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DEPARTMENT OF BUSINESS & MANAGEMENT
Technological Advancement and its Impact on banking in the 21st century
The operations functions in business can be seen from an increasingly expansive viewpoint: The aggregate achievement or disappointment of organizations' activities capacities affects the ability of a country to other different countries, and on the country's economy. Operations functions are known to include production of products along with the providing of services, but in order to operate these functions require the support and input from other areas of the organisation and management of systems or processes that create the goods or offer the services. There are three known basic functional areas of business organisations, such as finance, marketing and operations as shown below in Figure 1.1.The nature of the business be that a retail industry, manufacturing organisation, trading stocks and shares, these three basic functional areas are common in all types of organisations. 
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Figure 1.1 The three basic functions of Organisations
	Operations are the basic or main fundamentals of what the organisations do. Operations management is known to be the driving force of these fundamentals. Thus, operations management can be understood to be the management of the systems and processes that can manufacture goods or provide services. Michael Porter (1984) expanded this to be included in the value chain concept, with reference to the illustration is Appendix A. Keeping in view this area of a business organisation, the focus of this essay will be on the operations management of the commercial banking sector. 
Introduction to the Operations Management in the Banking sector
The business press confirm the headlines highlighting the vulnerability the banks are experiencing due to the problem of operational inadequacies (Hutton, 2007). These reflect  the lack of ability in the way banks have been trying to handle issues like product innovations, new opportunities, risk concentrations, compliance demands regarding regulations etc. (Cohen, 2007). The impact of these issues are forcing the current industry to pay attention beyond the concepts of providing services and highlight the importance of inclusion of the functional areas of banking operations that can offer contribution to help manage the financial assets, liabilities etc.
During the global “credit – crunch”, events followed by the disaster in 2007, it was clearly demonstrated the dynamic changes, mentioned previously, very well. They also highlighted that even when a bank is able to have an excellent delivery of services, if in any case it is unable to complete the daily operational tasks (for example formulating strategy), the bank can experience performance shocks which may eventually cause the bank to either totally collapse or bear irreparable damages in the future. 
Based on observations of the events and the current scenarios at the time, banking media suggests that banks with exceptional performance can be differentiated by their actions or strategy , that is, “what” is being done and “who” is doing that work/task (Aldrick, 2007; Cohen, 2007; Hutton, 2007; Ishmael, 2007 & White, 2007). Before going further in the essay, it is imperative to note that the way banks manage their operations does not seem to be that important as the area of services operations management in the banking sector is considered relatively under developed  in comparison to say, the manufacturing industry. There is yet no certain understanding of “what” actually services operations management, in commercial banking comprises, specifically under the strategic roles, due to which it has been observed that there are variations in an approach regarding this field even amongst banks. On the contrary, the processes comprising of “how” processes are carried out in services operational management in the banking sector are often considered to be standard in an organisation, which is highly mechanized through the entire banking industry (Ilin, 2017). 
It is worth noting that the growth and considerable development regarding operational management paved the way of services management in the banking sector (Ilin, 2017).
Operations Management in Commercial Banking
The business of commercial banks was mainly to keep payments or deposits and offer loans and advances for small amount of time, mainly ranging from one to one or two years made to industry and trade either by the schemes of overdrafts of a specific pre-agreed sum, or by disregarding bills of exchange to create revenue or profit to the stakeholders. From the above discussion, we can clearly deduce that the following are the functions of commercial banks. Primarily, the key service being offered by commercial banks is that of “receiving deposits in the form of savings bank account, current account and term deposits from the savers usually from the public” (Sharma, 2012). One of the reasons people prefer depositing their money in commercial banks is because they are satisfied with the sense of safety and security.  Another service being offered is providing loans to all types of individuals especially to businessmen and stakeholders against any kinds of tangible items which could serve as personal security such as gold, silver, property and other movable and immovable items. The loans provided can be in many forms including: cash credit, discounting bills of exchange, overdraft and call loans etc.  Also, “the commercial banks allow the depositors of the bank to withdraw and make payment of their amount in their bank account through cheques” (Turban, Lee, King & Chung, 1999). Note the fact that banks have the liberty to use debit and credit cards to make their payments. Furthermore it is important to note that the concept of credit was a creation as one of the most imperative functions of the commercial banks with the aim, like any other financial organisation, to make profit. For this purpose alone, they agree to take deposits and offer loans by maintaining a small cash in reserve for the daily transactions of the customers. Furthermore, “the commercial banks finance foreign trade of its customers by accepting foreign bills of exchange and collecting them from foreign banks  and also transacts other foreign exchange business and buys and sells foreign currency”(Ingait, 2014). One other service provided by the commercial banks is to assist their customers in safely transferring their money from one account to another or from one place to another but through cheques.
