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Introduction

The evolution of  technology and telecommunications prompted 
the development of  multiple alternative networks, making elec-
tronic banking an integral part of  the banking industry's strategy. 
Electronic banking covers a wide range of  transactions, informa-
tion and management. The priority of  the banking sector is to 
highlight the developmental directions and to specify the strategy, 
the means and the interventions for the exploitation of  the new 
technologies. Knowledge of  the profiles, or more generally the 
individual characteristics of  customers is useful, in many ways. 
Equipped with information on customers who already adopt e-
banking or are likely to do so, banks will be able to identify the 
market segments that should be targeted. They can then introduce 
banking products and services that better suit the needs and wants 
of  the customers in the segment [4]. The banking industry must 
adapt to the electronic era if  they are to move with times and 
customer demands, and not be left behind [34].

Electronic banking has been extensively studied in the interna-
tional literature [17, 25, 30]. Despite the advantages (Jayshree, 

Chavan 2013 [23], Jayawardhena & Foley 2000 [22], Siati et al., 
2014 [50]), customers are still reluctant to use this alternative 
method and the traditional banking system is still a major practice 
for transactions and banking activities in many countries [9, 15, 
43]. The Banking institution management should also be facili-
tated by the organizational and technical Infrastructure to support 
operations which employ new technology in electronic banking 
more effectively and efficiently [2, 6, 8, 13, 16, 20, 26, 42, 55].

Further analysis is particularly useful as the research field appears 
to be dominated by overlaps, contradictions, repetitions, but also 
a storm of  developments and new elements. This effort is ex-
pected to clarify the dominant trends so far, and to demonstrate 
the research field deficits. Conclusions can be useful to Banks, 
both in better understanding their own customers and improv-
ing their services. Similarly, it is important for customers, as the 
database will constantly be kept up to date with determining these 
key points that will require a two-way collaboration. This informa-
tion can be used as a springboard for interaction and feedback for 
banking, customer and state institutions, to find out what it takes 
to overcome obstacles in cooperation and promote mutual ben-
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Abstract

In this paper, we investigate the level of  penetration of  electronic banking in a provincial city of  Greece, Halkida. We use 
descriptive and inferential statistics (Pearson Chi-Square test, crosstabulation or contingency table) in order to identify the 
percentage of  electronic banking adoption. A random sample of  100 adults were asked to fill in a questionnaire, based on 
previous investigations concerning internet and electronic banking (e.g. Munusamy et al., 2012 [38], Chau & Ngai 2010 [7], 
Durkin 2004 [11]), modified to the specific circumstances. We used the SPSS 22 (Statistical Package for Social Sciences). 
The results of  studies show that customers under certain conditions are receptive to the adoption of  electronic banking. 
Gender, education and the purchase of  products through the Internet, affect the usage of  electronic banking. Level of  
education and safety are the factors influencing the intention to use electronic banking. Finally, characteristics such as cost, 
support/service, computer knowledge and effort made, have significant impact on perceived performance regarding the us-
age of  online banking. The findings of  this paper have practical implications for the banking industry in order to understand 
their own customers better and improve their services.
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efits so that electronic banking can be a primary customer choice.
This survey contributes to the wider literature in the field of  elec-
tronic banking by identifying such factors influencing the cus-
tomer attitude towards e-banking and exploring the changes in 
these factors over the time. Assessing the service needs and cus-
tomers’ new expectations may help the banks develop effective 
strategic planning for the future of  e-banking as a tool for mini-
mizing inconvenience, reducing transaction costs and saving time. 
Electronic banking in Greece has not yet reached the optimal user 
base due to many variables which influence the customers. Fur-
ther investigation of  factors affecting the adoption or intention 
to use online banking services in general, have more benefits for 
banks and future researchers. Additionally the outcomes of  this 
research are useful for the banking sector in formulating effective 
strategic planning which will help to retain the existing ones and 
attract new customers.

The research problem is about the customers’ low acceptance to-
wards e-banking adoption and the aim is to investigate the affect-
ing factors. The primary objectives of  this study are to identify 
the factors influencing the adoption, non adoption and perceived 
usefulness of  e-banking. Based on their observation, we can ex-
amine interactions and correlations between e-banking and de-
mographic and other individual elements of  the respondents and 
the intervention to be implemented. Angelakopoulos & Mihiotis 
(2011) [3], focusing on the Greek banking sector, demonstrate 
that banks expand in electronic banking services in order to re-
main competitive, to keep track of  technological developments 
and to benefit from the lower cost of  e-banking transactions. The 
relatively low Internet usage, non-familiarity with technologically 
advanced devices and problems regarding security and privacy are 
the main factors that have a negative influence on the adoption of  
online banking services by customers in Greece.

The most important research questions are about e-banking ser-
vices development process, customer retention under the prevail-
ing conditions, threats, opportunities and odds of  a slowing down 
or increasing rate of  electronic banking adoption. The research 
hypotheses that guide this study are as follows:

Hypotheses 1: Gender, age, marital status, education, employment 
and the purchase of  products through the Internet, affect the us-
age of  electronic banking.

Hypotheses 2: Gender, age, marital status, education, employ-
ment, purchase of  products through the Internet, security, com-
plexity, costs, lack of  awareness and the feeling that it is unneces-
sary affect the intention to use electronic banking.

Hypotheses 3: Computer knowledge, effort made, security, speed, 
cost, and support/service affect the perceived performance of  
electronic banking. 

Quantitative research is the approach used in this study, including 
a questionnaire survey, based on previous investigations concern-
ing internet and electronic banking (e.g. Chau & Ngai 2010 [7], 
Durkin 2004 [11] Munusamy et al., 2012 [38]), modified to the 
specific circumstances. Statistical encoding, processing and ana-
lyzing research data performed with SPSS version 22. Survey con-
ducted in the period between 11/30/2015 and 01/23/2016 on a 
random sample of  100 people aged over 18 in city of  Chalkida.

The findings of  this study provide strong evidence that gender, 
education and the purchase of  products through the Internet, af-
fect the usage of  electronic banking. Level of  education and safe-
ty are the factors influencing the intention to use online banking. 
Finally, characteristics such as cost, support/service, computer 
knowledge and effort made, have significant impact on perceived 
performance regarding the usage of  e-banking. Customers are 
becoming more accustomed to using or maintaining e-banking 
services, once they realize that it could help them to achieve their 
goals.

