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ABSTRACT
Many organizations are stepping up the pace teas® the size of investment in ICT
due to the benefits accruing on such investmerdsaara result organizations, and hence
ICT departments, are under increasing pressurehiee an above-average performance
using ICT. Kenyan commercial banks have continuedléploy huge investments in
technology based innovations and training of marggae handle the new technologies.
Data from Central Bank of Kenya indicate that, tlienber of automated teller machines
grew from 166 in 2001 to 2091 in 2010, debit cardseased from 160,000 in 2001 to
over 6 million cards by the end of 2010 while melbbanking transactions increased from
48,000 per annum in 2007 to over 250,000 transasf@r annum in 2010. Performance
of commercial banks in Kenya also grew impressibaiween years 2001 to 2010 where
profit before tax grew from Kshs 2.7 billion in 2D@ Kshs 74 billion in 2010. During
the same period, total income grew from Kshs 6ibnilto Kshs 178 billion while total
assets grew from Kshs 425 billion to Kshs 1.7idmll This study investigated the effect
of the use of information communication technold@@T) on firm performance of
commercial banks in Kenya. The study was a crosses®l survey. The survey was of
the existing commercial banks in Kenya. The uniaiedlysis was individual commercial
bank represented by the relevant bank staff thechies did not count as separate units.
Data was collected through the use of primary awbisdary data collection methods.
The primary data was collected through the use aemi-structured questionnaire,
having both open-ended and closed-ended quest@tendary data is data that already
exists in various records because they are cotldcteother purposes other than that of
the research at hand. Based on the findings, thdysconcludes that the banks had
adopted various ICTs including; Automated Tellerddiaes (ATMs), Debit & Credit
Cards, Point of Sale (POS) Terminals, Mobile Bagkimternet Banking and Electronic
Funds Transfer. The study further concludes thatetfiect of bank ICT on customer
deposits in the respondents bank is positive. Aattidly, the study concludes that ICT
has led to a positive effect on the total incomehaf banks specifically in relation to
increasing commission fee based income, incredsenterest based income and
expanding the income generating potential of theklenhancing the performance of the
organizations. In addition, debit & credit cardséahe highest effect on the total income
of the banks followed closely by mobile banking,témated Teller Machines (ATMs)
and Point of Sale (POS) Terminals respectively. Sty also concludes that the use of
ICT has led to a positive effect on the return ssess of the banks.. Internet banking has
the highest effect on the return on assets of @nekd followed by automated teller
machines (ATMs), point of sale (POS) terminalsctmnic funds transfer, debit & credit
cards as well as mobile banking respectively. Btigly recommended that the banks
management should consider ICT usages through dingamizational levels and try to
expose the positive influences of ICT in their arigations. Moreover, this research
indicates ICT can be developed to produce prodigctsncreasing performance of the
organizations.
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CHAPTER ONE: INTRODUCTION

1.1 Background of the Study

Less than ten years ago, information and commuaitdechnology belonged to the
information technology industry; IT managers, syseengineers, and support staff.
Today, information and communication technologpast of the mainstream of business
strategy as well as everyone and every departmehgiorganization is taking it up. IT is
no longer just another cog in the enterprise batagor component of the organization
and according to Ochieng (2012), the adoption artdgration of Information and
Communications Technology (IT) into business preessis increasing at a fast rate.
When properly applied and managed, IT has sigmfigaroductivity gain in that
processes are simplified; tasks automated; opeddtmnsts are reduced and improve the

speed and accuracy of the decisions (Freitas, hao@ad Testa, (2004).

Information and communications technology (IT) haglutionized the way people live,
learn, work and interact (Okinawa Charter, 2000e World has become a global village
with internet, mobile phones and satellite netwasksinking time and space, bringing
together computers and communications resultinghew ways of communication,
processing, storing and distributing enormous arteoohinformation (UNDP, 2001). It
improves efficiency, accuracy, instantaneous trassion of information, increase
guantity, enhance quality, and speed up availgbiftinformation in a complex world

(Okorie, 2010). Countries’ development agenda ltaglarated at a higher speed while



organizations have increased production at a highter than before. IT has simplified

processes in all the operational function of aranization (Ochieng, 2012).

This study will be guided by the resource-basedvvigRBYV) of the firm which

rationalizes firm’s superior performance to orgatiznal resources and capabilities. The
resource-based view of the firm links the perforoeanf organizations to resources and
skills that are firm specific, rare and difficulb imitate or substitute (Barney, 1991).
Hence, it is a theory that is mostly preferred bgearchers in this area of study. This
paper consequently is based on this theory. Resswan be broadly defined to include
assets, knowledge, capabilities, and organizatipnatesses (Bharadwaj, 2000). The
ability of a firm to create competitive advantagegpends on its capability, which is the
extent to which the organization can assemblegrate, and deploy valued resources to
create or sustain competitive advantage in thestmguo which it belongs (Russo and

Fouts, 2007).

ICT investment was correlated with better perforogann large and decentralized
companies compared to small and centralized corapaiihe wealthier industrialized
countries showed a positive and significant retatiop between IT and productivity but
no evidence of such a relationship was seen forldping countries (Dedrick &
Kraemer, 2001). Most developing countries, hadawobieved a reasonable measure of e-
readiness status due to high IT cost, Governmelntyptmwards IT, underutilization of
existing technologies, digital illiteracy, lack #&fained manpower and inadequate IT
exposure and infrastructure (Mutula & Brakel, 200Bhe Government of Kenya and

decision makers in organizations are now investnage on ICT. Kenya’'s vision 2030



incorporates ICT infrastructure in its plan with rkaa city being its blue print (Kenya

Vision 2030).

1.1.1 Information and Communication Technology

ICT refers to a wide range of computerized techgiel® that enables communication and
the electronic capturing, processing, and transaonssf information. These technologies
include products and services such as desktop demspuaptops, hand-held devices,
wired or wireless intranet, business productivibftware, data storage and security,
network security amongst others (Ashrafi and Mwata2008). With the use of ICT,

businesses can interact more efficiently, and iab&s businesses to be digitally
networked (Buhalis, 2003). With the use of ICT, timee constraint, and distance barrier
to accessing relevant information is eliminatedd@stically reduced hence it improves

coordination of activities within organizationallbalaries (Spanos et al., 2011).

As an enabler of technologies, IT is used strag#igian almost all businesses and
industries. People manage computer and commumcatitardware, software and
applications; networked systems; online informatisharing, communication and
commerce systems; business processes making ubesef systems; and user support.
The business functionality of an organization dejseon the reach and range of the stock
of this resource. It is a major business resounckaakey source for attaining long-term
competitive position (McKenney, 2005). Barney (1p8dntended however, that physical
assets, in and of themselves, can only serve asesof competitive advantage if and

only if they outperform equivalent assets of contpes. This notion arises out of the fact



that considering the fact that physical asset eaedsily duplicated by competitors and as
such may not be regarded as sources of compe#itivantage in themselves. They can
however, become sources of competitive advantagenvitheir synergetic benefits are

exploited to enhance the organizational competiggs.

1.1.2 Organization Performance

According to Chen (2002), organizational perforneameans the transformation of
inputs into outputs for achieving certain outcom&¥ith regard to its content,
performance informs about the relation between mahiand effective cost (economy),
between effective cost and realized output (efficig and between output and achieved
outcome (effectiveness). Performance measuremeahtregporting is now widespread
across the private sector as well as public secformany industrialized and
industrializing countries (Williams, 2003). The coron tool that is used for this process,
key performance indicators (KPIs), has been argoguovide intelligence in the form of

useful information about a public and private agénperformance (Williams, 2003).

KPIs are viewed as a good management device ancliallg constructed tool that makes
sense (DeKool, 2004). The fact that KPIs tend t@bantitative has helped to promote
their image of objectiveness and rationality. Thrage of KPIs is further enhanced by
their widespread application across the many sea@bmany countries. The importance
of performance measurement is noted by Ingraham@5(2that it is important to expect

that citizens see and understand the results adingsgtional programs. Scholars like



Modell (2004), Moynihan (2005), Vakkuri and Mekl{g006) have maintained that the

implementation of performance measurement syste®ssess important symbolic value.

Cicea and Hincu (2009) state that commercial baegsesent the core of the credit for
any national economy. In turn, the credit is thgiea that put in motion the financial
flows that determine growth and economic develognudra nation. As a result, any
efficiency in the activities of commercial banksshepecial implications on the entire
economy. The management of every commercial bankt restablish a system for
assessing investment performance, which suits irtsirastances and needs and this
evaluation, must be done at consecutive interneaénsure the achievement of the Bank's
investment objectives and to know the general doecof the behavior of investment

activity in the past and therefore predict the fetu

A commonly used measure of organization performasdee level of profits (Ceylan,

Emre and Asl, 2008). Organization profitability cke measured by the return on an
organization’s assets (ROA), a ratio of an orgarmomné profits to its total assets. The
income statements of organization report profitfolgeand after taxes. Another good
measure on organization performance is the ratpretax profits to equity (ROE) rather
than total assets since organization with highentggatio should also have a higher
return on assets (Ceylan, Emre and Asl, 2008).itBbality offers clues about the ability

of the bank to undertake risks and to expand iizigc The main indicators used in the
appreciation of the bank profitability are: Retunm equity, ROE (Net income / Average
Equity), Return on Asset, ROA (Net income /Totadeds) and the indicator of financial

leverage or (Equity / Total Assets) (Dardac andbBar2005). The indicators are



submitted to observation along a period of timeorder to detect the tendencies of
profitability. The analysis of the modification tife various indicators in time shows the
changes of the policies and strategies of bankgoarmf its business environment

(Greuning and Bratanovic, 2004).