Commercial banking in relation to Management Theories
Contemporary theories of management tend to account for and help interpret the
rapidly changing nature of today’s organizational environments (Olum, n.d). The origins of management theories hold some basic assumptions that are still the driving force when it comes to management studies. The assumptions are that firstly individuals being rational economic beings with motivation lying in extrinsic source of motivation and secondly the main purpose of organisations is to create shareholder wealth maximization (Monahan, 2018). The traditional theories were mainly concerned with the formal relations between the departments of the organisation and tasks and performances. Taylor’s scientific management theory and its underlying beliefs such as organisations main objective is to enhance efficiency and margins of profitability and also where workforce would put the organisation’s perceived requirements before their own (Kwok, 2014) are to be considered while viewing management theories and their practical implementation. 
Although the banking sector and the operations management department might depend on consistency of productivity and quality of services being offered correlate more with the scientific management movement. Scientific management theorists focused on production, management, organisation and technology (Liao, & Cheung, 2003). However Elton Mayo’s efforts of switching the focus from the organisational perspective and individual aspect and redirecting it towards the importance of groups at work with support of sociological and psychological considerations (Kwok.2014) must be taken into account with the development and growth in the banking sector. With operations manager expected to appropriately managing operational staff resources and effectively administering performance evaluations along with overseeing other operations management services, de-humanizing (as presented by the traditional theorists to achieve maximum profitability) the entire management system seems difficult to implement and follow. Elton Mayo’s findings regarding individual’s behaviour (ignored by previous theorists)  include supervisors having significant influence on the output, the immense need for security, recognition is important in determining the employee’s morale rather than physical conditions under which they work etc (Kwok, 2014).  
Keeping in view how the traditional practices reflected upon a few of the management theories, now the next part of this essay will comprise of how evolution of e-commerce had an impact on the banking sector and transformed it into what it is nowadays. 
Evolution of E- Commerce /E-Business in the Banking sector
	The term of E-Business is known to have a broad spectrum of application and  holds different meaning to different people. Furthermore, a lot of people disagree with its defined relationship with e commerce (Melao, 2008). A comprehensive definition of e –business is “the transformation of an organisation’s processes to deliver additional customer value through the application of technologies, philosophies and computing paradigm of the new economy” or in other words it is understood as “the organised effort of individuals to produce and sell for profits, products and services that satisfy society’s needs through the facilities available on the Internet” (Brahm Canzer, 2009).  There are authors who view e –business as a brain child evolving from e –commerce based on the buysing and selling on the Internet, and they support it with the argument that  e – business is a subset of e –commerce (Turban et al. 2006). Other researchers support the argument of these two terms being related but being very distinct concepts on their own (Laudon & Traver, 2008).  On the other hand, “there are many other authors who used these terms interchangeable to mean the same thing” (Schneider, 2002).  
Electronic commerce however is understood to be “the sharing of business information, maintaining business relationships and conducting business transactions by means of telecommunication networks” (Vladimir, Zwass, 2001). This further comprises of business practices including conducting business over the Internet with the help of computers, which are interconnected creating an effective network. E-commerce specifically can be termed as business practices including buying and selling of goods, providing services and also transferring of funds through the established digital communication. 
	E-commerce cannot just be considered as an option for any organisation but every organisation or enterprise will convert into an e-business. Organisations are being forced to take part in the global competition along with increase in information technology (IT) with e-business providing the main infrastructure for many organisations. With the traditional concepts of management and organisational functional structures, it is considered difficult to fit and accommodate in this era of new economic environment and entirely different forms of competition. Thus, it is better for organisations to acknowledge that there us a dire need for them to implement organisational changes in order to utilize the possible advantages regarding the e-business opportunities or else they might run out of business (Qinggeng, Wenbo & Linhua, 2008). 
	Before E-commerce became popular in the public eye and gained attention along with business participation, the concept of Internet was considered by the conservative and traditional banks as just another form of distribution channel. However, the growth and development in the field of E-commerce forced people and organisations to change their perceptions about it. It made sure that, every organisation including financial firms such as Wall-Street investment banks to even the independent financial service provider who deals with micro – credit to the under privileged , they have no other option but to invest in an Internet strategy “And having invested in it, it will need to persuade its customers to use it (Long, 2000). 