Section 2 reviews empirical studies which have investigated the 
factors that influence the usage, intention to use and perceived 
performance regarding the usage of  e-banking. Section 3 de-
scribes the data collection process and research methods of  the 
study. Section 4 addresses the results from data analysis and Sec-
tion 5 focuses on the above mentioned findings which provide 
meaningful insights on how to relate to statistical processing, 
theoretical framework introduced in the literature review and the 
study’s practical implications.

Literature Review

The Internet is gaining popularity as a delivery channel in the 
banking sector. Ιt renders location & time irrelevant, and em-
powers customers with greater control of  their accounts. Banks 
achieve cost and efficiency gains in a large number of  operational 
areas [22].

Several studies have been conducted so as to understand the role 
of  demographic and individual features on customer behavior to-
wards online banking. Chau & Ngai (2010) [7] find that young 
people have a more positive attitude and intention of  using e-
banking than other user-groups. Mattila et al., (2003) [31] indicate 
that household income and education were found to have a signif-
icant effect on the adoption of  internet banking. Motwani & Shri-
mali, 2014 [35] conclude that gender and age are important fac-
tors while income & education differences have no impact on the 
usage of  e-banking. Age and education are significant factors for 
acceptance [57]. Munusamy et al., (2012) [38] reveal that while the 
hypotheses pertaining to gender, race, income, educational level 
and occupation were not supported, the age is. Hishamuddin et 
al., (2009) [19] show that the demographic variables do not have 
any significant impact on the customer retention of  the internet 
banking services. The demographic variables such as gender, age, 
qualifications and income, play a positive role in the adoption of  
banking technology [53]. Significant moderating factors are gen-
der, educational level, income, internet experience but not age 
[20]. Patsiotis et al., (2012) [41] suggest that the policy-makers 
should emphasize usefulness attributes of  computer-based in-
novations when attempting to increase the use of  the Internet 
for banking by people who already use the Internet for shopping. 
High levels of  internet usage at work are seen to positively in-
fluence e-banking registration [11]. Sharma & Singh (2011) [48] 
identify the limited e-skills among the seven factors influencing 
Internet banking. Perceived difficulty in using computers and the 
lack of  personal service were found to be the main barriers of  e-
banking adoption [31]. Metwally (2013) [32] show that computer 
and Internet use experience, is one of  the external factors which 
affected bank customers’ decision to use Internet banking.



Papazoglou Vasiliki, Papathanasiou Spyros. Electronic Banking in Greece. The case of  Chalkida. Int J Financ Econ Trade. 2018;2(2):18-30.

20

 OPEN ACCESS                                                                                                                                                                                  http://scidoc.org/IJFET.php

Regarding the effects of  e-banking service quality on customers, 
Jaruwachirathanakul & Fink (2005) [20] consider that features of  
the web site and perceived usefulness are the attitudinal factors 
that appear to encourage most the adoption of  internet banking. 
Website quality, e-trust, e-satisfaction, corporate image, product 
information and perceived security significantly affect the e-loy-
alty of  the customers [44]. Metwally (2013) [32] show that the 
main factor which affected bank customer decision to use Inter-
net banking service, was ease of  use, usefulness, trust and cred-
ibility of  the service and some external factors such as personal 
innovativeness, individual differences, promoting circumstances, 
service assistance and communication. Perceived usefulness, ease 
of  use, security and privacy have a significant influence on accept-
ance and adoption of  the internet banking [37]. Keffala (2010) 
[24] reveal that, on one hand perceived ease of  use and usefulness, 
trust and security are motivating factors and on the other hand, 
perceived costs and personal features are inhibiting factors to the 
adoption and usage of  Internet banking. According to Sohail & 
Shaikh (2009) [51] efficiency, system availability, fulfillment, pri-
vacy and responsiveness are significant determinants of  loyalty to 
internet banking users. Wu et al., (2010) [56] show that relative ad-
vantages, trust and perceived ease of  use are more important and 
critical to customer’s intension of  e-banking adoption. Dutta & 
Makkar (2008) [12] observe that the sought after benefits encour-
agement, ease and accuracy, convenience and control, lifestyle and 
social factors and bank reputation were the five most important 
factors. On the other hand, factors such as lack of  knowledge 
and trust, security and privacy issues and the lack of  training 
and incentives were found to act as major inhibitors in Internet 
banking adoption. Furthermore, Bultum (2012) [6] also identifies 
perceived ease and usefulness as a driver of  adopting E-banking 
system. Lee (2009) [28] indicates that the intention to use online 
banking is positively affected mainly by perceived benefit, attitude 
and perceived usefulness.

Many factors may impact the adoption and acceptance of  elec-
tronic banking services including characteristics of  each county, 
legal and regulatory framework, security issues, reliability, usability 
cost, speed and support considerations. Sathye (1999) [47] shows 
that security concerns and lack of  awareness on internet banking 
and its benefits stand out as being the obstacles to the adoption 
of  Internet banking. Though there are many advantages in using 
internet banking, the barricades in practicing it by the clientele re-
siding in the semi urban areas are cost, lack of  infrastructure, tra-
ditional banking, unfriendly web site, unawareness and reluctance 
to change [43]. Gerrard et al., (2006) [14], identify eight factors 
which explain why customers are not using e-banking. In order of  
frequency, the factors are: perceptions about risk; the need; lack 
of  knowledge; inertia; inaccessibility; human touch; pricing and 
IT fatigue. Additionally other major barriers are security risk and 
lack of  trust, ICT infrastructure, legal and regulatory framework 
[6]. However, further improvements on security and provision of  
key ingredients of  e-banking which includes confidentiality, effec-
tive communication integrity and availability, should be consid-
ered in order to satisfy customers’ requirements [8]. The intention 
to use online banking is adversely affected mainly by the security/
privacy risk, as well as financial risk [28]. According to Alim Al 
Ayub & Nur-E-Alam (2013) [1] perceptions of  risk, lack of  ad-
equate support and training from banking institutions are some 
of  the causes of  non-usage. However, the cumbersome process 
of  setting up an internet account discourages many, and the dif-
ficult process of  correcting problems reduces usage even among 

some who use the internet for transactions [27].

Finally, there is a type of  customer who prefers the traditional 
banks for many reasons, such as human interaction, virtual con-
tact reservations or the importance of  their transactions. Giorda-
ni et al. (2014) [15], report that branch dissatisfaction and high 
branch fees have no impact on the internet banking adoption in 
Greece, therefore Greek customers prefer to visit branches and 
are willing to pay high fees for the transactions. Larpsiri et al. 
(2002) [27], suggest that while security is a major factor inhibiting 
wider adoption, it is not necessarily the key distinguishing fac-
tor in “who will adopt” versus “who will not”. Users seem to be 
more time and cost conscious, and especially value convenience. 
Non-users are much more service conscious, and do not like the 
self-service of  the internet. Mattila et al. (2003) [31] and Sharma 
& Singh (2011) [48], report that the lack of  personal service in 
e-banking was found to be among the main barriers of  Internet 
banking adoption.