1.1.3 The Banking Sector in Kenya

The Kenyan Banking sector comprised of 43 commktwaémks, 1 mortgage finance
company, 6 deposit taking microfinance institutior®s credit reference bureaus, 3
representative offices and 124 foreign exchangeedus (CBK, 2011). The Kenyan
financial sector has undergone tremendous changie ilast two decades (1990-2010).
Misati, Njoroge, Kamau and Ouma (2010) for instamtmeument that financial products
have increased, activities and organizational fohage also improved and the overall
efficiency of the financial system has increaseBK010). Commercial banks branch
network has grown from 530 in 1999 to 1,102 brascbhg end of June 2011, ATMs
increased from 262 to 2,021, number of deposit @usofrom approximately 1million

with 16,673 staff to 12.8million with 28,846 staifrer the same period (CBK, 2011).
Consequently, the banking sector productivity saomgtinued to improve where the staff
to customers’ ratio was 1:444 in June 2011 compaoed:60 in 1999. Total assets
increased from Ksh. 387,371 million in Decemberd 89 Ksh. 1.9 trillion in June 2011

while customer deposits from Ksh. 235billion to K4 trillion in June 2011 (CBK,

2011).



The financial sector development in Kenya can beeveed in three phases (Misati et al.,
2010). The first phase is the 1970s to early 19B@sing this time, the financial sector
was largely dominated by the banking sector, whids characterized by financial
repression. The government played a key role iacating credit to investments by
utilizing direct instruments of monetary policy suas interest rate controls, exchange
rate controls and allocation of credit to priorisgectors among other government
restrictions (Misati et al., 2010). The second ghbsgan with the advent of Structural
Adjustment Programmes and liberalization policieshe late 1980s and early 1990s.
Over this period, relaxation of the interest rat@change rate and capital accounts
controls were witnessed. The essence of the finhseictor reforms this time was to
trigger narrow interest rates spreads, increasgabidy of financial resources through

increased savings, enhance efficiency in credication and increase investments.

Liberalization was also meant to encourage usagedifect tools in monetary policy
formulation. The third phase which is the main ®aif this study is the late 1990s to
date and can be classified as the era of finanoravation and emerging financial
instruments. The period witnessed emergence ofpreducts such as Islamic banking,
automatic teller machines (ATMs), plastic money agldctronic-money (e-money)
amongst others within the banking sector (Misatlet2010). Banking industry in Kenya
is governed by the Companies Act, the Banking A, Central Bank of Kenya Act and
other various prudential guidelines issued by tleattal Bank of Kenya (CBK). All of

the policies and regulations that administer thigreetbanking industry centers in lifting



the controls towards the management and equitalecss (Pricewaterhouse Coopers,

2008).

1.1.4 Commercial Banks in Kenya

Commercial banks are financial intermediaries tlsarve as financial resource
mobilization points in the global economy. They mh@ funds needed by business and
household sectors from surplus spending to dedpending units in the economy. A well
developed efficient banking sector is an imporfaetequisite for saving and investment
decisions needed for rapid economic growth. A viglctioning banking sector provides
a system by which a country’s most profitable affetient projects are systematically
and continuously funded. The role of banks in abnemy is paramount because they
execute monetary policy and provide means for ifatihg payment for goods and

services in the domestic and international trade.

In Kenya, there are 43 licensed commercial bank&eimya. Out of the 43 institutions, 30
are locally owned and 13 are foreign owned. Thallpcowned financial institutions
comprise 3 banks with significant shareholding by tGovernment and State
Corporations, 27 commercial banks and 1 mortgagantie institution (Central bank
2013 website). Most of the commercial banks offaporate and retail banking services
but a small number, mainly comprising the largemksa offer other services including
investment banking. The role of banks in an econmparamount because they execute
monetary policy and provide means for facilitatpayyment for goods and services in the

domestic and international trade. Commercial barkscustodians of depositor’s funds



and operate by receiving cash deposits from thergépublic and loaning them out to

the needy at statutorily allowed interest rates.

Financial institutions in the present socio-ecormmnvironment are dependent on
computer support and IT innovation, therefore, tsudbstantial extent, the banking
industry today is clear on what the emerging tetdmo will be. Kenyan commercial
banks have exponentially embraced the use of irdbom and communication
technologies in their service provision. They hawsested huge amounts of money in
implementing the self and virtual banking serviegth the objective of improving the
quality of customer service. Some of the ICT-bapemblucts and services include the
introduction of Mobile Banking, ATMs, Internet Bank, Core banking solution,
Electronic clearing systems and direct debit amathgrs. In mid 2005, Kenya'’s banking
Industry moved a milestone by introducing Real Timss and Settlement system
(RTGS) which was renamed Kenya Electronic PaymedtSettlement system (KEPSS).
This will facilitate the inter-bank financial dateansfer. The development of e-banking
services is expected to decongest banking hallgedute the incidences of long queues
in banking halls. Digital- based financial servitbese made a significant contribution in
covering the cost of offering financial servicesifimba, 2008). Therefore, it is
important to understand the effect of such techgiodd adoptions on performance of

commercial banks.



1.2 Research Problem

Many organizations are stepping up the pace tcease the size of investment in ICT
due to the benefits accruing on such investmerdsaara result organizations, and hence
ICT departments, are under increasing pressurehieswe an above-average performance
using ICT (Boer, Vandecasteele & Rau, 2001). Swdethe developed world have
proved that given the proper infrastructure, IT d¢sn an enabler for socioeconomic
development with examples given from the developemtld where significant IT
investments had major impacts including increashmgy United States gross domestic
product (GDP) by 7.8%, UK by 8.0%, Singapore by8and Australia by 8.4% (Kamel,

Rateb & El-Tawil, 2009).

Kenyan commercial banks have continued to deployehimvestments in technology
based innovations and training of manpower to hetitk new technologies. Data from
Central Bank of Kenya (2011) indicate that, the bamof automated teller machines
grew from 166 in 2001 to 2091 in 2010, debit carstseased from 160,000 in 2001 to
over 6 million cards by the end of 2010 while melbbanking transactions increased from
48,000 per annum in 2007 to over 250,000 transaefp@r annum in 2010. Performance
of commercial banks in Kenya also grew impressibaiween years 2001 to 2010 where
profit before tax grew from Kshs 2.7 billion in 2D@o Kshs 74 billion in 2010. During
the same period, total income grew from Kshs 6ibnilto Kshs 178 billion while total

assets grew from Kshs 425 billion to Kshs 1.7i¢mll(CBK, 2011).
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Over the last decade, many studies undertaken Iglobaamined the relationship

between ICT investment and organization performaaw concluded that there was a
positive relationship between ICT investment anslifess performance (Brynjolfsson &
Hitt, 1996). However, according to Tembo (2004§r¢his little or no clear evidence that
the same outcome is being achieved in developingtaes, largely because of lack of
relevant research being undertaken and also phetause of political and economic
structure, restrictive regulatory environments, drehce less well-equipped to take
advantage of the potential of ICTs to stimulatewdglo Dyerson et al., (2009) reiterated
that the cause of poor performance in developingntees was attributed to several
factors including the level of ICT adoption withithe organization, cost of ICT

investments, ICT knowledge competency gap and nemeagt's attitude towards the

technology (Dyerson, Harindranath & Barnes, 2009).

There are a number of studies that haven lmeally done relating ICT in various
organizations including; Owuor (2004), Vishal2006), Nzuki (2006) and Stanley
(2006). Stanley (2006) did a survey of Strategle nf ICT among insurance companies
in Kenya and observed that in today’s businessrenfient, competitive advantage goes
to those companies most able to mobilize inforrmatamd create systems that use
knowledge effectively. Owuor (2004) looked ate thse of ICT as a facilitator of
Business Process Re-engineering (BPR) in velgetalb industry. He concluded that
BPR as a change initiative in organizatio@avily relies on the use of ICT to
enable the company achieve its strategic sgoBlzuki (2006) surveyed the ICT

audit in commercial banks in Kenya and fouodt that most banks’ operations

11



and functions are computerized and thereforentedd for regular ICT audit. Vishall
(2006) did a survey of application of ICT feompetitive advantage of firms listed
in Nairobi Stock Exchange (NSE) and observed tbahdirms greatly use ICT to gain
competitive advantage in their respective industri€ariuki (2005) showed the positive
impacts of ICT on their banking performance usiagkturnover and profits as measure
of performance. He concluded that e-banking leadsgher profits though in long-term
but not in short-term due to high ICT investmenstcd/NVhile Davenport (2003) and
Oshikoya (2007) and Jean-Aza (2006) suggest tleabfuand investment in ICT requires
complementary investments in skills, organizatiod @ahnovation and investment and

change entails risks and costs which might redacd Iprofits in shorter.

It is at the center of such mixed conclusions taate and necessitate the need to carry
out a study from a Kenyan context. As such, thislgtattempted to provide evidence of
the use of IT investments by Kenyan Banking Seetod the relationship of this
investment on their performance. In particular, fodowing research question was
addressed; what is the effect of the use of inftionacommunication technology (ICT)

on firm performance of commercial banks in Kenya?

1.3 Research Objectives

The objectives of the study were:

i. To assess the level of information communicatiochtelogy (ICT) adoption

within the commercial banks in Kenya.

12



ii. To determine the effect of information communicatitechnology (ICT) on

performance of the commercial banks in Kenya.

1.4 Value of the Study

This study may be important to the management okdan Kenya by acting as a
management reference point for adoption of teclgicéd advances needed to be put in

place, both in the present and future.

The results from this study provided insight imddormation technology investment and
it effectiveness in banks. This would allow thembietter learn how to improve their
abilities in service delivery. The study may pravithanks with new concepts and
educational resource to improve their insights almerformance and effectiveness in

their organizations based on information technology

Finally, researchers may benefit from the studyitaadded on to the growing body
knowledge in IT. This may act as a source of refegefor studies to be done on
technology. It is in this light that the researdmed at filling the existing academic gap
by carrying out a research on the relationship betwinformation technology investment

and performance.
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CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction

This chapter reviews literature on bank innovatiohlisdiscusses the key theories
underlying bank innovations, develops a conceptteamhework and expounds on the

research gaps on bank innovations and financi&peance.

