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ABSTRACT
Small and medium-sized businesses (SMEs) in Ghana are adopting e-banking due
to its ability to significantly reduce information search and transaction expenses,
making business operations more efficient with payment, credit processing, and

e model, and the

approach and the
banking and its
a Metropolis that
pught to examine
ness level of SMEs

g, benefits derived

that SMEs should consider their weakness before adopting e-banking.
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ABBREVIATIONS

ATMs Automated Teller Machines
AVR Automated Voice Response
B2B Business to business

Business to Consumer
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CHAPTER ONE

INTRODUCTION

The emergence and adoption of information technology have increased

arge organisations, small and

nologies due to
Dwelling on the
tudy adopted the

ign to assess the

otiroski, 2018). According to Attah-Botchwey
(2014), electronic banking (e-banking) allows simple access to money and account
information 24 hours a day, seven days a week, and saves time for other tasks.

Banks are now able to provide convenient services to their consumers because of

1
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technological advancements. Information and communication technologies (ICTs)
have revolutionized the way businesses conduct business and are addressing the

demands of SMEs (Molla & Licker, 2019).
The use of modern ICT-based solutions has resulted in substantial changes
brand-new ways

sized businesses

Jotchwey (2014),

a day, allowing

little attention (Gehling et al., 2017).
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Online financial services, on the other hand, are a significant concern for
SMEs' sustainability (Wright & Ralston, 2012). Financial services are data-heavy
and do not require physical delivery, hence e-banking is growing faster than other

e-commerce sectors (Zekos, 2014). In the age of electronic commerce, it is critical

e their long-term
] and developing

ying degrees of

h innovative and

Es can use this

preparedness to be significant components (Yang, Xie, & Shen, 2019).
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Because the banking systems in developing nations differ greatly from those
in developed countries such as the United States, the United Kingdom, and South
Africa, SMEs in developed countries can readily embrace the electronic banking

system (World Bank, 2020). For some years, Ghana, like most developing

d transformation
0 use electronic
s new, favorable,
transactions will

tronic commerce

990s and subsequent

ditional operating

yverhaul the whole of

and operational effectiveness while also developing a stronger and more durable

commercial relationship with their clients. However, the acceptance of innovation

inside an organisation in general, and the adoption of E-banking in particular, is not

Digitized by Sam Jonah Library



© University of Cape Coast https://ir.ucc.edu.gh/xmlui

always simple, as it can be complicated and costly to implement. Previous studies
on the adoption of electronic banking have yielded a variety of results. According
to Jamieson and Lui's (2013) research, risk perception determines the intensity with
which SME entrepreneurs conduct transactions using electronic banking.

and Bisht (2012),

g. According to
earch reveal that
ever, according
2 little bearing on

3sible variances in

acceptance model,

axamine the influence

content) to certain target groups (Catherine et. al., 2020). Electronic banking,
according to existing literature, such as Yang, Xie, and Shen (2019) and Anum

(2020), provides banks with a competitive edge by lowering operational costs and
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providing the best client satisfaction. Burnham (2019), for example, stated that in
the age of electronic commerce, it is critical for banks to provide electronic banking
services to thrive.

Despite the fact that banks embraced electronic banking to relieve strain in

happened. Some
ers from using
s, while making
| of these efforts,
long queues and
estion that comes

queues and spend

and being in their

s therefore

and also to

considere

Purpose of the Study

The study seeks to analyse the impact of electronic banking adoption among

SMEs at GCB Bank Limited in Accra Metropolis.
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Research Objectives

The general objective of this study is to find out the impact of electronic

banking among SMEs in Accra Metropolis. Specifically, the study seeks to:

1. investigate whether or not SMEs are aware of electronic banking service

adoption among

on among SMEs

S to help SMEs in A olis who bank with GCB

foreign or overseas clients. This is especially true for small tourism-related service
providers. Furthermore, the findings of the study will equip SMEs lagging in e-
banking adoption to adopt the practice. This will enable them to provide a quick,

easy, reliable, and affordable means of obtaining online technical support, e-

7
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banking applications, lodging technical inquiries, requesting repairs, and invoicing.
In practice, SMEs would save time and money by utilising the internet. This is

especially useful for entrepreneurs who are geographically separated from their

counterparts in the same industry.

