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ABSTRACT 

The use of digital technology has been very useful to many bank users especially those who 

are involved in making regular payments. Thus, it plays a pivotal role in the economy since 

it facilitates channeling funds from the units in surplus to units in deficit. The study aimed at 

determining the impact of digital bank services to bank users. Mainly it focused on 

determining the extent to which bank users have accessed digital bank account, loan services 

and other digital banking services.   Probability sampling specifically purposive sampling in 

obtaining information from the digital banking service users. A sample size of 100 

respondents who used digital technology in accessing banking services was involved. 

Primary and secondary sources of data collection was used in collection information from 

the respondents and analyzed through mixed data analysis strategies. From the findings it 

was discovered that bank users easily accessed bank accounts, loan services and other digital 

banking service. Last the study recommends that bank institutions and the financial 

institutions need to promote more awareness to the bank users on how to use digital banking 

services.  
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CHAPTER ONE 

INTRODUCTION 

1.1 Introduction 

This chapter contains the background of the study, statement of the problem, general 

objective, specific objectives, general question and specific questions. It also presents the 

significance, scope, limitation and lastly structure of the entire study report. 

1.2 Background of the study 

Digitalization on banking services has enhanced the efforts towards elimination of the 

challenges associated with geographical distance in accessing financial services (Schweizer, 

2019).The digital banking has not only allowed domestic banks to reach higher number of 

clients, but also has improved bank margins by reducing operational costs within the financial 

institutions (Piirainen, 2017).Thus, the provided services are reported to increase 

attractiveness to bank consumers and stakeholders (Weiss &Ndemo, 2017). 

Banking services such as (Account services, Insurance services, and treasury services) can 

be accessed through ATMs, computer banking, email banking, and mobile banking. The use 

of financial technology (FINTECH) facilitates the increase in accessibility of the financial 

services. With this technology the customers can check account balances and review their 

account information. Omariba et al.(2012) argued that, customers using digital banking 

services are able to open bank accounts through video broad cast over their web browser, 

transfer funds, meeting regulatory deadlines, facilitate savings, encourage remittances and 

facilitating loan repayment that were previous impossible to carry out. 
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Adoption of this new technology has reduced the number of teller transaction because of the 

need of transferring, depositing, and withdrawing funds(Sharma, 2019). Consumers get 

chances of paying bills through online banking and personal information are shared through 

online banking transactions, though customer’s privacy remains to be uncertain to the digital 

financial services users (James et al, 2020).However this new financial technology is 

complained of having poor network access. Zafa et al (2011) contended that the online 

financial services are inhibited with network delay. 

Developed countries such as United States of America, Sweden, United Kingdom, Spain and 

France who are core founders of digital network hardly faces the challenge of poor network 

connection in accessing  financial services (Porkelsson, 2017).The African continent more 

specifically the Sahara and Sub-Saharan Africa, is not far from the use of digital banking 

service. It moved from manual banking system to digital banking in the late 1980s and 1990s 

(Pasola and Reixach, 2001). However Countries such as South Africa, Mauritius, Tunisia, 

and Egypt have advanced in the digital banking services as mentioned by African 

Development Bank(2015).The advancement of technology in these countries has facilitated 

the increase in accessibility of digital banking services through access to network services is 

mentioned to be among the constraints that hinder the digital financial industry. Countries 

such as Sudan, Somalia are mentioned to have poor access in obtaining banking services due 

to poor technology as cited by Aguayo (2020).  

Tanzania is among the African countries with a flourishing financial industry making the 

need of digitalization valuable (Lushi, 2014). Bank institutions facilitate the use of ATMs, 

individual computer banking and mobile banking in accessing the banking services (James 
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et al, 2020). The issue of network accessibility has been a dispute to the bank institutions that 

are offering the financial services to the customers. AFI (2019) portrayed that, even though 

the network system and the internet services hold back the accessibility of the financial 

services, digital banking services have played a great role in facilitating accessibility of 

financial services. Therefore the proposed study sought to analyze the impact of digitalization 

to bank users in accessing bank accounts, loan and other services.  

1.3 Statement of the problem 

Digital banking services such as accessibility of bank accounts services, loan services and 

treasury services are mentioned to be associated with different challenges. ATMs and mobile 

banking which are used as sources of banking tend to affect the overall mood of the 

respondents in utilizing financial services. Pappu and Saranya (2018) complained that ATM 

machines that are used in withdrawing money from the customer’s account have been 

deducting money from customers’ accounts even when ATM machines do not dispense cash.  

However the issue of customer’s privacy is mentioned to be at stake when using the bank 

account. The issue of hacking customer’s passwords remain to be a challenge to the digital 

user. Kato (2019) portrayed that, hackers pretend to be bank officers and send false email or 

text messages to customers who are using digitalized banking service asking customers to 

validate their recent purchase by selecting the provided link in the text message. Such links 

take customers to fake accounts used by hackers to collect useful information. Having seen 

that, the study thought it important to determine the impact of digital banking services to 

bank users in accessing bank account, loan services and other services. 
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1.4 General objectives 

The general objective of the study is to determine the impact of digital banking services to 

bank users.  

