International Journal of Emerging Science and Engieering (IJESE)

ISSN: 2319-6378, Volume-3 Issue-12, October 2015

Internet Banking in Ghana: Challenges and
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Abstract- One of the most important competitive ®and
strategic strengths of banks today is informatioechnology.
Technological investments in banks enhance custoregperience
and satisfaction through operational excellence, pnoved and
convenient product and service offerings. This natwgtanding,
customers face some challenges with these technokigi
innovations. The ability of banks to compete effeely on these
technological innovations depends largely on enswgithat the
benefits outweigh the challenges faced by custom@tss study
used both qualitative and quantitative approachitwestigate the
benefits and challenges of internet banking in Ghan with
specific emphasis to a commercial bank. The studypéoyed
Kendall's Coefficient of Concordance to establish tdegree of
agreement among the respondents on internet
challenges. Kruskal-Wallis ranking method was also gloyed to
analyse respondents rating of reduction in bankingall
transactions, as a result of using internet bankirsgrvices. The
results of the study revealed frequent breakdowmahsites, high
service charges, low limit on funds transfer and wsloess of
transactions as key challenges facing internet bamk customers
in Ghana. On the other hand, customers will be masatisfied
when internet banking platforms are enhanced with eth
banking services. The study concluded that there wasgnificant
effect of the use of internet banking services dmetvolume of
banking hall transactions. In addition, there was
weak-to-moderate level of evidence of agreement agadhe
respondents on the internet banking challengeswis therefore
recommended for banks in Ghana to invest in altetadanking
channels in order to remain competitive, satisfydanetain their
customers and reduce the long queues that oftenrelsterise the
banking halls. Equally, banks need to take steps rtitigate
challenges affecting customers in the use of intetnbanking
services.

Index Terms— Banking, Innovation, Service, Technology.
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|. INTRODUCTION

Technological advancement has contributed sicanifly to
service industries, particularly, the banking irtdusThe
bank as a service industry is constantly introdyigimovative
banking channels to render effective and efficavices to
its cherished customers. These modern and inn@vatays
of banking is gradually eliminating the traditiomaéthod of
banking. This is supported by [1] that informati@md
communication applications are of paramount condern
banks in today’s business environment and theriatehas
become the major platform for all financial, barnkiand
commercial transactions. The introduction of ITvisgs by
the banks has positively impacted the rate at whidtomers
visit banking halls [2]. In the past decades, cusis must
necessarily have to be in the traditional bankiatishto be
offered basic banking services such as bank acstateiment
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generation and balance enquiry. “One of the biggest
advantages of internet banking consists of comphaking
solutions” [3]. Today, growth in information tecHogy has
made it possible for customers to perform even dexnp
banking transactions without being physically prése the
banking halls. These electronic transactions, ealhec
through the internet, however present benefitsaride same
time pose challenges to both customers and the bark
whole. This is supported by [4] indicating that ‘ileh
electronic banking can provide a number of bendfits
customers and new business opportunities for baitks,
exacerbates traditional banking risks”. It is tliere

bankingoeneficial to understand the challenges and benefit

internet banking services.

A. Banking in Ghana

“The financial sector, of which banking sectothe largest
player, plays a dominant role in building the ecogmf an
individual as well as a nation” [5]. This is noffdrent from
developing economies such as Ghana. There arentyrg®
banks in the Ghanaian banking industry with oved 90
branches [6]. The industry has been more liberisel very
competitive. In a bid to effectively compete andpiove
efficiency, most of the banks have deployed attleas form
of electronic banking channel. One such channel for
providing electronic banking services is the in&trbanking
platform. Most banks in Ghana today, have implee@nt
internet banking with minimum level of self-servisach as
checking bank account balance, generating bankuatco
statement and fund transfers between accountsnwitig
same bank. Some banks have automated clearing house
(ACH) functionality which allows for transfer of fiids
between two banks through an intermediary, Ghateatiank
Payment and Settlement Systems (GhIPSS). Thisféraot
funds however does not happen instantly. This ditiuh is
being eliminated with the introduction of an ingtdrank
transfer system known as the GhIPSS Instant Pdg)(@hich

is expected to drive Ghana’s economy closer toshleas
society.