E-commerce has had an impact on all fields, banking and finance being no different in this case. They are understood to be affected through E-commerce in three ways. Firstly, banks and financial firms can use the aspect of widespread technology to their advantage in order to market the products they are offering to their customers. Also, this scenario of expanding technology offers the business opportunities for banks and financial firms to create and offer new and creative products and services to fulfil the demands of E-commerce. And lastly, the overall business environment related to E-commerce providing the opportunity for banks and financial firms to expand their horizons on the bases of innovation in their sector in order to maintain or rather gain the competitive edge over their competitors. 
It has been clearly visible to the entire world how banks have started adopting the infrastructure of their organisations with Internet being the main driving force behind this revolutionary transformation (Gardner & Falzon, 2000).This was evident with bank branches shutting down and being replaced by E- banking and E – brokerage. E-commerce has also been able to provide areas for the banking sector to grow further including electronic billing and providing assistance through the Internet for small business start-ups and the provision of providing safety for customers against fraud (Farkas, Pappas & Wodzicki, 2000). As mentioned earlier, one of the three aspects affecting banking and financial firms is that being of the new business environment supported by E-commerce providing the opportunity for the banks and financial systems to bring about what ever changes necessary for the restricting. As it is very well known that now due to the changes in the capital market and more active role of financing business ventures, banks have turned out to be less important between the savers and stakeholders. Keeping that in view, this provides a good enough reason for authorities to set up independent agency that can operate on completely protected bases regarding payment and transaction systems (Bughin, 2001).
E-Banking also known as internet banking is basically an e-commerce application which facilitates the customers to carry out any forms of virtual banking functions, financial functions, which are provided in a secure and protected manner, with the help of Internet and not having the compulsion of physically being present in the bank to carry out the same tasks. It further includes services components such as utilization of internet regarding the delivery of the offered banking products and services. The E-banking services provided for the customers include:
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· 
· paying the bills service                       
· transferring of funds
· resolving queries regarding account balance
· dealing with Credit card customers
· catering to the needs of individuals applying for/or claiming Insurance
· dealing with Investments through Internet banking
· purchasing and payments of products (Shopping)

· 
· providing the provision of Automated Teller Machines
· dealing with Credit cards and its related transactions
· Debit cards
· services of Electronic Funds Transfer (EFT) System
· Mobile Banking
· Internet Banking
· Telephonic Banking
M- Banking and its uses 
	On the other hand, mobile banking although being a part of the services being offered in E- Banking became as much demand and important as E- banking itself. M – banking “ is a service provided by a bank or other financial institutions that allows its customers to conduct financial transactions remotely using a mobile device such as smartphone or tablet” (Kaplan & Haenlein, 2010). Although it is understood to be just another kind of like a branch of internet banking, it uses a software usually termed as an app used specifically for the purpose of conducting banking via your mobile. This app is provided by the bank solely for this purpose. Like E – banking, mobile banking is entirely dependent on the availability of the Internet in order to function and provide services such as “obtaining account balances along with list of transactions, P2P payments, funds transfer between a customer’s and another’s accounts” (Castelluccia, 2012). Similar to e banking, m – banking does not involve any transactions including cash and forces the customers to utilize the electronic banking facility of ATM. From the organisational perspective, mobile banking decreases the costs of dealing the transactions related to cash withdrawal and deposit transactions by limiting the need for the customers of the commercial banks to physically visit their bank branch. Also, many of the bank apps provided by the banks “have a remote deposit option which enables 
the customers to use the mobile device’s camera to digitally transmit cheques to their financial institution” (Safeena, Date & Kammani, 2011).
	Mobile banking before 2010 was conducted using SMS or the mobile web. However following the success of Apple’s initial success the increased usage of mobile phones led to the use of specific mobile apps which could be downloaded to the mobile devices. In 2012, a study by Mapa Research found that upon the visit to the bank website, over a third of the banks uses a mobile detection technique which could either redirect the customer automatically to an app store or provide a menu of m – banking related options for the customers of the bank to choose from.