ion and research.
gs, e-mail is still
Step in e-banking
unicate with its
banking activity.
4

pap for SMEs and

and design an adoption

branches 0 SMEs, but only four (4)

will be studied.
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Organization of the Study

This research is divided into five sections. The background to the study,
problem statement, goal of the investigation, research objectives, research question,

significance of the study, delimitations of the study, and organisation of the study

erous literature
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CHAPTER TWO

LITERATURE REVIEW

This section examines the study's literature review. The literature review is

a collection of arguments relating to the research topic at hand. The theoretical

suggests that we
Dgies in order to

|

x Davison, 2016).

technology adoptio orie study, and two of them, the Technology
Adoption Model (TAM) (Davis, 1985) and the Technology-Organization-
Environment (TOE) framework (Tornatzky & Fleischer, 1990), are known as

rationalistic goal-oriented models. Two main institutional theories in technology

10
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adoption are King et al. (1994) Institutional Intervention Theory and DiMaggio and

Powell's (1983) Institutional Theory.

The Technology-Organization-Environment (TOE) Framework

Tornatzky and Fleischer (1990) established the technology-organization

neral technology
three factors that
xt, organisational
990). The TOE
on systems (IS)
D et al.2019) as a
has been utilised
option. It, therefore,

option of SME

King ad

Perceived ease of use, is defined as ‘the degree to which a person believes that

using a particular system would be free of effort.

11
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Perceived usefulness, is defined as ‘the degree to which a person believes that
using a particular system would enhance his or her performance’ The presentation

of TAM (Davis, 1985) is shown in Figure 1.

Perceived
usefulness

External : Attitude | Behavioral Actual

variables towards —>1 |ntention Use
usage

=

design a model to support this claim. Institutions can apply pressure through their

influence and regulatory power, and the forces of ‘supply push’ and 'demand pull’

set the stage for those activities (King et al., 1994). Innovation adoption necessitates

12
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both ‘supply push' and 'demand-pull.' The supply push innovation comes from the
innovator, while the demand-pull innovation comes from the users who want to
enjoy the innovation. Many technology adoption studies have employed this

approach, such as e-commerce adoption (Scupola, 2013); EDI adoption (Scupola,

ations are led by
2d as a system,

pwell (1983) and

|

normative, and

pressure. Even thoug ing for imitation, social actors who
have not adopted innovation may feel uncomfortable when peers they like have
done so (DiMaggio & Powell, 1983). Shi et al. (2018) discovered that normative

pressure has a major impact on Internet banking uptake. Mimetic pressures are

13
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linked to both voluntary and conscious imitation or copying of competitors' or
successful and high-status actors' techniques and behaviours (DiMaggio & Powell,

1983).

Theoretical Model for E-Banking Adoption among SMEs

and Institutional
irical basis, and
bsen all of these
ies stated above,
sed countries for
and economic

& Licker, 2019),

14
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Internal Organizational Factors
Based on current literature, this study discovered that three internal factors

had a greater impact on SMEs' adoption of e-banking. These are further discussed

below.

d spare resources

ap et al. (1992),
aterial resources,
s that have more
nnovation. SME

Zhu et al., 2016),

Perceived Benefits: According to a large body of research, perceived benefit
is a major factor in technology adoption. Lower administrative costs (Quayle,

2012), enhanced internal efficiency (MacGregor et al., 2018), improved

15
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relationships with Dbusiness partners (Poon & Swatman, 2017), improved
competitiveness (Fraser et al., 2020), and higher information quality are all
advantages of e-commerce for SMEs (Kaplan & Sawhney, 2020). According to

Mehrtens et al. (2011), perceived benefits are the most important variables in small

gives them 24/7
and pay bills. E-
0 both local and
e most important
eived benefits.

d Credibility: The

When doing web-based transactions, it is critical to have faith in both the
service providers and the system (Lee & Turban, 2011). According to Wang et al.