Methodology

This research uses quantitative method. However, this survey fo-
cuses on the factors influencing the adoption and acceptance of  
e-banking. The factors considered in our analysis include demo-
graphic and individual characteristics (Munusamy et al., 2012 [38], 
Chau & Ngai 2010 [7], Motwani & Shrimali 2014 [35], Tater et al. 
2011 [53]), purchase of  products through the Internet (Durkin 
2004 [11], Patsiotis et al., 2012) [41], effort made, security, speed, 
cost, support/service [14, 27, 29, 33, 46, 56]. The dependent vari-
able is the usage (Sohail & Shaikh 2009 [51], Mukherjee & Nath 
2003 [36], Raitani & Vyas 2014 [44], Sharma & Singh 2011) [48], 
the intention to use (Shirodkar 2015 [49], Dumičić et al. 2014 
[10], Suh & Han 2003 [52], Sathye 1999 [47], Dutta & Makkar 
2008 [12]) and perceived performance regarding the usage of  e-
banking [24, 28, 37, 45, 57].

The survey was conducted from 11/30/2015 to 01/23/2016. 
A random sample of  100 adults asked to reply to a question-
naire, based on previous investigations concerning the internet 
and electronic banking (e.g. Munusamy et al., 2012 [38], Chau & 
Ngai 2010 [7], Durkin 2004 [11]), modified to the specific circum-
stances. Respondents filled in the questionnaires themselves 59%, 
(through 3 relative-owned shops in central spots), 9% by phone 
and 32% by email. Furthermore, telephone and email response 
was completely positive (friends and relatives). Of  the 100 adults 
who participate in the random sample, 31 are women and 69 men. 
The ages are 12% (18-24), 21% (25-34), 33% (35-44), 19% (45-
54), 8% (55-64) και 7% (over 65 years old). The marital status is 
57% married, 35% single, 3% divorced and 5% widowed. The 
educational level is 44% Highest, 45% Average and 11% Basic. 
Employment is shared by 55% Employed, 19% Self-employed, 
15% Unemployed, 9% Pensioners and 2% Other (students).

Among the 100 valid responses, 57% are users and 43% non users 
of  electronic banking. What follows are some main points of  our 
sample that should receive careful attention.

1. 38% percent of  the respondents prefers human contact, 
which was expected because of  the low usage rate of  internet 
banking in Greek society.

2. The usage of  ATM is significantly dominated by 65% per-
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cent of  the respondents. Incomplete information may be re-
sponsible for not using other forms of  e-banking. The same 
question among the users, is 57.9 percent while the usage of  
web is 64.9%.

3. Clients overwhelmingly cooperate with systemic banks which 
is attributed to the sense of  security, but also to synergies and 
co-operations / incentives and payroll packages.

4. 65% percent of  the respondents refers purchase of  products 
through the Internet. This is a potential group for the im-
plementation of  e-banking because of  the existing trend of  
people who already use the Internet for shopping.

5. The imposition of  capital controls in Greece caused e-bank-
ing to explode (29.8% adopted e-banking during 2015 and 
71.9% intensified the usage). It can also help create the con-
ditions required for the preservation of  this occasional usage 
with concerted actions by Banking Institutions.

6. 50.9 percent of  the users report above-average computer 
skills. Seeking optimization is necessary to satisfy the increas-
ing demands of  this group.

7. Account information, payments and transfers are among the 
most popular e-banking transactions. An appropriate promo-
tional banking action could be created to extend the transac-
tions via e-banking.

8. 45.6% percent of  the users refer perceived efficiency below 
averages and 49.1% made effort above average regarding the 
performance of  online banking transactions. These are indi-
cations that the banks should take action to facilitate and en-
hance users, such as easier and more user-friendly site, more 
information, support, simplification and even more.

9. The distinct factors that determine the customers’ e-bank se-
lection criteria, in descending order of  importance , are user 
friendly, speed, security, support/service and cost (Table 3A).

10. The distinct factors that determine the customers’ bank res-
ervations in the online banking sector in descending order of  
importance are (a) below average, lack of  awareness, system 
understanding, cost, support/service and security and (b) 
above average, security, support/service, cost, system under-
standing and lack of  awareness (Table 3B).

11. The distinct factors that determine the customers’ e-bank 
non usage reasons in descending order of  importance are (a) 
below average, cost, security, lack of  awareness, no necessity 
and complexity (b) above average, complexity, no necessity, 
lack of  awareness, security, and cost (Table 3C). The inten-
tion rate for using electronic banking has reached the level 
of  58.1%.

Table 3A. Selection criteria affecting the usage of  electronic banking transactions.

Meas-
urement 

Scale

Security
Frequency

Speed
Frequency

User Friendly
Frequency

Cost
Frequency

Support/Service
Frequency

Absolute Relative% Absolute Relative% Absolute Relative% Absolute Relative% Absolute Relative%
1 4 7.0 5 8.8 3 5.3 7 12.3 6 10.5
2 2 3.5 1 1.8 2 3.5 8 14.0 4 7.0
3 10 17.5 7 12.3 3 5.3 15 26.3 13 22.8
4 12 21.1 14 24.6 15 26.3 7 12.3 10 17.5
5 29 50.9 30 52.6 34 59.6 20 35.1 24 42.1

Total 57 100.0 57 100.0 57 100.0 57 100.0 57 100.0

Table 3B. Reservations affecting the usage of  Electronic Banking.

Meas-
urement 

Scale

Lack Of  Awareness 
Frequency

Security
Frequency

Cost Of  Transactions
Frequency

System Understanding
Frequency

Support/Service
Frequency

Absolute Relative% Absolute Relative% Absolute Relative% Absolute Relative% Absolute Relative%
1 10 17.5 7 12.3 9 15.8 8 14.0 8 14.0
2 12 21.1 9 15.8 12 21.1 9 15.8 5 8.8
3 18 31.6 10 17.5 13 22.8 22 38.6 16 28.1
4 9 15.8 11 19.3 14 24.6 9 15.8 16 28.1
5 8 14.0 20 35.1 9 15.8 9 15.8 12 21.1

Total 57 100.0 57 100.0 57 100.0 57 100.0 57 100.0

Table 3C. Reasons affecting the non-usage of  Electronic Banking.