	Looking at the journey of commercial banks from the early 1900’s (reference to Appendix B), it becomes evident that some of the commercial bank services such as cash deposit or withdrawal are still being offered through the traditional method of banking even though technology has played a significant role in this sector. On the other hand in the late 1900’s with the growth of technology, it did had an impact on the banking sector as web banking and electronic banking took over a few of the services from the traditional model of services such as account detail, customer satisfaction along with various transactions, payments and transfer. With further growth and usage of mobile devices in the early 2000, e-banking started offering the services through the mobile application, known as M – banking. However irrespective of technology taking over it seems like traditional model still is practice as well (with reference to Appendix B).
After viewing the different types of E banking services and the uses of M – banking being provided by the commercial banks it is important to have a comparative analysis of E – banking and the traditional banking to study the impact of technological advancements had on the traditional banking. 
Traditional vs E- Banking 
	The main question that comes to mind of almost every customer of commercial banks is that whether the practice of depositing their funds to the bank should be done in a conventional way by going in physically to the bank counters or uses the facility on online banking provided by the bank itself? Nowadays with internet globalisation there is significant value for both the businesses, that is e – banking and traditional banking, and the customers and for sure in this perspective e – banking has been able to achieve much more preference. Similar to conventional banks, e – banking are safe at Deposits Insurance Agencies so on this one factor, both the systems provide security regarding the funds of the customers. Apart from this every system has its own advantages and disadvantages. Even though it seems like e-banking has taken over however traditional banks have started to fight back. So first we are going to assess the benefits and drawbacks of e – banking services provided by the commercial banking and assess whether has it had an impact on the traditional banking or not.  
Benefits of E-Banking (Internet Banking)
	Based on the reports by IAMAI (Internet and Mobile Association of India), the expected growth in India this sector is 47%. The continuous expansion of the online industry, especially in India, has become the driving motivation for this extent of growth (Ali, Malik & Imam, n.d). In India, the market of digital downloading segment is also expected to rise which is once again considered a part of the E-commerce market. This is happening due to the surge of mobile phones and the related services available to the users over the Internet. These related services include online transactions, insurance etc. Keeping these factors in mind, this section will focus on the benefits of utilizing E- banking for the customers and analysing why it has become the preference over traditional banking. 
	Firstly, Internet banking provides the very convenient facility for its customers to complete banking transactions without the possibility of physically visiting their bank branches. It also makes the virtual concept of “anywhere, anytime” possible for the customers of the banking sector. All the customer is expected to do is visit the bank website and login in and then carry out their respective transactions. One other reason for the customers’ preference towards internet banking is that customers have been found to enjoy the process while completing their transactions facilitated by internet banking (Davis, 1989). Furthermore when the commercial banks effectively put their Internet ‘strategy’ in use and design a website which consists of no jargon but very easy language and understandable contents, it makes the customers feel more at ease to use this facility. It is also believed that sufficient information, regarding any possible queries that the customers might have, should be available for the assistance to encourage them to use this service and complete their transactions without any glitch (Saha. 2005). 
	It is also noteworthy, that due to the set work timings of the commercial banks make the service of internet banking more appealing to the customers. With unlimited internet access, a customer does not have the compulsion to access their account details from wherever they are. This facility has somewhat affected the concept of traditional banking as well. This whole concept of online banking makes it easier for the customers to not only continue with their own busy schedules but also carry out their bank dealings on their own convenience (Wang & Wang, 2006). This has had an impact on the traditional style of banking , that is using banking staff, as they have been substituted with the machines to complete the basic banking services like withdrawing cash from the accounts of the customer, transferring of money and many other banking services. This reflects the inclination of the customers of commercial banks towards machine reliability in comparison to human resource reliability (Munusamy, 2010).
	The benefit of faster and more better services make it a strong motivator and marketing tool as well for E-banking. Rather than waiting in lines to receive the banking service (Deitel, 2001), internet banking facilitates its customers 24/7 which overcomes the restriction of commercial banks working and open timings. Even the issue of not being able to access the bank facilities due to issues like bank holiday or national holidays, the customers have better and faster services available to them make all this more preferable and convenient to pay their electricity bills, utility bills, payment of taxes, pay the due credit card bills and even utilise the facility of online shopping via amazon and many other venues etc (Bhalla & Singh, 2014).
	There is one more factor to be taken into account and that being of helping customers to manage their accounts any time they want. “Internet banking enables a customer to manage his personal accounts easily and effectively. This facility is available with the customer 24/7 at any place with the least possible cost (Ping, Sukhi, 2012). With just a few clicks the customers have “the facility of managing their accounts with the assistance of personal secret information in the form of their personal passwords, address and other important information” (Adams & Lamptey, 2009). 