(2013), perceived credibility is one of the most important variables in Internet

16
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banking acceptance. The concept of perceived credibility is impersonal,
encompassing reputation, information, and economic reasoning (Ba & Pavlou,
2012). It represents how customers feel about the security and trustworthiness of

online transactions (Wang et al., 2013). As a result, perceived trustworthiness is

mpact the extent

aspects that were

'works, Internet

are all examples

. As a result,

industry’s

are insufficient (Larpsiri et al., 2012). Another problem raised by Thomas et al.
(2018) is who would carry the obligation if a financial loss occurs, as it might be

difficult to identify the location of online service providers. Banks frequently

17
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transfer risk to users of their services by signing agreements, which may make it
more difficult for clients to use these services (Attaran, 2020). The regulatory
environment in poor countries is more important than in developed countries when
it comes to innovation uptake (Zhu et al., 2016). We incorporate regulatory

)anking adoption.

rs both gain from
is termed 'wallet
nnel for offering
ails a significant
use them. Lack
gnificant adoption
ic commerce when

019), and the same is

Electronic banking, according to Mols (2018), is the automated delivery of new and

traditional banking products and services to customers via electronic medium.

18
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Customers can use this system to access their accounts, conduct business, submit
inquiries, and receive prompt responses from banks.
Electronic banking, according to Daniel (2019), is the provision of banking

services to customers via the Internet. According to other authors (Mols, 2018;

inancial services
h as the Internet,
tocol technology
rimary electronic

by the author, is

‘services such as

acceptance and co
generally divided into five categories:
Innovators: These are people who enjoy taking risks and trying new things.

They want to be the first to learn about new methods of doing things and are always

19
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on the lookout for something new. They do not accept the status quo; they believe
that change is a constant process, and that "you cannot step in the same river twice"
as Aristotle put it.

Early Adopters: People in this category are well-respected members of

ies, and they are

d early adopters
sually base their

oduct or service,

White (2011), who stue ' ations and financial distribution channel
usage in the Australian financial industry, discovered that most financial
institutions had recently rethought their strategies to take full advantage of Internet

technology, owing to competitive pressures following the introduction of

20
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deregulation in 1983. According to Tan and Teo (2020), the need to develop and

maintain banking market share has prompted many banks to spend more on better
Internet use.

Many banks have had to reconsider their Information Technology (IT)

king. They claim

ould lose clients

than the cost of

simuddin (2014),

competitiveness, and expand the number and quality of services offered in recent

decades.

21
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Technology has become increasingly important in Ghanaian banks
throughout time (Anum 2020). Traditionally, banks have looked for media that
would allow them to serve their customers more cost-effectively while also

increasing their utility Rehman et al (2022). Their main concern has been to provide

profitability and

communications

er the agenda of

phone credits using a plastic, chip, or magnetic-stripe card and a PIN issued by the

financial institution.

22
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Electronic banking is frequently credited with assisting in the fuelling of
high growth in many nations (Coombs et al., 1987). Electronic banking, it appears,
influences, not just banking and financial services, but also the direction of an

economy and its ability to continue growing. According to Essinger (2019), the

k accounts via a
count, subject to
he provision of
Federal Reserve

ternet Banking

of internet banking,
es. Informational

ple) and transactional

23
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Forms of E-Banking Service Delivery Channels
The following are the different forms of IT in the banking sector.
Automated Teller Machines (ATMs): An ATM is defined as a computer

terminal, database system, and cash vault in one unit, allowing customers to enter

or by punching
k's computerised
2019). Customers
access. They are
at airports, malls,

ere first introduced

ge of services, such

tellers (an average of 6,400 transactions per month for ATMs vs. 4,300 for human

tellers) (Rose, 2019). Furthermore, because ATMs continue to operate even when

24
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human tellers are unavailable, banks maintain a high level of productivity even after
normal business hours.
Telephone Banking: Telephone Banking (Telebanking) is a type of remote

or virtual banking is essentially the delivery of branch financial services via

retail banking
ication unit that
Voice Response
cording to Leow
Customers will

ant time savings.

service that allows bank customers to access account information via a proprietary
network, usually using proprietary software installed on their personal computer."

Once a consumer has acquired access, he or she can undertake a variety of retail

25
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banking operations. Increased use of personal computers has come from an
increased understanding of the need for computer literacy. This surely helps to fuel
the rise of PC banking, which effectively sets up a branch in the customer's home

or workplace and provides 24-hour, seven-day-a-week service. Telephone Banking

goal of Internet
ebsite and enable
stringent security
itional (banking)
ard of Chicago's

andbook (2011).