1.4.1 Specific objectives 

i) To determine the extent to which bank users access digital bank account.  

ii) To determine the extent to which bank users access digital loan services. 

iii) To determine the extent to which bank users access other digital services. 

1.4.2 General question 

The general question of the study is what are the impacts of digital banking services to bank 

users? 

1.4.3 Specific questions 

i) To what extent do bank users access digital bank account? 

ii) To what extent do bank users access digital loan services? 

iii) To what extent do bank users access other digital services? 

1.5 Significance of the study 

This study is useful to banking institutions in expanding digital banking services to bank 

users who depend on digital banking in accessing bank accounts, loan services and other 

bank services. The study is also useful to policy makers in formulating policies that guide 

financial industries in the provision of digital services. Lastly it acts as a baseline to other 

scholars who intend carry out studies of the same or related nature. 
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1.6 Scope of the Study 

The study aimed at determining the impact of digital banking services to bank users. Mainly 

the study focused on determining the extent to which bank user’s access digital bank account, 

loan services and other digital services. The study was conducted in Dar es Salaam. Primary 

data and secondary data collection was used in collecting relevant information and data were 

analyzed by mixed methods analysis approaches. 

1.7 Limitation of the Study 

Limitation is described as the weak point or weakness which results due to unavailability of 

resources or minimum number of sample size (James and Murnan, 2004). The study was 

limited by accessibility of information since it involved respondents’ willingness in 

participating in the study. To overcome this limitation, the researcher assured respondents 

that the collected information were used for academic purposes and not otherwise. On the 

other hand the study was limited by scarcity of research funds and time availability in 

investigating the research problem. To overcome this limitation, the In order to overcome 

this problem, data collection was confined to Dar es salaam only and this was helped the 

researcher to minimize travelling costs, while maximizing on the data obtained from Dar es 

Salaam.  

1.8 Organization of the Study Proposal 

This entire study is organized in five chapters. Chapter one is made up of introduction of the 

study, background of the study, statement of the problem, research objective and research 

questions, significant of the study, scope of the study limitation and organization of the s  
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empirical literature are presented from which the research gap and conceptual framework 

were put forward. Chapter three of the study contains the study methodology which involves 

methods used in carrying out the study which are research philosophy, research strategy, 

study population, study area, sample size, methods used in data collection, methods used in 

analysis, validity and reliability of the study and finally the study ethics. While chapter four 

contains study findings, analysis and study discussion, chapter five presents the study 

summary, study conclusion recommendation and area for further studies. 
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CHAPTER TWO 

LITRETURE REVIEW 

2.1 Introduction 

This chapter contains different literatures that have been used in the study; also it is made up 

of definition of key terms, theories supporting the study, empirical review, research gape and 

the conceptual frames work. 

2.2 Definition of key terms 

These are the words that appear most frequently in the study. These words are Digital banking 

Services (DBS) and Bank users. 

2.2.1 Digital Banking Service (DBS) 

Digital banking service is the automated delivery of new products and service directly to 

customers through electronic interactive communication channels (AFI, 2019). Omariba et 

al. (2012) also describes digitalization of banking services as the systems that enables 

individuals, financial institutions, and customers to access accounts and to carry business 

transactions through public and private networks. On the other hand, digital banking services 

are also known as E-banking through which customers perform their banking services by 

using electronic devices and internets without visiting the bank institution. 

The study describes digital banking service as the use of electronic means in delivering of 

banking services through internet development mobile phone, desktop, programmed teller 

machines, and internet.  
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2.2.2 Bank Users 

These are people who are attracted in using banking services in obtaining services such as 

credit unions, credit card and insurance. The study describes bank users as the people who 

depend on bank services in doing their transactions such as transferring fund, withdrawing, 

saving and other services 

2.3 Theoretical Review of the study 

The study focuses on technological acceptance model (TAM) and financial intermediation 

theory. 

2.3.1Theory of Technological Acceptance Model (TAM) 

The theory was developed by Knatterud et al.(1989) to theorize the usage behavior of 

computer technology. The TAM theory was theorized from the theory of Reasoned Action 

(TRA) (Ajzen and Fishbein, 1975). The theory focused on explaining the relationship 

between user’s beliefs, attitudes, and intentions (Ajzen and Fishbein, 1975). 