Measure-
ment Scale

Security
Frequency

Complexity
Frequency

Cost
Frequency

Lack Of  Awareness
Frequency

No Necessity
Frequency

Absolute Relative Absolute Relative% Absolute Relative% Absolute Relative% Absolute Relative%
1 7 16.3 6 14.0 9 20.9 6 14.0 10 23.3
2 6 14.0 4 9.3 8 18.6 8 18.6 2 4.7
3 14 32.6 8 18.6 17 39.5 12 27.9 11 25.6
4 4 9.3 7 16.3 4 9.3 7 16.3 7 16.3
5 12 27.9 18 41.9 5 11.6 10 23.3 13 30.2

Total 43 100.0 43 100.0 43 100.0 43 100.0 43 100.0



Papazoglou Vasiliki, Papathanasiou Spyros. Electronic Banking in Greece. The case of  Chalkida. Int J Financ Econ Trade. 2018;2(2):18-30.

22

 OPEN ACCESS                                                                                                                                                                                  http://scidoc.org/IJFET.php

The collection of  the data accomplished, by using as research tool 
a questionnaire, based on previous surveys (Munusamy et al. 2012 
[38], Chau & Ngai 2010 [7], Durkin 2004 [11], Wu et al. 2010 
[56], Saibaba 2014 [46], Sohail & Shaikh 2009 [51], Raitani & Vyas 
2014 [44], Shirodkar 2015 [49], Dumičić et al., 2014 [10], Rashidi 
& Mansoori 2015 [45], Lee 2009 [28], Zarafat et al., 2013 [57], 
Munasinghe 2014 [37]) regarding internet and electronic banking 
and modified to the specific circumstances. While questionnaires 
are usually viewed as a more objective research tool that can pro-
duce general results because of  large sample sizes, results can be 
threatened by many factors including: faulty questionnaire design; 
sampling and non-response errors; biased questionnaire design 
and wording; respondent unreliability, ignorance, misunderstand-
ing, reticence, or bias; errors in coding, processing, and statisti-
cal analysis; and faulty interpretation of  results [40]. Additionally, 
questionnaire research can be seen as over-reliant on instruments 
and, thus be disconnected from everyday life, with measurement 
processes creating a spurious or artificial sense of  accuracy [5]. 
The questionnaire distributed and formulated with questions, cor-
responds to the special needs of  research according to Javeau’s 
principals (2000) in order to be accessible and easy to use whilst 
the clear instructions contribute to the validity of  the research.

Standardize Information Gathering is an efficient way of  col-
lecting information from a large number of  respondents. The 
responses were gathered in a standardized way, so the used ques-
tionnaire consisted mainly of  closed-ended questions such as di-
chotomous choice, multiple choices, rank ordering, ticking one or 
more applicable items on a checklist. Personal information was 
collected anonymously to help ensure the objectivity, integrity and 
validity of  the research.

Analyses performed using Statistical Package IBM SPSS 22. We 
use descriptive and inferential statistics (Chi-Square test, cross-
tabulation or contingency table). Contingency tables are used to 
examine the relationship between two categorical variables. De-
pending on the differences between the observed and expected 
counts, we can conclude a relationship or not, between the two 
variables. Then, chi-square test (Todd et al., 2011) [54] is applied 
to compare the variables in the contingency tables. It is consid-
ered as an appropriate statistical test for comparison between two 

nominal variables. The significance level is set at a=0.05. If  the 
p-value is greater than a, the null hypothesis can’t be rejected (de-
pended variables). Basic rules: no expected counts less than 5 and 
no expected counts less than 1 and 25% of  counts no less than 5.

Empirical Rsults

For each research hypothesis, descriptive and inferential statistics 
were used. The results are as follows.

Usage of  Electronic Banking

The contingency tables’ cells regarding gender (Table 4A), educa-
tion (Table 4D) and the purchase of  products through the In-
ternet (Table 4F) have large discrepancies between the observed 
and expected counts. Also the adjusted residuals are above the 
absolute value 1.96 [> |±1.96|]. These results provide a prelimi-
nary indication that the categorical variables aren’t independent. 
In the same way, when considering the age (Table 4B), marital 
status (Table 4C) and employment (Table 4E) the differences be-
tween the observed and expected counts combined with the fact 
that none of  the adjusted residuals values aren’t above the abso-
lute value 1.96 [> |±1.96|] provide a preliminary indication that 
the categorical variables are independent. These indications are 
confirmed by the chi-square Table 4G which shows that gender 
(x2 0.013 < 0.05) education (x2 0.001 < 0.05) and the purchase of  
products through the Internet (x2 0.000 < 0.05) affect the usage, 
while age (x2 0.815 > 0.05), marital status (x2 0.152 > 0.05) and 
employment (x2 0.168 > 0.05) have no significant influence on 
usage behavior of  e-banking users.

Intention to use Electronic Banking

The discrepancies between the observed and expected counts on 
the contingency tables regarding the education (Table 4D) and 
security (Table 4I) combined with the majority of  the adjusted 
residuals which are above the absolute value 1.96 [> |±1.96|] 
provide a preliminary indication that the categorical variables 
aren’t independent. In the same way, when considering the gender 
(Table 4A) age (Table 4B), marital status (Table 4C) employment 
(Table 4E) purchase of  products through the Internet (Table 4F) 

Table 4A. Crosstabulation - Gender & Usage/Intention to use Electronic Banking.

 Gender
Usage Intention

Yes No Total Yes No Total

Man

Count 45 24 69 12 12 24
Expected Count 39.3 29.7 69.0 14.0 10.0 24.0
% within Gender 65.2% 34.8% 100.0% 50.0% 50.0% 100.0%

% within Usage. Intention to use 78.9% 55.8% 69.0% 48.0% 66.7% 55.8%
% of  Total 45.0% 24.0% 69.0% 27.9% 27.9% 55.8%

Adjusted Residual 2.5 -2.5 -1.2 1.2

Woman

Count 12 19 31 13 6 19
Expected Count 17.7 13.3 31.0 11.0 8.0 19.0
% within Gender 38.7% 61.3% 100.0% 68.4% 31.6% 100.0%

% within Usage. Intention to use 21.1% 44.2% 31.0% 52.0% 33.3% 44.2%
% of  Total 12.0% 19.0% 31.0% 30.2% 14.0% 44.2%