2.2 Theoretical Review

Different theoretical approaches have been adoptedesearchers to investigate the
nature of the relationship between ICT and firmfgranance over the years. Transaction
cost theory (Williamson, 1975); Value chain anay@torter, 1985); and Resource-based
view which is a more recent theory that is widatybeaced by many such as Bharadwaj
(2000), Rai et al., (2006), Ordanini and Ruberal(®0 Fahy and Hooley (2011);
Rashidirad, Syed and Soltani (2012). Outlined belswhe theory considered in this

study which is seen to greatly influence organaradl performance.

The resource-based view (RBV) of the firm positatthrms compete on the basis of
“unique” corporate resources that are consideredetwaluable, rare, difficult to either

imitate or substituted by other resources. Therthetemmed from the area of strategic
management research and widely attracts attensi@nsaitable tool to examine the value
delivered by ICT resources (Melville, 2004; WaddéH&lland, 2004). The resource-based
view assumes that resources, are heterogeneoustyibdied among firms and

imperfectly mobile. The Resource Based View (RBW@dry emphasizes the internal
resources of the organization in formulating stggtt® achieve a sustainable competitive
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advantage in its markets. Firms that possess guidieresources and capabilities that are

valuable and rare will attain a competitive advgetéBarney, 1991).

Therefore, the organization is seen as made ofuress which can be structured to
provide it with competitive advantage for betterfpgnance. In other words its internal
capabilities such as ICT adoption, determine thegesgic choice it makes in competing in
its external environment. Organizational capaleditare combinations of human skills,
organizational procedures and routines, physicsgtasand systems of information and

incentives that enhance performance along a p&atidimension (Chandler, 1982).

Hannan and Freeman (1989) adopted this theoryganarational behavior and survival
which was explained in the book Organizational Bggl where they concluded that
organizational ecology examines the environmemwhich organizations compete and a
process like natural selection occurs. Populatiaoldgy Theory incorporated the
individual, population, and community as units ofalysis to look at the death of
organizations and the birth of new organizatiorsswall as organizational growth and
change. This led them to theorize about a compiétecycle for an organization.
Theoretical and empirical approach that uses imsigiom biology, economics, and
sociology, and employs statistical analysis todnd understand the conditions under

which organizations emerge, grow, and die.

2.3 ICT and Organizational Performance

Information Communication Technology (ICT) is anteused to refer to the use of

computers or any other process that helps to peydutanipulate process, store,
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communicate, and/or disseminate information andndludes hardware, software,
databases, networks and other related componenth \ahe used to build information
systems (Shaukat & Zafarullah, 2010). TraditionallgT investments included IT
equipment, communications equipment and softwarefpckaged software, customized
software and software developed in-house) (OECD Back, 2011-2012). Present-day
ICT investments include intellectual capital stauretand complementary assets such as
human capital, organizational capital, processtagpnnovation capital, customer capital
and financial capital (Yi-Ming Tu et al, 2010). Bifent firms allocate their resources
differently in a way that maximizes their objecsvand those firms that allocate more
resources on IT perform better than those firms #tlacate less resource (McAfee &
Brynjolfsson, 2008). Achieving high performance reéfere requires; good ICT

infrastructure supported by good ICT managemerttipea(Mwania & Muganda, 2012).

Bell technology solutions enumerate several bendfiat can accrue to the organization
with the proper implementation of ICT. It helps angzations to connect, collaborate and
compete more effectively by combining informatioknowledge, processes, and
technology to provide a foundation for driving effincies and fuelling innovation.

Business performance, productivity and profitapildre improved, cost is reduced,
guality becomes the focal point of the managemedt @istomer satisfaction takes the

center stage (Bell IT solutions).

One of the findings of the research projects cotetlby MIT, the management of the
1990s, was that ICT can help integrate the funstmfrthe activity at all levels within and

among organizations (Scott, 2001). ICT can be answed facilitating communication
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and the exchange of information between variousadents and functions in the
organization and in this light Technology acts &s emhancer of collaboration and
networking tool amongst employees, customers amthgra because it removes the

barriers to real-time communication and effectivi@imation sharing (Scott, 2001).

ICT helps companies innovate through fusion of rteshnologies with society and
business thus enabling the creation of new knovdedtgl discovery (Diem, 2007). ICT
is being used by organizations to improve perforteancommunication, motivate
employees, increase competitiveness, improve matkatimics, and repositions the

company against its competitors and allowing eimity new markets (Hagen, 2010).

ICT contributes to goals such as; Information asdesall, Wellbeing and quality of life
for all, Enrichment in the social contact betweesomle, Integration and respect for
diversity, Greater autonomy for the individual, Vetion of various kinds of overload
and stress, Deepening of true human qualities, &eeg and broadening of democracy,
E-cooperation and peace, Sustainability in a breagkse, including the environment,
economy, and human side (Bradley, 2010). Knowledtaring is virtuous for
organizations and Technology facilitates knowledgaring by providing a link between
the levels of the individual knowledge workers, wh&nowledge resides, and the level
of the organization, where knowledge attains itgof@mic, competitive) value
(Hendriks, 1999). ICT also facilitates access tdaakmowledge, using technology that
facilitates the access to information bases stamedata that are relevant beyond the

individual level (Hendriks, 1999).
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At the organizational level there are those facwangch influence a firm’s ICT adoption
including anticipated benefits and anticipated iearAn organization will adopt the new
ICT if it perceives there will be savings of inputgeneral efficiency, gains, higher
flexibility and improvement of product quality (Brjplfsson & Hitt, 1996). Also a firm
will fail to adopt the new ICT if it perceives thahe organization is faced with
unfavorable financial conditions, human capitatiiesons (lack of IT specialists, multi-
skilled workers), information and knowledge bamgieand managerial barriers like
resistance to the new technology within the firmeifkz, 2002). Technology diffusion
theory also contributes to the literature of ICTopiibn by stating that skilled machine-
users adopt a new technology first, while unskillestrs wait until machines become

more reliable and accessible (Mukoyama, 2003).

Rogers (1995) in his diffusions of innovation thecategorized five stages of adopters
namely; innovators, early adopters, early majoridye majority and laggards (Rogers,
1995). Organizations as well as individual can ifaleither category and each depended
on adopter's willingness and ability to adopt amowation, awareness, interest,
evaluation, trial, exposure, and capacity to adAjsto the ease of adoption depended on
the characteristic of the technology, functionaliznd ease of adoption. Hence,
technology adoption can be said to depend on etlcharacteristic of the technology in

guestion and the adopting unit (Javier & Frank,&00

Different schools of thought have been presentetCadnproductivity with one school of
thought contending that ICT investment is an inpuid a firm’s production function

(Brynjolfsson and Hitt, 1996) and the other schobthought is that ICT investment is
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process oriented and examines relationship betweéput performance, including
efficiency and quality, and other input factors \&rious levels such as capacity
utilization, inventory turnover, relative pricesydaproduct quality (Kauffman & Kreibel,
1991). These schools of thought contend that I'E€stments do have a positive impact on

organizations productivity.

The impact of ICT investments on a company’s ougnd productivity depends on the
size of the company because the decisions are loaséidferent expectations in different
company sizes (Dozier & Chang, 2006). Dozier amér@ (2006) in their concluding

remarks stated that on average, sectors with |l@@mpanies dedicated a larger
percentage of their business expenses to inform#&tichnology than smaller companies
and that with higher Technology levels employeesll@lecreased resulting in higher

efficiency and higher productivity level.

Developed countries have higher productivity levelated to ICT investment than
developing countries (Dedrick, Shih & Kraemer, 2D0@he reasons given are;
developing countries lacked complementary assetsh sas human capital and
telecommunications infrastructure needed to supg@&thnology use and had less
experience with Technology, and as a result had leatned to use Technology
effectively. The other reason was lack of apprdpr@oductivity measuring techniques
to capture the impacts of Technology on produgtiuit standard production function
models (Dedrick, Shih & Kraemer, 2006). Governmaulicy on openness to the global

economy also influences the impacts of Technologgyctivity. Global openness can
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provide access to a broad range of technical andagaial knowledge that exists

beyond its borders (Dedrick, Shih & Kraemer, 2006).

2.4 Summary of the Chapter

From the foregoing review of relevant literatutewias evident that research in the area
of bank innovations has been done but not in a cengmsive approach. All the literature
reviewed indicated that previous researchers oonhlycentrated on a few variables of
innovations while this study covered additional ortant variables that were omitted by
previous studies like electronic funds transfertesys, mobile banking and point of sale
terminals. This makes the study more comprehenBnmn survey of relevant literature,
it was found that there are few studies specificKienya on the link of financial
innovations and performance of commercial banks #mely omitted moderating
variables. This study therefore filled these peringaps in literature by studying the
effects of bank innovations on selected key peréoroe indicators of commercial banks

in Kenya.
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CHAPTER THREE: RESEARCH METHODOLOGY

3.1 Introduction

This chapter covers the approach taken in handhegresearch. It covers the research
design, population of the study, data collectiod d@ata analysis methods that will be

deployed to achieve research objective.

3.2 Research Design

The study was a cross-sectional survey. The sumasyof the existing commercial banks
in Kenya. This was a qualitative research whichedebn qualitative data. This research
investigated the why and how of decision makingsIvery suitable where questions
such as how, why and what are investigated reggmicertain phenomena and it allows
for in-depth exploration of issues. The answersht questions are able to give a real

picture of the situation without interference bg tiesearcher.

3.3 Population of the Study

The study focused on all commercial banks existimghe industry shown in the
appendix. Central Bank of Kenya (2014) puts the Imemof commercial banks in Kenya
as 43 by the end of the year 2014. The unit ofy@mawas individual commercial bank

represented by the relevant bank staff the brandiolesot count as separate units.

The commercial banking sector has been selectgdlyabecause the banking industry

has always taken a leading role in the implemeotadif modern ICT solutions. Again, it
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is an attractive field of study because the bankmnayistry invests a lot in technological

infrastructure (Misatet al., 2010).

