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                                                                Abstract
The objective of this paper assess the opportunities and challenges of e-banking service in the 
Commercial Bank of Ethiopia focusing on the East Addis Ababa district through purposefully selecting four branches of the East district zone of the city. Since e-banking is common in the developed countries, third world nations are reluctant to adopt such technologically advanced system of banking. Specifically Ethiopian banking industry usually impedes to apply such technologically advanced system of e-banking.  Moreover, east African countries applied e- banking better than our country. This might be due to diversified reasons and rationales, therefore, the researcher were interested to investigate the existing opportunities and challenges of e-banking in CBE. The researcher used quantitative method of research design in which the study was conducted based on the data gathered from the selected branches of the bank. From these four branches the researcher randomly selected 154 respondents to distribute questionnaires. Based on the findings of the study the researcher will suggest possible recommendation where have to create mechanism in creating awareness on the benefit of using e-banking service, to make the service widely accepted by its customers, and as conclusion believe that the service has low transaction coast and they are comfortable to use it .Besides the CBE and bank mangers ought to perform and the share of the government that must fulfill for effective implementation of e-banking in bank industry.

Keywords: - E-Banking, opportunity, challenges and CBE
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[bookmark: _Toc84407540]1.1. Background of the Study

Nowadays modern technology is being introduced in all fields and it is changing the world with full of innovations. In this regard, information technology is considered as the key driver for the changes to take place around the world. For this reason, the traditional banking services are getting modernized by the use of electronic banking. These changes are made mainly due to the developments in information and communication technology. Due to this growth in information and communication technology, the banking industry is entering into new phenomena of unprecedented form of competition supported by modern information and communication infrastructure especially through the use of internet. (Shittu, 2010)

Individuals and businesses worldwide need to make and receive payments on a daily basis. E- Banking services are how transactions involving different types of payment instruments are processed and through which transfers of funds are managed. While the term “e-banking” can describe encompasses a broad range of instruments, their distinctive feature is that the whole transaction is carried out through electronic means (Wef, May 2018).

In mid-20th century, breakthroughs in mainframe computing enabled inter-bank settlement, which gave rise to open-loop payment cards. In the 1960s and 1970s, magnetic stripe technology brought the digitization of the point of sale. By the late 1990s, electronic commerce had become conventional and creating new opportunities for internet payments. The advent of smart phones and connected devices in the 2010s gave rise to mobile and Omni-channel commerce, blurring the boundaries between in-store and online shopping. Payment technology companies are extending network capabilities to support the long tail of innovation. 
The retail payments industry is characterized by specialization and collaboration; with many companies working together to deliver a secure and reliable service. (Wef, May 2018).
53

Non-traditional providers are challenging incumbents at every stage of the payments value chain. E-Banking service is a way of making transaction or paying for goods and services through an electronic medium, without the checks or cash. An electronic payment or e-payment in short can be simply defined as paying for goods and services on the internet. It includes all financial operations using electronic devices such as computers, Smartphone or tablets. E-payments come with various methods like credit or debit card payments or bank transfers. Electronic payment assists customers, companies and banks make payments much more effectively and also improve the settlement process.  With electronic payment customer can easily pay their bill without physically visiting the bank premises. Bank customers can also access account information at any time from the comfort of their homes and offices. There are several electronic payments options available to customer such as; electronic fund transfer, automated teller machine, debit card, mobile banking, money transfer, person to person payment, electronic cash payment, electronic cash system and internet payment (wahab, 2012).The application of this electronic banking service has become a subject of fundamental importance and concerns to banks and indeed a requirement for local and global competitiveness in the banking industry. This in turn motivates banks to spend more on information technology so as to achieve maximum returns and to attract large number of clients (Husni and Noor, 2011).

The commercial bank of Ethiopia (CBE) was incorporated as a share company on December 16,
1963 per proclamation No.207-1955 to take over the commercial banking activities of the former state Bank of Ethiopia. Under this name, it began operation on January 1, 1964, with a capital; of Eth. Birr 20,000,000. The bank is wholly owned by the state and operated as an autonomous institution under the commercial code of Ethiopia.

The business strategies of the bank focuses on the interest of the public it serves. Currently the bank has one head office in Addis Ababa and 15 district offices with more than 1700 branches stretched across the country and abroad. As June 30, 2021 the total assets of the bank stood at Birr  999  billion,  while  total  deposits  680.2  billion  birr  (CBE  annual  report,  2021/22). Currently CBE has more than 31.4 million account holders and the number of Mobile and Internet Banking users also reached more than 8 million as of June 30th 2021. Active ATM card holders reached more than 6.7 million. As of June 30, 2021, 3,091 ATM machine and 4,350 POS machines were available. CBE is Pioneer to introduce Western Union Money Transfer Service in Ethiopia early 1990s and currently working with other 20 money transfer agents like Money Gram, Atlantic International (Bole), Xpress Money (CBE public wave site)
[bookmark: _Toc84407541]1.2. Statement of the Problem

E-Banking service is a means of making transaction or paying for goods and services through an electronic medium, without the checks or cash. The term of E-banking often refers to online banking/Internet banking which is the use of the
Internet as a remote delivery channel for banking services (Furst & Nolle 2002, p.5). With the help of the internet, banking is no longer bound to time or geography. Consumers all over the world have relatively easy access to their accounts 24 hours per day, seven days a week

E-banking is a form of banking service where funds are transferred through an exchange of electronic signal between financial institutions, rather than exchange of cash, checks, or other negotiable instruments (Kamrul 2009).  E-banking, also known as electronic funds transfer (EFT), is simply the use of electronic means to transfer funds directly from one account to another, rather than by check or cash (Malak 2007).
Electronic banking is very capable, and has helped cut down a lot of costs, and in the case of virtual banks it has cut down almost all costs. But the influences of electronic banking go far beyond this. With all these benefits and opportunities that electronic banking offers to the Ethiopian banking industry, there are a number of challenges which commercial banks operating in the country are facing in the provision of electronic banking services. The major challenges of e-banking services are low level internet penetration, Lack of technological infrastructure to use the service. The financial institutions also argue with internet challenges including its congested connection security and quality of service. It might also be a challenge to convince customers, especially those who are not familiar with using the internet, and who might find it hard to try to deal with a service that they consider confusing and frustrating.

The electronic banking service in Ethiopia is having been in operation for small period of time as a result, the Ethiopian financial sector has not been deliberate to any great extent, from the perception of delivery electronic payment service
Previous studies conducted on electronic banking on commercial bank of Ethiopia. Therefore, this study focused on the opportunity and challenge of electronic banking in commercial bank of Ethiopia the case of east Addis Ababa district. This study attempts to fill this gap and contributes to the electronic banking service in the proposed area. And focus on analyzing opportunity and challenges of E-Banking technology in banking industry specifically in commercial bank of Ethiopia in the case of East Addis Ababa District (EAAD).

. The research is important to solve the related problem with the system of E- Banking service of the subject firm which is Commercial bank of Ethiopia and to increases in advance the financial sector from the perspective of provision of electronic banking service. The electronic banking service is great important to introduce deficient service in banking sector. To succeed this issue should be know the challenges and opportunities in the case of EAAD.
[bookmark: _Toc84407542]1.3. Objectives of the Study
[bookmark: _Toc84407543]1.3.1. General objectives

The main objective of the study to assess the challenges and opportunities of e-banking service of commercial bank of Ethiopia ; in the case of east Addis Ababa district.
[bookmark: _Toc84407544]1.3.2. Specific objectives
  To identify the opportunities of e-banking service in commercial bank of Ethiopia; in the case of east Addis district
  To assess the challenges of e-banking service in commercial bank of Ethiopia; in the case of East Addis district
To investigate opportunities of e-banking service in commercial bank of Ethiopia: in the case of east Addis district
[bookmark: _Toc84407545]1.4. Research questions
Based on the above stated objectives, the following research questions were answered


1.   What are the opportunities of e-banking service in CBE the case of east Addis Ababa

District?