B. Internet Banking in Ghana

In a bid to improve service quality, gain compeéti
advantage and to move with global technological
advancements, banks in Ghana have implemented feome
of internet banking platform for their customerdisTis to
enable the customers perform online transactiomn$ s
balance enquiries, chequebook requisitions and fund
transfers. Aside these, banks are now moving aadtepd in
integrating payment systems with their internet Kiagn
platforms. This is to expand the online transacticervices
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Technology University College, Accra, Ghana, Wefica.
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In the Ghanaian banking sector, more than 70% okdare
currently offering
customers. This significant number has revealedhide rate

offerings. This can be achieved through the stutlyhe

internet banking services to ithe factors that contribute to the success or failurénternet

banking services. The study is also expected teesas a

at which internet banking is penetrating the Ghamai platform for further research in Information Teclogy

economy.

Il. PROBLEM STATEMENT

service management.

V. LITERATURE REVIEW

The banking industry is constantly introducing new The internet does not only change the service esfiv

electronic products and services in response ttocess’
preferences and as a result of competition withénimdustry.

culture within the banks but rather the mechanigmvbich
customers access banking services. The high pagmwth

Banks have introduced products and services thablen of information technology has given rise to teclogitally
users to perform several banking transactions withoinnovative products and services within the bankimistry.

necessarily contacting the traditional brick-andriaio
banking halls. These electronic services are irgentb
enhance operational efficiency and customer coeveei.
One such service is the internet banking servintermet

“The term internet banking is used to describectime where
banks’ customers conduct banking transactions aom th
internet” [10]. According to [11], “the internet bking
phenomenon has transformed the way banks acrogsti

banking is an electronic channel that enables Ipankicarry out banking transactions and has brought tabew

customers to perform electronic transactions sschatance
enquiry, requisition of chequebooks, electroniadftransfers
etc. through system interactions. As long as tleractions
are with systems, there are bound to be some oclgake
militating against the use of these services. Bataurity is
one of the main concerns by customers in the copsamof

internet banking. This is in agreement with a stodyducted
by [7] which concluded that online customers araceoned
with lack of security features. “An important setyr
requirement for an internet banking applicatiotoinsure
efficient protection against identity substitutiomand

information transmission under false identity”
Notwithstanding the challenges, these electronivices
offer a number of benefits to both customers ardbi#inks.

Whilst some banks introduce these services in atbid

decongest the traditional banking halls, subscsibémternet
banking services still congest the banking hallthviong
gueues. It is against this background that theyshad been
conducted to unravel the challenges and prospsstxited
with internet banking services in Ghana. Ghanarieray the
most dynamic countries in the ICT Development In(&*)
2011, registering a 23 per cent increase in itsfiom 1.81 in
2010 to 2.23 in 2011, making it the country witle thighest
relative IDI change in 2011.This shows a rapid dtoiw ICT
performance in Ghana [9].

[ll.  OBJECTIVES OF THE STUDY

The main objective of the study is to investigateeinet
banking services in the Ghanaian economy.
The study further seeks to:
1)
customers in Ghana.
2)
reduces the volume of banking hall transactions.
3)
banking services in Ghana.

IV. SIGNIFICANCE OF THE STUDY

The findings from this study will contribute to tkervice
quality literature in the area of internet bankingemerging
economies. The findings can also enable banks inetter
decisions that help improve their internet bankgsgvice
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[8].

strategic directions for investment in banking mfiation and
communication technologies”. Banking services have
traditionally been a "human interactive service"which
customers will have to directly interact with hureaar
employees of the banks. In this traditional apphnoaervice
was delivered through the combined relationshigvben the
banks, customers and the service delivery offiseich as
bank tellers or customer service officers. This
interrelationship among these key players in thevely of
the banking service is termed the service markétiaggle as
shown in “Fig 1" below;

Company

External

Marketing

Intermal
Marketing

Illlul.h.[l"'.'