	As far as the information regarding the completion or non-completion of the banking tasks are concerned which the customers used to get when they completed their transactions or other services (referring to the traditional banking services), the same nature of information is available right after the completion or non-completion of, let’s say, payment of bills service via SMS or on the website of the commercial banks. “The frequent updated information also ensures security to the customer which is highly demanded by the customer while using internet banking. As a result the risks involved in the transaction also get minimised. In this way communication between the bank and the customer is also improved (Wang, 2006). 
	The concept of E-banking can be understood to play a vital role in the improvement of the banking sector and even now this concept is gaining further support and popularity amongst the banking customers. One of the reasons for its growth and preference by the customers is because of customer friendly services that e- banking is providing to its customers (Bhalla & Singh, 2014). Furthermore, the convenience of offering various languages for the transactions along with the security of biometric system really reflects the customer preference and friendly approach by the commercial banks especially when these facilities are available not only in the urban and metropolitan cities but also rural areas for the illiterate part of the population (Sharma, 2012). To make things even more appealing, commercial banks provide constant updated information and services to enhance the e-banking experience of its customers by offering new and innovative features. This strategy surely seems to have the ability to maintain the satisfaction level of the previous customers and also target to increase their customers by attracting new ones with their new and innovative product and services offers. 
	While considering the costs involved in the practice and use of e- banking operations it is the least in comparison to the traditional banking services. As the personal appearance is not required in e- banking services, the concept of  the compulsion of having “one hand transactions are going on in the brick and mortar banks and on the other side by the customers using internet banking without help of the banking staff. So the transaction rate has increased which has a positive impact on the operating performance of the banks” (Bhalla & Singh, 2014). On the bases of long term benefits, commercial banks just have to bear the one time heavy costs of setting up of the online banking services and then enjoy the reaping results in the years to come. From another perspective (customers), this nature of banking services being offered financially helps the customers as well as it would save on their transportation costs as well. So resultantly it is useful for both the parties, i.e. commercial bank authorities as well as the customers (Hassan, 2012). A study highlighted that “the transaction cost is also a main factor which encourages customers to use internet banking as compared to traditional banking services” (Huang, 2002). 
	Lastly in today’s world, where environment friendly business strategies are really important and have become a necessity, internet banking provides the provision of avoiding the usage of paper by offering online receipts and for example monthly banking statements with the intention of helping save the environment indirectly kind of involving the customers participate in the environment protection scheme by letting them choose the non-paper documentation offer.  
Challenges in E – Banking and comparison with Traditional Banking
	The information technology is known to have its appeal but it is not a complete solution for everything and has to be made sure that it is effectively utilized. It is imperative to understand that although e – banking services by commercial banks is a very attractive package it cannot independently exist or work “unless and until it has a centralised body or institution, which can formulate guidelines, regulate, and monitor effectively the functioning of Internet banking” (Mannan, 2007). 
There are very strong drawbacks of e- banking which cannot be ignored. Firstly, the indirect costs which forces us to look at the e banking facility from the business perspective. This requires the banking authority have good knowledge and constant access to a PC and most importantly internet facility which in other terms mean incurrence of extra costs for the subscriber (Sharma, 2016).  
Secondly, there is the “deficiency of cash availability where users cannot make physical cash deposits when utilizing online banking”. Where one can use e - banking and m – banking to transfer funds, make payments etc. there on the other hand these same technology supported services cannot be used to withdraw any cash or deposit any cash into the bank accounts due to which sometimes a visit to the bank physically (referring to traditional banking) would allow the customers to do everything at one time. Also, one cannot ignore the transactional problem which refers to the impending complexities related to large and complex transactions. Face – to – face meetings provide the personal satisfaction when dealing with complex transactions and issues. “Customary banks may call for meetings and look for experts suggestions to resolve problems and if  a user deposits cash on regular basis, a traditional bank with a drive-through window may be more effective or practical” (Sharma, 2016). 