  

  

  

 

Figure 2.1: Technology Acceptance Model (TAM) 

Source: Knatterud, 1989 
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The theory focuses on two foremost aspects in technology which are users’ perceived ease 

of use and perceived usefulness. Perceived ease of use refers to the extent to which a person 

considers that using a particular system will be effortless. Perceived ease of use has indirect 

effect through perceived usefulness and attitude on the behavioral intention. While Perceived 

usefulness is the degree to which a person believes that using a particular method will elevate 

his or her performance (Ahmad and Gorgani, 2016), the usage of information system 

technology could enhance performance and be cost effective. Also it refers to how and what 

directly influences the user’s intention to use the technology (Knatterudet al., 1989) 

Therefore, researchers believe that the theory of Technology Acceptance Modelis useful 

since the model bases on five dimensions which are content and website layout, speed of 

delivery, privacy and security, convenience and accessibility. These aspects enable the 

researcher in determining the extent to which bank users access digital bank account, loan 

services and other digital services. Also the theory enables the researcher in determining 

aspects of customer’s privacy in digital banking services. 

2.3.2 Financial Intermediation Theory 

The financial intermediation theory states that; banks are financial intermediaries not 

different from other non-financial institutions. They accept the deposits and disburse the 

funds to the borrowers. Then banks have the tendency of borrowing from depositors with 

short maturity and lend them to borrowers at a longer maturity (Lewis, 1992). 

Banks are mentioned to play a pivotal role in the economy since they channel the funds from 

the units in surplus to units in deficit. To facilitate easy accessibility the financial banks have 

adopted the new system of mediating the funds to the consumers. The technology and the 
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widespread of internet have changed delivery of different banking services. Internet and 

mobile banking have taken the position of self-delivery channel while new technology is 

mentioned to lower barrier of entering the financial industry (Lewis 1992). This theory is 

more relevant in the study since it brings awareness to the researcher on the services that are 

provided by banks through modern technology of banking system. 

2.4 Empirical Review 

This part gives a review of different scholar’s works conducted in the related topic. The 

literatures focuses in determining the impact of digital banking services to the bank users.  

2.4.1 Accessibility of Digital Bank Accounts to Bank users 

Bank accounts are very useful to bank users. Since the bank users depends on bank accounts 

in accessing their finances.  Agboola et al. (2014) from Nigeria supports that the digital 

banking services enable customers in making deposits, transfer fund, withdraw money from 

their accounts. Ortstad and Sonono (2017) investigated the relationship between customers 

and banks in relation to digital services. The results revealed that, the digital technology acts 

as a link between the customers and the bank. Thus the customers can access their financial 

accounts through digital technology. Porkelsson (2017) declared that digital financial 

technology has been very useful since the established payment platform allows customers in 

accessing immediate money transfer or making payments of goods and services to the third 

party account 

 However Ortstad and Sonono (2017) added that the digital technology has reduced physical 

contacts between customers and bank operators. Naveen et al. (2017) established that E-
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banking reduced cost of banking through ATM facilities, mobile phone which assists in 

transferring transactions from one location to another. Digitalized documents and financial 

transactions has obtained the use of checks which are deposited electronically. Piirainen 

(2017) from Denmark confirmed that customers have more access to digital banking services 

in accessing and using their bank accounts especially using their credit cards in making 

payments of their daily expenses. However it was added that cash payments are delayed in 

some places thus people depend in using their bank account.  

2.4.2 Accessibility of Digital Loan services to Bank users 

Digital lending is an online loan application that is offered by credit unions or banks through 

online platforms. Digital lending has been offering financial institutions with different 

opportunities since they have been able to reach more lenders through automated services. 

Attaining bank loan involves processes that take long procedure including collection of 

debtors’ information before issuing a loan. Meena and Parimalarani (2020) reveled that 

digital banking allows banks to increase efficiency and helps customers in issuing loan and 

paying the loan. 

Al-Raddadi and Pawa, (2019) from Saudi Arabia added that, bank users can secure loans 

through digital banking and receive their loan statements as they return back their loan. 

Naveen (2017) reported that lenders could easily get access to loan especially small 

enterprises that depend on loan in expanding their business.  

Moghni et al (2020)reported that financial technology as among the most important 

discoveries in the financial industry. The study reveals that technology reduces cost and 
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improves the financial services such as attaining overdraft services and loan services. This 

has helped in improving customers’ expectations concerning traditional banking services. 

The study finally insists that in order to maintain their market share in financial transactions, 

owners and managers of financial institutions need to embark on this technology. 

2.4.3 Accessibility of other digital services to Bank users 

Bank users access other banking services such as foreign exchange, insurance and agency 

services. Kombo et al. (2016) asserted that, customers using electronic payments reported on 

the openness to purchase government securities through digital banking which helped in 

improving their investment opportunities. However e-banking is mentioned to be essential 

especially in addressing online payments at any time anywhere (Omariba et al 2012). 