Marketing

Providers Customers

“Fig.1” The services marketing triangle. Adapted from [12]

The key players in the delivery of internet bankéegvices
are as below;
» Company representing the banks
» Providers representing the frontline service emgdsy
» Customers representing internet banking users
The traditional banking services are gradually fein

Determine the challenges facing internet bankingspiaced by the concept of self-service in the giesind

delivery of banking products. This has become jpbsss a

Determine whether the use of internet banking sesvi regyt of the central role played by technologyhia delivery

of banking services. This is depicted below in “Big

Reveal the benefits derived from the use of interne
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“Fig.2"” The services marketing triangle and technology.
Adapted from [12]

This paradigm shift in the design of banking prdduis
largely being driven by the application of informoat
technology. The introduction of technology in thervice
delivery is expected to eliminate the challengesedaby
customers as a result of the human element irrdtaitional
banking service delivery. On the other hand, ttiesion of
technology in the service marketing model is likadypose
some challenges to customers due to the eliminabibon
service providers or employees. An example of @l
self-service concept is the deployment of interdn@hking
platform to customers. These platforms are beipdoyed to
drive efficiency and combat the high levels of cetitipn
within the banking industry. This is supported bystady
conducted by [13] which found out that internetitemlogies
have been embraced by the banking industry angefegral
years, banks in developed countries pursued stesteg
encourage their clients to engage in internet ranknternet
banking is therefore a strategic tool for banks fbe
introduction of innovative products that helps tinaect, retain
and increase their customer base. Customer seraicds
customer satisfaction have become critical facitort®day's
innovative banking. In an article by [14], “if cfies are not
happy and satisfied with the products, prices aowises
offered by a particular bank, they are capable hafnging
their banking partner very easily as compared tatwhppens
in the physical or real bank-client relationshi@’study by
[5] also concluded that “customers are more vahiented in
their services because they have alternative ch@id€. The
researcher further stated that each and every thenkfore
has to take care in fulfilling customers’ satisiawt This
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geographical boundary. The researcher also foundhat
“internet banking has been viewed by banks andoussts as

a cost reduction channel”. Similarly, some custamare
reluctant to use internet banking services as @tresome
challenges posed by these services. Whilst intdvarking
services offer enormous benefits to consumers rimgeof
convenience, they pose some challenges that ar¢h wor
looking into. These challenges attribute to various
behavioural attitudes of customers towards theofiggernet
banking services. Reference [17] found out that tmos
customers who have adopted internet banking service
believe that it has a lot of potentials in termg®fdvantages,
whilst others believe that there are more problass®ciated
with internet banking services than the advantagks, the
study claimed was due to the security and privasyses,
telecommunication infrastructural issues, poor @usr
education and poverty (low income) issues. It isréfore
necessary for banks to ensure internet bankindoptas are
robust and secured to prevent hackers from accessirs’
bank accounts. As stated by [18], one of the migsificant
advantages of alternative banking channels is dloe that
customers are not limited to the working hours bé t
traditional brick-and-mortar bank branches. As aulte
customers can perform self-service transactionsm fro
anywhere and at any time, thereby spending thaig tnore
efficiently rather than standing in long queues the
traditional banking halls. The work of [19] on el@mic
banking in a developing economy indicated that tededc
banking services have become popular because of the
convenience and flexibility they provide. It is@las a result