Nowadays even with the advantages mentioned previously, there are customers who have reservations regarding e – banking and m- banking as one of the highest concerns arising in the minds is that of having sufficient security methods to perform their transactions using the Internet. “Security is by far one of the major concerns dealing with e – banking, worrying that intruders will get into their account and spend their money. The access of unauthenticated persons in the system is a concern for both the clients and the commercial banks” (Dixit, 2010). Where on one hand internet banking and mobile –banking provides a lot of convenience for the customers, on the other hand there are “increasingly complicated back-office integration challenges” (Sharma, 2016). One such problem is that of financial transaction security and since in order for this banking industry to grow further, it is essential that secure transactions with the customer trust are carried out. Some of the characteristics regarding security in banking activities include: security token devices and signature based internet banking (involving anonymity, authentication and divisibility). In order to put the customer’s mind at ease, sophisticated encryption software are used to secure the account information but it is well known that no system is perfect and has vulnerability for cyber-crime including hacker attacks, phishing, malware and other unauthenticated activities. “In order to deal with this, most commercial banks now build scanned copies of cleared checks presented online which supports to avoid and determine check frauds and also enables verification that all checks are signed by the user” which makes the entire process dependent on the “timely” discovery of any discrepancies and just more complicated and less trustworthy in the eyes of the customers and dependent. 
Also, traditional banking used to offer the opportunity to build a personal relationship with the chosen bank where as internet has made this aspect of as de-human as other parts of our lives as well. Previously visiting the bank in person used to give the customers the opportunity to meet and get to know the people at your local bank branch which proves to be useful if one is in need to apply for a loan or a specific service that is not open to the general public. A bank manager is known to have the discretion or the liberty to make some changes in the terms of conditions of a customer’s bank account if the customer’s situation has changed or needs assistance. Also the traditional banks style provided the provision of seeking the help of the staff to solve issues, i.e, reversing an undeserved fee. “It’s simpler to achieve the bank’s support if there is someone who understands user’s business and vouch for his operating plan” (Sharma, 2016). 
Conclusion & Future of Commercial Banking in this Hi-Tech Era
E – banking has been known to provide a new range of opportunities for the financial banking sector. Especially in the developing countries a good amount of development and technology advancement can be observed in this field, reflecting support and demand by the customers for a change from the traditional business practices of commercial banks. As mentioned earlier as one of the stronger elements of initial costs of infusing e – commerce in the banking sector is not considered that great keeping in view the long term benefits and this infusion has been able to provide with the opportunity for the new entrants to enter into the saturated market of banking and introduce innovative concepts and techniques. “The changing on the outside atmosphere of e-banking involving globalisation have increased the competition in this sector” (Sharma, 2016). So it is safe to say that the utilization of e –banking has consequently increased the banking business competition.
“E- banking constitutes of radical service innovation in the banking sector: the “radical” characteristics of such an innovation lies in its potential for changing the technological organisational and market context in which banks operate” (Corrocher,2002). Commercial banks have this opportunity to excessively enhance the value of the services that they are providing to their respective customers and simultaneously achieving long term efficiency in terms of economies and scope. The problem for the commercial banks, which came to light, is to understand the real meaning and importance of innovation which is not to be considered as a replacing option for the existing organisational structure but just as an opportunity to enhance their current banking services by increasing its flexibility along with finding ways of widening and offering customized range of services to maintain the competitive edge in today’s banking market. 
It seems to be that “banks perceive Internet Banking as a substitute for the existing branching structure, although there is also some evidence that banks providing innovative financial services are more inclined to adopt innovation than traditional banks” (Corrocher, 2002).  For example in Italy, the practice of adapting internet banking has to some extent affected more than half of the entire population and “the low intensity of adoption” regarding the services that are being offered to be a bit too complex for the customers indicate that there is still a possible opportunity for this sector for the fusion of these technological systems to reap the benefits. 
Contrary to what has been found so far regarding the banks strategy regarding adopting e- banking as a tool of maintaining the competitive edge in the market, it is believed in Italy’s banking sector that “the introduction of Internet banking has been driven more by the willingness of the banks to be competitive on the market with respect to new entrants and innovative institutes than by the emergence of specific needs from the demand side” (Mannan, 2007). Keeping this in mind, it can be understood that the commercial banks which adopted this part to technology into their business plan, who prior to this adoption of change were committed to the traditional oriented way of offering services, as the early initiators in this matter showed the growing interest from the consumers side towards these new concepts of banking. 