Bostrom and Anderson (2019) in their study revealed that, customers who are using digital 

services have many options of making online payments. However, these financial 

technologies are mentioned to be weak in remote areas where there is poor accessibility of 

network and this destructs customers who need financial services. Commenting on the same, 

Ngando (2017) reported that financial institutions concentrate in the urban areas, due to 

strictness of business process. Also it is reported that, there is a need of expanding financial 

services in the rural areas where there is low network connection, shortage of committed 

funding and shortage of infrastructure 

Revathi (2019) highlighted that, digital financial users can also access agency services. Not 

only that, but also financial digital services facilitate the purchase of government security 

and make other online payment. Rajan and Saranya (2018) declared that digital banking is a 
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generic term that is used for development of banking services and product delivery through 

telephones, electronic channel, Automated Teller Machines, and internets. The study found 

that digital banking facilitated accessibility, adaptability, affordability, and efficiency in the 

usage of digital banking services. However, the study recommended that there is a need for 

banks to invest more on robust reliable systems to reduce incidents of failed transactions and 

transactional errors in ATMs. It was further recommended that carrying out customer 

satisfaction surveys so as to establish how customers are adapting the technology. 

2.5 Research Gap 

Robinson et al (2011) defined research gap as the area that has not yet been explored or under 

explored. The study has discovered that there are few literatures explaining the accessibility 

of bank accounts, loan services and other digital services to bank users. Therefore this study 

aimed at determining the impact of digital bank services to bank users by mainly focusing on 

the extent to which bank users have been accessing bank accounts, loan services and other 

digital. 

2.6 Conceptual Framework 

Conceptual framework is the abstract indication of how basic concepts of the study and 

constructs are expected to interact in the actual setting (Saunders et, al., 2009).  

Conceptualized from the empirical studies (2021) 
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Conceptualized from the empirical studies (2021) 

Figure 2.2 Conceptual Framework 

 

The study’s conceptual framework is made up of three variables which are background, 

independent and dependent variables. Background variable contains digitalization of banking 

services and study theories which are the technological acceptance modal and financial 

intermediation theory. Independent variable is made up of study objectives which are bank 

Background variable                   Independent variable              Dependent variable  
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account services, loan services and other bank services and the dependent variable contains 

the bank users with variables of cost, time and privacy.  

The conceptual framework show that, for bank user to be able to access digital banking 

services, they are required to accept and learn technology which helps  them in accessing 

bank account services, loans services and other services provided through the digital banking 

services.  

 

 

 

 

 

 

 

 

CHAPTER THREE 

RESEARCH METHODOLOGY 

3.1 Introduction 
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This chapter contains methodological approaches used in conducting this study. The chapter 

consists of research philosophy and research design (strategy). It further consists of the study 

population, sampling procedure, sample size, data collection methods, data processing and 

analysis strategies, reliability and validity of the study and ethical considerations. 

3.2 Research Philosophy 

Research philosophy is a belief that is used by the researcher in collecting, analyzing data 

and using data basing on certain phenomena (Saunders et al, 2009).Pragmatism philosophy 

is the type of philosophy that gives room to the researcher in using the research questions 

and integration of different perspective in interpretation of the data. The researcher has 

selected pragmatism philosophy since it allows researcher to have multiple views in 

answering research questions. 

3.3 Research Strategy 

It involves allowing researcher to plan, collect comprehensive information, executing and 

monitoring the study, when the study is aiming to explain how or why questions (Saunders 

et al, 2009). This study used case study strategy due to its flexibility in obtainment of 

information. A case study strategy allows the researcher to develop an in-depth investigation 

of one organization or small number of case (Kothari 2006). The strategy was selected since 

it allows researcher sin collecting different types of data such as observation, survey, and 

interviews and making analysis of the documents.  

3.4 Study Population 
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This is the total number of people involved in the study (Kothari 2006).  The study involved 

bank users who were either privately employed or employed in the public sector and were 

familiar or used the digital banking services in accessing their bank accounts, loan services 

and other digital banking services in CRDB and NMB banks. 

3.5 Study Area 

The study was conducted in Dar es Salaam due to availability of respondents who use the 

digital banking services. The city covers1,590.5 Sq Km and is located at 60480south,  in the 

East it’s bordered by the Indian ocean, in the north, west and south it borders with the coastal 

region. 

3.6 Sampling Technique 

A sample is a group of individuals who participate in the study. There are two types of 

sampling procedure which are probability and non-probability sampling. Probability 

sampling is used when the sample of the population is known while non-probability sampling 

is used when the population is unknown (Saunders et al, 2009). The study used non 

probability sampling specifically purposive sampling in obtaining information from the bank 

users who used digital banking services. The method was selected because it gave room to 

the researcher in selecting respondents who were willing in answering the research questions. 

3.7 Sample Size 

Saunders et al., (2007) describes a sample size as the number of items selected from the total 

population to form a sample. This study used a sample size of 100respondents obtained from 

among digital banking services users. However the study believed that CRDB and NMB 
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banks have deployed digital banking servicer to a larger extent and are closer to the customers 

thus it was easy to obtain answers of the research questions from their customers. 