Branch Networking: The computerization and interconnection of
geographically dispersed stand-alone bank branches into a single unified system in

the form of a Wide Area Network (WAN) or Enterprise Network (EN) for the

26
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creation and sharing of consolidated customer information or records is known as
branch networking (Abor, 2019). It allows for a faster pace of inter-branch
transactions because distance and time are no longer factors. As a result, there is

increased productivity per unit of time. Furthermore, because numerous networked

mulated division
ch productivity.

allows customers

Bank offers to its

>ombines a computer

and bill payments. Banks te e this electronic banking device, like all

others for competitive advantage.

27
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Telephone Banking
According to Leow (2019), Tele-banking has numerous benefits for both
SMEs and banks. As far as SMEs are concerned, it provides increased convenience,

expanded access, and significant time savings. On the other hand, from the banks’

bstantially lower
the productivity

sh dispensing by

cess information
elp of proprietary

awareness of the

Internet banking by its nature offers more convenience and flexibility to SMEs

coupled with virtually absolute control over their banking. Service delivery is

28
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informational (informing SMEs on bank’s products, etc) and transactional

(conducting retail banking services).

Branch Networking

Networking of branches is the computerization and inter-connecting of

ied system in the
); for the creating
2rs a quicker rate

e are eliminated.

over the role of SMEs in the development process are still at the forefront.

Governments at all levels have made steps to encourage the growth of small

businesses (Feeney & Riding, 2017).

29
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In most African countries, SMEs account for more than 90% of private
businesses and contribute more than 50% of employment and GDP (UNIDO,
2019). Small businesses are reported to represent a prominent element of Ghana's

manufacturing scene, accounting for around 85 percent of the country's

SMEs are also
92 percent of the
countries, SMEs

d contributing to

all or medium

mally linked with

he size of a firm is

definition if it fits the following criteria:

- It has arelatively small share of their marketplace

30
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- It is managed by owners or part owners in a personalized way, and not
through the medium of a formalized management structure

- Itis independent, in the sense of not forming part of a large enterprise.

SMEs and E-banking Products

Ghana, has been
) advantage of e-
ysical structures
) hall for services
latforms. Several
m of this study is

t@ empirically e i S i this phenomenon in Ghana, using

31
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E-Banking Adoption

Awareness of e-banking
services

Banking Efficiency
of SMEs

Level of knowledge and
| usaces of e-bankina services )

Benefits of e-banking

adontion
. J1
( N\
Challenges of E-banking
adoption

\

"

Figure 2: Conceptual Framework
Source: Arthor’s Construct (2022)

‘ nd evidence-based

Oliveira & Marti N O E‘ ‘ 3 planning (ERP) (Pan & Jang, 2018);

business to business (B2B) e-commerce (Knowledge Management Systems (KMS)

(Lee et al., 2009).

32
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Ankra (2012) conducted a survey in the Greater Accra region using the

Davis (1989) technology acceptance model (TAM) and questionnaires, with a
sample size of 6 banks and 360 consumers. He discovers that every bank uses

internet banking and has a company website. Customers of banks are often

y discovered that
se SMS banking,
e also been found
the majority of

sfied with banks

W a study in Ghana
1 panks enhance their

bank's sampled customers use the internet in general and have some awareness of
internet banking, they have not fully formed the attitude to use the service.

According to Khatri and Upadhyay (2013), the under-use of online banking in the

33
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country is due to a lack of understanding and concern for security. The country's
poor internet infrastructure development was also identified as a major impediment
for internet banking in the country. Ahmad and Al-Zubi (2011) look at how

electronic banking is being used in Jordan and how it affects consumer happiness,

umers from 24

ared that internet

ty.

in a campaign to
practices, success
CTs and e-banking.

s and workshops on

technology to retain and . Mols' (2018) existence and profitability are
strongly dependent on the quality of service and efficiency gave the nature of
competition. Both banks and customers have reaped various benefits from

electronic banking. The first benefit for banks that provide electronic banking

34
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services is improved branding and market response. Those banks that provide such
services will be seen as pioneers in technology use. As a result, they would have a
more positive brand image. The other advantages are measurable in monetary

terms. Every business's principal purpose is to increase profits for its shareholders,

pility banking to
ccording to Mols
old order, which
per thanks to the
might turn a huge

Into a comparative

by Rikya (2017) and Han (2018), has brought about an information revolution in

society, and internet technology is appropriately recognised as the third wave of

revolution following the agricultural and industrial revolutions. The internet's

35
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introduction and widespread adoption by businesses have removed the constraints
of time, geography, and communication, transforming the world into a small
village. Small Medium Enterprise (SMEs) owners had to contact their lender an
average of 15 times for a single loan, according to Rikta (2017). Han (2018)

impact on SMEs

e successful and
at is, e-banking
ction.