With all the information reviewed it is safe to say that both types of banking practices, that is, e – banking and “brick and mortar” banks both have their own benefits and drawbacks which cannot be ignored. So it may not be the wisest choice for any commercial bank to adopt either of the two types of banking business practices. Although it might not be possible for all the banking institutes to take on an amalgamation of both the practices but that seems to be a more suitable option than choosing either of the two and losing out the benefits of the others. It might be possible “to separate banking between both online and in-store services and enjoy the saving and conveniences of internet banks while managing the customer services and personal relationships that a physical banking branch could offer” (Deital, 2001). 
Furthermore, “if the traditional model of banking is combined with the practice of e – banking it has resulted to be more attractive as compared to only online banking” (Hassan, 2012), meaning that all the models that have so far tried to attempt to generate an approach of online banking solely based on the internet has still not proven to be successful (Chandra & Sharma, 2010). Thus it seems more suitable for the commercial banks to first approach the customers from the traditional model way that is, physically and then later offer e- banking as just another facility for the convenience of the customer to further strengthen their trust in the bank. Also, “analysis has represented that corporate clients across the world are much more attracted by the specified model (Physical banking + online banking)” (Lampson, 2000) and for reason only if the traditional banking practices was completely replaced by e – banking this might result in major loss of corporate client portfolios. 
So to sum it all up it can be concluded that the constant increase technology use and in this case Internet banking it definitely has had a significant major impact on the usage of traditional banking services. Because of the ease and convenience felt by the customers for a better, fast, user friendly approach, cost effective and environmental friendly banking service available, are further proving to be the motivating factors and binding forces in the usage of internet banking for regular banking services like checking of account details, transferring of funds, payment of bills, payment of credit card bills etc. 
Future Recommendations
The information technology is known to have its appeal but it is not a complete solution for everything and has to be made sure that it is effectively utilized. It is imperative to understand that although e – banking services by commercial banks is a very attractive package it cannot independently exist or work “unless and until it has a centralised body or institution, which can formulate guidelines, regulate, and monitor effectively the functioning of Internet banking” (Richard, Watson, & Zinkhan, 1997).  This reflects upon the necessity regarding the successful working of the Internet banking is trying to adopt the best security method. This makes a presupposition that there is availability of a uniform and best devices and practicing banking methods to offer secure electronic banking transactions. “In order for computerization to take care of the emerging needs, the recommendations of the Committee on Technology Upgradation in the Banking sector (1999) may be considered (Ali, Malik & Imam, n.d). These include the following:
1. “Need for standardization of hardware, operating systems, system software, and application software in order to help and maintain interconnectivity between the systems across more various branches.
2. There is a dire need of high levels of security.
3. Also the area of communication and networking department should use networks which could assist the centralized databases along with the distribution processing.
4. Have and adopt a specific and tailored technology plan with regular periodical up gradation.
5. Also in this era of technology taking over the world with such rapid speed, it is important to include the business process re-engineering aspect while devising plan for dealing with the issues pertaining use of technology. 
6. Banks need to cater to the problems related to human relations in a computerized environment.
7. It is imperative to share experiences regarding technology and learn from each other.
8. Payment systems which use information technology tools. The Reserve Bank of India has played a lead role in this sphere of activity – with the introduction of cheque clearing using the MICR (Magnetic Ink Character Recognition) technology in the late eighties” (Ali, Malik & Imam, n.d)
There are further recommendations for commercial banks for the future. Online banks need to promote as the bright future of the banking sector. Although adopting a rigorous advanced marketing strategy might prove fruitful still they should not under estimate the power of person to person interaction in transferring of information as it is well known that nobody proves to be the best at PR than satisfied clients and traders for services. Furthermore, regarding the risk management involved in e-banking there should be “a specified technique approved and leaded by the governing board by taking into account all the e-banking impacts in the banking business and there should be also an efficient technique of controlling the risks that obtains from it” (Sharma, 2016). 
Lastly based on the increased usage of mobile devices, for example South Korea’s 47%, United Kingdom’s 32%, Singapore’s 38%, it is important to note the possible functional trends enriching the experience of M- banking. 
These include the following suggestions based on the review of business research papers from World business institute in Australia (Castelluccia, 2012):
1. Communication development - referring to video interaction with banking advisors.
2. “Pervasive Transactions capabilities: Comprehensive ‘Mobile Wallet’”.
3. Educating the customer through demos of the offered services by the bank.
4. “Vertical positioning referring to the positional offerings over mobile banking but specific industry and also horizontal positioning which offers the same but across all the industries”.
5. Provision of customizing the corporate banking services including personalisation of the experience for different roles.  
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