of transaction related benefits like speedy tramsac
processing and efficiency - less cost and timengavihe
researcher however found security concerns as thst m
critical challenge facing customers. One otherlehgk with
internet banking has to do with the fact that, sissannot
deposit physical cash or withdraw physical casimftbeir
accounts. According to [20], a prominent factor teedo with
lack of computer or level of internet access. Ateliesting
feature offered by most internet banking platforimsthe
possibility to transfer electronic cash from oneant into
another. For most developing economies such as&tzse
fund transfers are mostly instant between accafrite same
bank. “One of the most significant areas wherermttion
technology has had a positive impact is on sulbetitdor
traditional funds movement services” [5]. The opmof [21]

is that internet banking has presented a numbetesired

therefore suggests that banks need to focus oricservfeatures or range of online services to custom&rsh

delivery, providing innovative technological prodsicthus

features or functionalities are broadly aimed iamielating the

ensuring that those products and services are alwdyce-to-face contact with bank staff. It is therefessential to

available, functional and exceeding customers’ etqi®ns,

ensure that internet banking platforms are easptigate by

whilst improving the products and services due fte t the customers to ensure they can efficiently cauy the

constantly changing needs of customers. Todayomests
are able to conveniently perform some traditionahking
services through internet banking platforms. Witly amart
device, such transactions can be performed byubtmers
from anywhere and at any time. A research by [Eplorts
that “banking is no longer bound to time or geobsdpThis
is supported by a study by [16] that electronickiamenables
to conduct banking business electronically overithernet
where the costs are minimal and not bound by time
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desired services. To avoid customer dissatisfactidarnet
banking platforms must be deployed using the right
technologies, ensuring that the platforms are aveasilable,
minimising the frequency of technical breakdowrireérnet
banking websites. In an exploratory study condudied
Zimbabwe by [22], payment of bills, checking of kan
account balances, printing account statements, thamdfers
and ordering chequebooks are by far the most popula
features of internet banking services. This suggdisat

o

Published By: g
Blue Eyes Intelligence Engineering\’
& Sciences Publication Pvt. Ltd.



Internet Banking in Ghana: Challenges and Benefits

complex features such as foreign exchange tratimgdity
management, personal financial management,
management, account opening and
origination have not yet been integrated into im¢ibanking
platforms in most developing economies. “The ing¢ign of
information and communications technology in businbas
revolutionised relationships within organisationsl ahose
between and among organisations and individual3]. [2

VI. METHODOLOGY

visit to the banking halls as compared to when tiese not

caghing those electronic services. The study made afse
loan applicatisfruskal-Wallis test because the researcher has twenore

conditions to compare with each condition beingqrened

by a different group of participants. In additidghe datasets
are measurements on an ordinal scale. This testmpkoyed

to analyse respondents rating of reduction in bankiall

transactions, as a result of using internet bankemyices.
With no ties in ranking, Kruskal-Wallis formula ggven by

the test statistic;

This section explains the methods used to achibee t

objectives of the study. It also explains the reseaesign,
the sources of data, the data collection methogl,sthhdy
population, the sample size, sampling techniquenamddata
obtained from the study were analysed.

A. Research Design

The study is a descriptive and cross-sectionalystioat is
aimed at investigating internet banking services the
Ghanaian economy. This is a cross-sectional stugyt a

focuses on a specific phenomenon at a specific.tim

Interviews and structured questionnaires were uasd
primary data collection instruments. The study leysd
both quantitative and qualitative methods of daiayssis.

B. Population and Sampling

The study population comprised all banking custaner
Ghana, whilst the sample frame is the set of imtebanking
customers of an award winning bank in product iration in
the Ghana Banking Awards, 2014. Purposive sampli
technique was used for the study. This techniqabled the
researcher to target specific customers that cputdide
relevant data for the study. As a result of theeaesher’s
inability to work with the large sample frame angedo the

sampling technique employed, only twenty four (242)

customers were selected for the study.