] Speece (2013),

jual bank clients,

delivering mobile financial services. Many banks are encouraged to embrace e-

banking by forces related to maximising their revenues through a larger market

36
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scope and improved client relationships due to product delivery convenience and
service customization, according to Wind (2011).

E-banking is to blame for the rise in credit card usage. A customer can now
shop anywhere in the world without having to carry any cash. Banks are open

away. According

014, the Internet
pst efficiency by
onships through

> transformations

among sectors and

Unsuitability for the type of business; enabling factors (availability of ICT
skills, qualified personnel, network infrastructure); cost factors (ICT equipment and

networks, software, and reorganisation); security and trust factors (security and

37
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reliability of e-commerce systems, uncertainty of payment methods, legal
frameworks and Intellectual Property Rights); and challenges in areas of
management skills, technological capabilities, and productivities (OECD, 2014).

E-banking adoption is further hampered by a lack of trustworthy trust and redress

ountries (OECD,

g adoption vary
and personnel

ena & Stewart,

banking technologies may differ. Grover and Ramanlal (2019), for example, stated
that the barriers to e-banking technology adoption between customers and suppliers

have yet to be resolved. Furthermore, it is unclear whether these challenges have a

38
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substantial impact on the decision to use e-banking technologies or the stages of

implementation (Tan et el., 2010).

Impact of E-Banking on SMEs Adoption

Without a doubt, e-banking allows a company to change its relationships

om trade partners
g, Weng, & Zhu,
test potential for
yredictable, serial
ternet allows for

the same system,

[ s@, h organisations

\Wide Web, and business to

through web pages ane ' e, is the fastest expanding means of
trading in the world. Books, CDs, vehicles, vacations, and insurance are just a few
of the things and services that may be purchased online. Most firms have now put

up their own websites in reaction to e-tailing and e-trading (Miller, 2011).

39
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Businesses may reach a significantly larger audience with e-banking while
saving money over traditional retailing techniques. An e-tailer, for example, does
not need to invest as much in a costly High Street presence. Although there is a

significant investment in building a decent website, the potential returns might be

sweets, and other
of the internet. A
ducts all over the
merce, as well as
ention. However,

o of e-commerce

future, extending and improving commercial connections.

40

Digitized by Sam Jonah Library



© University of Cape Coast https://ir.ucc.edu.gh/xmlui

CHAPTER THREE

RESEARCH METHODS

The research methods outline the approach used to collect data from

respondents such as the target population, main variables from the questionnaire

asis for inference
pter discusses the
s the profiling of

esearch purpose,

4f:;.«. ateg I e$ for conducting research

quantitative approach uses statistical methods to clarify what is understood and

needs to be learned through rigorous statistical analysis (Denscombe, 2017;

41
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Watkins & Gioia, 2015). The quantitative method is cost effective and fast to
execute.
This opens up the possibility of statistical analyses ranging from simple

averages to complex formulas and mathematical models (Babbie, 2010). This

e convenient to
ormation quickly
urce on hand are
r’s preference of
approach meant
s under which the
Jantitative method

a large sample of

unchanging data and detailed, convergent reasoning rather than different
ransoming. The goal of conducting a quantitative research study is to determine the

relationship between one thing (an independent variable) and another (a dependent
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or outcome variable) in a population. Quantitative research studies are either
descriptive (subjects usually covered once) or experimental (subjects measured

before and after treatment) (Babbie, 2010).