3.4 Data Collection

Data was collected through the use of primary awbisdary data collection methods.
Primary data is data that is generated first tiorepirposes of the research at hand. The
primary data was collected through the use of ai-sémctured questionnaire, having
both open-ended and closed-ended questions (ashedtain the appendix 1). The
guestionnaire was divided into two parts. The fpatt got the demographic information
on the bank that was deemed relevant for the sittdle the second part examined the
level of technology adoption within the bankingteeand the effect of technology on
performance of the banking sector in Kenya. Thedles Likert type scale has been
adopted for the study. The questionnaires wereveleld personally and through email.

Follow up was done through emails, telephone ealtspersonal visits.

Secondary data is data that already exists in waniecords because they are collected for
other purposes other than that of the researchrat.nThe secondary data comprised of
data from journals, media sources, banking wehsiewsletters, banking brochures and
from the legislating authorities being Central BarilkkKenya (CBK) and Kenya bankers

association (KBA).
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3.5 Data Analysis

Data analysis means categorizing, manipulating,nsansing and presenting data so as
to obtain answers to the research question. Theoparof data analysis is therefore to

obtain meaning from the data that had been collecte

Before processing the responses, the completediopesires were sorted, checked and
edited for completeness and consistency. The dasalven coded to enable the responses
to be grouped into various categories. Descripstatistics techniques were used to
analyze the quantitative data. Coding was done R$S analyzed and the output
interpreted in frequencies, percentages, mean scetandard deviation and rankings.
The findings were presented using tables, graptioencharts. This was enhanced by an

explanation and interpretation of the data.

In addition, the study conducted a multiple regmssanalysis to determine the

relationship between technology and firm perforneaadiere the technology variables
were regressed against the firm performance. Tédtseof the regression analysis were
interpreted based on the R square, significand¢esiatistics and the significance of beta
values from the coefficients of the X variablegyrficance was tested at 5% level. The

regression model wa¥ (= Bo + P1X1 + P2X2 + PaX3 + BaX4 + £):

Whereby Y = Firm Performance
X1 = Automated Teller Machines (ATMs)
X2 = Debit & Credit Cards

X3= Point of Sale (POS) Terminals

23



X4 = Mobile Banking
X5 = Internet Banking
Xe = Electronic Funds Transfer

e = Error term andpo B1 B> ps and B, are the regression equation
coefficients for each of the variables discussed.
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CHAPTER FOUR: DATA ANALYSIS FINDINGS AND DISCUSSION

4.1 Introduction

This chapter presents the study's findings basedralysis of its primary data. To
facilitate ease of dissemination and understanfbinghe target audience, presentation of
findings is done using tables and figures. Morepbetow each statistical presentation

relevant explanations and interpretations are given

4.2 Response Rate

From the targeted population of 43 respondents wace all drawn from commercial
banks in Kenya, 38 responded. This added up tosponse rate of 88%, which was
considerably sufficient to guarantee representdtnaings. According to Bell (2005), a
response rate of 60% is adequate to permit datgsamarable 4.1 shows the contributive

proportions of responses obtained.

Table 4.1: Response Rate

Frequency Percent (%)
Responded 38 88
Non-respondents 5 12
Total 43 100
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4.3: Demographic Characteristics

4.3.1 Respondents by Gender

The respondents were requested to indicate thedege Accordingly, the findings are as

presented in the Figure 4.1.

Figure 4.1: Respondents Gender

According to the findings, majority (59%) were maled 41 % were female. This implies

that even though most of the responses emanatednfii@es there was gender balance.

4.3.2 Respondents’ Distribution by Age

The study sought to establish the age of the refgde and the findings are as shown in

Table 4.2.
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Table 4.2: Respondents’ Distribution by Age

Frequency Percent (%)
20-28 years 2 6
29-35 years 6 17
36-43 years 16 42
44-51 years 11 28
Above 51 years 3 7
Total 38 100.0

Most (16) of the respondents were 36-43 years, e w4-51 years, 6 were 29-35 years,
3 were above 51 years and 2 were 20-28 years.dBpists that most of the respondents

were 36-43 years old.

4.3.3 Respondents Highest Level of Education

The respondents were asked to indicate their highesl of education and the findings

are as illustrated in Table 4.3.

Table 4.3: Respondents Highest Level of Education

Category Frequency Percentage (%)
Bachelor level 15 39%
Master's Level 23 61%
Total 38 100
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In terms of their education level, the study firgirshow that 61% had reached Master’s
level and 39% had reached Bachelor’'s level. Thipiaie that all respondents had

attained university education.
4.3.4 Respondents’ by Department

The respondents were asked to indicate the depatrtitteey are based in their
organization. All the respondents stated that these based in the ICT department. This
information shows that the respondents could hedelpon to give accurate information
with regard to the effect of the use of informatmmmmunication technology (ICT) on

firm performance of commercial banks in Kenya.
4.3.5 Period of Time Respondents Worked with this @anization

The study requested the respondents to state hogv tleey have worked with their

organization.

Figure 4.2: Period of Time Respondents Worked witlthis Organization

Less than twenty years ; 9%

Less than fifteen years — 36%

Less than ten years 52%

with this Organization

Less than five year 3%

Period of Time Respondents Worked

0% 10% 20% 30% 40% 50% 60%

Percent
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The study found that 52% of the respondents hadkedom their organization for less
than ten years, 36% of the respondents had work#uakeir organization less than fifteen
years, 9% of the respondents had worked in thgiarozation for less than twenty years
and 3% of the respondents had worked in their azgéion for less than five years. This
depicts that the most of the respondents have wofke their organization for a

reasonable period of time and therefore had acatedila lot of knowledge and skills

over time making them suitable to provide inforraatfor this study.

4.4 Level of ICT Adoption in Respondents Bank

The study investigated the ICTs that have beentaddpy the respondents’ organization.

The findings are presented in the table below.

Table 4.4: Level of ICT Adoption in Respondents Bak

TECHNOLOGY ADOPTIO N Frequency Leve
Automated Teller Machines (ATM 43
Debit & Credit Card 43
Point of Sale (POS) Termin: 43
Mobile Banking 43
Internet Bankin 43
Electronic Funds Transl 43

The findings reveal that the respondents bank hdaptad various ICTs including;

Automated Teller Machines (ATMs), Debit & Credit ids, Point of Sale (POS)
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Terminals, Mobile Banking, Internet Banking andd&enic Funds Transfer as indicated

by the frequency level of 43 each.

4.5 Effect of the Use of ICT on Total Income

The study investigated the effect of bank ICT ozcomes of the bank by requesting their
respondents to indicate their level agreement sfigtements relating to effect of bank

ICT on incomes of the bank. The findings are asqmeed in Table 4.5.

Table 4.5: Effect of the Use of ICT on Total Income

Mean | Std
Dev.

Automated Teller Machines (ATMs)

ATMs have had a positive effect of increasing cossion fee based3.86 | 0.225
Income

ATMs have influenced positively the increase oémest based income 3.99 | 0.135

ATMs have expanded the income generating poteottidide bank 4.45 | 0.415

Overall 4.10 | 0.258

Debit & Credit Cards

Debit & credit cards have had a positive effect iotreasing 3.97 | 0.169
commission fee based income

Debit & credit cards have influenced positively therease of interest4.42 | 0.333
based inconr

Debit & credit cards have expanded the income geimey potential of 4.36 | 0.178
the bank

Overall 4.25 0.227

Point of Sale (POS) Terminals

POS terminals have had a positive effect of incngasommission fe¢ 3.91 | 0.211
based inconr

POS terminals have influenced positively the inseeaf interest based3.71 | 0.241
income

POS terminals have expanded the income generattentml of the 4.29 | 0.346
bank
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Overall 3.97 0.266

Mobile Banking

Mobile banking has had a positive effect of inchegommission fee 4.01 | 0.445
based income

Mobile banking has influenced positively the in@eaf interest base#.22 | 0.177
INCOMme

Mobile banking has expanded the income generatoignpial of the 4.49 | 0.341
bank

Overall 424 | 0.321

As shown in Table 4.5, most of the respondentseatieat bank ICT had an effect on
incomes of the bank. To begin with mobile bankingswound to have expanded the
income generating potential of the bank (mean=)4 8uenced positively the increase
of interest based income (mean=4.22). Had a pestifect of increasing commission fee
based (mean=4.01). POS terminals have expandeddbme generating potential of the
bank (mean= 4.29). POS terminals have influencegitipely the increase of interest

based income (mean= 3.71) and that POS terminale had a positive effect of

increasing commission fee based income (mean= .3Dé&bit & credit cards have

expanded the income generating potential of thé lpaean= 4.36). Debit & credit cards
have influenced positively the increase of intetested income (mean=4.42). Debit &
credit cards have had a positive effect of increpstommission fee based income
(mean=3.97). ATMs have expanded the income genegrabtential of the bank (mean=
4.45). ATMs have influenced positively the increadeinterest based income (mean=
3.99) and ATMs have had a positive effect of insieg commission fee based income

(mean= 3.86).

31



The findings indicate that the use of ICT has ted positive effect on the total income of
the banks specifically in relation to increasingneoission fee based income, increase of
interest based income and expanding the incomeraamg potential of the bank
enhancing the performance of the organizationsaddition, debit & credit cards were
found to have the highest effect on the total ineamh the banks followed closely by
mobile banking, Automated Teller Machines (ATMsydint of Sale (POS) Terminals

respectively.

4.6 Effect of Bank ICT on Return on Assets

The study sought to investigate the effect of IQT return on assets of the bank.
Respondents were therefore asked to indicate kel of agreement with statements
regarding the effect of ICT on return on assethanr bank. The findings are presented in

Table 4.6.