C. Data Collection

Questionnaires were used as data collection instntsyior
the study. The questionnaire consists of both diaswled

[ eIl .
= [I:-J:jI:-JH_:.E |:|E:| 3N+ 1), 1)
This implies

_ 12 T 2 -_—:2 T 2

TNIN+D (ﬁ*‘:*‘i)— 3(N +1) 2)
WhereN =n; +n; +n; 3)

n,=Size of sample 1
n,=Size of sample 2
n;=Size of sample 3
T,=sum of ranks for sample 1
To,=sum of ranks for sample 2
Ts=sum of ranks for sample 3

The hypothesis tested is;

ng

Ho: There is no difference in the ratings of the waun in
banking hall transactions, as a result of usingrivét banking
services.

H;: There is difference in the ratings of the redurtin
anking hall transactions, as a result of usingrimgt banking
services.

The degrees of freedom = k-1, where k is the nurolber
conditions being compared. In general, “large valaéthe
test statistic H, leads to the rejection of thd hypothesis”

conducted to solicit interviewees' feelings and etlv
experiences in the use of internet banking services

D. Analysis of Data
Descriptive statistics such as frequency distrdmgiwere

hypothesis will be rejected and if the test vakiless than the
critical value, the null hypothesis will not beeejed.

In the analysis of the challenges associated withrimet
banking however, Kendall's Coefficient of Concordamwas
employed to establish the degree of agreement artiung

used to quantitatively analyse and summarise th& dgespondents. Kendall’s coefficient of concordanes wsed

collected. Some individuals’ speeches were alsegmted to
share individual feelings and experiences in tleeafisnternet
banking services. The quantitative analysis wasedasing
statistical package for social sciences (SPSS)Mintbsoft
Excel. A study by [24] observed that “a common peabin
practical statistics is to decide whether severaies should
be regarded as coming from the same populationhe“T
Kruskal-Wallis test uses ranks of ordinal data ¢of@rm an
analysis of variance to determine whether multipteups are
similar to each other” [25]. The Kruskal-Wallis kamg
method was used to analyse respondents’ ratingcafction
in banking hall transactions, as a result of udimgrnet
banking services. In other words, respondents asked to
rate how the use of internet banking services redubeir
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to analyse the degree of agreement between respisnole
the following internet banking service challengfsquent
breakdown of websites, high service charges, lomit lon
fund transfers and slowness of transactions. Ké&adal
coefficient of concordance is

W=

= sy b= (Ri R

(4)

= 1
Where R=_I¥ R

(®)

R;=sum of rank assigned to tH&dhallenge
k= number of challenges being ranked
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n= number of respondents
Hypothesis tested is;
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Hy: There is difference in the ratings of the reduttin

Ho: There is no agreement among respondents on thanking hall transactions, as a result of usingrivét banking

challenges of internet banking services.

services.

Hy: There is agreement among respondents on theThe results of the analysis are shown in Tableahld I

challenges of internet banking services.
If the computed value of W is greater than theaaitvalue,

and Table Il below;

the null hypothesis will be rejected and the cosicln will be Table: | Ranks

drawn that there is agreement among respondentthen Condition N | Mean Rank
challenges of internet banking services. On theratland, if Using internet banking for

computed value of W is less than the critical vathe null less than 1 year (Short-term 8 13.38
hypothesis will not be rejected and the conclusidih be experience)

drawn that there is no agreement among respondertise Using internet banking for

challenges of internet banking services. Accordittg ) between 1 and 3 years | 8 12.19
Kendal's formula, if W is 0, then there is virtyalno | RalNg| (Medium-term experience)

agreement among the respondents, and their resposebe Using internet banking for

regarded as random. If however, the test staiftis 1, then more than 3 years 8 11.94
there is perfect agreement among the respondents. (Long-term experience)

Intermediate values of W show various degrees ahimity Total 24

among the various responses.