Research Design

d Lewis (2018),

e-banking among
ally, this will be

—_
Scriptive research

possess material facts relevant to the study and the researcher. According to Rubin

and Babbie (2011), the target population is the theoretically specified aggregation

of study elements. The target population of the study constitutes the
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owners/managers of SMEs banking with GCB Bank in the Accra Metropolis.
Statistics from the Registrar General's Department (2021) suggested that about 90
per cent of companies registered in Ghana are micro, small, and medium

enterprises. SMEs are also noted as the backbone of every economy. SMEs of GCB

electing a portion

4
pling technique
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Source of Data

Both primary and secondary sources were employed. The primary data was
obtained from the responses and information from the questionnaires that were

administered to the SMEs. The secondary data included documents, receipts, and a

n data collection
sed because it is

se from, and also

and staff of the various branches of GCB, permission was granted for the
administration of the instrument. The researcher administered questionnaires to the
selected respondents at their various retail business premises. The presence of the

researcher is necessary as it enabled the establishment of rapport between the
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researcher and the respondents, which facilitated a complete understanding of the
questionnaire by explaining areas respondents did not understand.
The questionnaire was completed and given back to the researcher on the

same day. The question items were read to illiterate respondents. The questionnaire

. This time was
and many SMEs
the respondents
percent returning

5. The interviews

arch and be done

SPSS v26) was used to

organize; analysed ter Q B! 5

percentages, standard deviations as well as means.

ptive statistics such as frequencies,
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Chapter Summary

The study employed quantitative approach which deals with numbers, logic,
and ensure objectivity. A simple random sampling was used to select 80
respondents (SMEs). Questionnaire and interview guide were used in data
ptive statistics such as frequencies

age for the Social
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CHAPTER FOUR

RESULTS AND DISCUSSION
Introduction

This study sought to examine the adoption of electronic banking among

the analysis and

red to the SMEs
under five major

pondents, SMEs’

esents the demogra
respondents according to their gender, age, educational level, marital status, and

religious affiliation. Table 1 presents the results of the demographic respondents.
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Table 1: Socio-demographic characteristics of Respondents (SME’s)

Variable Classification Frequency Percentage
Gender Male 37 46.3
Female 43 53.8

100.0

22.5
48.8

27.5
1.3
100.0

11.3
43.8

45.0
100.0

20.0

76.3
3.8
100.0

575
Muslim 34 42 .5

Total 80 100.0

Source: Field Survey (2019)
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From Table 1, it is revealed that the majority 43 (53.8%) of the respondents
were females while 37 (46.3%) of them were males. Though the number of females
sampled is more than the males signifying that the respondents were female-
dominated yet it did not affect the result of the study. This is because the gender of

provided. Again,

y of respondents
yory, followed by
“20 - 29 years”
e category (n=1,
ndents were adults

ing the research

ad seco i percent had

_W D ad some form

collected questionnaires, the results were as follows; (76.3 %) married, (20 %)
single and (3.8%) widow, and the results were presented in Table 1. The findings

show that the highest percent of e-banking users are married, followed by single
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people. Concerning the religious affiliation of respondents, it was found from the
study that many of the respondents constituting 57.5% indicated Christianity as
their religious affiliation. This is consistent with religious distribution in Ghana and

the remaining respondents constitute Muslims, 42.5%. The 2021 Population and

e within Accra

dy which sought
ing services. To

aire was used.

SD=Strongly Disagree
Source: Field Survey (2019)

51

Digitized by Sam Jonah Library



© University of Cape Coast https://ir.ucc.edu.gh/xmlui

The results from Table 2 reveal that majority of the respondents (48.8%)
strongly agree and (45%) agreed that they are highly aware of the availability of
electronic banking. Only 2.5% of the respondents did not agree and (3.8%)
remained neutral. The ability to figure out new electronic banking products and

agreed with that

that they do not
e 45% remained
lized instruction
the respondents

‘dents also agreed

Percentage

31.25
47.5
3.75

1.25

16.25

Total 80 100

Source: Field Survey (2019)
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The respondents also stated how long they have been aware of the e-banking
services. In Table 3, it can be observed that the majority of the respondents are long
aware of the e-banking products and services and hence has 47.5% on the Likert
scale and 31.25% indicating very along. Respectfully, 1.25% and 16.25% of the

cently and very

ot know about e-
te that the banks

ting much effort

l
rvices by SMEs

owle' ll'lectro' |
data abou ob of the study which
ve sufficient knov -banking facilities
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Table 4: Knowledge and Usage of Electronic Banking Services by SMEs

STATEMENTS SA A N D SD

Easy to find information that I 2(2.5%) 43(53.5%) 29 (36.5%) 6 (7.5%) -
needed regarding e-banking
transactions.