2.   What are the major challenges of e-banking service in CBE the case of east Addis Ababa district?
 3. What are the main advantages of e-banking service in CBE the case of east Addis Ababa district?
[bookmark: _Toc84407546]1.5. Significance of the Study
The Significance of the study is to investigating the different challenges and opportunity of the adoption on the service delivery channel and recommending solutions for the identified problems, E-banking service of commercial bank of Ethiopia in EAAD and other similar banks by sharing. And specifically there is significance for  the current and future researchers.
[bookmark: _Toc84407547]1.6. Scope of the study
The scope of this research is limited to:

·  Commercial bank of Ethiopia East Addis Ababa district. Specifically four branches (grade 1, 2, 3and 4) Gurdshola, Diaspora Adebabay, Ayat Adebabay and Tefera Degife branches are respectively selected due to limited time and geographically being easy to manage 
[bookmark: _Toc84407548]1.7. Limitation of the study
This study focused on the assessment of the opportunities and challenges of e-banking service of commercial banks in East Addis Ababa district of the four branches. Based on this issue the limitation are; the difficult to get secondary data from the banks. And limited shortage of book &
Published source in concerning of E-banking service
[bookmark: _Toc84407549]1.8. Organization of the paper
This study is organized in to five chapters. The first chapter was provided an introduction to the study. It contains background of the study, statement of problem, objectives, research questions, scope of the study significance and limitation. The second chapter is presents the theoretical literature review regarding the definition of E-banking, Evolution of E-banking system, why important e-banking and sets out some empirical studies regarding the issues under investigated. The third chapter explains methods of the study. In this chapter the design of the study, research approach the subjects and sampling of the study, procedures of data collection and the data analysis techniques were discussed. Chapter four also included data analysis and discussion. Finally, chapter five was present summary, conclusion, recommendations and the area of further study
approach the subjects and sampling of the study, procedures of data collection and the data analysis techniques were discussed. Chapter four also tentative budget break down and time schedule.

[bookmark: _Toc84407550]                                                           CHAPTER TWO
[bookmark: _Toc84407551]                                          2.  Review of Related Literatures 

[bookmark: _Toc84407552]2.1. Theoretical Related Literature Review

E-banking is a form of banking service where funds are transferred through an exchange of electronic signal between financial institutions relatively than exchange of cash, checks, or other negotiable instruments (Kamrul, 2009). E-banking known as electronic funds transfer (EFT), is simply the use of electronic means to transfer funds directly from one account to another, rather than by check or cash (Malak 2007).

E-banking often refers to online banking/Internet banking which is the use of the internet as a remote delivery channel for banking services (Furst&Nolle 2002, p.5).With the helpof the internet; banking is no longer bound to time or geography. Consumers all over the world have relatively easy access to their accounts 24 hours per day, seven days a week.

The way of payment with a bank or with other financial service provider remotely via a telecommunications network-banking can be also defined as a variety of platforms such as internet  banking  or  (online  banking),  TV-based  banking,  mobile  phone  banking,  and  PC (personal computer) banking (or offline banking) whereby customers access these services using an intelligent electronic device also like PC, personal digital assistant (PDA), automated teller machine (ATM), point of sale (POS), kiosk, or touch tone telephone (Alaghe band 2006, p.11).

From the Different forms of E-banking system are discussed as follows.


1. Automated Teller Machines (ATM) - It is an electronic terminal which gives consumers the opportunity to get banking service at almost any time. To withdraw cash, make deposits or transfer funds between accounts, a consumer needs an ATM card and a personal identification number (PIN).

2. Point-of-Sale Transfer Terminals (POS) - The system allows consumers to pay for retail purchase with a check card, a new name for debit card. This card looks like a credit card but with a significant difference. 
The money for the purchase is transferred without delay from account of debit card holder to the store'saccount(Malak,2007)
3. Internet / extranet banking- It is an electronic home banking system using web technology. In which Bank customers are able to conduct their business transactions with the bank through personal computers.
4. Mobile banking- Mobile banking is a service that enables customers to conduct some banking services such as account inquiry and funds transfer, by using of short text message (SMS). Banks offer Internet banking in two main ways. An existing bank with physical offices can establish a Web  site and  offer  Internet  banking to  its  customers  in  addition  to  its  traditional  delivery channels. A second alternative is to establish virtual branchless or Internet-only, Bank almost without   physical offices provided through ATM, internet banking, Mobile banking  point sale terminal and telephone banking(Furst&Nolle 2002, p.5).

[bookmark: _Toc84407553]2.1.1 Evolution of Electronic-Banking

Since the late 1990s E-Banking has developed from virtual insignificance to tens of millions of users worldwide (OECD, 2001). However, it is the product of different generations of electronic transactions. The current web-based internet is the latest of several generations of systems: Automated Teller machine (ATMs), Phone Banking, PC or House Banking.

Electronic innovation in banking industry can be traced back to 1970, when the computerization of financial institutions gained momentum (Malak 2007), however; a visible presence of this was evident to the customers since 1980, with the introduction of ATM. Innovative banking has grown since then, aided by technological developments in the telecommunications and information technology industry.
[bookmark: _Toc84407554]2.1.2. Benefits of E-Cards

According to C.S.V Murthy, (2004), E-cards offer a number of benefits to the issuing banks and customers of the bank including:

o Dramatically  reduce  printing,  mailing,  and  financial  handling  costs  associated  with processing transaction.
o Enhance payment security by minimizing theft or loss.

o Prevent fraud through automated controls

o Increase customer satisfaction and enhance service to constituents.
   o Ensure continuity of service to cardholders in emergency or disaster situations

   o Improve operational efficiency and profitability of the issuing bank


[bookmark: _Toc84407555]2.1.3 Types of E-banking
The most commonly used electronic cards include ATM cards, Debit cards, Credit cards and Smart cards. ATM card is a kind of plastic card, which allows a cardholder to withdraw money from his bank account through automated teller machine. This card can be used also for other banking services like deposit and transfer to any other account by using the ATM machine. Credit card is the modern electronic plastic card that may be used repeatedly to borrow money or buy products and services on credit (C.S.V Murthy, 2004). The decision with which card to go depends  on  the  comparison  of the features  of  the specific  card (not  the brand). The most important features, of course, are Interest rate and Annual fees. Debit cards are electronic plastic cards directly tied to bank account and the amount of money the cardholder can spend with it is limited to the amount of money he/she has in the bank. It is called debit card because when cardholder uses a debit card, the transaction debits (withdraws) the amount of the transaction from cardholders’ account, usually on the same day (C.S.V Murthy, 2004).

1. Mobile Banking

Mobile banking (also known as M-banking or SMS banking) is a term used for performing balance checks, account transactions, payments etc. via a mobile device such as a mobile phone. Mobile banking is most often performed via SMS or the Mobile Internet but can also use special programs called clients downloaded to the mobile device (Rahman, 2006). The standard package of activities that mobile banking covers are: mini-statements and checking of account history; alerts on account activity or passing of set thresholds; monitoring of term deposits; access to loan statements; access to card statements; mutual funds/equity statements; insurance policy management; pension plan management; balance checking in the account; recent transactions; due date of payment (functionality for stop, change and deleting of payments); PIN provision, change of PIN and reminder over the internet; blocking of (lost/stolen) cards; domestic and international fund transfers; micro-payment handling; mobile recharging; commercial payment processing; 
bill payment processing; peer to peer payments; withdrawal at banking agent and deposit at bankingagent(Rahman,2006).

1. Internet  banking  –  also  referred  as  online  banking,  web  banking  or  virtual  banking,  an outgrowth of PC banking, is a more developed service, a system that enables bank customers to access accounts and general information on bank products and services or perform account transactions directly with the bank through a personal computer using the internet as the delivery channel; customers are able to access all of their accounts through the website of the bank and are  allowed  to  conduct  banking  activities  such  as  transferring  funds,  paying  bills,  viewing account balances, paying mortgages or purchasing financial instruments and certificates of deposits.
2. Tele Banking

Tele banking refers to the services provided through phone that requires the customers to dial a particular telephone number to have access to an account, which provides several options of services (Rahman, 2006).
3. Home Banking

Home banking frees customers from visiting branches and most transactions will be automated to enable them to check their account activities, transfer funds and to open L/C sitting in their desk with the help of a personal computer and a telephone (Rahman, 2006).






