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Abstract

This thesis reports the findings of a study issues concerning the acceptance of online banking
in Pakistan. This study investigates customer’s adoption within the context of Pakistan online
banking services and research frame work is based on the extension of Technology Acceptance
Model.

Theory was developed to identify factors that would influence the acceptance of online
banking. The frame work includes Online banking usage, Quality of internet connection,
Perceived Enjoyment, Perceived usefulness, Perceived ease of use and Security and Privacy.
Survey was conducted to gather the data. Reliability, correlation and factor analysis was run.
Results show that quality of internet connection, amount of information on online banking and
security and privacy has positive influence on online banking usage. Theoretical contributions
and practical implications of the findings are discussed and suggestions for future research are

presented.



Table of content

Contents
TaDIE OF CONMTENT......coiiic bbbt bbb bbbt bbbt b et ee et et 1
LiSt Of FIQUIES & TabIES .....uiiiiieiiieicce ettt sa ettt na s 4
LiSt Of ADDIEVIATIONS ... 5
1. INTRODUGCTION. ..ottt ettt ee et s et b e se e e eaesese s eeenenas 6
1.1, Background Of THe STUAY .....c.eiiiieie ittt 6
1.2, Problem STAEMENT .......ccoiiiiieieiee ettt bbbttt neene st ens 10
1.3, ReSEArCh QUESLION ....uecviiiiiticii ettt e ne e sbeennenneans 11
1.4, RESEAIrCN ODJECHIVES.....ciiieiiiiieiee ettt sttt sttt reanenreneeneens 11
1.5, Rationale Of THe SEUAY .....cc.eoveieiiiiesiee s e 11
1.6, Structure OFf THE SEUY ......coveieieiee ettt nens 12
2. LITERATURE REVIEW. . ..ottt ettt 13
2 S =T Vo] (o o U o SRS 13
2.1.2.  Adoption Of Onlineg BanKiNg.........cceeeiiiririenienienisiesesie et 14
2.1.3.  Why To Adopt Onling Banking?.........ccceeeiiiiiiiiiieisesese e 14
2.2.  Regulation On Online Banking By State Bank of Pakistan...........cccccoceoveriviviiviinnenenscennn, 15
2.2.1.  Scope Of The REGUIATIONS .......c.eiiiieieieiicese et 15
2.2.1.2  Security RISK ASSESSIMENT .......ciuiiiiiiieieiesiesie ettt 16
2.2.1.3  Security Controls Implementation ............ccccvviiereiiieieeiese e 17
2.2.1.4  Authentication CONLIOIS .......ccueiiiiiiieiiese e 17
2.2.1.5 Security Controls For In-house FUNCLIONS..........cccciiiiiiiiiieiese s 18
2.2.1.6  Security Controls Implementation for Outsourced FUNCLIONS .........ccccoveieieiienreiinnnns 19
2.2.1.7  Security Controls MONItOIING ......cccoiveiiiieieieseseee e 19
2.3 CUSTOMET AWBIEINESS ... ettt sttt sttt ettt sb et b ekt b bt e ekt b bbbttt e bbbt nees 20
2.4 Reporting REQUITEMENT .........couiiiiiiieieieese ettt bbbt sne s 20
2.5  Technology AcCeptance MO .........ccooveiiiriiieie e 20
2.5.1. Attitude CONSIIUCT IN TAM ...oiiiiiieie ettt bt es 23
2.6 Benefits Of Using Onling Banking.........cccooueiiiiiiiiiiiiieieie s 30
2.6.1. LOW MAINTENANCE COSL.....cviuiiiiiiiiiiieieiieie ettt 31
2.6.2. CUSLOMET LOYAILY ....vcvvviieiieieiee ettt st ne e e ee 31
2.6.3. E8SE OF TraNSACTION. ....eviiiiieieitiitesie ettt bbbttt b et nb e 31
2.6.4 . Quick DeteCtion Of FraUd.........ccouoiiiiiiiie ettt ettt 31
2.7.  Challenges Of Using OnliNg BanKiNg ..........ccuoviirererieieieisesesie et eeneenas 31
2.7.1.  TeCANOPNODIA. ...cciiiiiiiiiee b 31
2.7.2. SECUNTLY ISSUBS....cuiitiieiteiieiieie sttt bbbttt b e b bt be bt ae s 32