E. Reliability and Validity

Central to the understanding of results derivednfro

guestionnaires, are the issues of reliability aalitlity which

underpin questionnaire development [26]. To asterta

validity and reliability, the questionnaire was f@sted using
five (5) internet banking users to determine whettie

instrument will be understood and attract the nesgli
responses. A research by [27] claimed that thezereadily
available statistics to measure reliability but swonple

computed statistic to establish validity. The reskers
further stated that validity is established if arstrument
actually provides a measure of what it purportseasure”.
Reliability on the other hand is defined by [28] “the degree
to which measures are free from error and thereyoelel

consistent results”. In other words, reliabilitytlie degree to

which a measurement technique can be depended toporfhi-square table at

obtain consistent results in repeat testing. Theeaeher
therefore ensured that the wordings of the questivare
clear and unambiguous so as not to misinterpreinteaded
meanings.

VII.

The main purpose of this section is to presenattaysis
and findings of the study.

A. Internet Banking Effect on Volume of Banking Hall
Transactions

RESULTS AND DISCUSSION

Table: Il Test Statistics

Rating
Chi-square 0.193
df 2
Asymp. Sig. 0.908

Table: 11l Descriptive Statistics

N | Mean S.td'. Min Max
Deviation
Rating 24| 61.25 24.595 10 95
Condition | 24 2 0.834 1 3

With 2 degrees of freedom, the chi-square valum ftioe
5% significance level is 5.9%e
empirical chi-square value is 0.193. Since theualste is less
than the critical value (0.193 <5.99) or the p-ealsi greater
than the level of significance (0.908>0.05) theeessher
failed to reject the null hypothesis and conclutties there is
no difference in the ratings between the three pgoaf
internet banking users. This means that there wugm
evidence to support the null hypothesis. It canetoge be
concluded that there was a significant effect & tise of

internet banking services on volume of banking hall

transactions (H (2) = 0.193, p <.05). Itis therefessential to
introduce alternate banking channels in order thuce or

Three (3) groups of internet banking users belowewe €liminate the long queues of customers waitingetsdrved in

made to rank the reduction in banking hall trarieast as a
result of using internet banking services. Thesmugs are
those who use internet banking for less than a(ghert-term
users), those who use internet banking betweerad gred 3

the banking halls.

On the other hand, it is also essential for baaksote that
for some customers, these virtual and alternatareta of
banking cannot replace the traditional banking erpee.

years (medium-term users) and those who use interf@n€ respondent and long-term user of internet banki
banking for more than 3 years (long-term users)e THervices captured this point:

researcher made use of Kruskal-Wallis ranking netthdest
the following hypothesis;

Ho: There is no difference in the ratings of the waun in
banking hall transactions, as a result of usingrivét banking
services.
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For me, this physical location and human touchanking
cannot be eliminated. Irrespective of the serviaesilable
on the internet banking platform, I will visit thenking hall.

This suggests that, alternate electronic chanridarking
should be regarded as supplementary but not conepiamy
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channels.

B. Challenges of Internet Banking

The study investigated key challenges faced byrriete
banking customers. These challenges are frequeaktfown
of websites, high service charges, low limit onduransfers
and slowness of transactions. Kendall's coefficieft
concordance was employed to test whether or naoe tise
agreement among respondents on the challengesrdaced
in using internet banking services. The researehgsloyed
Kendall's coefficient of concordance to test thdofwing
hypothesis;

Ho: There is no agreement among respondents on t

challenges of internet banking services.

H;: There is agreement among respondents on t
challenges of internet banking services.

The result of the ranking is as shown in Table &loly.

Table: IV Ranking of internet banking challenges

Challenges of internet banking| Rankings|
Slowness of transactions 1st
Frequent breakdown of websites 2nd
Low limit on funds transfer 3rd
High service charges 4th

The Kendall's W test result is as per Table V below

Table: V Kendall's coefficient of concordance

Test statistics| Values
N 24
Kendall’s ... 0.219
Chi-square 15.75
df 3
Asymp. Sig. 0.001

From Table V, the computed statistic is 15.750 evitiile
critical valuey0.05, 23 = 35.172. Since the test value is les
than the critical value (15.750<35.172), the redear failed
to reject the null hypothesis. It is therefore daded that
there is no convincing evidence of agreement antbeg
respondents.