4. Internet  banking  –  also  referred  as  online  banking,  web  banking  or  virtual  banking,  an outgrowth of PC banking, is a more developed service, a system that enables bank customers to access accounts and general information on bank products and services or perform account transactions directly with the bank through a personal computer using the internet as the delivery channel; customers are able to access all of their accounts through the website of the bank and are  allowed  to  conduct  banking  activities  such  as  transferring  funds,  paying  bills,  viewing account balances, paying mortgages or purchasing financial instruments and certificates of deposits.
[bookmark: _Toc84407556]2.1.4. Importance of E-Banking

Understanding e-banking service is important for several stakeholders, since it helps them to derive benefits from it. Many banks and other organizations have already implemented or are planning to implement e-banking because of the numerous potential benefits associated with it. Some of these major benefits according to Shah & Clarke (1997) are briefly described below. 
1. Enhanced Image: E-banking helps to enhance the image of the organization as a customer focused innovative organization. This was especially true in early days when only the most innovative organizations were implementing this channel. Despite its common availability today, an attractive banking website with a large portfolio of innovative products still enhances a bank’s image. This image also helps in becoming effective at e-marketing and attracting young/professional customer base. (Young, 2007).
2. Increased Revenues: Increased revenues as a result of offering e-channels are often reported, possible increases in the number of customers, retention of existing customers, and cross selling
Opportunities. Whether these revenues are enough for reasonable return on investment (ROI) from these channels is an on-going debate. It has also allowed banks to diversify their value creation activities. E-banking has changed the traditional retail banking business model in many ways, for example by making it possible for banks to allow the production and delivery of financial services to be separated into different businesses. This means that banks can sell and manage services offered by other banks (often-foreign banks) to increase their revenues. This is an especially attractive possibility for smaller banks with a limited product range. E-banking has also resulted in increased credit card lending as it is a sort of transactional loan that is most easily 
deliverable over the internet Electronic bill payment is also on rapid rise (Young, 2007)
. which suggests that electronic bill payment and other related capabilities of e-banking have a real impact on retail banking practices and rapidly expanded revenue streams.
3. Easier Expansion: Traditionally, when a bank wanted to expand geographically it had to open new branches, thereby incurring high start-up and maintenance costs. E-channels, such as the Internet, have made this unnecessary in many circumstances. Now banks with a traditional customer base in one part of the country or world can attract customers from other parts, as most of the financial transactions do not require a physical presence near customers living/working place. Shah& Clarke (1997)
4. Load Reduction on Other Channels: E-Channels are largely automatic, and most of the routine activity such as account checking or bill payment may be carried out using these channels. This usually results in load reduction on other delivery channels, such as branches. This trend is likely to continue as more sophisticated services such as mortgages or asset finance are offered using e- Banking channels. In some countries, routine branch transactions such as cash/cheque deposit related activities are also being automated, further reducing the workload of branch staff, and enabling the time to be used for providing better quality customer services. Shah & Clarke (1997)
5. Cost Reduction:  The main economic argument of e-banking so far has been reduction of overhead costs of other channels such as branches, which require expensive buildings and a staff presence. It also seems that the cost per transaction of e-banking often falls more rapidly than that of traditional banks once a critical mass of customers is achieved. The research in this area is still inconclusive, and often-contradicting reports appear in different parts of the world. The general consensus is that fixed costs of e-banking are much greater than variable costs, so the larger the customer base of a bank, the lower the cost per transaction would be. Whilst this implies that cost per transaction for smaller banks would in most cases be greater than those of larger banks, even in small banks it is seen as likely that the cost per transaction will be below that of other banking channels. Shah & Clarke (1997)
6. 


7. Organizational Efficiency: To implement e-banking, organizations often have to re-engineer their business processes, integrate systems and promote agile working practices. These steps, which are often pushed to the top of the agenda by the desire to achieve e-banking, often result in greater efficiency and agility in organizations. However, radical organizational changes are also often linked to risks such as low employee morale, or the collapse of traditional services or the customer base. In addition, Electronic banking has also helped banks in proper documentation of their records and transactions. Shah & Clarke (1997)
        The main advantages of e-banking for corporate customers as per (BankAway! 2001;       Gurău, 2002) are as follows: Reduced costs in accessing and using the banking services.  Increased  comfort and time saving. Transactions can be made 24 hours a day, without requiring the physical interaction with the bank.
  Quick and continuous access to information: Corporations will have easier access to information as, they can check on multiple accounts at the click of a button.
  Better  cash  management:  E-banking  facilities  speed  up  cash  cycle  and  increases efficiency of business processes as large variety of cash management instruments are available on internet sites. For example, it is possible to manage company’s short term cash via internet banks (investments in over-night, short- and long term deposits, in commercial papers, in bonds and equities, in money market funds). Private customers seek slightly different kind of benefits from e-banking. In the study on online banking drivers  Aladwani  (2001)  has  found,  that  providing  faster,  easier  and  more  reliable services to customers were amongst the top drivers of e-banking development.
The main benefits from e-banking for private customers are as per Bank Away (2001) are as follows:-  Reduced costs: This is in terms of the cost of availing and using the various banking products and services.
  Convenience: All the banking transactions can be performed from the comfort of the home or office or from the place a customer wants to.
  Speed: The response of the medium is very fast; therefore customers can actually wait till the last minute before concluding a fund transfer.
  Funds management: Customers can download their history of different accounts and do a “what-if” analysis on their own PC before affecting any transaction on the web. This will lead to better funds management. In addition,
  Besides  withdrawing  cash  customers  can  also  have  mini  banks  statements,  balance inquiry at these ATMs. Through Internet Banking customer can operate his account while sitting in his office or home. There is no need to go to the bank in person for such matter.
E- Banking has also greatly helped in payment of utility bill. Now there is no need to stand in long queues outside banks for his purpose. All services that are usually available from the local bank can be found on a single website. The Growth of credit card usage also owes greatly to E- banking. Now a customer can shop worldwide without any need of carrying paper money with him and Banks are available 24 hours a day, seven days a week and they are only a mouse click away.
[bookmark: _Toc84407557]2.1.5. Electronic-Banking Risks
FSA (2010) the major e-banking risks include:

1. Operational risks Banks face three main types of operations risk: such as volume forecasts, management information systems  and  Outsourcing.  Accurate  volume  forecasts  have proved difficult - One of the key challenges encountered by banks is how to predict and manage the volume of customers that they will obtain.
2. Security risk: Security issues are a major source of concern for everyone both inside and outside the banking industry. E-banking increases security risks, potentially exposing hitherto isolated systems to open and risky environments.
3. Reputational risk: This is considerably heightened for banks using the Internet. Internet rumors can become self-fulfilling prophecies. The speed of the Internet considerably cuts the optimal response times for both banks and regulators to any incident. Any problems encountered by one firm in this new environment may affect the business of another, as it may affect confidence in the Internet as a whole FSA (2010).

[bookmark: _Toc84407558]2.1.6. Banking History in Ethiopia

The first bank in the country, Bank of Abyssinia was founded during the reign of Emperor Menelik II in February 1905. Due to a foreign domination of its management (mainly the British), the then Bank of Abyssinia was forced to dissolve and in its place was established the Bank of Ethiopia in 1931 whose management was still left to foreigners due to the then lack of skilled manpower in the country. The Bank of Ethiopia was later replaced by the State Bank of Ethiopia soon after the war with Italy. The latter was the first bank in the country fully controlled and owned by the Ethiopian government. It was the State Bank of Ethiopia that gave rise to the present Commercial Bank of Ethiopia (CBE) and National Bank of Ethiopia (NBE). During the Dergue regime, CBE had remained as the only participant in the country’s commercial banking sector.
After the overthrow of the Dergue regime by the EPRDF, the Transitional Government of Ethiopia was established and the new economic policy for the period of transition was issued. This new economic policy replaced centrally planned economic system with a market-oriented system and ushered in private sector. Following the 1991 takeover by the present government and accompanying encouragement of private investment,
[bookmark: _Toc84407559]2.1.7. E-Banking System in Ethiopian Banking Industry

The appearance of E-banking in Ethiopia goes back to the late 2001, when the largest state owned, commercial bank of Ethiopia (CBE) introduced ATM to deliver service to the local users. In addition to eight ATM Located in Addis Ababa, CBE has had Visa membership since November 14, 2005. But, due to lack of appropriate infrastructure it failed to harvest the fruit of its membership since 2006. (Gardachew, 2010).  There will be one ATM at every branch of the consortium banks, all domestic airports serviced by Commercial service, shopping complexes and merchants.  The  agreement  is  the  first significant  cooperation  between  competing  banks  in  Ethiopia,  which  others  should  be encouraged to follow as there is no single bank in Ethiopia that can afford to provide Extensive geographical coverage and access (Binyam, 2009)
[bookmark: _Toc84407560]2.1.8. Factors influencing Banks to Adopt E-Banking System

Many researchers have been used different frame works in the study of adopting new technological innovation. Among frameworks that have been developed based on the past studies includes, the Technology-organization-Environment framework (TOE) (Tornatzky& Fleischer,
1990). which identifies three basic Factors for the adoption of technological innovation, i.e., Technological factors, organizational and environmental factors. This framework is a comprehensive and well received framework in the context of innovation adoption by organizations and has been used in many studies (Salwani, et al., & Ellis 2009; Chang et al.,
2007, Zhu & Kraemer 2006).

