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Literature review (continue)

Customer usage of internet:

In United Kingdom, the online banking use have 

gradually improved from 2007 to 2017 from 30% 

to 63% (Statista, 2018). Simultaneously, mobile 

banking has increased impressively from 2010 to 

2015. The statistics show that mobile banking 

shifted from 8% to 34% (Statista, 2015).
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Customer usage of internet:

In United Kingdom, the online banking use have gradually improved from 2007 to 2017 from 30% to 63% (Statista, 2018). Simultaneously, mobile banking has increased impressively from 2010 to 2015. The statistics show that mobile banking shifted from 8% to 34% (Statista, 2015).
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Literature review

Shanmugam et al (2015) have conducted a qualitative research on customers' perceptions of 

internet banking in the UK. The findings show that internet banking consumers tend to use this 

facility more frequently for money transfers and online bill payments. Furthermore, the study 

explains that security and privacy in internet banking is still a major issue in customers' 

concerns.

Mohamed (2013) have conducted a qualitative research on Internet usage factors. The findings 

show that the occupation, income, and banking sector (public or private) plays a fundamental 

role in consumers usage of internet.
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Research questions and aim

What is customer understanding about internet usage in banking sector?

What is customers attitude toward internet banking? 
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Research philosophy

This study is using Interpretivist approach. Interpretivism is concerned about studying the social 

world through the activities and behaviors of people (Mason, 2002)

interpretivism is suitable because it is appropriate for social research. Interpretivism approach 

will help this research paper to answer questions about customer perceptions and attitudes 

toward internet banking. The researcher can build an appropriate knowledge and theories which 

are positioned actions, perspectives, behavior and experiences in banking sector.
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Research methods

This research will be using qualitative research methods (Keegan, 2009).

Implementing qualitative research methods in the study will help the researcher understand 

people behavior, decisions, and actions. (Myers, 2013)

Qualitative research will allow the researcher to tackle the behavior of consumers towards 

internet in the banking sector. Qualitative research is more appropriate in person-centered 

research. 
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Research reasoning

The research approach implemented in the study in hands is inductive. 

The inductive reasoning will help the researcher make observation, think of ideas, make 

hypothesis on the subject, and then move to check the hypothesis. At the end, the researcher 

will base the final hypothesis on the findings.
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The research approach implemented in the study in hands is inductive. 

The inductive reasoning will help the researcher make observation, think of ideas, make hypothesis on the subject, and then move to check the hypothesis. At the end, the researcher will base the final hypothesis on the findings.







Research reasoning.





image10.emf
Data collection methods

In qualitative research, data collection methods vary (Gill et al., 2008)

This research will be using primary and secondary research. The primary research will be based 

on in depth interviews and observations. 

In-depth interviews:

Observation method
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Findings and 

analysis 

The data of the present research has 

been collected through interviews and 

secondary research.

The open-ended interviews were 

conducted on eight participants based 

in London, over a period of ten days. 

the researcher has divided the 

responses into two sections: users of 

internet banking and non-users of 

internet banking.
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What is your understanding of
internet banking?

Do you use IB for managing
your account?
And what do you use it for?

Why do you prefer using IB for
the above transactions rather
than traditional banking?

Do you think IB is casy to use?
Are you happy about the
services provides in IB?

IB is a virtual channel that
enable customers to access
their PA anytime anywhere
using network and electronic
device.

Managing personal accounts in
IB is checking balance,
transferring money between
PA and to external accounts,
‘making payments, managing
direct debits,
ordering/cancelling cards,
paying-in cheques, opening
saving account, chatting with a
representative.

IB saved customers time and
money compared to traditional
banking.

IB software is designed to be
very easy to use and
straightforward.

I think that internet banking is
accessing my account without
the need to go to a branch.

I most of the time use IB to
check my balance, transfer
money and pay my phone bill,
utility bill, and rent. I do prefer
to manage those payments
myself rather that set a direct
debit.

I do like using internet banking
because it saves e time to
travel to the branch and do the
transactions that I can manage
personally from anywhere

1 think that IB is very easy to
use and anyone can understand
it clearly.

'm very satisfied about my
bank in all terms including IB.
I do like how they notify you
about big transactions, or in
case they suspect a fraud.
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Finding and 

analysis

The findings were compared with the 

literature review. The aim was to 

establish an effective relationship 

between primary and secondary data 

findings to build a good 

understanding of customer attitude 

toward internet banking
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Finding and analysis

The findings were compared with the literature review. The aim was to establish an effective relationship between primary and secondary data findings to build a good understanding of customer attitude toward internet banking







image2.png

‘Why you are not using IB
for your personal account?

If your concerns are met by
the banks, would you re
consider using IB for
managing your PA?

I don’t really feel internet
banking is secure. To be
honest, I have been victim of
fraud few years ago; and
since then I avoid using my
account through networking.

1 think it is difficult for
banks to ensure 100%
security in IB; However, if T
feel the confidence to use IB
in the future, I will do it.
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Discussion

Q1: What is customer understanding about internet usage in banking sector?

Our findings show that participants have a medium to good knowledge about internet banking. 

70% of the participants use internet banking in their daily life. 

In line with Shanmugam et al. (2014), the results of this research indicate that the most popular 

services in internet banking in UK includes checking balance, making transfers, and managing 

bills. 
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Q1: What is customer understanding about internet usage in banking sector?

	

Our findings show that participants have a medium to good knowledge about internet banking. 70% of the participants use internet banking in their daily life. 

In line with Shanmugam et al. (2014), the results of this research indicate that the most popular services in internet banking in UK includes checking balance, making transfers, and managing bills. 
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Discussion (continue)

Q2: What is customers perception about the usage of internet banking?

Our findings demonstrate that internet banking users are satisfied about the design of the online 

services. 

The internet banking user candidates have agreed that both systems in website and mobile app 

are straightforward and easy to use.

Also, customers are satisfied about bank communication concerning internet banking updates 

and changes. In this matter, Shanmugam et al. (2014) research indicates that banks in the UK 

have been effective in their marketing strategies for informing internet banking services to 

customers.
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Conclusion and recommendation

The contribution of our study is to expand knowledge in attitudes of customers toward internet 

banking. 

The results highlight that the financial sector must improve customer knowledge about the 

services available online. 

This can be achieved by advanced marketing strategies, advertisement, and well-developed 

CRM. 

The banking sector should rise awareness concerning security in internet banking. This will 

enhance customer trust in online banking platforms (Shanmugam et al, 2014). 
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Limitation and future research

The current study involved a small sample in the research, and this was due to short time 

framework to complete the research.

Future research might consider a broader sample in different background.
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Introduction

The internet and technology advancement have allowed the financial institutions to introduce 

new channels to interact with customers (Ege Oruç & Tatar, 2017)

Internet banking is a new platform for customers which is time saving, low cost, convenient, and 

accessible anywhere anytime (Lin, Wu, & Tran, 2015).

Previous research have investigated the acceptance of internet banking by customers, and 

customer satisfaction, loyalty and trust toward internet banking (Yang, Lai & Chu, 2018; 

Mukhtar, 2015); 

A limited number of research have explored the usage of internet banking in the financial 

institutions (Yang, Lai & Chu, 2018)
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Literature review

Internet banking:

Internet banking is a combination of information technology and banking services (Mukhtar, 

2015)

Internet banking has also been defined as the consumer use of internet resources that allows 

customers to manage and complete banking activities (Shanmugam et al, 2015).

The current research defines Internet Banking as a virtual channel which is accessible using a 

network that enable individual or business customers to access and manage their personal 

account anytime anywhere (Lloyds, 2017). 
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