2.7.3. FrAUAS ...ttt e e e ettt e e s s bt e e e s e bt e e e s s e b be e e e s ebaneeeanes 32

2.7.4. High INternet SEIVICES COSE ...c.viiviiieieiieeie sttt sttt sre e 32
2.8.  Theoretical FramEWOIK........ccci ittt 32
2.8.1.  Technology Acceptance MOdel ..ot e 33
2.8.2. Extension of Technology Acceptance Model (ETAM).......cccoviiiiininiinicnieneneeeeeee 33
2.9, RESEAICN MOUEI ......ocuiiiiiit bbb 33
METHODOLOGY ..ottt e e te e te e snaean e enbeesseesneeanteenbaennes 35
3.1, RESEAICH PUIPOSE ...ttt sttt s e e ne et et r et naeneans 35
3.1 1. EXPlanatory RESEAICH ....c.cviiii ettt 35
BB o T Lol Y o] ] £ Uod o S 36
3.2.1. Quantitative v/s Qualitative APPrOACH.........ccooiiiiiiiieere e 36
K R T Lo (I 1 - U=T | ST PPT RSP 36
3.4, StatistiCal TECHNIQUE .......oiiei et 37
3.5, Variahle SEIBCTION ..o nas 37
3.5.1. Dependent VariabIS....... ... 37
3.5.2. INdependent VArTADIES ..........coviviiieiieees et re e 37
3.6. DAta COIBCTION ...ttt 37
3.6. 1. PrIMAry DAt .......ccccviiiiiiiiieieeee ettt sttt sttt et saeneateerestesaeste e eneenens 37
3.6.2. Target POPUIALION .....cueveieice ettt 37
3.6.3. SAMPIING TECANIGUE ....c.eeueiiiitiiiste it 37
3.7.  Data ColleCtion MethOUS .........coiiiiiieieiiisise e e 38
3.8, DAL ANAIYSIS .. eiieiiiieiie ittt re et re e 38
3.9, Measurement Of CONSIIUCTES.......cc.iueiiiiiieiiiitere sttt 38
RESULTS <ottt ettt bbbttt b ettt s e sttt s st et et s e 40
4.1, DemographiCs DALa........ccoveiveiiieiierieieiesse e ste et e ettt nesre e sbe s e e nesneerenne e s 40
4.1.1. Bank Wise DiStrIDULION ........coiiiiiiiiiciie et 40
4.1.2. Gender WiSe DIStIIDULION .......cviiiiiiiieieisc e 40
4.1.3. AQE WIS DISLIIBULION .. .cvveviciicie et 41
4.1.4. Education Wise DIStrIULION ..o 41
4.1.5. Professional Experience Wise DiStriDULION .........ccccoiviiiiiiiiiiene e 41
4.1.6. InCOME WIS DISTITDULION. .....uiiviiiiieiieiieies et 42
4.2, Reliability ANGIYSIS ....coveieiiieiieie ettt es 42
O R = Tox (0] AV g = V] £SO 43
4.4, ReQreSSION @NAIYSIS......ciiiiiiiiieiie ettt bttt es 44
CONCLUSION & RECOMMENDATION ..ottt 46
5.1, SUMMary ANd CONCIUSION ......cviiiiiieieiecse et ane e es 46
5.1.1. High USAQE OF ATIMS ...ttt sttt bbbt e b n 47
5.1.2. Risks Associated To Internet Banking.........ccocvoeriiiiriiiiieisiee s 47



5.1.3. Internet Banking Fraud..........ccoiiiiiioiiiieie st snenneas 47

5.1.4. Operational Value Of Onling Banking.........cccoceriiiiiiiniiiiiee s 47

5.2, RECOMMENUALIONS ....cuueiiiitiieite ettt b et b ettt b e 47
REFERENGCES. ... ..ccoi ettt ettt sttt bbbttt ettt et e bt et eeseneneenens 49
APPENDICES ... .otttk et b e st bRt b bt b e st e bRt b r et e ne et r e e ene s 55
APPENDIX A L.tttk ettt e et b ettt 55



List of Figures & Tables

Figure 1.1: StruCture OF STUAY .......cvoieiiiiiiise e 12
Figure 2.1: Model of 0nling BanKiNG..........ccoiiiiiiiiiii e 14
Figure 2.2: RESEArCh MOUEI ........ccuveieiiiciecie ettt 34
Table 3.1: Qualitative v/s Quantitative RESEAICH .........cccvvviiiiiiii et 36
Table 3.2: Definition OF CONSIIUCT. .......cooiiiiiiiiiie s 39
Table 4.1: Bank Wise diStrIDULION ........cc.ooviiiiiiiiiici s 40
Table 4.2: Gender wise diStriDULION. ... ... i 40
Table 4.3: Age WiSe diStriDULION .........ociiiiiii e 41
Table 4.4: Education Wise diStriDULION ..........ccooviiiiiiiiiiie s 41
Table 4.5: Professional experience wise diStribDUtION ...........cocovveiiiiiiniene e 41
Table 4.6: Income Wise diStrIDULION ..o s 42
Table 4.7: Composite reliability ..o 42
Table 4.8: Bartlett's and KIMO TeSt........coiiiiiiiieieiiere s 43
Table 4.9: Total variance eXplaiNed...........cooiiiiiiiiii s 44
Table 4.10: ANOVA ..ottt et 44
Table 4.11: COBTIICIENTS. ..ot 45
Table 4.12: HYPOTNESIS ..ottt 45



List of Abbreviations

TAM - Technology Acceptance Model
ETAM - Extended Technology Acceptance Model
PU - Perceived Usefulness

PE - Perceived Enjoyment

PEOU - Perceived Ease of Use

IT - Information Technology

DOl - Diffusion of Innovation

TRA - Theory of Reasoned Action
TPB - Theory of Planned Behaviour
BODs - Board of Directors

IDS - Intrusion Detection Systems
IPS - Intrusion Prevention Systems
SBP - State Bank of Pakistan

IS - Information System

OTP - One Time Passwords

SMS - Short Message Service

IDT - Innovation Diffusion Theory



	TOC 6549 A
	TOC 6549