E-banking technical support lines  7(8.8%) 33(41.3%) 39(48.8%) 1(1.3%) -

24 (30%) -

3(3.8%)

7 (8.8%)

4 (5%)

12 (15%)  7(8.8%)

15(18%)  34(42.5%)

42(52.5%)

28(35%)

28(35%)

information that MQ B !E‘ ng transactions. Out of the total
number of 80 SMEs sampled, 45 (56%) agreed that it was easy to find information
that is needful regarding e-banking transactions, 29 (36.5%) were neutral to the

assertion and 6 (7.5%) disagree that they find it easy to access information on e-
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banking transaction. 40 (50.1%) of the respondents agreed that e-banking technical
support lines are helpful because they explain things to their understanding, 39
(48.8%) were neutral and 1 (1.3%) of the respondents disagree with the assertion.
Also, 68 (85%) of the respondents agreed that e-banking enhances their

%) disagree with

siness. Also, 66
effectiveness in
0) were neutral,

assertion.

more quickly. Per this statement, 59 (73.7%) agreed to the statement, 13 (16.3%)

respondents were neutral while 8(10%) of the respondents disagreed with the

statement. Also, 44 (55%) of the respondents agreed that using e-banking services
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improves their job performance, 24 (30%) of the respondents were neutral and 12
(15%) of the respondents disagreed with the assertion. Another area where
respondents agreed was that e-banking service enhances their effectiveness on the

job. 42.5% of the respondents agreed with the assertion that e-banking service

the respondents

the assertion that

opting e-banking
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Table 5: Summaries of E-Banking Adoption Benefits

BENEFITS SA A N D

Improve customer service - 44(55%) 12(15%) 24(30%)

Providing more satisfying banking
experience

40(50%)  10(12.5%)  30(37.5%)

%)

11(13.75%)

' 7(21.3%) 2% | 4(5%)

| 11 (13.8%)
3 (3.75%)
10 (12.5%)
8(10%)

8(10%)

interviewed agreed that E-banking adoption facilitates easy and fast exchange of
documents and information such as invoices, orders, statements, and other vital
documents whiles 15 (18.75%) of the respondents remained neutral.
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Reduced Cost of Banking Operations: The researcher intended to find out
whether SMEs agree or disagree on the benefit of reducing the cost of banking
operations, out of 80 respondents, 11 (13.75%) said they disagree, 5 (5.25)%

remained neutral and 64 (80%) agreed to the assertion that e-banking reduces the

ransaction costs,
um value from
sing E-Banking
ent, 10 (12.5%)
ause most of the

'using e-banking

113 (16.25%)

E-banking M 'O B lll.l. E’ h other systems | use: Out of the
80 respondents, 43 (53.8%) said they agreed, 27 (33.75%) remained neutral and 10
(12.5%) said they disagreed with the statement. This indicated the compatibility of

e-banking with other systems used by SMEs. As the world is moving online, SMEs
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in emerging markets are gaining greater bargaining power in the global economy
despite their limited capital and mobility. Links are being established among
businesses to expand their industry hence competitive advantage in the global

business. E-banking service will fit well with the way | like to work: Out of the 80

ed neutral and 8

banking services

s to SMEs: The
products/services
ents, 58 (72.5%)
%) disagreed to the
es it easier. Given

ket share and profit

associated with e-banking from the perspective of SMEs. The result of the
challenges affecting the use of e-banking products from the perspective of SMEs is

captured in Table 6.
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Table 6: Challenges Associated with Adoption of E-banking among SMEs

CHALLENGES SA A N D SD
Using e-banking has high 5(6.3%) 45(56.2%)  19(23.7%) 10(12.5%) 1(1.3%)
operational or transactional cost
E-banking has less start-up cost  3(3.7%) 20(25%) 42(52.5%) 13(16.3%) 2(2.5%)
3(3.7%) -
4(5%) 1(1.3%)

20(25%)  5(6.25%)

18(22.5%)  7(8.75%)

16 (20%)

35(43.75%)

80 SMEs

isacha se i ilit es that the implementation
of e-banking is ct 7 f#‘ g E‘&E oducts and services undoubtedly
requires substantial financial resources.