The W value - Kendall's coefficient of concordanise
0.219. This shows the strength of agreement ambeg
respondents in ranking internet banking challendesen
though W=0.219 is statistically significant, it ia the
weak-to-moderate range. In other words, whilstelapears
to be some agreement among the respondents, ibtis
sufficient to conclude that the respondents agrbis.result is
therefore essential to guide the banks to prieriptans to
mitigate challenges affecting customers in theafdaternet
banking services. Thus, attempts to increase iatdranking
services charges could cause customer dissatfacts
explained by one of the respondents during an \iger
session:

Why should | pay for my internet access at homestitid
be charged for internet banking services? It iddretb go to
another bank where | know | will not be chargedifdernet
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banking services.

This implies banks need to consider reducing or
eliminating internet banking charges in order tonae
competitive.

C. Enhancing the Internet Banking Platform

The study employed frequency distribution to deteem
the need to enhance the internet banking platfothig. 3"
below shows the findings.

42%
W 7es: Respondents interested
|

0,
75 No: Responderts not interested

“Fig.3” Respondents interest in enhancing internet
banking platform

From “Fig 3", 14 customers representing 58% oftttal
respondents requested for new banking services affered
on internet banking platforms. It can thereforecbacluded
that banks need to innovate and enhance theingttbanking
platforms in order to attract and retain customérss also
essential to conclude that the 42% of respondehtswere
not interested in the enhancement of the interaeiking
platform might be frustrated with the challengesl &ence
preferred the traditional banking hall servicesirternet
banking platforms.

D. Reasons for Visiting the Banking Halls

Frequency distribution was employed to understdred
respondents’ main reason for visiting the tradaiolmanking
halls. The findings are illustrated in Table VI &l

Table: VI Reasons for Visiting Banking Halls

Number of
S Reasons Percentage
respondents
To make a deposit 17 71
To enquire about a balange 2 8
To withdraw cash 4 17
Others 1 4
Total 24 100

The findings in Table VI reveal that only 8% of the
respondents visit the traditional bank branch forkbaccount
balance enquiry, a service that is offered on ftitermet
Banking platform. Whilst this might be due to vaisaeasons
such as internet banking challenges, banks alshtoesnsure
customers are well educated on their products andces.
The findings also show that majority of the respemid
(88%) visit the bank branches to perform transastielated
to physical cash — cash deposit and withdrawalkesthese
physical cash services are not available on intévaaking
platforms, it is important for banks to consideteaiate
banking channels and other technological innovatithat
integrate these services with the internet bankiagforms.
No wonder, in response to a question about the teeubit
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the banking halls, one interviewee had this to say:
| don't really go to the banking hall for cash wdifawal. |

ISSN: 2319-6378, Volume-3 Issue-12, October 2015

experience some challenges with internet bankiatfgrims.
Whilst it is important for banks to introduce inrative

always make use of the ATM for cash withdrawald, Bielectronic products such as internet banking, éssential to

internet banking is good. For example, you can roeéhie
comfort of your home and make fund transfer tratisas.

ensure that the internet banking platforms are sblaund
always available to serve customers all the timeorder

