The study examined the e-accounting practices am@fakenya Pamoja Sacco

Employees. The study revealed that almost all thlByees sampled attach a lot of
importance to financial information by employinglaast degree holders and Chartered
Accountants to handle their accounting informatidrne study also showed that

Wakenya Pamoja Sacco put in place accounting sddtw@ generate their financial
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information. This has the tendency to reduce ocashance clerical works, and provide
sufficient space to store data and process infeomaor management decision in a
timely manner. In terms of functionality, the resubf the study showed that almost all
the Employees use the software for accounts regleisdunctions as well as accounts
payables, inventory management, payroll, fixed tassenagement, bank reconciliation
and cash management. The results of the study relgealed that majority of the

Employees encounter problems in supply of eletyriwiith the frequent breakdown of

their accounting system. We found that almosttal ¢ustomers are generally satisfied

with the performance of Wakenya Pamoja Sacco adrmusoftware.

It is recommended that Wakenya Pamoja Sacco hasrelio good and standard
accounting principles in their operations. The dmwpof E-Accounting would ensure

proper accounting practices as good accountingtipeschave several implications for
Sacco’s and banks. Good accounting and controémsgsttould assist in evaluating the
performance of the organization and its manage@kaNya Pamoja Sacco with proper
books of accounts is often capable of attractirgjamers easily than those with no good
records. Wakenya Pamoja Sacco that maintain gomduating and management

information tend to be viewed favorably by theistamers.

5.3 Recommendations
From the findings of this study the following recomndations are therefore made to
enhance the performance by Wakenya Pamoja Sacthkeiirbanking operations.

The recommendations are:-
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Wakenya Pamoja Sacco should take advantage ofxttedlent benefits derivable from
the adoption of well designed electronic accountaygtem. This will help them to
achieve a high and acceptable standard of qualithheé performance of their banking
operations. They should channel reasonable pramodi their efforts and resources to
the training and development of their bankers aoccbantants personnel (manpower
development) through seminars, workshops and teeftisomputer. Accounting system
so as to promote efficiency in banking operatived @ their statement of financial

position ensure accurate timely and much easieraiable for use.

Due to the dynamic nature of computerized Accognsystem, and in line with the
present global computer trends of events whichois widespread and mostly known as
“Computer Age”. It is recommended that Wakenya 8jansacco and other banks and
organizations that are still in the operations anoml system of accounting to adopt
specifically the Electronic accounting system amg till in no small way aid in quick
customer services delivery, produce a wide ranggetdiled report at short interval and
provide management with current information to suppdecision making and aids
collection storage, retrieval, communication anécate security of information from
unauthorized persons or fraudulent purpose anthiopurpose of efficient performance

and management and the achievement of the terthgiofobjectives.
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APPENDICES
Appendix I: Introduction Letter

MARY ONYANCHA
P.O BOX 1146
KISII

13" JUNE, 2014

WAKENYA PAMOJA SACCO
P.O BOX
KISII

Dear Sir,

RE: REQUEST FOR PERMISSION TO SUBMIT QUESTIONNAIRES

Kindly accept our application to submit questiomesiin your organization in order to
carry out a study on “Influence of electronic aaaing on service delivery in financial

institutions, A case of wakenya pamoja sacco”.

| am a student of the University of Nairobi. Atteachare my introduction letter and a
sample questionnaire.

Yours faithfully,

Mary Onyancha
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Appendix Il: Questionnaire
. What is your ageroup? Please tick appropriately:
. Less than 26 year B. Between[ _ Jears andts C.Above 46y '}
. What category of account does your account faa$d tick as below:
. Private [ Jusiness [ ]
. What type of accounts do you maintain with the rank
. Savings Account B. Curre]__Jccount [ ]
. At what time or month was your account opened?
(SPECITY PIEASE)....cc e e e e
. Why did you choose particular bank?
(SPECITY PIEASE).....cce e
6. Have you exceeded your expectations in choosing blaink in the areas of
deposit, withdrawals, loan acquisition and prepanadf bank statements?

A.  Yes [ ] No [ ]

If no, what has gone wrong and can you specifygg@a

7. How is this bank doing in processing of monthly asi@s, cash deposits,
withdrawals and issuing of bank statements?
A. Very efficient

B. Efficient

C. Inefficient

D. Highly Inefficient

U Uuny
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8. What can you say about this bank’s prpar and presentation of account

balances and bank statements in terms of accuracy?

A. Very accurate [ ]
B. Accurate [ ]
C. Inaccurate ]

9. What degree of satisfaction do you attach ilhnk’s service delivery?
A. Extremely satisfied
B. Satisfied

C. Somehow satisfied

D. Dissatisfied

IRIpEREnl

E. Extremely dissatisfied
10. How long did it take to get your request in theeas of cash deposits and
withdrawals services delivered by the bank?
(SPECITY PIEASE)... .o e
11. What do you think has been the rationale besiruth time interval?
(SPECITY PIEASE).. ..o

12. What do you think about banks usingdéounting System in terms of an
improved and efficient customer services?
(PleaSE SPECITY).cciiiiiiiiiiiiaiii e eeeeeeee e
13. Comparing manual accounting system and E-Adoayiisystem which one do you
think this bank channeled all its resources on ainy;?

PlEASE SPECITY) .ttt ceeeem e
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14. Do you think automating this bank’s operationk benefit the bank in some ways
and how?

If yes, explain Why? (SPECITY)...... s

If no, explain Why? (SPECITY) ....coiiiiiiee s

15. What TWO most important factors would you cdesibefore choosing a bank to

save with?
A. Location of the bank [ ]
B. Quality and efficiency ]
C. Efficient customer service L]
D. Varieties of Services provided by the bank [ ]
E. Deposit and Lending rates [ ]
F. Manual Accounting System [ ]
G. E-Accounting System and ATM machines. [ ]
QUESTIONS SECTIONS B
S/NO Questions SA A ub D S.D
1 To what extent are the operations

of your bank computerized?
2 Does your bank have a specific

computer (data base) department?
3 Does computerization aid quick

customer service decision making
process and accountability in your

bank?

4 Computerized means of keeping
proper accounting records.

5 E-Accounting system help to gain

inherent advantage while
minimizing risks involved in the
daily banking operations.

6 The effect of computerized
according system enhances
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service delivery in banks

There is co-ordination and quality
service banking operations
through the use of E-Accounting
system.

There is an effect of using
computer to keep accounting
records.

E-Accounting system aids in the
examination of banks statements
of financial positions to ensure
agreement with source
documents.
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