Table 4.6: Effect of Bank ICT on Return on Assets

Automated Teller Machines (ATMS) Std
Mean | Dev.
ATMs influence reduction of operational costs amghde better return
on assets for the bank 4.21 | 0.421
ATMs investments have payback period of less thgea&s and hence
good return on assets 4.03 | 0.211
Incomes from ATMs have had positive impact on bizckme margins
4.37 0.216
Overall 4.20 | 0.283
Debit & Credit Cards
Debit & credit cards influence reduction of opevatl costs and hence
better return on assets for the bank 3.87 | 0.220
Debit & credit cards investments have payback penb less than 3
years and hence good return on assets 4.26 | 0.149
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Incomes from debit & credit cards have had positmpact on bank

income margins 4.37 | 0.015
Overall 4.17 | 0.128
Point of Sale (POS) Terminals

POS terminals influence reduction of operationatg@nd hence better

return on assets for the bank 4.22 | 0.167
POS terminals investments have payback periodssftlean 3 years and

hence good return on assets 3.96 | 0.322
Incomes from POS terminals have had positive impadbank income

margins 4.41 0.218
Overall 4.20 | 0.236
Mobile Banking

Mobile banking influence reduction of operationalsts and hence

better return on assets for the bank 4.16 | 0.118
Mobile banking investments have payback periodestIthan 3 years

and hence good return on assets 3.78 | 0.103
Incomes from mobile banking have had positive impacbank income

margins 4.39 0.217
Overall 411 | 0.146
Internet Banking

Internet banking influence reduction of operatiocakts and hence

better return on assets for the bank 4.11 | 0.145
Internet banking investments have payback periokksd than 3 years

and hence good return on assets 4.24 | 0.264
Incomes from internet banking have had positive aotpon bank

income margins 4.51 | 0.338
Overall 4.29 | 0.249
Electronic Funds Transfer

Electronic funds transfer influence reduction ofegional costs and

hence better return on assets for the bank 4.06 | 0.233
Electronic funds transfer investments have paylpaclod of less than 3

years and hence good return on assets 4.22 | 0.177
Incomes from electronic funds transfer have hadtipesimpact on

bank income margins 4.30 | 0.189
Overall 4.19 | 0.200
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The findings in Table 4.6, most of the respondegtged that ICT had an effect on return
on assets of the banks. Firstly incomes from ATMsehhad positive impact on bank
income margins (mean= 4.3ATMs influence reduction of operational costs aetde
better return on assets for the bank (mean=4.24)AaMs investments have payback
period of less than 3 years and hence good retuassets (mean= 4.03). Incomes from
debit & credit cards have had positive impact onkbamcome margins (mean=4.37).
Debit & credit cards investments have payback pedbless than 3 years and hence
good return on assets (mean= 4.26). Debit & creditds influence reduction of
operational costs and hence better return on aksetse bank (mean= 3.87). Incomes
from POS terminals have had positive impact on backme margins (mean= 4.41).
POS terminals influence reduction of operationate@nd hence better return on assets
for the bank (mean= 4.22) and that POS terminalestments have payback period of
less than 3 years and hence good return on asset£ 3.96). Incomes from mobile
banking have had positive impact on bank incomegmarmean=4.39). Mobile banking
influence reduction of operational costs and hdmetter return on assets for the bank
(mean=4.16). Mobile banking investments have paylpaciod of less than 3 years and

hence good return on assets (mean=3.78).

Incomes from internet banking have had positiveaaotpn bank income margins (mean=
4.51). Internet banking investments have paybaciogef less than 3 years and hence
good return on assets (mean= 4.24). Internet bgnkifuence reduction of operational
costs and hence better return on assets for thk fmpan= 4.11). Incomes from

electronic funds transfer have had positive impacbank income margins (mean=4.30).
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Electronic funds transfer investments have paylpaeiod of less than 3 years and hence
good return on assets (mean=4.22)ectronic funds transfer influence reduction of

operational costs and hence better return on afssetse bank (mean=4.06).

These findings imply that the use of ICT has lechtpositive effect on the return on
assets of the banks. ICT has influenced the incoiargins, payback period of less than 3
years and reduction of operational costs. Fin#fig,findings further portray that internet
banking has the highest effect on the return oatass the banks followed by automated
teller machines (ATMs), point of sale (POS) ternsnalectronic funds transfer, debit &

credit cards as well as mobile banking respectively

4.7 Effect of Bank ICT on Bank Profitability

The respondents were asked to state their levabement with statements regarding
the effect of bank ICT on profitability of the bankhe findings are as presented in Table

4.7.

Table 4.7: Effect of Bank ICT on Bank Profitability

Mean | Std
Automated Teller Machines (ATMS)
Income from ATMs has high margin hence contributpgsitively to
L 4.39 | 0.218
bank annual profitability
ATMs have low maintenance costs leading to highelevof
o . e 4.41 | 0.002
profitability over their economic lifetime
Investment in ATMs in mostly motivated by profitsthe bank
4.4€ | 0.01¢
Overall 4.4z |0.07¢
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Debit & Credit Cards

Income from debit and credit cards has high mangimce contributing

)

" L 3.96 | 0.317
positively to bank annual profitability
Debit and credit cards have low maintenance cassdlihg to high
L . e 4.02 | 0.247
levels of profitability over their economic lifeten
Investment in debit and credit cards is mostly redgd by profits tag
4.0€ | 0.32¢
Overall 4.01 |0.29]
Electronic Funds Transfer
Income from electronic funds transfer has high nmar@ence
I " e 4.09 | 0.247
contributing positively to bank annual profitabyjlit
Electronic funds transfer have low maintenancesctesding to high
L . e 4.11 | 0.366
levels of profitability over their economic lifeten
Investment in electronic funds transfer is mosthtirated by profits tg
4.28 | 0.139
the bank
Overall 4.1¢ | 0.25]
Point of Sale (POS) Terminals
Income from POS terminals has high margin hencetriboning
" L 3.96 | 0.271
positively to bank annual profitability
POS terminals have low maintenance costs leadingdio levels of]
401 | 0.211
profitability over their economic lifetime
Investment in POS terminals is mostly motivateglufits to the bank
A€ N1A¢
Overall 4.04 |0.21C
Mobile Banking
Income from mobile banking has high margin hencetrdouting
" o 4.06 | 0.271
positively to bank annual profitability
Mobile banking has low maintenance costs leadingigin levels of]
o . e 4.22 | 0.325
profitability over their economic lifetime
Investment in mobile banking is mostly motivated fpfits to the
4.00 | 0.442
bank
Overall 4.0 | 0.34¢
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Internet Banking

Income from internet banking has high margin henoatributing

4.33 | 0.292
positively to bank annual profitability

Internet banking has low maintenance costs leattingigh levels of

o . e 418 | 0.211
profitability over their economic lifetime

Investment in internet banking is mostly motivatey profits to the
4.27 |0.38i

Overall 4.2¢ |0.297

From the findings in Table 4.7 majority of the resdents agreed that ICT had an effect
on profitability of the banks. To start with investnt in ATMs in mostly motivated by
profits to the bank (mean= 4.46)TMs have low maintenance costs leading to high
levels of profitability over their economic lifeten(mean=4.41)income from ATMs has
high margin hence contributing positively to banknaal profitability (mean= 4.39).
Investment in debit and credit cards is mostly maigd by profits to the bank
(mean=4.06). Debit and credit cards have low maartee costs leading to high levels of
profitability over their economic lifetime (mean=02). Income from debit and credit
cards has high margin hence contributing posititelypank annual profitability (mean=
3.96). Investment in electronic funds transfer sstty motivated by profits to the bank
(mean=4.28). Electronic funds transfer have lowmeaiance costs leading to high levels
of profitability over their economic lifetime (mea#.11).Income from electronic funds
transfer has high margin hence contributing posliyivio bank annual profitability
(mean=4.09). Investment in POS terminals is mostbtivated by profits to the bank
(mean=4.16). POS terminals have low maintenancés desding to high levels of
profitability over their economic lifetime (mean=04). Income from POS terminals has

high margin hence contributing positively to banknaal profitability (mean= 3.96).
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Mobile banking has low maintenance costs leadingigh levels of profitability over
their economic lifetime (mean=4.22). Income from hi® banking has high margin
hence contributing positively to bank annual padditity (mean= 4.06). Investment in
mobile banking is mostly motivated by profits tetbank (mean= 4.00). Additionally,
income from internet banking has high margin heaogetributing positively to bank
annual profitability (mean= 4.33). Investment iteimet banking is mostly motivated by
profits to the bank (mean= 4.27). Internet bankiag low maintenance costs leading to

high levels of profitability over their economiédtime (mean= 4.18).

The findings indicate that the use of ICT has peody affected the profitability of the
banks through high margin and low maintenance cdsts findings also portray that
automated teller machines (ATMs) coming in next vmsrnet banking, electronic funds
transfer, mobile banking, point of sale (POS) teads and debit & credit cards

respectively.

4.8 Effect of Bank ICT on Customer Deposits

The study investigated the effect of bank ICT opasits of the respondents’ bank. The

findings are tabulated below.