Adjusted Residual -2.5 2.5 1.2 -1.2
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complexity (Table 4J) cost (Table 4K) lack of  awareness (Table 
4M) and no necessity (Table 4M) the differences between the ob-
served and expected counts combined with the fact that none, of  
the adjusted residual values aren’t above the absolute value 1.96 
[> |±1.96|] provide a preliminary indication that the categori-
cal variables are independent. These indications are confirmed by 
the chi-square Table 4.8 which shows that education (x2 0.031< 
0.05) and security (x2 0.006 < 0.05) affect the intention of  usage 
while gender (x2 0.224 >0.05) age (x2 0.197 > 0.05), marital status 
(x2 0.625 > 0.05), employment (x2 0.091 > 0.05), purchase prod-
ucts through the Internet (x2 0.066 >0.05), complexity (x2 0.112 > 
0.05), lack of  awareness (x2 0.941 > 0.05), no necessity (x2 0.103 
> 0.05) have no significant influence on the intention of  using 
e-banking services. In the same way the Table 4L shows that cost 

(Fisher’s test: 0.575 > 0.05) has no significant influence on the 
intention of  using online banking.

Taking into account the above-mentioned notes we can use the 
Fisher’s exact test (p-value 0.575 > 0.05) and draw a conclusion 
that cost hasn’t significant influence on the intention to use elec-
tronic banking.

Perceived performance of  using e-banking services: The contin-
gency tables’ cells regarding knowledge of  P/C (Table 4N), made 
effort (Table 4N), cost (Table 4K) and support/service (Table 
4R) have large discrepancies between the observed and expected 
counts. Also the adjusted residuals are above the absolute value 
1.96 [> |±1.96|]. These results provide a preliminary indication 

Table 4B. Crosstabulation - Age & Usage/Intention to use Electronic Banking.

 Age
Usage Intention 

Yes No Total Yes No Total

18-34

Count 19 14 33 8 6 14
Expected Count 18.8 14.2 33.0 8.1 5.9 14.0

% within Age 57.6% 42.4% 100.0% 57.1% 42.9% 100.0%
% within Usage. Intention to use 33.3% 32.6% 33.0% 32.0% 33.3% 32.6%

% of  Total 19.0% 14.0% 33.0% 18.6% 14.0% 32.6%
Adjusted Residual 0.1 -0.1 -0.1 0.1

35-44

Count 20 13 33 10 3 13
Expected Count 18.8 14.2 33.0 7.6 5.4 13.0

% within Age 60.6% 39.4% 100.0% 76.9% 23.1% 100.0%
% within Usage. Intention to use 35.1% 30.2% 33.0% 40.0% 16.7% 30.2%

% of  Total 20.0% 13.0% 33.0% 23.3% 7.0% 30.2%
Adjusted Residual 0.5 -0.5 1.6 -1.6

Over 45 

Count 18 16 34 7 9 16
Expected Count 19.4 14.6 34.0 9.3 6.7 16.0

% within Age 52.9% 47.1% 100.0% 43.8% 56.3% 100.0%
% within Usage. Intention to use 31.6% 37.2% 34.0% 28.0% 50.0% 37.2%

% of  Total 18.0% 16.0% 34.0% 16.3% 20.9% 37.2%
Adjusted Residual -0.6 0.6 -1.5 1.5

Table 4C. Crosstabulation – Marital Status & Usage/Intention to use Electronic Banking.

Marital Status Usage Intention
Yes No Total Yes No Total

Single Count 21 22 43 12 10 22
Expected Count 24.5 18.5 43.0 12.8 9.2 22.0

% within Marital Status 48.8% 51.2% 100.0% 54.5% 45.5% 100.0%
% within Usage. Intention to use 36.8% 51.2% 43.0% 48.0% 55.6% 51.2%

% of  Total 21.0% 22.0% 43.0% 27.9% 23.3% 51.2%
Adjusted Residual -1.4 1.4 -0.5 0.5

Married Count 36 21 57 13 8 21
Expected Count 32.5 24.5 57.0 12.2 8.8 21.0

% within Marital Status 63.2% 36.8% 100.0% 61.9% 38.1% 100.0%
% within Usage. Intention to use 63.2% 48.8% 57.0% 52.0% 44.4% 48.8%

% of  Total 36.0% 21.0% 57.0% 30.2% 18.6% 48.8%
Adjusted Residual 1.4 -1.4 0.5 -0.5
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that the categorical variables aren’t independent. In the same way, 
when considering the security (Table 4I), speed (Table 4P) and 
user friendly (Table 4P) the differences between the observed 
and expected counts combined with the fact that none, of  the 
adjusted residual values aren’t above the absolute value 1.96 [> 
|±1.96|] provide a preliminary indication that the categorical 
variables are independent. These indications are confirmed by 

the chi-square Table 4O which shows that knowledge of  P/C 
(x2 0.005 < 0.05), made effort (x2 0.000 < 0.05), cost (x2 0.005 
< 0.05) and support/service (x2 0.015 < 0.05) have significant 
influence on the perceived performance while security (x2 0.314 
> 0.05) and speed (x2 0.498 > 0.05) have no significant influence 
on the perceived performance of  using e-banking services. In the 
same way Table 4Q shows that user friendly ((Fisher’s test: 0.257 

Table 4D. Crosstabulation - Education & Usage/Intention to use Electronic Banking.

Education
Usage Intention

Yes No Total Yes No Total

Basic

Count 11 16 27 6 10 16
Expected Count 15.4 11.6 27.0 9.3 6.7 16.0

% within Education 40.7% 59.3% 100.0% 37.5% 62.5% 100.0%
% within Usage. Intention to use 19.3% 37.2% 27.0% 24.0% 55.6% 37.2%

% of  Total 11.0% 16.0% 27.0% 14.0% 23.3% 37.2%
Adjusted Residual -2.0 2.0 -2.1 2.1

Average

Count 12 17 29 10 7 17
Expected Count 16.5 12.5 29.0 9.9 7.1 17.0

% within Education 41.4% 58.6% 100.0% 58.8% 41.2% 100.0%
% within Usage. Intention to use 21.1% 39.5% 29.0% 40.0% 38.9% 39.5%

% of  Total 12.0% 17.0% 29.0% 23.3% 16.3% 39.5%
Adjusted Residual -2.0 2.0 0.1 -0.1

Highest

Count 34 10 44 9 1 10
Expected Count 25.1 18.9 44.0 5.8 4.2 10.0

% within Education 77.3% 22.7% 100.0% 90.0% 10.0% 100.0%
% within Usage. Intention to use 59.6% 23.3% 44.0% 36.0% 5.6% 23.3%

% of  Total 34.0% 10.0% 44.0% 20.9% 2.3% 23.3%
Adjusted Residual 3.6 -3.6 2.3 -2.3

Table 4E. Crosstabulation – Employment & Usage/Intention to use Electronic Banking.