Table 3.0: Sample Size 

Respondents Targeted 

Sample 

Accessed 

Sample   

Respondents 

from CRDB 

Respondents 

from NMB 

Private Employee 36 28 16 12 

Government 

Employee 

29 13 4 9 

Self-Employee 60 59 30 29 

Total 125 100 50 50 

 

3.8 Data Collection 

These are the methods that are used in data collection. There are two types of data sources 

which are primary and secondary data. This study used both primary and secondary sources 

of data collection. Primary source of information are the information that are directly 

obtained from the field. The study obtained primary data from the questionnaire which 

involves questions that are prepared by researcher with the aim of collecting information 

from the respondent. Researcher prepared closed ended questions focusing on answering the 

research questions.  

Secondary sources of information are the second hand of information that is used in obtaining 

additional information concerning digital banking services from different sources so as to 

strengthen the study findings. Documentary review was conducted on written documents and 

journals concerning digital banking services. 
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3.9 Data Processing and Analysis 

Data processing is a series of steps carried out on data to sort out, confirm, change, integrate 

and remove data in proper output form for later use (Anagnostouet al 2015).The study was 

analyzed through qualitative and quantitative data analysis. Quantitative data analysis was 

used in analyzing numerical information while the qualitative data analysis was used in 

analyzing thematic information. 

3.9.1 Quantitative Data Analysis 

Quantitative data was analyzed through SPSS software descriptively. Through this, 

percentages, mean and standard deviation were computed. The study results were presented 

in form of graphs and tables.  

3.9.2 Qualitative Data Analysis 

Qualitative data analysis was used in analyzing non numeric information obtained from the 

documentary reviews and journals. Researchersdeveloped and applied codes from which 

important information and the relationship between the obtained information were identified 

and lastly summarization of data. This stage helped researcher in linking the obtained results 

and the study objectives.  

3.10 Validity of the Study 

This refers to the accuracy of the gained knowledge and how the study manages to measure 

what it intends to measures (Saunders et al., 2016). The researcher ensured construct validity 

in this study by re-examining data entered in the analytical software (SPSS) before 
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performing any analysis and external validity was applied in determining if the study findings 

ware possible to generalize beyond the immediate case study.  

3.11 Reliability of the Study 

Reliability refers to the test that is used in testing the internal consistency of the measurement. 

A Cronbach alpha of 0.70 means that is 70 percent of the variance in observed scores is due 

to the variance in the true scores (Creswell, 2005). The closer the alpha coefficient is to 1.0, 

the greater the internal consistency of the items in the scale. Therefore the study accepted the 

alpha coefficient that was greater than 0.7 from the study objectives.  

The first objective focused on determining the extent to which bank user’s access digital bank 

account. The study objective had nine variables which were accessibility of credit card, 

accessibility of saving account, accessibility of withdraw services, accessibility of deposits 

services, accessibility of money transfer services, accessibility of balance statement, digital 

banking services reduced time in accessing   bank services, digitalization increased privacy 

to customer and the extent to which digitalization reduced cost in accessing banking services 

with Cronbach's Alpha 0.958. 

The second objective intended to   which are digitalization of banking services simplifies 

loan application, digitalization of banking services simplifies loan repayment, accessibility 

of loan statement, digitalization of banking services helps in time management in accessing 

loan services, digitalization of banking services increases customer privacy in accessing loan 

services and the extent to which digitalization of banking services reduces cost of accessing 

loan services to bank users with Cronbach's Alpha 0.910. 
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The third objective aimed at determining the extent to which bank users access other digital 

services. The study had six variables which were ability to access foreign exchange, ability 

to access agency service, ability to access insurance services, ability to access online 

payments, accessing repayment period for mortgage loans, and ability to access government 

securities with Cronbach's Alpha of 0.948 

Table 3.1 Study Reliability 

Study Objective  N of Items Cronbach's Alpha 

First objective  9 0.958 

Second objective 6 0.910 

Third objective 6 0.948 

Source: Field data (2021) 

 

 

3.12 Ethical Consideration 

The researcher ensured basic ethical principles to diversity of issues in carry out scientific 

research. The study ensured voluntary participation of respondents and all collected 

information were used only in the study results. 
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CHAPTER FOUR 

ANALYSIS, INTERPRETATION AND DISCUSION 

4.1 Demographic Characteristic of Respondents 

This part contains important information of respondents concerning their gender, age, 

education and experience in using banking services. Descriptive analysis has been used in 

analyzing the demographic information of respondents. The results are presented in bar charts 

with percentages. The study mainly involved100 bank users obtained from CRDB and NMB. 

4.1.1 Respondents 

The study thought that it was wise to involved respondents from different categories who 

were using digital banking services in  Thus the study involve the private employees who 

used digital banking services, government employees who used digital banking service and 

self-employed respondents who used digital banking services at CRD bank and NMB bank. 