Table 4.8: Effect of Bank ICT on Customer Deposits

Automated Teller Machines (ATMS)
Mean | Std
ATM services have attracted more retail depositorshe bank
3.9€ | 0.22¢
ATMs have enabled customers to access their depadit ease for
. 3.99 | 0.251
withdrawal
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ATMs have attracted corporate depositors and degposi

4.0z | 0.41c
Overall 3.9¢ | 0.29¢
Debit & Credit Cards
Debit & credit cards services have attracted metailrdepositors fof
e 4.1z | 0.33¢
Debit & credit cards services have enabled custsrteraccess thejr
o , 4.07 | 0.189
deposits with ease for withdrawal
Debit & credit cards services have attracted ca@j@odepositors and
. 3.69 | 0.116
deposits
Overall 3.9¢ |0.21¢
Point of Sale (POS) Terminals
POS terminal services have attracted more retgbsltors for the
] 3.88 | 0.007
POS terminal services have enabled customers gssitheir deposits
. . 4.02 | 0.337
with ease for withdrawal
POS terminal services have attracted corporatesitep® and deposits
4.03 | 0.218
Overall 3.9¢ 10.18%
Mobile Banking
Mobile banking services have attracted more retegositors for the
e 4.14 | 0.00:
Mobile banking services have enabled customers dess theit
o , 4.19 | 0.220
deposits with ease for withdrawal
Mobile banking services have attracted corporatpositors ang
A40C | 0141
Overall 4.14 10.121]
Internet Banking
Internet banking services have attracted morelreéguositors for the
. 4.2¢ | 0.33¢
Internet banking services have enabled customersictess theiy
o : 4.32 | 0.521
deposits with ease for withdrawal
Internet banking services have attracted corpodspositors and
3.96 | 0.229

deposits
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Overall 0.362
Electronic Funds Transfer
Electronic funds transfer services have attractedemetail depositors
0.247
for the bank
Electronic funds transfer have enabled customersadcess theiy
0.224
deposits with ease for withdrawal
Electronic funds transfer have attracted corpordgpositors and
. 0.251
deposit
Overall 4.0C | 0.241
Mobile Phones
Use of mobile phones has increased customer atbssk services
4.07 ]0.18¢
Use of mobile phones has added to more profitalsniess avenues to
4.12 | 0.336
the bank
The use of mobile phones has improved the levelepiosits for the
e 4.0z |0.41c
Use of mobile phones has led to more bank innoratio
409 |0.11¢
Mobile phones have led to more retail customers tbharporate
3.94 | 0.225
customers to the bank
Overall 4.05 | 0.25¢
Internet Services
Use of internet services has increased customessado bank services
4.0z | 0.337
Use of internet services has added to more préditabsiness avenues
4.03 | 0.218
to the bank
The use of internet services has improved the leVeeposits for the
L 4.0¢ | 0.14]
Use of internet services has led to more bank iatiors
4.14 | 0.00:
Internet services have led to more retail custonteas) corporate
4.19 | 0.220
customers to the bank
Overall 4.0¢ |0.18¢
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The respondents were asked to rate a series efratats on the effect of bank ICT on
customer deposits of their bank. As shown in tab8& most of the respondents agreed
that ATMs have attracted corporate depositors ambsits (mean= 4.02ATMs have
enabled customers to access their deposits with feasvithdrawal (mean=3.99ATM
services have attracted more retail depositorghi®ibankmean= 3.96). Debit & credit cards
services have attracted more retail depositorgHerbank (mean=4.12). Debit & credit
cards services have enabled customers to accessl¢pesits with ease for withdrawal
(mean= 4.07). Debit & credit cards services haveaeted corporate depositors and
deposits (mean= 3.69). POS terminal services h#vacted corporate depositors and
deposits (mean=4.03). POS terminal services haebleth customers to access their
deposits with ease for withdrawal (mean=4.(QS terminal services have attracted
more retail depositors for the bank (mean=3.88)biMobanking services have enabled
customers to access their deposits with ease todvaiwal (mean=4.19). Mobile banking
services have attracted more retail depositorsn®bank (mean= 4.14). Mobile banking
services have attracted corporate depositors aposdse (mean= 4.09). Internet banking
services have enabled customers to access theositepvith ease for withdrawal
(mean=4.32). Internet banking services have a#dactore retail depositors for the bank
(mean= 4.29). Internet banking services have a#tdacorporate depositors and deposits
(mean= 3.96). Furthermore, electronic funds transéevices have attracted more retalil
depositors for the bank (mean= 4.05). Electronidfutransfer have attracted corporate
depositors and deposits (mean= 3.99). Electromdduransfer have enabled customers

to access their deposits with ease for withdramaah= 3.96).
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Use of mobile phones has added to more profitabiginess avenues to the bank
(mean=4.12)Use of mobile phones has led to more bank innora{imean= 4.09). Use of
mobile phones has increased customer access toseavikes (mean=4.07). The use of
mobile phones has improved the level of depositstie bank (mean= 4.02). Mobile
phones have led to more retail customers than cat@a@ustomers to the bank (mean=
3.94). Internet services have led to more retast@mers than corporate customers to the
bank (mean=4.19). Use of internet services has tledmore bank innovations
(mean=4.14)The use of internet services has improved the lefvdeposits for the bank
(mean=4.09). Use of internet services has addedor@ profitable business avenues to
the bank (mean=4.03). Use of internet servicesilagased customer access to bank

services (mean= 4.02).

According to the findings, it can be deduced tlnt éffect of bank ICT on customer
deposits in the respondents bank is positive. This regard to attracting corporate
depositors and deposits, enabling customers tosacteir deposits with ease for

withdrawal as well aattracting more retail depositors for the bank

4.9 Inferential statistics

This section presents a discussion of the resultsferential statistics. The study

conducted a multiple regression analysis to detezrttie relative importance of each of
the variables with respect to firm performance aflks. The study applied the statistical
package for social sciences (SPSS) to code, entec@mpute the measurements of the

multiple regressions for the study. Findings aespnted in the following tables;
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Table 4.9: Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 . 918 .843 .805 .51038

a. Predictors: (Constantputomated Teller Machines (ATMsIebit & Credit CardsPoint

of Sale (POS) Terminals, Mobile Banking, InternanBing, Electronic Funds Transfer
b. Dependent Variabldirm performance of banks

Coefficient of determination explains the extentwbich changes in the dependent
variable can be explained by the change in thepedéent variables or the percentage of
variation in the dependent variable (firm performamf banks) that is explained by all
the four independent variables (Automated TellercMiaes (ATMs),Debit & Credit
Cards Point of Sale (POS) Terminals, Mobile Banking, tntt Banking and Electronic

Funds Transfer

The six independent variables that were studieglagx 84.3% of variance in firm

performance of banks as represented by theTRis therefore means that other factors
not studied in this research contribute 15.7% afavee in the dependent variable.
Therefore, further research should be conductenhutestigate the other technological

factors that affect firm performance of banks.
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Table 4.10: ANOVA (Analysis of Variance)

Model Sum of Square:df Mean Square F Sig.
1 Regressio  1.21¢ 18 114 11.83: .0C6%
Residual 5.045 25 .200
Total 6.259 43

a. Predictors: (Constant), Automated Teller Machki(®TMs), Debit & Credit Cards,
Point of Sale (POS) Terminals, Mobile Banking, intt Banking, Electronic Funds

Transfer
b. Dependent Variablgerformance of banks

Analysis of Variance (ANOVA) consists of calculat®that provide information about

levels of variability within a regression model aiodm a basis for tests of significance.
The "F" column provides a statistic for testing thgothesis that alﬁ# 0 against the

null hypothesis thaft9 = 0 (Weisberg, 2005). From the findings the sigaifice value is
.006 which is less that 0.05 thus the model isssieally significance in predicting how
Automated Teller Machines (ATMs), Debit & Credit ids, Point of Sale (POS)
Terminals, Mobile Banking, Internet Banking and dtenic Funds Transfer affect firm
performance of banks. The F critical at 5% levels@nificance was 3.23. Since F
calculated is greater than the F critical (valuEl-833), this shows that the overall model

was significant.
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Table 4.11: Multiple Regression Analysis

Model Unstandardized Standardized t Sig.

Coefficients Coefficients

B Std. Beta B

Error

(Constant) 3.374 .842 4.009 .000
Automated Teller Machines 0.842 .046 0.330 18.304 .001
(ATMs)
Debit & Credit Cards 0.656 13 0.032 5.046 .0041
Point of Sale (POS) 0.696  .060 011 11.6000 .025
Terminals
Mobile Banking 0.752 .88 0.167 0.855 .0015
Internet Banking 0.705 .65 0.154 1.085 .0022
Electronic Funds Transfer 0.672 .094 131 7.1489 .038

From the regression findings, the substitutiorheféquation;

(Y = pO+ BLX1 +p2X2 + B3X3+ p4X4) becomes:

Y= 3.374+ 0.842%+ 0.656X+ 0.696>+0.752X%+0.705X%+ 0.672X% +

Where Y is the dependent variable (performanceanikb), X is the Automated Teller
Machines (ATMs) variable, Xis the Debit & Credit Cards, 3Xs Point of Sale (POS)
Terminals variable, Xis the Mobile Banking variable,sfs the Internet Banking variable

and X%is the Electronic Funds Transfer variable.

According to the equation, taking all factors (Auiated Teller Machines (ATMs), Debit
& Credit Cards, Point of Sale (POS) Terminals, MeBanking, Internet Banking,
Electronic Funds Transfer) constant at zero, perémce of banks will be 3.374. The data
findings also show that a unit increase in Autordakeller Machines (ATMs) will lead
to a 0.842 increase in performance of banks. Ainnrease in Debit & Credit Cards will

lead to a 0.656 increase in performance of bankmitaincrease in Point of Sale (POS)
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Terminals will lead to a 0.696 increase in perfanoe of banks. A unit increase in
Mobile Banking will lead to a 0.752 increase infpemance of banks. A unit increase in
Internet Banking will lead to a 0.705 increase @nfprmance of banks, a unit increase in

Electronic Funds Transfer will lead to a 0.672 @age in performance of banks.

At 5% level of significance and 95% level of comfitte, Automated Teller Machines
(ATMs) had a 0.001 level of significance. Debit &Qit Cards had 0.0041. Point of Sale
(POS) Terminals had 0.025. Mobile Banking had 0500dternet Banking had 0.0022.
Electronic Funds Transfer had 0.38 level of sigaifice implying that the most
significant factor is Automated Teller Machines (A3), Debit & Credit Cards, Point of
Sale (POS) Terminals, Mobile Banking, Internet Bagkand lastly Electronic Funds

Transfer.

4.10 Discussion of Findings

The main objective of this study is to examine tingpact of information and
communication technology (ICT) on the efficiency @admmercial banks in Kenya. In
order to do that some important variables suchAd$/ usability, e-banking services,
Point of Sale Terminals, Debit and Credit Cardggasaere regressed on return on Firm

Performance.