Employment Usage Intention
Yes No Total Yes No Total

Employed Count 36 19 55 14 5 19
Expected Count 31.4 23.7 55.0 11.0 8.0 19.0

% within Employment 65.5% 34.5% 100.0% 73.7% 26.3% 100.0%
% within Usage. Intention to use 63.2% 44.2% 55.0% 56.0% 27.8% 44.2%

% of  Total 36.0% 19.0% 55.0% 32.6% 11.6% 44.2%
Adjusted Residual 1.9 -1.9 1.8 -1.8

Self-employed Count 9 10 19 6 4 10
Expected Count 10.8 8.2 19.0 5.8 4.2 10.0

% within Employment 47.4% 52.6% 100.0% 60.0% 40.0% 100.0%
% within Usage. Intention to use 15.8% 23.3% 19.0% 24.0% 22.2% 23.3%

% of  Total 9.0% 10.0% 19.0% 14.0% 9.3% 23.3%
Adjusted Residual -0.9 0.9 0.1 -0.1

Other Count 12 14 26 5 9 14
Expected Count 14.8 11.2 26.0 8.1 5.9 14.0

% within Employment 46.2% 53.8% 100.0% 35.7% 64.3% 100.0%
% within Usage. Intention to use 21.1% 32.6% 26.0% 20.0% 50.0% 32.6%

% of  Total 12.0% 14.0% 26.0% 11.6% 20.9% 32.6%
Adjusted Residual -1.3 1.3 -2.1 2.1
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Table 4F. Crosstabulation - Purchase of  products through the Internet και Usage/Intention to use Electronic Banking.

Purchase Of  Products Through The Internet
Usage Intention

Yes No Total Yes No Total

YES

Count 46 19 65 14 5 19
Expected Count 37.1 28.0 65.0 11.0 8.0 19.0

% within Purchase of  products through the Internet 70.8% 29.2% 100.0% 73.7% 26.3% 100.0%
% within Usage. Intention to use 80.7% 44.2% 65.0% 56.0% 27.8% 44.2%

% of  Total 46.0% 19.0% 65.0% 32.6% 11.6% 44.2%
Adjusted Residual 3.8 -3.8 1.8 -1.8

NO

Count 11 24 35 11 13 24
Expected Count 20 15.1 35.0 14.0 10.0 24.0

% within Purchase of  products through the Internet 31.4% 68.6% 100.0% 45.8% 54.2% 100.0%
% within Usage. Intention to use 19.3% 55.8% 35.0% 44.0% 72.2% 55.8%

% of  Total 11.0% 24.0% 35.0% 25.6% 30.2% 55.8%
Adjusted Residual -3.8 3.8 -1.8 1.8

Table 4G. Pearson Chi-Square Test: Gender, Age, Marital Status, Education, Employment, Purchase of  products through 
the Internet and Usage of  Electronic Banking.

Pearson Chi-Square Value df Asymp. Sig. (2-sided) Minimum expected count
Gender 6.132ab 1 0.013 13.33ab

Age .408a 2 0.815 14.19a 
Marital Status 2.051ab 1 0.152 18.49ab

Education 13.177a 2 0.001 11.61a

Employment 3.571a 2 0.168 8.17a

Purchase of  products through the Internet 14.366ab 1 0.000 15.05ab

a 0 cells (0,0%) have expected count less than 5.
b Computed only for a 2x2 table.

Table 4H. Pearson Chi-Square Test: Gender, Age, Marital Status, Education, Employment, Purchase of  products through 
the Internet, Security, Complexity, Lack of  awareness, No necessity and Intention to use Electronic Banking.

Pearson Chi-Square Value df Asymp. Sig. (2-sided) Minimum expected count
Gender 1.479bc 1 0.224 7.95b

Age 3.252b 2 0.197 5.44b

Marital Status .239bc 1 0.625 8.79bc

Education 6.975b1 2 0.031 4.19b1

Employment 4.794b1 2 0.091 4.19b1

Purchase of  products through the Internet 3.380bc 1 0.066 7.95bc

Security 7.570bc 1 0.006 6.70bc

Complexity 2.523bc 1 0.112 7.53bc

Lack of  awareness .005bc 1 0.941 7.12bc

No necessity 2.652bc 1 0.103 8.37bc

b 0 cells (0.0%), have expected count less than 5.
b1 1 cells (16.7%) have expected count less than 5

c Computed only for a 2x2 table
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Table 4I. Crosstabulation - Security & Intention/Perceive Performance of  using online banking.

 Security
Intention Perceive Performance

≤ Average > Average TOTAL ≤ Average > Average Total

≤ Average

Count 20 7 27 9 7 16
Expected Count 15.7 11.3 27.0 7.3 8.7 16.0
% within Security 74.1% 25.9% 100.0% 56.3% 43.8% 100.0%

% within Intention /Per-
ceive Performance 80.0% 38.9% 62.8% 34.6% 22.6% 28.1%

% of  Total 46.5% 16.30% 62.8% 15.8% 12.3% 28.1%
Adjusted Residual 2.8 -2.8 1.0 -1.0

> Average

Count 5 11 16 17 24 41
Expected Count 9.3 6.7 16.0 18.7 22.3 41.0
% within Security 31.3% 68.8% 100.0% 41.5% 58.5% 100.0%

% within Intention /Per-
ceive Performance 20.0% 61.1% 37.2% 65.4% 77.4% 71.9%

% of  Total 11.6% 25.6% 37.2% 29.8% 42.1% 71.9%
Adjusted Residual -2.8 2.8 -1.0 1.0

Table 4J. Crosstabulation - Complexity & Intention to Use Electronic Banking.

 Complexity
Intention To Use

≤ Average >Average Total

≤ Average

Count 13 5 18
Expected Count 10.5 7.5 18.0

% within Complexity 72.2% 27.8% 100.0%
% within Intention to Use 52.0% 27.8% 41.9%

% of  Total 30.2% 11.6% 41.9%
Adjusted Residual 1.6 -1,6

>Average

Count 12 13 25
Expected Count 14.5 10.5 25.0

% within Complexity 48.0% 52.0% 100.0%
% within Intention to Use 48.0% 72.2% 58.1%

% of  Total 27.9% 30.2% 58.1%
Adjusted Residual -1.6 1.6

Table 4K. Crosstabulation - Cost & Intention/Perceived Performance of  using online banking.