The study used cross tabulation in analyzing the results of the respondents who were using 

digital banking services from NMB bank and CDB bank as shown in Table 4.1. 

Table 4.1: Respondents involved in the Study  

Bank Used  

 CRDB NMB Total 

Respondent

s 

Private Employee 16 12 28 

Government Employee 4 9 13 

Self Employee 30 29 59 

Total 50 50 100 

Source Field Data (2021) 
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Table 4.1revels that private employee who were using CRDB and NMB digital banking 

services were 28, while government employees were 13 respondents and lastly the self-

employed were 59 respondents. 

 

Figure 4.1: Respondents involved in the Study  

Source: Field Data (2021) 

Figure 4.1above shows that; the study involved 28 employees from private institutions, 13 

employees working from the government sectors and 59 respondents were self employed 

4.1.2 Gender of Respondents 

From the study results it is revealed that out of 100 respondents 49% of the respondents were 

male and 51%were female as shown in figure 4.2. 

  

Private Employee,
Government
Employee,

Self Employee,

Accessed Sample 28 13 59

28

13

59

0
10
20
30
40
50
60
70

A
cc

e
ss

e
d

 S
am

p
le



24 

 

 

 

 

Source: Field Data (2021) 

Figure 4.2: Gender of Respondents 

These results reveal that digital banking servises are accessed by both male and female.  

4.1.3 Age of Respondents 

The study involved respondents who were aged between 18 to 60 years. Those who were 

aged between 18 to 21 years presented 7% of all respondents, those who were aged 21 to 30 

years presented 15% of all respondents, those who were aged 31 to 40 years presented 39% 

of all respondents, 41 to 50 presented 22% of all respondents, 51 to 60 presented 17% of all 

respondents.  

 

Source: Field Data (2021) 

Figure 4.3: Age of respondents 
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Figure 4.3above revels that digital banking services were accessed by all age groups that 

were targeted by researcher.  

4.1.4 Education Level of Respondents 

The study involved respondent with primary education, secondary education, undergraduate 

degree and post graduate degree. Those who had primary education presented 4% of all 

respondents,  those with secondary education presented 37% of all respondents, 

undergraduate degree presented 49% of all respondents and those with post graduate degree 

presented 10% of all respondents.  

 

Source: Field Data (2021) 

Figure 4.4: Education level of respondents 

 

Figure 4.4reveals that bank users had different education level this helped researchers in 

identifying their level of understanding on digital banking services.  

4.1.5 Experience in using digital Banking Services 

In analyzing the study objectives the researcher was interested in knowing the experience of 

respondents in using digital services. Hence the study thought that respondents who had two 
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2 years and more than 12 years had enough experience in accessing the digital banking 

services. 

 

Source: Field Data (2021) 

Figure 4.5: Experience in using digital Banking Services 

Findings indicate that those who had experience of less than 2 years presented 5% of all 

respondent, 3 to 5 years presented 19% of all respondent, 6 to 8 years presented 42% of all 

respondents, 9 to 11 years presented 29% of all respondent and those who had experience of 

more than 12 years presented 5% of all respondents as presented in figure 4.5above.  

4.2 Study Variable 

The study objectives have different variables (independent and dependent) which are 

presented in short form through coding process as shown in table 4.2below:- 
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Table 4.2: Study variables and codes  

Main theme Variables Code  

Impact of DBS to the bank users. DBS_IMP 

 

DBS to bank 

users in 

accessing 

bank account.  

(DBS_ABAC) 

 

Accessibility of Credit Card DBS_ABAC 

1 

Accessibility of Saving Account DBS_ABAC2 

Accessibility of withdraw services DBS_ABAC 

3 

Accessibility  of Deposits services DBS_ABAC 

4 

Accessibility of Money transfer services DBS_ABAC 

5 

Accessibility of Balance Statement DBS_ABAC 

6 

DBS reduced time in accessing   bank services DBS_ABAC 

7 

Digitalization increased privacy to customer DBS_ABAC 

8 

Digitalization reduces cost in accessing banking 

services 

DBS_ABAC 

9 

 

DBS to bank 

users in 

accessing loan 

services 

(DBS_ALS) 

DBS simplifies loan Application. DBS_ALS 1 

DBS simplifies loan Repayment DBS_ALS 2 

Accessibility of loan statement DBS_ALS 3 

DBS  helps in time management in accessing loan 

services 

DBS_ALS 4 

DBS increases customer privacy in accessing loan 

services. 

DBS_ALS 5 

DBS reduces cost of accessing loan services to bank 

users 

DBS_ALS 6 

 

DBS users in 

accessing 

other services 

(DBS_AOS) 

Ability to access   Foreign exchange DBS_AOS 1 

Ability to access Agency service DBS_AOS 2 

Ability to access Insurance services DBS_AOS 3 

Ability to access online  payments DBS_AOS 4 

Accessing repayment period for mortgage loans DBS_AOS 5 

Ability to access government Securities DBS_AOS 6 

Source: Field Data 2021 
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4.3 Study Objectives 

The study mainly focused on analyzing the impact of digitalization to bank users in accessing 

bank account, loan services and other services. These objectives were analyzed using 

descriptive analysis which involved a total population of 100 respondents. The study results 

are presented in percentages, mean and standard deviations.  