The results from the regression model show thausieeof ICT in the banking industry

does have an impact on the improved performanteeaselected banks.
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CHAPTER FIVE: SUMMARY, CONCLUSION AND RECOMMENDATIO NS

5.1 Introduction

This chapter presents the summary and discussidheofindings, it also provides the
conclusions and recommendations of the study basdte objectives of the study. The
objectives of this study were to assess the leteddoption as well as the effect of

information communication technology (ICT) withimet commercial banks in Kenya.

5.2 Summary of the Findings

The results of the study indicate that the investnom ICT in banks has become a key
element of productivity and profitability of the Kgan banking industry. Increased
investment in this area has contributed to the lk&ngverall growth. The study reveals
that ICT also enables banks to offer a broad waétservices to clients and automate
operational activities within the organization aslivas respond to market demands and

completion.

5.2.1 The level of adoption of information communiation technology (ICT) within

the commercial banks in Kenya

The study found out that the banks had adoptedbwsriCTs including; Automated
Teller Machines (ATMs), Debit & Credit Cards, PooftSale (POS) Terminals, Mobile

Banking, Internet Banking and Electronic Funds §fan

5.2.2 The effect of information communication techalogy (ICT) within the

commercial banks in Kenya
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The study also found out that the bank ICT had féeceon incomes of the bank. To

begin with mobile banking was found to have; exmahthe income generating potential
of the bank, influenced positively the increasenérest based income, had a positive
effect of increasing commission fee based. POSitalswere found to have; expanded
the income generating potential of the bank, infaexl positively the increase of interest
based income and have had a positive effect oéasting commission fee based income.
Debit & credit cards were found to have; expandedincome generating potential of the
bank, influenced positively the increase of intedegsed income have had a positive
effect of increasing commission fee based inconiéM# were found to have; expanded
the income generating potential of the bank, infaexl positively the increase of interest

based income and have had a positive effect obfasting commission fee based income.

The study established that ICT had an effect oarmebn assets of the banks. Firstly
incomes from ATMs have had positive impact on baglome margins, ATMs influence
reduction of operational costs and hence bettewrmein assets for the bank and ATMs
investments have payback period of less than 3yaait hence good return on assets. In
addition, it was revealed that incomes from debitr&dit cards have had positive impact
on bank income margins. Debit & credit cards invesits have payback period of less
than 3 years and hence good return on assets. &ebédit cards influence reduction of
operational costs and hence better return on assethe bank. Incomes from POS
terminals were found to have had positive impact bamk income margins. POS

terminals were found to influence reduction of @penal costs and hence better return

48



on assets for the bank and POS terminals invessmere found to have payback period

of less than 3 years and hence good return onsasset

The study further determined that incomes from edianking have had positive impact
on bank income margins. Mobile banking influencdution of operational costs and
hence better return on assets for the bank. Mdialeking investments have payback
period of less than 3 years and hence good retuassets. In relation to internet banking
the study found out that it had positive impactbamk income margins, the investments
have payback period of less than 3 years and hgooe return on assets and internet
banking influence reduction of operational costd hance better return on assets for the
bank. Incomes from electronic funds transfer wexentl to have had positive impact on
bank income margins, electronic funds transfer siwents have payback period of less
than 3 years and hence good return on assets anttoeic funds transfer influence

reduction of operational costs and hence bettarnmain assets for the bank.

The study revealed that ICT had an effect on @biity of the banks. To start with
investment in ATMs were found to be mostly motivhtey profits to the bank, ATMs
have low maintenance costs leading to high levélprofitability over their economic
lifetime and income from ATMs has high margin hewmoatributing positively to bank
annual profitability. Investment in debit and ctedards were also found to be mostly
motivated by profits to the bank, the debit anddireards were found to have low
maintenance costs leading to high levels of proilityg over their economic lifetime
while income from debit and credit cards was fouondhave high margin hence

contributing positively to bank annual profitabjlit Investment in electronic funds
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transfer was found to be mostly motivated by psafit the bank, electronic funds transfer
were also found to have low maintenance costsmgatdi high levels of profitability over
their economic lifetime anshcome from electronic funds transfer was foundaweehhigh

margin hence contributing positively to bank anrurafitability.

Additionally the study established that investm@enPOS terminals is mostly motivated
by profits to the bank, POS terminals have low nsiance costs leading to high levels
of profitability over their economic lifetime antidome from POS terminals has high
margin hence contributing positively to bank annpabfitability. According to the
findings mobile banking has low maintenance casasling to high levels of profitability
over their economic lifetime, income from mobilenkang has high margin hence
contributing positively to bank annual profitabjliand investment in mobile banking is
mostly motivated by profits to the bank. In relatito internet banking, the study found
out that income from internet banking has high nmatgence contributing positively to
bank annual profitability, investment in internetnixing is mostly motivated by profits to
the bank and internet banking has low maintenammstscleading to high levels of

profitability over their economic lifetime.

The study ascertained that bank ICT had an effiecustomer deposits of their bank. To
start with, ATMs were found to have attracted coap® depositors and deposits, have
enabled customers to access their deposits withfeasvithdrawal and its services have
attracted more retail depositors for the bank. D&liredit cards services were found to
have attracted more retail depositors for the blaake enabled customers to access their

deposits with ease for withdrawal as well as dtitngoccorporate depositors and deposits.
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POS terminal services were also found to have citla corporate depositors and
deposits, enabled customers to access their depodih ease for withdrawal and
attracted more retail depositors for the bank. ndther hand mobile banking services
were found to have enabled customers to accessdiygosits with ease for withdrawal,
attracted more retail depositors for the bank atich@ed corporate depositors and
deposits. They study moreover found out that irgeilmanking services have enabled
customers to access their deposits with ease ftidvawal, attracted more retall
depositors for the bank and attracted corporat@sieps and deposit. Electronic funds
transfer services have attracted more retail degrssfor the bank, attracted corporate
depositors and deposits and enabled customerscessadheir deposits with ease for

withdrawal.

Use of mobile phones was found to; have added te rpmfitable business avenues to
the bank, led to more bank innovations, increasestotner access to bank services,
improved the level of deposits for the bank and fedmore retail customers than
corporate customers to the bank. Finally, inteseevices were found to have led to more
retail customers than corporate customers to tmk,b@d to more bank innovations,
improved the level of deposits for the bank, adaechore profitable business avenues to

the bank and increased customer access to barikeserv
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5.3 Conclusion

Based on the findings, this study concludes thatlianks had adopted various ICTs
including; Automated Teller Machines (ATMs), Deldit Credit Cards, Point of Sale

(POS) Terminals, Mobile Banking, Internet Bankimgld&lectronic Funds Transfer.

The study further concludes that the effect of b&dK on customer deposits in the
respondents bank is positive. This is in regardattoacting corporate depositors and
deposits, enabling customers to access their dspegh ease for withdrawal as well as

attracting more retail depositors for the bank.

Additionally, the study concludes that ICT has tec positive effect on the total income
of the banks specifically in relation to increasc@mnmission fee based income, increase
of interest based income and expanding the incoerergting potential of the bank
enhancing the performance of the organizationadtttion, debit & credit cards have the
highest effect on the total income of the bank$oWéd closely by mobile banking,

Automated Teller Machines (ATMs) and Point of S&#©S) Terminals respectively.

The study also concludes that the use of ICT hdisde positive effect on the return on
assets of the banks. ICT has influenced the incoiargins, payback period of less than 3
years and reduction of operational costs. Intebagiking has the highest effect on the
return on assets of the banks followed by automsgler machines (ATMs), point of

sale (POS) terminals, electronic funds transfebitd& credit cards as well as mobile

banking respectively.
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Finally, the study concludes that the use of IC% pasitively affected the profitability of

the banks through high margin and low maintenamstsc Automated teller machines
(ATMs) has the highest effect on the profitabily the banks coming in next was
internet banking, electronic funds transfer, mobgaking, point of sale (POS) terminals

and debit & credit cards respectively.

5.4 Recommendations

Based on the finding, this study recommends that;

The banks management should consider ICT usagesgthrtheir organizational levels
and try to expose the positive influences of ICTtheir organizations. Moreover, this
research indicates ICT can be developed to prodrasucts for increasing performance

of the organizations.

Although ICT adoption in the organization improyesrformance, managers should be

aware that without complementary investment thigoofunity may change to threat.

The banks management should provide appropriatasinéicture in order to reengineer
the business processes and stabilize and supporpdkitive contribution of ICT in

performance.

5.5 Suggestions for further Studies

Nowadays, ICT investments become much more impbftarcompanies not only as the

new technologies to produce products but also astfabler to increase performance.
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This study investigated the level of adoption adlvas the effect of information

communication technology (ICT) within the commeldianks in Kenya.

As a recommendation for future research, reseacsieould investigate this topic in
other sectors or other governmental companies iny&eto compare the findings.
Furthermore, economic view is the approach thactied this study, it is suggested that
future researchers investigate the impact of ICdmfrother perspectives, such as
influences of ICT in creating value for customersimpact of ICT on other resources

like labors. It is also useful to investigate thgact of ICT in organizational culture.

5.6 Limitations of the Study

The study is limited to the banking industry in lganlt recommends research in other
sectors of the economy such as telecommunicatitimshvis a key driver of the country’s

economy.

It also limits the scope to internet banking, ATMs;banking services without
scrutinizing the operating models and the diffeeemt automation within the banks

structures.
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APPENDICES
Appendix I: Research Questionnaire
SECTION A: Demographic Information
(Please complete this section by checking the cbamswer)

1. Whatis your gender? [ | Male [ ] Flema

2. What is your age Bracket?
2028 284 el 445 Above s

3. What is your level of education?

Certificate/ Diploma level [ ]

Bachelor level I:l
Master's Level |:|
PhD level ]
4. What department are you based in the

OrganiZatioN?.....ccovveeee et

5. How long have you worked with this organization?

Less than five year ()
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Less than ten years ()

Less than fifteen years ()
Less than twenty years ()
More than twenty years ()

SECTION B: LEVEL OF ICT ADOPTION IN YOUR BANK

6. Which of the following ICTs have been adopted byrye@rganization? Tick

where appropriate.