According to Tornatzky and Fleischer (1990), Technology adoption within an organization is influenced by factors pertaining to the technological context, the organizational context, and the external environment.
1. The Technological factor refers to adopter’s perception of E-banking attributes. Typical characteristics of technology considered in technology adoption studies are based on which include relative advantages (perceived benefits), and relative disadvantages (perceived risks) (Rogers 2003).
2. The Organizational factor refers to the organization’s characteristics that influence its ability to Adopt and use of E-banking system.

3. The Environmental factor refers to the external environment in which an organization operates and its condition for supporting the development of E-banking services.

[bookmark: _Toc84407561]2.2 Empirical related literature review

[bookmark: _Toc84407562]2.2.1. Challenges and prospects of E-Banking service
[bookmark: _Toc84407563]I. Challenges
According to MM Mahman (2008) There are a number of constraints such as unavailability of a backbone network connecting the whole country; inadequacy of reliable and secure information infrastructure especially telecommunication infrastructure; sluggish ICT penetration in banking sector; insufficient legal and regulatory support for e-banking and so on. The concept of e- banking includes all types of banking activities performed through electronic networks. It is the most recent delivery channel of banking services, which is used for both business-to-business
And business-to-customer transactions. Leow, Hock Bee (1999) state that  the terms PC banking, online banking, Internet banking, telephone banking or mobile banking refers to a number of ways in which customer can access their banks without having to be physically present at the bank branch. Therefore, e-banking covers all these ways of banking business electronically. Among others, attractiveness of e-banking includes: it lowers transaction cost; provide 24- hour services; ensure increased security and control over transactions; reduces fraud risk; performs higher volume of transactions with less time; increases number and volume of value payment through banks; allows remote transactions facilities that replace physical presence of a customer in a bank branch and; increases transaction speed and accuracy. Incompatibility with the existing system, cost of implementation, security concerns, lack of expertise, inadequate legislation and consumer acceptance are the major challenges for the adoption of e-banking in the country’s banking industry.
[bookmark: _Toc84407564]2.2.2. Prospects of E-Banking

Apart from the developed countries, the developing countries are experiencing strong growth in e-banking. The government’s emphasis on setting up ICT Park, raising allocation for developing ICT infrastructure, waiving taxes on computer peripherals and other measures including the automation program of banking sector and competition among the scheduled banks in improving customer services have accelerated the prospects of e-banking. Among the critical challenges for the of e-banking Alhaji Ibrahim H. (2009)
Lack of Technological Infrastructure – the implementation of e-payment is been impeded by unavailability of ICT infrastructure.
ICT Equipment Costs – where available, the cost of ICT is a critical factor relative to per capital income.
Regulatory and Legal Issues – inexistence of proper legal and regulatory framework.

Non-readiness of banks and other stake holders (acceptability) – even though some have shown  impressive  willingness,  some  banks  are  still  not  fully ready to  for  this  new payment regime.
Resistance to changes in technology among customers and staff due to:-

        o Lack of awareness on the benefits of new technologies,

        o Fear of risk among banks
o Lack of trained personnel in key organizations and o Tendency to be content with the existing structures o People are resistant to new payment mechanisms;
o Security  where  disclosure  of  private  information,  counterfeiting  and  illegal alteration of payment data may be rampant.
o Frequent connectivity failure in telephone lines

o Frequent power interruption

[bookmark: _Toc84407565]2.2.3. Perceived advantages that Initiate Banks to Adopt E-Banking
Perceptions   of   four   concepts:   perceived   relative   advantage,   Perceived   organizational performance, perceived customer/organizational relationship and perceived ease of use provided a broader understanding of e-banking adoption in the banking industry.
The first construct: Perceived Relative Advantage construct relates to the degree to which bank managers think that Internet technology might help their bank gain advantages in the industry Al- Sabbagh, I., & Molla, A. (2004).
The second construct: Perceived Organizational Performance is associated with how much a bank manager thinks Internet technology could improve their organizational performance.
The third construct:  Perceived Customer/Organizational relationship  relates  to  how a bank manager perceives Internet technology adoption in terms of improving the relationship with their customers. The final construct: Perceived Ease of Use measures how easy a bank manager believes that Internet technology is to use.
[bookmark: _Toc84407566]2.2.4. Opportunity and Challenges of E-Banking Adoption

E-banking is the transition of pre-development to development phase and the main drivers for adopting e-banking are downsizing, gaining competitive advantage, increasing market share and improving bank’s image. In addition to the above factors, the government support is manifested in two ways. Firstly, the Government is establishing an electronic commerce (EC)-friendly environment in the country. The government in recent years to revamp the national ICT and logistic infrastructures has committed heavy investments (Mahdi Salehi (2004)
[bookmark: _Toc84407567]2.2.5. Constraints and Drive Forces for E-Banking

The study that was conducted indicated that the Constraints and drive forces for the adoption of e-banking respectively are presented below Isaac Awuondo (2005).
Challenges

    Security: Majority of the shy away from e-Banking services due to security concerns.

	Human face:  customers still value personalized and responsive services from their bankers.
    Poor and/or lack of technological infrastructure especially in the rural areas

    Lack of proper legislation governing e-transactions

    Preference to paper money, as opposed to “virtual” cash in transactions etc

[bookmark: _Toc84407568]2.2.6. Opportunity towards electronic-Banking

    Rapidly changing customers’ needs and preferences

    Competitive forces and product differentiation strategies

    Pressure to reduce transactional and operation costs.

The challenges and opportunities of E-banking in Ethiopia; their objective was studying of E- payment practices in developing countries, Africaand Ethiopia., the main obstacles to the development of E-payments are, lack of customers trust in the initiatives, Unavailability of payment  laws  and  regulations  particularly  for  E-payment,  Lack  of  skilled  manpower  and Frequent power disruption Wondwossen and Tsegai (2005).
Factors  that  can  lead  to  success  the  adoption  of  E-banking  and  the  other  factors  that  can constitute as barrier to its adoption, it focus on the organizational, structural and strategic factors which can accelerate or, on the contrary, slow the adoption of this electronic mode of distribution and communication by the banks, through analyzing the case of the Lebanese market.
The study indicated that extent of penetration of E-banking in the growth phase of an emerging market has an important correlation with the improvement of commercial performance. The other descriptive  case study analysis  conducted  by on  ‘Factors  influencing the adoption  of internet banking in Oman, aimed to identify the main potential factors or impediments that are currently inhibiting the incorporation or adoption of E-commerce applications in the Omani Banking sector. E-banking is important for senior management of banking related organizations, because it would potentially help them improve their strategic planning process.
The analysis of the study indicates two major types of statistical analyses  were conducted, descriptive statistical analyses and factor analysis.
Finally the research indicates that banking activities alone may not be sufficient in achieving growth if general infrastructure, economic environment and government initiatives are not supportive.
Review of Empirical studies shows that understanding the critical success factors (CSFs) in E- banking is important for banking industries because it would potentially help them improve their strategic planning process. The main obstacles and barriers that oppose E-banking adoption are the concerns of security, Privacy of information and technology investment cost. Also the literature indicates that according to the customers there are different factors that influencing the adoption of E-banking such as, perceived advantages and other factors related to the services itself & how to be accepted and used by the customers, which differ from country to country, reflecting the economic and technological development in each country.
[bookmark: _Toc84407569]                                                                       CHAPTER THREE
[bookmark: _Toc84407570]                                                                             Methodology of the Study

The researcher was applied quantitative method, because it is useful to know the cause and effect of the research issue that is why the researcher is decided to use the quantitative method data collection during conducting the research. Because, while quantitative methods are better to looking at cause and effect (causality, as it is known)

The researcher was wanted to look causality the e-banking situation on the commercial bank of Ethiopia   East Addis Ababa District, and it is choosing methods design in which we use quantitative (for example, a questionnaire). Quantitative research is about explaining phenomena by collecting quantitative data which are analyzed using mathematically based methods(C.R. Kothari, 2004).