This notwithstanding authenticates the writings of other authors. For
example, Duffie and Rahi (2015) found that the high cost of implementing

innovations such as e-banking in the banking industry is a major challenge
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hindering e-banking implementation in the industry. The initial cost of
implementing e-banking and some technology systems can be expensive and in
most cases, banks without a strong capital base cannot afford to undertake it.
Introducing new products and services undoubtedly requires substantial financial

and development

E
'innovations becon

panking services,
hallenge and 15
-banking whiles

be a result of the

banking such as fraud by internet hackers and also most of the insecurities are
caused by SMEs. Some SMEs may have their password leaked as a result of

carelessness and also not conforming to the operational regulations of the bank.
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Ignorance on the part of SMEs towards the use of e-banking products was
also identified as one of the major challenges affecting e-banking. Respondents that
agreed were 61 (76.2%) while those that disagreed were 5 (6.3%) and 14 (17.5%)

of the respondents remained neutral. This was surprising to the researcher because

and as such could
agreed with the
major challenge

ndents disagreed

' are system and

))who identified the challenges
e risk arising from

(20%) of the

rendering electronic banking virtually impossible. With the statement of literacy
among SMEs owners 64 (80%) of the respondents agreed with the statement whiles

16 (20%) disagreed with the notion. Further clarification was that they were not
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illiterate in reading and writing or academics but their illiteracy was in connection
with Technology. They were not knowledgeable in the use of ICT and most of them
had the fundamentals yet would not be able to support business transactions.

Out of the 80 respondents, 45 (56.25%) agreed with the lack of an online

ent. This was an

hat tho S C | 1t have introduced, their

productivity, and

nent system.
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CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATIONS

Introduction

This chapter constitutes the overall summary of the study and outlines the

ecommendations
Of two parts. It is
ations for future

Jations provided

is was to
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Spherically, the study sought to:
1. investigate whether or not SMEs are aware of electronic banking service
products

2. assess the level of knowledge and usage of electronic banking adoption among

on among SMEs

pecific empirical
gs, the literature
|

ectronic banking,
. Questionnaires

estionnaires were

i

they became aware of e-banking recently. Only 3.75% of the respondents stated
that they are unaware of the e-banking products offered by their branch. The

findings were corroborated by the responses offered by bank officials. The
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overwhelming response in favour of e-banking awareness indicated that the banks
have done much to create awareness of their e-banking products.

The study uncovered some findings in the objective that sought to assess
the knowledge and usage of electronic banking services by SMEs. This was

essing e-banking

their businesses.
as identified as
banking services

e bank officials

ighly aware of the

This claim was

recognitio prove customer service,

reduced cost of Db ” ﬂ B lq d fast exchange of documents and
information, compatibility of e-banking service with other systems, and increased
availability of e-banking products/services to SMEs. Given the enumerated

benefits, SMEs have come to accept e-banking as a novelty that has a very great
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potential of improving their businesses, it became obvious that if well adopted
would produce positive changes in SMEs’ and staff attitudes as well as maximize
profit.

The study acknowledged that insecurity, erratic power supplies, as well as

lenges associated

ng e-banking but
g, and encryption
e business in the
hana and among

aying the fears of

to consider other opportunities to adopt e-banking. It is also recommended that

SMEs should always try to avoid a threat.
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Suggestions for future research

Recommendations for Future Research studies should be done on the
following:
e There is the need for a study involving a larger sample size drawn from a

n this study hold

only sample three
ed a wide setting.

the determinants
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APPENDIX

QUESTIONNAIRE

UNIVERSITY OF CAPE COAST
COLLEGE OF HUMANITIES AND LEGAL STUDIES
SCHOOL OF BUSINESS

ANAGEMENT

SME’s evidence
study and every
you so much for
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SECTION B

Please on a scale of 1 to 5, indicate the extent to which you agree to each of the
statements below, where 1=Strongly Agree, 2=Agree, 3=Neutral,
4=Disagree and 5=Strongly Disagree

| Statements RESPONSES
112|345

Learning to operate e'would be easy for me.
PUF2 | I would find it easy to get e-banking service to do what | want it
to do.

PUF3 | My interaction with e-banking service would be clear and
understandable.
PUF4 | 1 would find e-banking service to be flexible to interact with.
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PUF5 | It would be easy for me to become skillful at using e-banking
service.

PUF6 | | would find e-banking service easy to use.

PUF7 | Using e-banking service in my job would enable me to
accomplish tasks more quickly.

PUF8 | Using e-banking service would improve my job performance.

PUF9

Using e-banking service would enhance my effectiveness on the
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