4.3.1 Extent to which Bank Users Access Digital Bank Account (ABAC) 

The first objective of the study focused on determining the extent to which bank user’s access 

digital bank account.  The response mode were rated in Likert scale where SAG-Strongly 

Agree, AG-Agree, N-Neutral, DSA-Disagree, SDA-Strongly Disagree. 

Table 4.3: Digitalization to bank users in ABAC- Descriptive Analysis 

 Scale (Valid Percentages)   

Variables SAG AG N DSA SDA Total Mean STD. 

DBS_ABAC 1 44% 31% 23% 2% 0% 100% 1.83 0.853 

DBS_ABAC 5 18% 55% 21% 5% 1% 100% 2.16 0.813 

DBS_ABAC 3 19% 50% 2% 6% 0% 100% 2.18 0.809 

DBS_ABAC 4 15% 55% 26% 3% 1% 100% 2.20 0.765 

DBS_ABAC 6 14% 55% 26% 5% 0% 100% 2.22 0.746 

DBS_ABAC 2 6% 69% 23% 1% 1% 100% 2.22 0.613 

DBS_ABAC 8 15% 54% 25% 6% 0% 100% 2.22 0.773 

DBS_ABAC 7 16% 50% 29% 4% 1% 100% 2.24 0.806 

DBS_ABAC 9 14% 52% 29% 4% 1% 100% 2.26 0.787 

Weighted Mean  2.17  

1.00-1.80=  Very Easy to Access  

1.81-2.60= Easy to Access  

2.61-3.40= Ordinary  Access 

3.41-4.20= Un-Easy to Access  

4.21-5.00= Very Un-Easy to Access 

SDV > 1.5 indicate significant deviation of responses 

Source: Field Data (2021)       
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Table 4.3reveals that the bank users easily accessed credit card (mean 21.83  ±0.853), easily 

accessed  savings accounts (mean 22.22 ±0.613), withdraw services(mean 22.18 ±0.809), 

deposits services (mean 22.20±0.765), money transfer services (mean22.16±0.813), balance 

statement (mean 22.22±0.746) also digitalization of banking services easily reduced time 

and costs in accessing  bank services(mean 2.24 ±0.806) (mean 2.26 ±0.787) and increased 

privacy to customer(mean 22.22 ±0.773). The study objective concludes that bank users 

easily accessed digital bank accounts (weighted mean 2.17) 

4.3.1.1 Discussion on the extent to which Bank Users ABAC 

The use of digital technology has been very useful to many bank users especially people 

who are involved in making regular payments. Piirainen (2017) notes bank accounts are well 

initiated through electronic terminal, telephone, computers, magnetic tapes or ATM transfer 

machines. However the theory of technological acceptance model believes that a person who 

uses a particular technology will raise his or her performance whereby the usage of digital 

technology in accessing financial services enhances performance and cost effective (Ahmad 

and Gorgani, 2016).  

 

The Banking and Financial Institution Act requires financial institutions to provide 

information to customers concerning electronic fund transfer. This has helped in building 

trust to customers since they are informed of their account balances after depositing and 

withdrawing their money from their bank accounts to third parties. Digital checking accounts 

or deposit accounts allow customer to withdraw and deposit. These cards are said to be very 

liquid and are accessed easily using checks, automated teller machines and electronic debits 
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this card allows numerous withdrawals and unlimited deposits. Digital saving accounts 

allow customers to save the money up to a certain limit depending on the banks conditions 

but does to allow customer to withdraw funds at any time.  

 

On the other side the digital account services have ensured customers privacy whereby 

customers are provided with personal identification number, passwords or access codes 

which are used in protecting their accounts. The Electronic Fund Transfer (EFT) agreements 

require financial institutions to issue terms and agreement to customers who are using the 

digital banking services concerning their privacies, charges and fees involved in obtaining 

banking services. Brock and Figat (2021) added that customers using digital account could 

transfer money through different apps known as peer- to- peer apps whereby customers 

transfer their money quickly and securely via electronic transfer. In relation to that the TAM, 

the theory requires user’s intention when using the technology. However the theory mainly 

focused on the five dimensions which are content and website layout, speed of delivery, 

privacy and security, convenience and accessibility 

4.3.2 Extent to which Bank Users Access Digital Loan Services (ALS) 

The second objective focused on DBS to bank users in accessing loan services. The response 

mode were rated in Likert scale where SAG-Strongly Agree, AG-Agree, N-Neutral, DSA-

Disagree, SDA-Strongly Disagree. 
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Table 4.4:Digitalization to bank users in ALS - Descriptive Analysis  

 Scale (Valid Percentages)   

Variables SAG AG N DSA SDA Total Mean STD. 