This study was required to find out the Assessment of the challenges and opportunities of e- banking service of commercial bank of Ethiopia in the case of East Addis Ababa district. The research methodology is directly related with the research topic. This part is including research design, target population, data collection, producer, data processing and analysis.
[bookmark: _Toc84407571]3.1. Research Design
The researcher used descriptive and explanatory research design. Descriptive research were employed  as  a main research  method of this  study and  used to describe opportunities and challenges of e-banking, this enabled the researcher to describe or provide a quantitative or numerical description of trends, attitudes or opinions of population by studying the sample from the entire population. From the sample results, the researcher generalized or drawn inference to the population. Therefore, this method helped to describe the factors associated with challenges and opportunities of e-banking in CBE
[bookmark: _Toc84407572]3.2. Research Approach

In this paper the researcher will use quantitative research design and data analyzed them then compared the results to see if the findings confirm or disconfirm each other Creswell (2013).The research approach was quantitative approach and selected by researcher based on the research purpose, the nature of the research, the problem area and research questions.
The study was conduct according to quantitative approach and the data collection method was questioner and document review. This research is intended to examine the main opportunity and challenges regarding to both customers and the organization of E-banking service in sample branches of commercial bank of Ethiopia EAAD. The researcher to acquire the information use data collection instruments by distributing questionnaire and the questionnaire contains close- ended it could be distributed to employees of the selected four branches in Commercial Bank of Ethiopia(EAAD). The sample size of the research from the four branches of east Addis Ababa is
154 and questionnaires were distributed.

[bookmark: _Toc84407573]3.3. Data type and data source

The data type and data source were primary and secondary. The primary data are those which are collected afresh and for the first time, and thus happen to be original in character. The secondary data, on the other hand, are those which have already been collected by someone else and which have already been passed through the statistical process (C.R. Kothari 2004).
To create more confident information of the research, the researcher used the primary    and secondary data sources.
Primary data was collecting from the respondent’s original or afresh information by using close ended questions.
The researcher using secondary data which is may be either published data or unpublished related to the bank and research topic.
[bookmark: _Toc84407574]3.4 Population and Sampling Design

This research was conduct on four selected branches of commercial bank of Ethiopia which are found in EAAD. There are 250 employees in these four branches, hence, from these total employees the researcher selected 154 based on statistical formula. Employees   on the job characteristics and the hierarchical level which are; branch banking officer (BBO), senior branch
Banking officer (SBBO),  senior internal controller (SIC) and different level of managers. The researcher was distributed questioner to all level.
[bookmark: _Toc84407575]3.4.1. Target-population of the study
Target populations are the total group of individuals from which the sample might be drawn. The researcher was targeted the sample of the four branches taking by standard sample size determination. The researcher is assumed and targeted to sample of employees were participate on the data collecting.
[bookmark: _Toc84407576]3.4.2. Sample size determination

The population of this study is the staff or the employee of Commercial Bank of Ethiopia. As the data taken from the four branches of east Addis Ababa district the total number of the employee in these four branches are 250.
The total sample size of the study was selected by using the formula of Smith (2001),
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[bookmark: _Toc84407577]3.4.3. Sampling techniques
The total number of branches under EAAD is 141 branches, based on the location and convenience for conducting the research: the branches have been selected four branches using convenience method on commercial bank of Ethiopia in the case of EAAD. And the researcher selected by using convinces sampling the researcher selected four branches out of the total number 141 to provide questioner. Employees are assigned under various positions in each four branches. Such as; branch banking officer(BBO), senior branch banking officer(SBBO), senior internal controller (SIC),different managerial position etc level of employees who are assigned under the four branch
[bookmark: _Toc84407578]3.5 Method of data analysis

According to Cruswell- (2016), descriptive data analysis is very important in all aspects of life, which also helps the researcher to get in depth understanding of variables. In addition, it gives more meaning for the study. Furthermore, it enables the researcher to achieve the intended goal of the research. Descriptive data analysis were used to describe trends, attitudes and tendency of the respondents based  on the research questionnaires where the study used  mean, standard deviation and percentage to describe those perception in regard to challenges and opportunities of e-banking.
In the process, coding instruments were done that is converting responses to numbers for the data entry. Then the data entry and analysis was made by using SPSS 20 software or data processing program. The program helped the researcher to analysis the opportunities and challenges of e- banking through mean, standard deviation, central tendency and percentages.
[bookmark: _Toc84407579]3.6 Reliability and Validity

Reliability refers to the degree to which the data collection tools or analysis procedures will yield consistent findings. Reliability measures the uniformity of items which is used in questionnaire construction and related documents. Reliability analysis examines the homogeneity or cohesion of the items that comprise each scale.  (C.R. Kothari 2004)
The researcher was applied questionnaire it is one of the most widely applying tool to collect data the main objective of questionnaire is   help to obtain relevant information in most reliable and  valid  manner  because  the  information  is  original  from  the  respondents  and  related documents.
[bookmark: _Toc84407580]3.7. Ethical consideration

The respondents were telling them purpose of the study and asked their consent. The data collected only used for this study purpose and was not accessible for any other purposes. However, the study  result  was  present  and  accessible  both  for  any  concerning  body  like  researchers practitioners etc. To ensure that the in trust of all parties, the researcher informs about the objective of the questionnaire and docent review prior to conducting the data collecting.
[bookmark: _Toc508905081][bookmark: _Toc84407581]                                                            CHAPTER- FOUR
[bookmark: _Toc508905082][bookmark: _Toc84407582]                                    Data Presentation, Analysis and Discussion
[bookmark: _Toc84407583]4.1 Data Presentation
The main objective of this paper is to assess the opportunities and challenges of e-banking service in commercial bank of Ethiopia east Addis Ababa district in this chapter, the data obtained in the study are analyzed, presented, interpreted and discussed. The chapter starts by providing the demographic and personal information of respondents. The descriptive and inferential statistics are presented then after.
A total of 154 questionnaires were distributed to the respondent’s using non probability (convenience sampling) techniques. This sampling technique is selected because it enables the researcher to draw representative data by selecting samples from the population based on the researcher judgment that are conveniently available and thinks it will meet the specific purpose of the study. Also, the researcher used this technique in order to gather the data quickly. Even though there are some risks in adopting a convenience sampling like it is prone to researcher bias due to the fact that researchers are making subjective or generalized assumptions when choosing participants. In order to have a representative sample the researcher have administered questionnaire to sampled respondents with different backgrounds in terms of gender, age, and working experience. Out of the 154 questionnaires 140 (91%) questionnaire were properly filled. This response is quite large to confidentially run the analysis. Accordingly the analysis of this study is based on the response obtained from these respondents.
[bookmark: _Toc84407584]4.2 Reliability Analysis

Reliability is a measure of the degree to which a research instrument yields consistent results or data after repeated trials. For this study internal consistence reliability is determined by Cronbach’s alpha. When conducting Cronbach’s alpha one must be sure not to mix positively and negatively worded questions if so Alpha will be negative. It is useful in assessing the consistence of the results across items within a test. It represents number between 0 and 1. According to Zikmundet (2010) scales with coefficient alpha “between” 0.6 to 0.7 indicate fair reliability and higher are considered adequate to determine reliability.
[bookmark: _Toc83952391][bookmark: _Toc83953867][bookmark: _Toc84407585]Table4. 1. Reliability of Statistics


	



Variable
	Number of

items in the scale
	



Cronbach’s Alpha Result

	Opportunities
	20
	.637

	Challenges
	21
	.775


Source: Own finding (2020)

From the above table 4.1 evidenced that in this study reliability tested, the alpha value for two variables were measured, tested and number of questions in the instrument identified, finally alpha result was determined the increase confidence that the instrument would yield acceptable results and it proved that scales with coefficient alpha acceptable for further analysis Zikmund (2010).
[bookmark: _Toc84407586]4.3 Validity