Automated Teller machines (ATM) may be used forhcaswords, banks need to take steps to address thallendes in
deposits to decongest the banking halls whilst caghider to build customer confidence, thereby indreashe

withdrawal can be accomplished with the integradbATM

rate of use of internet banking services. It idical as a

and internet banking platforms where a cardlessh casustomer focused bank, to avoid technology failuether

withdrawal service initiated on internet bankingatfdrm

generates a secured token that enables cash withidram

the ATM. It may also be necessary for an accouiddrao

initiate a fund transfer from bank account direabiyto a
mobile phone cash wallet of a person who is noessarily
an account holder. This innovation will help decestgthe
banking halls with third party cheque withdrawdlke study
also found out that electronic fund transfer is oh¢he key
benefits customers derive from the use of intelbaatking

services. It is therefore essential for banks totinoously

provide innovations relating to fund transfers. @thenefits
include the convenient use of services such asbdl utility

payments, chequebook requisitions, standing instric
requests and electronic account statement generatio

VIIl. CONCLUSIONS AND RECOMMENDATIONS

A. Conclusions

This paper employed Kendall's Coefficient
Concordance to establish the degree of agreemenmicathe
respondents on internet banking challenges and hetd
qualitative and quantitative approach to invesdgdbe
benefits and challenges of internet banking in @havith
specific emphasis to a commercial bank. It wasrdlest, in
as much as internet banking services offer sigaifidenefits
to both banks and customers, they also pose soatiernges.
The research finding was consistent with the figdiaf other
researchers of the past [29], [30] and [31]. It vedso
observed that, there is some agreement betweeonaspts
on the following internet banking service challesideequent
breakdown of websites, high service charges, lomit lon
fund transfers and slowness of transactions. Thelyst
revealed that some customers are willing to coetinging
internet banking services irrespective of the @mges they
encounter with them. This shows that customers tafdlly

than taking steps to resolve those failures when ticeur. It
is therefore recommended for banks to considerrrate
electronic channels as supplementary but not congiéary
channels. Banks also need to improve internet bagnki
services with innovative ideas. It is also worthimg that
banks of the future are those that think innovatmdelight
their customers. In other words, banks need to idens
integration across all bank channels. Banks shfmdds on
the effective use of cloud technology, while ensyri
information security and stability/uptime. It isalessential to
reduce or completely eliminate the charges assatiaith
internet banking services. This way, customershvalivilling
to save with the banks, thus resulting in cheapsiépfor the
banks. Internet banking websites need to be userdly and
easy to navigate. Whilst banks increase the fuadsfer
limits on internet banking platform in order to isht
customers, this should be done within a regulatdcontrol
framework so as to protect the interest of bothiauers and

ofbank as a whole. Banks also need to organise eduaht

campaigns aimed at increasing customers’ knowledge on
the benefits and use of internet banking servités klso
critical that banks put in place proper securifyastructures
such as SSL for securing browser to web server
communications and also deploying  multifactor
authentications in a bid to protect their interteatnking
customers.

C. Limitations and Future Research

The findings were obtained from a study that ingeséd
internet banking with customers of a specific banhana.
This study could be prone to researcher biasresudt of the
sampling technique (purposive sampling) used. €kalts of
the study should therefore be viewed in the lightite
limitations. These limitations pave the way for uiug
research. First, future research can expand theeszpusing

embrace internet banking services when the chailengnultiple banks with large sample size and a difiesampling

associated with them are totally eliminated. It @dso be
concluded from the study that, internet bankingises have
significant impact on the volume of banking hadirtsactions.
There is therefore the need for banks to introchlternate
banking channels in order to reduce or eliminate ling
gueues of customers waiting to be served in thditioaal
brick and mortar banking halls. This is in line hvit
recommendations by [32] for banks to embrace elaiir
banking as a key competitive advantage. The maiefiie
derived from internet banking is the conveniencthwihich
the service is consumed by the customers, thelahinating
long customer waiting queues from the banking halls

B. Recommendations
The study shows that
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technique that could enable generalization of iheirigs. A
further research could be conducted by consideoitgr
challenges facing internet banking customers. litaléo be
of interest to investigate the robustness and #gcof

internet banking platforms. The study however heenbable
to contribute to the existing literature on interbanking and
its benefits and challenges in the Ghanaian banhihgstry.
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