Cost
Intention To Use Perceived Performance

≤Average >Average Total ≤Average >Average Total

≤ Average

Count 20 14 34 19 11 30
Expected Count 19.8 14.2 34.0 13.7 16.3 30.0
% within Cost 58.8% 41.2% 100.0% 63.3% 36.7% 100.0%

% within Intention /Perceived 
Performance 80.0% 77.8% 79.1% 73.1% 35.5% 52.6%

% of  Total 46.5% 32.6% 79.1% 33.3% 19.3% 52.6%
Adjusted Residual 0.2 -0.2 2.8 -2.8

>Average

Count 5 4 9 7 20 27
Expected Count 5.2 3.8 9.0 12.3 14.7 27.0
% within Cost 55.6% 44.4% 100.0% 25.9% 74.1% 100.0%

% within Intention /Perceived 
Performance 20.0% 22.2% 20.9% 26.9% 64.5% 47.4%

% of  Total 11.6% 9.3% 20.9% 12.3% 35.1% 47.4%
Adjusted Residual -0.2 0.2 -2.8 2.8
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Table 4L. Pearson Chi-Square Test: Cost & Intention to Use Electronic Banking.

Value df Asymp. Sig. (2-sided) Exact Sig. (2-sided) Exact Sig. (1-sided)
Pearson Chi-Square .031b 1 0.860

Continuity Correctionc 0.000 1 1.000
Likelihood Ratio 0.031 1 0.860

Fisher’s Exact Test 1.000 0.575
N of  Valid Cases 43

b. 1 cells (25,0%) have expected count less than 5. The minimum expected count is 3.77.
c. Computed only for a 2x2 table.

Table 4M. Crosstabulation - Lack of  awareness, No necessity & Intention to Use Electronic Banking.

 Lack Of  Awareness
 No Necessity

Intention To Use
(Lack Of  Awareness)

Intention To Use
(No Necessity)

≤Average >Average Total ≤Average >Average Total

≤Average

Count 15 11 26 16 7 23
Expected Count 15.1 10.9 26.0 13.4 9.6 23.0

% within Lack of  Awareness. No necessity 57.7% 42.3% 100.0% 69.6% 30.4% 100.0%
% within Intention to Use 60.0% 61.1% 60.5% 64.0% 38.9% 53.5%

% of  Total 34.9% 25.6% 60.5% 37.2% 16.3% 53.5%
Adjusted Residual -0.1 0.1 1.6 -1.6

>Average

Count 10 7 17 9 11 20
Expected Count 9.9 7.1 17.0 11.6 8.4 20.0

% within Lack of  Awareness. No necessity 58.8% 41.2% 100.0% 45.0% 55.0% 100.0%
% within Intention to Use 40.0% 38.9% 39.5% 36.0% 61.1% 46.5%

% of  Total 23.3% 16.3% 39.5% 20.9% 25.6% 46.5%
Adjusted Residual 0.1 -0.1 -1.6 1.6

Table 4N. Crosstabulation - Knowledge of  P/C, Made Effort & Perceived Performance of  using online banking.

Knowledge Of  P/C 
Made Effort

Perceived Performance
(Knowledge Of  P/C)

Perceived Performance
(Made Effort)

≤Average >Average TOTAL ≤Average >Average TOTAL

≤ Average

Count 18 10 28 21 8 29
Expected Count 12.8 15.2 28.0 13.2 15.8 29.0

% within Knowledge of  P/C. Made 
Effort 64.3% 35.7% 100.0% 72.4% 27.6% 100.0%

% within Perceived Performance 69.2% 32.3% 49.1% 80.8% 25.8% 50.9%
% of  Total 31.6% 17.5% 49.1% 36.8% 14.0% 50.9%

Adjusted Residual 2.8 -2.8 4.1 -4.1

>Average

Count 8 21 29 5 23 28
Expected Count 13.2 15.8 29.0 12.8 15.2 28.0

% within Knowledge of  P/C. Made 
Effort 27.6% 72.4% 100.0% 17.9% 82.1% 100.0%

% within Perceived Performance 30.8% 67.7% 50.9% 19.2% 74.2% 49.1%
% of  Total 14.0% 36.8% 50.9% 8.8% 40.4% 49.1%

Adjusted Residual -2.8 2.8 -4.1 4.1
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Table 4O. Pearson Chi-Square Test: Knowledge of  P/C, Made Effort, Security, Speed, Cost, Support /Service and perceived performance 
of  using electronic banking.

Pearson Chi-Square Value df Asymp. Sig. (2-sided) Minimum expected count
Knowledge of  P/C 7.734bc 1 0.005 12.77bc

 Made Effort 17.092bc 1 0.000 12.77bc

 Security 1.014bc 1 0.314 7.30bc

 Speed 0.460bc 1 0.498 5.93bc

Cost 8.016bc 1 0.005 12.32bc

Support /Service 5.973bc 1 0.015 10.49bc

b 0 cells (0.0%) have expected count less than 5.
c Computed only for a 2x2 table.

Table 4P. Crosstabulation - Speed, User friendly & Perceived Performance of  Using Electronic Banking.

Speed
User Friendly

Perceived Performance
(Speed)

Perceived Performance
(User Friendly)

≤ Average > Average Total ≤ Average > Average Total

≤ Average

Count 7 6 13 5 3 8
Expected Count 5.9 7.1 13.0 3.6 4.4 8.0

% within Speed. User friendly 53.8% 46.2% 100.0% 62.5% 37.5% 100.0%
% within Perceived Performance 26.9% 19.4% 22.8% 19.2% 9.7% 14.0%

% of  Total 12.3% 10.5% 22.8% 8.8% 5.3% 14.0%
Adjusted Residual 0.7 -0.7 1.0 -1.0

>Average

Count 19 25 44 21 28 49
Expected Count 20.1 23.9 44.0 22.4 26.6 49.0

% within Speed. User friendly 43.20% 56.8% 100.0% 42.9% 57.1% 100.0%
% within Perceived Performance 73.10% 80.6% 77.2% 80.8% 90.3% 86.0%

% of  Total 33.30% 43.9% 77.2% 36.8% 49.1% 86.0%
Adjusted Residual -0.7 0.7 -1.0 1.0

Table 4Q. Pearson Chi-Square Test: – User friendly & Perceived Performance of  Using Electronic Banking.