According to Mugend &Mugenda(2003) content validity is a measure of instrument and it provides adequate coverage of the investigative questions guiding the study. For survey, each question is given to a panel of subject matter expert analysts, and they rate it. They give their opinion about whether the question is essential useful or irrelevant to measuring the construct under study. So, Content validity uses a more formal and statistics-based approach because experts in the field judge the questions on how well they cover the study issues. Hence, in this study content validity is determined by consulting the Advisor and e-banking experts. In order to improve the instruments, the research adviser and lecturers looked at every question in the questionnaire and did their own analysis to ascertain that the questions answered the research objectivesofthestudy.
[bookmark: _Toc84407587]4.4 Demographic Information of Respondents

The first section of the questionnaire demanded personal information from respondents. These questions include sex, age, work experience and level of education
[bookmark: _Toc83952394][bookmark: _Toc83953870][bookmark: _Toc84407588]Table4. 2 Demographic information of respondents


	Table
	Frequency
	Percentage

	Gender
	Male
	85
	60.7

	
	Female
	56
	39.3

	Total
	
	140
	100.0

	Age
	18-25
	69
	49.3

	
	26-33
	61
	43.6

	
	34-41
	10
	7.1

	Total
	
	140
	100.0

	Work Experience
	1-5
	83
	59.3

	
	6-10
	45
	32.1

	
	11-15
	8
	5.7

	
	
16-20
	4
	2.9

	
Total
	
	140
	100.0

	

Level of Education
	

Masters
	

29
	

20.7

	
	

Degree
	

111
	

79.3

	
Total
	
	140
	100.0


Source: Own Finding (2020)
From the data presented in table 4.2 the majorities (60.7%) of the respondents were male and the remaining (39.3%) of the respondents were female. This specified that out of 140 respondents 85 were male and the reaming 56 were female. Therefore, the study comprises both male and female worker of commercial bank of Ethiopia.

Likewise as explained in the table above, the majorities (49.3%) of the respondents were at the age of 18-25  years old and were followed by the age group of 26-33 years accounted for (43.6%), and the remaining (7.1%) were accounted from 34-41 years of age category.
In regards of working experience, (59.3%) of the participants are served between one up to five years’ experience while (32.1%) of the respondents of the research have between six and ten years of work experience and (5.7%) of the participants of the study have between eleven up to fifteen and (2.9%) more than 16 years of experience.


The level of educational status of the respondents large number of the participants of the study

(79.3%) are degree holders while the remaining (20.7%) are Masters holders.
[bookmark: _Toc84407589]4.5 Data Analysis and Interpretations

In order to know the general knowledge of the respondents in the study area, different questions were forwarded to them and the responses of the respondents are briefly summarized in the followingtable.
Opportunities of E-banking service

[bookmark: _Toc83952396][bookmark: _Toc83953872][bookmark: _Toc84407590]Table4. 3. Opportunities of E-banking service

	
	1
	2
	3
	4
	5
	
Total
	

Mean
	

SD

	
N
o
	
	SDG
	DA
	NO
	A
	SGA
	
	
	

	
	
	F
	%
	F
	%
	f
	%
	F
	%
	f
	%
	f
	%
	
	

	

1
	You belief that the benefit of
e-banking service
	
	
	
	
	
	
	

21
	

15
	

119
	

85
	

140
	

100
	

4.85
	

.358

	

2
	You use e- banking service
	
	
	
	
	
	
	

20
	

14.3
	

120
	

85.7
	

140
	

100
	

4.86
	

.351

	


3
	You fill comfort  when You use e-
banking
service
	
	
	
	
	


1
	


0.7
	


37
	


26.4
	


102
	


72.9
	


140
	


100
	


4.72
	


.466

	


4
	E- Banking
service uses business to business trans actions
	
	
	


1
	

0.
7
	


5
	


3.6
	


77
	


55
	


57
	


40.7
	


140
	


100
	


4.36
	


.589

	


5
	E- Banking service uses business to customer trans
actions
	
	
	
	
	
	
	


97
	


69.3
	


43
	


30.7
	


140
	


100
	


4.31
	


.463

	


6
	E- Banking is
attractive lower transaction cost
	
	
	
	
	
	
	


28
	


20
	


112
	


80
	


140
	


100
	


4.80
	


.401

	

7
	E-banking aids to improving bank’s image
	
	
	
	
	
	
	

71
	

50.7
	

69
	

49.3
	

140
	

100
	

4.49
	

.502


Source: Own findings (2020)
As the above table indicate that (85%) of the participants of the study strongly believe that they consider the benefits of e-banking and the rest (15%) of the respondents agreed that the believe in the benefit of e-banking, significantly high mean score had been registered (M=4.85, SD.35) in the issue of the benefit of e-banking, in similar manner, 85.7% of the participants of the study strongly agreed that they use e-banking service, the remaining 14.3% agreed to use the service and s (M=4.86, SD, .466) had been recorded and it implies that people are willing to use the service of e-banking, 72.9% of the participants of the study are strongly agreed that they feel comfortable when they are using e-banking, where the mean value (M=4.72, SD .466) indicated that the majority of the respondents are feel comfortable when they are using the service, more than 95% of the participants of the research are believed that e-banking service use business to business transaction, similarly, 96% of the respondents agreed that the service also uses business to customer transaction and in both scenarios higher mean value registered which displays the service is accessible both in business to business as well as business to customer perspective. The other opportunity which indicated in this research is that the participants of the study knows and understand on the issue of transaction cost, where 80% of the participants of the study strongly believe that e-banking has attractive lower transaction cost and the mean value implies that (M=4.8, SD .401) assured that the research sample population preferred it because of lower cost value. All of the study participants also considered that the service of e-banking changes or improvestheimageofthebank                             
[bookmark: _Toc83952397][bookmark: _Toc83953873][bookmark: _Toc84407591]Table4. 4. Opportunities of E-banking service

	
	
	1
	2
	3
	4
	5
	
Total
	

Mean
	

SD

	
No
	
	SDG
	DA
	NO
	A
	SGA
	
	
	

	
	
	F
	%
	F
	%
	f
	%
	F
	%
	f
	%
	f
	%
	
	

	

1
	
E-banking is
	
	
	
	
	
	
	

49
	

35
	

91
	

65
	

140
	

100
	

4.65
	

.479

	
	deliver 24
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	hours service
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	

2
	E-banking is
	
	
	
	
	

1
	

0.7
	

105
	

75
	

34
	

24.3
	

140
	

100
	

4.24
	

.44

	
	increased
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	security more
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	money trans
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	action
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	

3
	E-banking use
	
	
	
	
	

1
	

0.7
	

58
	

41.4
	

81
	

57.9
	

140
	

100
	

4.57
	

.511

	
	to control
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	over trans
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	actions
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	

4
	
E-banking is
	
	
	

1
	

0.7
	

1
	

0.7
	

99
	

70.7
	

39
	

27.9
	

140
	

100
	

4.26
	

.50

	
	help to reduce
fraud risk
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	



5
	The
	
	
	



1
	



0.7
	



1
	



0.7
	



81
	



57.9
	



57
	



40.7
	



140
	



100
	



4.39
	



.544

	
	advantage e-
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	banking is to
perform
higher volume of
transactions with less time
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	


6
	Lack of
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Source: Own findings (2020)
As the above table 4.4 elucidates that, 655 of the total respondents strongly agreed that e-banking deliver 24 hour service, and the rest are agreeing on this issue where the mean score (M=4.46, SD .47) assured that the service time of e-banking create the opportunity of using it, regarding on the security of money 75% of the participants of the study believed that the service of e-banking increase the safety of people’s money while the reset strongly believe on this issue, 70.7% of the sample respondents also believed that e-banking service reduce the amount of fraud committed at different level of transaction, while 27.9% of the respondents strongly consider it reduce fraud issue and the mean value (M=4.26,SD 0.5) shows that  majority of the people are believe that the service helps to reduce fraud risk, 57.9% of the participants replied that the e-banking service helps the customer to use their time efficiently where the service support the customer to make transaction in minimal time, similarly, 62.1% of the participants answered that they strongly believe the service increase transaction speed and accuracy, (M=4.51, SD.77) magnified there is apotentialopportunityinaspect
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Source: Own findings (2020)
The above table 4.5 displays that more that 87% of the total population participated in this study proved that banks can get a competitive advantage if they use e-banking service, and the mean value of this question (M=4.24, SD .65) is high in which it stipulates that large number of people knows that e-banking give advantage over other competitors, in similar situation, significant number of sample population 97% fiercely believe that the e-banking service benefits the bank to increase market share, moreover more than 70% of the respondents agreed that the rapid change of the customers need, desire and preference helps to implement e-banking, high mean had been scored (M=4.09, SD .86) in the situation where the existence of quick change of need of the customer by itself leads to implementation of e-banking service.
Challenges of E-banking service
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	%
	F
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1
	You fill E- banking is affected by network connection
	