TECHNOLOGY ADOPTION X

Automated Teller Machines (ATMs)

Debit & Credit Card

Point of Sale (POS) Termin.

Mobile Bankinc

Internet Bankin

Electronic Funds Transi

()1 01T £

SECTION C: EFFECT OF THE USE OF ICT ON TOTAL INCOME
7. This section has statements regarding the effettaok ICT on incomes of the
bank. Kindly respond with the response that matgleesopinion. Please tick as
appropriate in the boxes using a tich or cross mark (x)Use a scale of 1 to 5

where 1 isto no extent and 5 isto a great extent.

62



Automated Teller Machines (ATMS)

ATMs have had a positive effect of increasing coswiain fee based income

ATMs have influenced positively the increase oéiest based income

ATMs have expanded the income generating poteottidile bank

Debit & Credit Cards

Debit & credit cards have had a positive effecinafeasing commission fee
based incorr

Debit & credit cards have influenced positively therease of interest based
income

Debit & credit cards have expanded the income gdimgr potential of the
banl

Point of Sale (POS) Terminals

POS terminals have had a positive effect of inéngasommission fee based
income

POS terminals have influenced positively the inseeaf interest based income

POS terminals have expanded the income generatiegiial of the bank

Mobile Banking

Mobile banking has had a positive effect of inciegsommission fee based
income

Mobile banking has influenced positively the ingeaf interest based income

Mobile banking has expanded the income generatitgnpial of the bank

SECTION D: EFFECT OF BANK ICT ON RETURN ON ASSETS

8. This section has statements regarding the effel€dfon return on assets of the
bank. Kindly respond with the response that matgleesopinion. Please tick as
appropriate in the boxes using a tich or cross mark (x)Use a scale of 1 to 5

where 1 isto no extent and 5 isto a great extent.
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Automated Teller Machines (ATMS) 1

ATMs influence reduction of operational costs arghde better return on
assets for the ba

ATMs investments have payback period of less thaieés and hence good
return on asse

Incomes from ATMSs have had positive impact on biaclome margins

Debit & Credit Cards

Debit & credit cards influence reduction of opesatil costs and hence better
return on assets for the b:

Debit & credit cards investments have payback pleoioless than 3 years and
hence good return on ast

Incomes from debit & credit cards have had positimpact on bank incomg
margin:

Point of Sale (POS) Terminals

POS terminals influence reduction of operationats@nd hence better return
on assets for the bal

POS terminals investments have payback periodssftlean 3 years and hence
good return on asse

Incomes from POS terminals have had positive imgattbank income
margins

Mobile Banking

Mobile banking influence reduction of operationalsts and hence bette
return on assets for the ba

D
=

Mobile banking investments have payback periodessIthan 3 years and
hence good return on ass

Incomes from mobile banking have had positive inpaic bank income
margins

Internet Banking

Internet banking influence reduction of operatiosakts and hence better
return on assets for the ba

Internet banking investments have payback periotesd than 3 years and
hence good return on ass

Incomes from internet banking have had positive d@atpon bank incom
margin:

D

Electronic Funds Transfer

Electronic funds transfer influence reduction ofergiional costs and hence
better return on assets for the b

Electronic funds transfer investments have paylpaeiod of less than 3 years
and hence good return on as

Incomes from electronic funds transfer have haditipesimpact on bank
income margin
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SECTION E: EFFECT OF BANK ICT ON BANK PROFITABILITY

9. This section has statements regarding the effesaok ICT on profitability of the
bank. Kindly respond with the response that matgleesopinion. Please tick as
appropriate in the boxes using a tich or cross mark (x)Use a scale of 1 to 5

where 1 isto no extent and 5 isto a great extent.

Automated Teller Machines (ATMs)

Income from ATMs has high margin hence contributpagitively to
bank annual profitability

ATMs have low maintenance costs leading to higlelewf profitability
over their economic lifetime

Investment in ATMs in mostly motivated by profitsthe bank

Income from ATMs has high margin hence contributpagitively to
bank annual profitability

ATMs have low maintenance costs leading to higlelewf profitability
over their economic lifetime

Investment in ATMs in mostly motivated by profitsthe bank

Debit & Credit Cards

Income from debit and credit cards has high mahgince contributing
positively to bank annual profitability

Debit and credit cards have low maintenance cesidihg to high level
of profitability over their economic lifetime

"2

A\1%4

Investment in debit and credit cards is mostly raggd by profits to thg
bank

Point of Sale (POS) Terminals

Income from POS terminals has high margin hencetritoning
positively to bank annual profitability
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POS terminals have low maintenance costs leadingigb levels of]
profitability over their economic lifetime

Investment in POS terminals is mostly motivateglufits to the bank

Mobile Banking

Income from mobile banking has high margin hencatrdouting
positively to bank annual profitability

Mobile banking has low maintenance costs leadingpigh levels of]
profitability over their economic lifetime

Investment in mobile banking is mostly motivateddogfits to the bank

Internet Banking

Income from internet banking has high margin hewgoatributing
positively to bank annual profitability

Internet banking has low maintenance costs leatbnbigh levels of
profitability over their economic lifetime

Investment in internet banking is mostly motivabgdprofits to the bank

Electronic Funds Transfer

Income from electronic funds transfer has high nmardpence
contributing positively to bank annual profitabyjlit

Electronic funds transfer have low maintenance scésading to high
levels of profitability over their economic lifeten

Investment in electronic funds transfer is mostiytivated by profits ta
the ban|

SECTION F: EFFECT OF BANK ICT ON CUSTOMER DEPOSITS

10.This section has statements regarding the effettaak ICT on deposits of the

bank. Kindly respond with the response that matgloesopinion. Please tick as

appropriate in the boxes using a tick&) or cross mark (xJsea scaleof 1to 5

where 1 isto no extent and 5 isto a great extent.
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Automated Teller Machines (ATMS) 1

ATM services have attracted more retail depositorshe bank

ATMs have enabled customers to access their depogih ease for
withdrawa

ATMs have attracted corporate depositors and deposi

Debit & Credit Cards

Debit & credit cards services have attracted metailrdepositors for
the bank

Debit & credit cards services have enabled custerm@raccess thejr
deposits with ease for withdray

o

Debit & credit cards services have attracted c@i@odepositors an
denosit

Point of Sale (POS) Terminals

POS terminal services have attracted more retpibsitors for the bank

POS terminal services have enabled customers &ssdbeir deposits
with ease for withdrawal

POS terminal services have attracted corporatesitep® and deposits

Mobile Banking

Mobile banking services have attracted more ratapositors for the
bank

\174

Mobile banking services have enabled customersdess their deposits
with ease for withdrawal

Mobile banking services have attracted corporat@osigors and
deposit

Internet Banking

Internet banking services have attracted morelrd&positors for the
bank

Internet banking services have enabled customersactess their
deposits with ease for withdrawal

Internet banking services have attracted corpoddpositors and
deposit

Electronic Funds Transfer

Electronic funds transfer services have attractedennetail depositor
for the ban

12}

Electronic funds transfer have enabled customeagdtess their deposits
with ease for withdrawal
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Electronic funds transfer have attracted corpordéepositors and
deposit

Mobile Phones

Use of mobile phones has increased customer attcbssik services

Use of mobile phones has added to more profitabsnless avenues to
the bank

The use of mobile phones has improved the levalegosits for the
bank

Use of mobile phones has led to more bank innoratio

Mobile phones have led to more retail customers ticarporate
customers to the ba

Internet Services

Use of internet services has increased customesado bank services

Use of internet services has added to more prdditabsiness avenues
to the bank

The use of internet services has improved the lef/eleposits for the
bank

Use of internet services has led to more bank iations

Internet services have led to more retail custontbes corporate
customers to tt bank

Thank you for taking your time to respond to this research questionnaire!
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Appendix Il: Commercial Banks in Kenya

COMMERCIAL BANKS IN KENYA

1 African Banking Corporation Lt
2 Bank of Africa Kenya Ltc

3 Bank of Baroda (K) Ltc

4 BarclaysBank of Kenya Ltc

S Bank of Indi¢

6 CFC Stanbic Bank Lt

7 Charterhouse Bank L

8 Chase Bank (K) Ltd

9 Citibank N.A Kenye

10 |Commercial Bank of Africa Ltc
11 |Consolidated Bank of Kenya Lt
12  |Cc-operative Bank of Kenya Li
13  [Credit Benk Ltd.

14 Development Bank of Kenya L
15 Diamond Trust Bank Kenya Lti
16 Dubai Bank Kenya Ltd

17 Ecobank Kenya Lt

18 Equatorial Commercial Bank Lt
19 Equity Bank Ltd.

20 Family Bank Limited

21 Fidelity Commercial Bank Lti
22  [FinaBank Ltd
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23 First community Bank Limite:
24  |Giro Commercial Bank Ltc
25  |Guardian Bank Lt

26 |Gulf African Bank Limited

27 |Habib Bank A.G Zuricl

28 |Habib Bank Ltd.

29 Imperial Bank Ltd

30 || & M Bank Ltd

31 |Jamii Bora Bank Limitec

32 Kenya Commercial Bank L
33 K-Rep Bank Ltc

34 Middle East Bank (K) Ltc

35  |National Bank of Kenya Lt
36  |NIC Bank Ltd

37  |Oriental Commercial Bank Lt
38 |Paramount Universal Bank L
39  |Prime Bank Ltc

40  |Standard Chartered Bank Kenya
41  [Trans-National Bank Ltc

42 UBA Kenya Bank Limitec

43 \Victoria Commercial Bank Lt

Source: Central Bank of Kenya (2014)
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