Value df Asymp. Sig. (2-sided) Exact Sig. (2-sided) Exact Sig. (1-sided)
Pearson Chi-Square 1.070b 1 0.301

Continuity Correctionc 0.424 1 0.515
Likelihood Ratio 1.070 1 0.301

Fisher’s Exact Test 0.448 0.257
Linear-by-Linear Association 1.051 1 0.305

N of  Valid Cases 57
b. 2 cells (50.0%) have expected count less than 5. The minimum expected count is 3.65.

c. Computed only for a 2x2 table.

Table 4R. Crosstabulation - Support/Service & Perceived Performance of  Using Electronic Banking.

Support/Service
Perceived Performance

≤ Average > Average Total

≤ Average

Count 15 8 23
Expected Count 10.5 12.5 23.0

% within Support/Service 65.2% 34.8% 100.0%
% within Perceived Performance 57.7% 25.8% 40.4%

% of  Total 26.3% 14.0% 40.4%
Adjusted Residual 2.4 -2.4

>Average

Count 11 23 34
Expected Count 15.5 18.5 34.0

% within Support/Service 32.4% 67.6% 100.0%
% within Perceived Performance 42.3% 74.2% 59.6%

% of  Total 19.3% 40.4% 59.6%
Adjusted Residual -2.4 2.4
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>0.05) has no significant influence on the perceived performance 
of  using e-banking.

Taking into account the above-mentioned notes we can use the 
Fisher’s exact test (p-value 0.257 > 0.05) and draw a conclusion 
that easy to use hasn’t significant influence on the perceived per-
formance of  using electronic banking.

Conclusions

The findings lead to a strong need for two-way communication 
between customers and banks in the context of  mutually ben-
eficial cooperation. Primarily the banks must take the necessary 
measures to ensure unobstructed line access and a secure environ-
ment for e-banking customers. At the same time, the conscious 
and active participation of  users can play a major role in develop-
ing a secure, modern and user-friendly framework of  electronic 
banking.

The data analyzed by using (a) descriptive statistics to describe 
the basic features of  the data and provide simple summaries 
about the sample and observations that have been made and (b) 
inferential statistics to examine the relationship between variables 
and make inferences from our data to more general conditions. 
A variable is a value which can change depending on conditions. 
The variables used in this survey are qualitative. To facilitate the 
interpretation and analysis of  survey results, data was organized 
and presented in the form of  tables and charts. A contingency 
table analysis was used to examine the relationship between two 
categorical variables and was accomplished using a chi-square sta-
tistic that compares the observed counts with those that would be 
expected if  there were no association between the two variables. 
However the sampling error must be taken into account when it 
is an important source of  variation and comprises the differences 
between the sample and the population. In financial terms, the 
economic advantage of  using a sample in research, is that taking a 
sample requires fewer resources than a census.

This survey tries to contribute to the larger literature in the field 
of  electronic banking. The generalization from the findings relies 
on the existing literature to support the deduction or hypotheses 
arising from this survey. The research questions have been ad-
dressed by comparing the results with those reported previously 
in order to show how the findings reflect, contradict or extend 
previous research literature. The obtained result can be summa-
rized as follows:

Usage of  electronic banking: Gender, education and purchase 
products through the Internet affect the usage while age, marital 
status and employment have no significant influence on the us-
age of  e-banking services. The comparison between the findings 
of  this study and previous research results, shows that they are 
differentiated (Hishamuddin et al., 2009 [19], Chau & Ngai 2010 
[7]) or identical ((Metwally 2013 [32], Sharma & Singh 2011 [48], 
Patsiotis et al., 2012 [41]) or partially agreeable [35, 57].

Intention to use online banking: Education and safety affect the 
intention while gender, age, employment, marital status, purchase 
products through Internet, complexity, cost, no necessity and lack 
of  awareness have no significant influence on the intention of  us-
ing e-banking services. The comparison between the findings of  

this study and previous research results, shows that they are dif-
ferentiated (Premalatha et al. 2014 [43], Keffala 2010 [24], Wu et 
al., 2010 [56], Dutta & Makkar 2008 [12]), or identical (Gerrard et 
al., 2006 [14], Bultum 2012 [6], Chiemeke 2006 [8], Lee 2009 [28], 
Munasinghe 2014 [37]), Keffala 2010 [24], Dutta & Makkar 2008 
[12], Giordani et al., 2014 [15], Alim Al Ayub & Nur-E-Alam 2013 
[1], Durkin 2004 [11] or partially agreeable [20, 27, 31, 38, 47, 53].

Perceived performance of  using electronic banking: Cost, knowl-
edge of  P/C, support/service, and effort made, affect the per-
ceived performance while safety, speed and user friendly have no 
significant influence on the perceived performance of  using e-
banking services. The comparison between the findings of  this 
study and previous research results shows that they are differenti-
ated (Raitani & Vyas 2014) [44], or identical (Munasinghe 2014 
[37], Keffala 2010 [24], Metwally 2013 [32], Bultum 2012 [6]) or 
partially agreeable [51].

Statistical processing and comparative approach literature by con-
trasting findings with multiple previous research results, demon-
strate both the importance and timeliness of  the factors influ-
encing the adoption of  e-banking and emerging Information and 
Communication Technologies. One point of  concern has arisen 
with regard to how much the required actions have been under-
taken in order to stimulate electronic banking growth and main-
tain expected e-banking services usage levels.

Another important point to mention is that under extraordinary 
conditions such as capital controls, many barriers and reserva-
tions are left out and the usage and registration of  new customers 
is intensified. This fact alone cannot guarantee the users’ duration 
and dedication unless the customers’ required conditions are ful-
filled at the same time. Banks should make their customers feel 
that e-banking will be more useful or user friendly, more trustwor-
thy and less risky [46]. The impact of  e-banking on cost savings, 
revenue growth and increased customer satisfaction on Industry 
is tremendous and can be a potential tool for building a sound 
strategy [18]. Current technology allows for secure site design. It 
is up to the development team to be both proactive and reactive 
in handling security threats, and up to the consumer to be vigilant 
when doing business online [39]. Trust is examined as the im-
portant factor of  Internet banking adoption (Suh & Han, 2003) 
[52] and future commitment of  the customers to online banking 
depends on perceived trust [36]. The future of  the banking sec-
tor for staying competitive in the current financial environment 
will depend on its ability to be part of  the wide world Web. The 
challenge for banking policymakers is to maximize the benefits 
of  electronic banking while minimizing risk and threats by using 
Information and Communication Technology.
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