	
	
	
	
	
	


87
	


62.1
	


53
	


37.9
	


140
	


100
	


4.38
	


.48

	


2
	You belief  that
negatively influence inactive ICT penetration
	
	
	


2
	


1.4
	


31
	


22.1
	


64
	


45.7
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	You see customer
perceive E- banking is
inadequacy of reliable payment
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4.3
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3.72
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4
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want E- banking because they belief no Safe information
	


1
	


0.7
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38.6
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10.7
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36.4
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13.6
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3.24
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5
	E-banking required cost of
implementation
	
	
	
	
	
5
	
3.6
	
92
	
65.7
	
43
	
30.7
	
140
	
100
	
4.27
	
.52

	


6
	Banks negatively concern on Security of E- banking
	


17
	

12.
1
	


42
	


30
	


29
	


20.7
	


47
	


33.6
	


5
	


3.6
	


140
	


100
	


2.86
	


1.12

	

7
	
E-banking
affects by lack of expertise
	
	
	

15
	

10.7
	

10
	

7.1
	

86
	

61.4
	

29
	

20.7
	

140
	

100
	

3.92
	

.84


Source: Own findings (2020)
Table 4.6 indicates that the challenges of the implementation of e-banking service where the majority of the respondents 62.1% and 37.9% of the participants of the research agreed and strongly  agreed  that  the  service  can  be  affected  by  network  connection  high  mean  value registered (M=4.38, SD .48) where it shows the fear of the respondents that the service can easily be hindered by network problem, 52.9% of the respondents responded that they agreed that they see customer perceive e-banking is inadequacy of reliable payment while 22.1% of the participants of the study refused to agree on this issue, 50% of the participants of the research agreed that customer do not want to use e-banking because of they have doubt in information that they get from the bank while 38.6% of the respondents of the research disagreed this question, 10% of the population refuse to take side of agreeing and disagreeing, where they have no opinion, 33.6% of the participants of the study believe that banks are negatively concerned on the security of e-banking while 30% of the sample population do not agreed on the issue of banks concern hence, low mean had been registered in this question (M=2.8 SD, 1.12) where it signify that the majority of respondents implied that banks do not negatively concern on the security of e-banking. Since the service of e-banking can be affected by lack of skilled labor force, more than 80% of the sample population believed that the service can be affected by lack of expert knowledge while 10.7% of the respondents do not agreed on this question.
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Source: Own findings (2020)
As the above table indicated that more than 70% of the participants of this study agreed that e- banking can be affected by cost of ICT equipment’s, where 21.4% of the respondents refused to agree on assumption, relatively moderate mean had been recorded (M=3.66, SD, 0.98) where it show some of the respondents questions the demands of the equipment while others do not take it as a cost for the e-banking service, more than 98% of the sample population of the study believed that customer lack of awareness on the benefit of e-banking can hinder the service where the mean value (M=4.29, SD, 0.5) proved that majority of the respondents replied the awareness of the customer has positive and negative effect on the implementation of the service, more than 70% of the sample respondents agreed that the fear of risk by bank can be problem to effectively implement e-banking service, while 20.7% of the sample people disagreed on this issue, in addition to this, more than 80% of the sample population of the study agreed and strongly agreed that lack or shortage of trained employee can affect the implementation of e- banking service, but 9.3% of the respondents refused it, high mean value seen on the table (M=4.06  SD,  0.88)  where  it  shows  the  majority  accepted  that  the  idea  of  lack  of  skilled personnel can be a threat to execute e-banking, on the issue of resisting new inventions and technologies, more than 90% of the sample respondents of the research agree and strongly agree that the resistance of the people for e-banking is a problem in implementing it, and higher mean value (M=4.24, SD 0.69) displays that the large size of the respondents believe that the resistance canbecausetobeobstacleinimplementationoftheservice
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3.6
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Source: Own findings (2020)
From the above table 4.8, the large number of people 63.6% responded that they agreed that the challenges e-banking is customer’s value personalized and responsive service from their bankers while 24.3% of the sample respondents have no opinion in this question where, 4.3% of the participants strongly disagreed the idea, 90% of the people replied that e-banking can be affected
where the customer have preference on paper money rather than e-banking service, this idea have been supported by the mean score of the question (M=3.99 SD, 0.6) where high mean value indicated in the table which signals majority of the participants agreed that people preference of paper money hinder the effective implementation of the  e-banking.  Since customer trust is essential, 73.6% of the participants of the research accept the idea that e-banking service might encounter in lack of customer trust in the unavailability of payment, 10.7% of the respondents do not agree with the idea of lack of trust, more than 90% of the participants accepted that lack of skilled  man  power  makes  the  implementation  of  e-banking  difficult,  above  96%  of  the participants also believe that frequent power disruption influenced e-banking service and 87.1% of the total sample size of the research responded that lack of law and regulation regarding on the practice of e-banking affect the service where high mean value (M=4.12, SD, 0.6) displays that significant number of people accept the problem which challenge the implementation.
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[bookmark: _Toc84407598]5.1. Summary of Major Findings

This research aimed to examine the opportunities and challenges of e-banking with the focus study area of Commercial Bank of Ethiopia East Addis Ababa district. The sign of opportunities in  implementing  e-banking  practices  and  the  features  of  challenges  which  the  researcher perceived were provided for the participants of the study and to make a survey.
The descriptive statistical part of the research displays that the internal consistence reliability proved that the coefficient alpha of independent variables are high. The mean score of every variable were taken in the range of high, moderate and low.
This section tries to connect the research questions with the major findings of the study. Thus the study initially intended to know the existing opportunities which can initiate the CBE to widely exercise the service of e-banking; therefore the study tries to identify those chances of advancement of the service.
As the study survey implicated that the existing belief of the people to use the emerging e- banking as well as the initiation to use the service is potential opportunities which led the service to develop in good progress, moreover, the invention of this technology makes the business as simple as easy where it begin to make transaction between business to business and business to customer efficient, and the survey of this research implied that most people are satisfied on this service that e-banking provided.
The study identified that the e-banking service has more preferable due to the fact that it is time saving for the customer where customers can perform many transaction in short period of time, the 24 hour service availability of e-banking makes it preferable and opportune to be used by the customer, in addition to this the customers also believe that this system minimize the fraud problem due to the fact that it tries to minimize the contact of customer with money, thus this situation create favorable juncture of e- banking.
The benefit that e-banking provided to banking sector is the other opportunity which led the technology to be properly implemented in the sector, i.e. it can increase the market share of the bank and being competitive in the sector, hence, the bank strategic management team tries to incorporate the in their long term and short term strategies.

The study also identifies some challenges that e-banking might encounter the major challenges are:-
The existence of inconsistent network connection in the country at large can hinder the effective inauguration of e-banking in CBE, in addition to network problem developing the habit of distrust where customers question on the system is reliability is the other big challenging factor. Since skilled labor force is essential to execute such kind of technological based practice, the shortage and lack of skilled labor force on e-banking the implementation of e-banking.
E-banking need to be supported by the country’s laws and regulation, where there should be clear laws and decrees that clearly indicate the practice and activities of e-banking the unavailability of such rules and regulation can be considered as challenge for the inauguration and progress of e-banking in CBE.

[bookmark: _Toc84407599]5.2. Conclusion

This study is intended to make a survey study on the opportunities and challenges of e-banking focusing on Commercial Bank of Ethiopia, specifically, east Addis Ababa district, therefore as the above major findings indicated that the belief of the sample population of the study shown that the high mean value scored on the knowledge and readiness of using e-banking service (M=4.85, SD 0.35) where the researcher can conclude that there is high opportunity of the people to positively believe on the benefit of e-banking.
The participants of the study also responded that they believe that the service has low transaction coast and they are comfortable to use it, where the mean (M= 4.8 SD, 0.4), from this we can conclude that the e-banking has opportunity to be accepted by CBEs customer due to the fact that it reduce the cost of transaction.
Significantly high mean score had been registered (M=4.5, SD 0.77) where e-banking increase the transaction  speed  and  accuracy,  thus,  we can  conclude that  the  speed  and  accuracy of transaction can be the prominent opportunity for the development of e-banking in CBE.
The participants of this research also believed that the emergence of e-banking led the bank to be competitive in the banking sector where, (M=4.24 SD 0.63) which the researcher can conclude that e-banking has a vital role in increasing the share market of CBE as well as to be competent in the banking sector.
The study identified that high mean value scored in the existing network problem can hinder the e-banking service where, (M=4.38, SD 0.4), from this we can conclude that the connection problem of the country can affect the practice of e-banking.
Since the beginning of such technologically motivated system of banking, shaping and creating awareness of the customer has vital role, the research identifies that most of the respondents of the research agreed on the issue where the mean (M=4.29, SD 0.5), from this we can say that the lack of awareness creation on the benefit of e-banking can be challenge in implementing e- banking in CBE.
Frequent power interruption is can influence the effective implementation of e-banking where the mean value displays in the study (M=4.34, SD 0.58), the researcher can conclude that the existing frequent disruption of power can be threat to e-banking service.

[bookmark: _Toc84407600]5.3. Recommendations

Based on the major findings of the study, the following recommendations are suggested:

  Commercial Bank of Ethiopia have to create mechanism in creating awareness on the benefit of using e-banking service, to make the service widely accepted by its customers, this lead to develop the confidence and trust of the customer and willing to take initiation to use the service.
  CBE has to adapt unique strategy in to quickly respond problems arise in the e-banking service, this will enhance the customer to develop trust over the system as well as comfort when they are using it.
  The higher level management of Commercial Bank of Ethiopia has to give emphasis to expand e-banking service through integrating in their strategic plan of the organization.
  CBE has to work in collaboration with ethio-telecom to avoid network problems.

  Commercial  Bank  of  Ethiopia  has  to  recruit  eligible,  skillful  and  knowledgeable personnel to effectively deliver e-banking service; moreover the organization has to work in collaboration with Universities and colleges to produce skillful and productive man power.
 Commercial  Bank  of  Ethiopia  has  to  search  alternative  solutions  to  avoid  power fluctuation problems and the management has  to work to avoid such kind problems which can impede the progress of e-banking service.   Commercial Bank of Ethiopia has to take initiation to persuade and discuss with the government regarding on the ratifying different laws and regulation of e-banking service.
  
[bookmark: _Toc84407601]5.4. Areas of further study

The researcher suggested experts of e-banking to conduct further research regarding the existing opportunities and challenges that e-banking service encounter. This enables the service to effectively examine the threats and advantages where it can exploit the existing benefits of the industry.
Banking sectors should be examine the existing resource which helps to effectively implement the e-banking service, where the industry leaders should conduct research regarding on the readiness and the perception of management of the bank to launch and develop the e-banking service. Moreover, policy experts and government should conduct research regarding on the current policy issues and procedure
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Addis College

School of post Graduate Studies

Questionnaire to be filled by Bank Employees

Dear respondents: 
 
My Name is Bruktawit Kassahun. I am a post graduate student in Addis College doing my thesis, research in partial fulfillment of MA degree in Project management. This questionnaire is designed to gather information on Assessment of Challenge and opportunity of Electronic Banking of Commercial Bank of Ethiopia in the case of East Addis Ababa District. Here, I assure you that the information obtained from this questionnaire will be used only for further research and recommendation purpose and your response will be kept confidential and anonymous in the report.
Consent: this questionnaire is a self- administered interview. Filling the questionnaire is voluntary and you are kindly asked to provide the right answer and provide your genuine opinion; your cooperation is a valuable input for the research findings. And  I would like to express my sincere appreciation for your time, honest and Prompt responses.

Direction:

1.   While you tick your respond please consider the white of each question.

2.   Your personnel data is only for the research purpose.

3.   You have five alternatives to your response and the weight of each respond of the question is
a.   If you tick strongly agree, the rating is 5,

b.   If you tick agree, the rating is 4,
c.   If you tick no opinion, the rating is 3,

d. If you tick disagree, the rating is 2

e.    if you tick strongly disagree , the weight will be 1,


When you tick your response indicate by ticking (√) on the spaces.

For the respondent:

Age: 18 -25            26-33           34-41              42-48         49-56 and above

 Gender: F                           M



Working experience related Banking Service including your current status: 1-5 years

6-10 years          11-15 years         16-21 years        22-25 years         26- and above years 

Education: Master’s           first degree        Diploma & related         Certificate & related
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	agree
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	1
	You belief that the benefit of  e-banking service
	
	
	
	
	

	2
	You use e-banking service
	
	
	
	
	

	3
	You fill comfort  when You e-banking service
	
	
	
	
	

	4
	You fill E- banking is affected by network connection
	
	
	
	
	

	5
	You belief  that  negatively influence inactive ICT penetration
	
	
	
	
	

	6
	You see customer perceive E- banking is inadequacy of

reliable payment.
	
	
	
	
	

	7
	Customers not want E- banking because they belief no Safe

information.
	
	
	
	
	

	8
	E- Banking service uses business to business trans actions.
	
	
	
	
	

	9
	E- Banking service uses business to customer trans actions.
	
	
	
	
	

	10
	E- Banking is attractive lower transaction cost.
	
	
	
	
	

	11
	E-banking is  deliver 24 hours  service
	
	
	
	
	

	12
	E-banking is increased security more money trans action
	
	
	
	
	

	13
	E-banking use to control over trans actions.
	
	
	
	
	

	14
	E-banking is help to reduce fraud risk.
	
	
	
	
	

	15
	The advantage e-banking is to perform higher volume of

transactions with less time.
	
	
	
	
	

	16
	Lack of immediate responses by the bank in solving problems
	
	
	
	
	

	17
	E-banking Increases transaction speed and accuracy.
	
	
	
	
	

	18
	E-banking required cost of implementation.
	
	
	
	
	

	19
	Banks negatively concern on Security of E-banking
	
	
	
	
	

	20
	E-banking affects by lack of expertise.
	
	
	
	
	

	21
	E-banking inadequate consumer acceptance.
	
	
	
	
	

	22
	E-banking affected via  cost of ICT equipment
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	23
	Customer lack of awareness on the benefits of e-banking.
	
	
	
	
	

	24
	Fear of risk among banks is affected to implement e-banking.
	
	
	
	
	

	25
	Lack of trained personnel affects to implement e-banking.
	
	
	
	
	

	26
	People are resistance to e-banking service.
	
	
	
	
	

	27
	Frequent power interruption influenced e-banking service.
	
	
	
	
	

	28
	E-banking service downsizing/economizing.
	
	
	
	
	

	29
	E-banking aids to gaining competitive advantage.
	
	
	
	
	

	30
	E-banking aids to improving bank’s image.
	
	
	
	
	

	31
	E-banking benefits to Increasing market share.
	
	
	
	
	

	32
	The challenge E-banking is customer’s value personalized and

responsive service from their bankers.
	
	
	
	
	

	33
	The challenge E-banking service people preference to paper

money.
	
	
	
	
	

	34
	Rapidly changing customers’ need and preferences helps to

implement E-banking.
	
	
	
	
	

	35
	E-banking reduces to transactional and operation costs.
	
	
	
	
	

	36
	E-banking service lack of customers trust in the unavailability

of payment.
	
	
	
	
	

	37
	E-banking service influenced via lack of skilled man power.
	
	
	
	
	

	38
	E-banking influenced via frequent power disruption.
	
	
	
	
	

	39
	E-banking affected by Lack of law and regulations particularly

for e-banking.
	
	
	
	
	

	40
	E-banking linked via organizational structure & strategies.
	
	
	
	
	

	41
	E-banking service helps to senior management to improve

Strategic planning process.
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