  DBS_ALS 1 27% 40% 24% 8% 1% 100% 2.16 0.950 

 DBS_ALS 2 6% 54% 28% 11% 1% 100% 2.47 0.810 

 DBS_ALS 4 9% 37% 37% 15% 2% 100% 2.64 0.916 

 DBS_ALS 3 7% 20% 36% 13% 4% 100% 2.67 0.933 

DBS_ALS 6 7% 41% 32% 15% 5% 100% 2.70 0.980 

 DBS_ALS 5 5% 40% 33% 17% 5% 100% 2.77 0.962 

Weighted Mean  2.56  

1.00-1.80=  Very Easy to Access  

1.81-2.60= Easy to Access  

2.61-3.40= Ordinary  Access 

3.41-4.20= Un-Easy to Access  

4.21-5.00= Very Un-Easy to Access 

SDV > 1.5 indicate significant deviation of responses 

Source: Field Data (2021)       

Table 4.4reveals that digitalization of banking services easily simplifies loan application 

(mean 2.16 ± 0.950) , loan Repayment  (mean 2.47  ± 0.810), easily manage time in obtaining  

loan services  (mean 2.64 ± 0.916), loan statement  (mean 2.67 ± 0.933), digitalization of 

banking services ordinary  reduces cost of obtaining loan to customers  (mean 2.70 ± 0.980) 

,ordinary  increases customer privacy in accessing loan services  (mean 2.77 ± 0.962). The 

study objective concludes that bank users easily accessed digital loan services (weighted 

mean 2.56) 

4.3.2.1 Discussion on the extent to which Bank Users ALS 

Financial intermediation theory identifies that banks have the tendency of borrowing from 

depositors with short maturity and lend them to borrowers at a longer maturity (Lewis 1992). 

The digital banking services allow financial institutions to collect funds from different 

depositors and disburse the funds to different borrower via the electronic transfer technology.  
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Banks are mentioned to play a pivotal role in the economy since they channel the funds from 

the units in surplus to units in deficit (Litvishkoet al, 2020). The technology and the 

widespread of internet have changed delivery of different banking services. Internets and 

mobile banking have taken the position of self-delivery channel while new technology is 

mentioned to lower barrier of entering the financial industry (Lewis 1992). 

Bank users who are using the digital banking services have been able to secure loans through 

digital technology depending on their credit status soon after filling the requirement form. 

However customers who have received their loans from different banks can easily pay back 

their loans through electronic platforms. Thus, banks have been providing customers with 

bank statements concerning their credit situations .According to Naveen (2017) banking 

institutions require digital bank users to provide immediate information concerning the loss 

of their cards and this has helped customers in protecting their bank accounts.  
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4.3.3 Extent to which Bank Users access other Digital Services (AOS) 

Table 4.5: Digitalization to bank users in ALS - Descriptive Analysis 

 Scale (Valid Percentages)   

Variables SAG AG N DSA SDA Total Mean STD. 

 DBS_AOS 1 19% 43% 23% 13% 22% 100% 2.36 1.000 

DBS_AOS 3 10% 46% 32% 11% 1% 100% 2.47 0.858 

 DBS_AOS 2 8% 52% 28% 7% 5% 100% 2.49 0.927 

 DBS_AOS 5 12% 42% 30% 14% 2% 100% 2.52 0.948 

DBS_AOS 4 12% 44% 28% 11% 5% 100% 2.53 1.010 

DBS_AOS 6 15% 40% 24% 16% 5% 100% 2.56 1.085 

Weighted Mean  2.48  

1.00-1.80=  Very Easy to Access  

1.81-2.60= Easy to Access  

2.61-3.40= Ordinary  Access 

3.41-4.20= Un-Easy to Access  

4.21-5.00= Very Un-Easy to Access 

SDV > 1.5 indicate significant deviation of responses 

Source: Field Data (2021)       

Findings as presented in Table 4.5 indicate that it is easy to access foreign exchange, 

Insurance services (mean 2.47±0.858),agency service(mean2.49±0.927), decide 

on(mean2.52±0.948),Making online payments(mean2.53±1.010)and accessing Government 

Securities(mean2.56±1.085). The study objective concluded that bank users easily accessed 

other digital banking services (weighted mean 2.48) 

4.3.4 Discussion on the extent to which Bank Users AOS 

Apart from the bank users accessing the digital bank accounts and the loan services still they 

were able to access other services such as foreign exchange, agency services, and insurance 

services as well as government securities. 

Customers have been able to make exchange of their currencies through the digital banking. 

The technology allows customer to swap Tanzanian shillings to U.S and make transactions. 
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Moreover customers using the digital banking services can purchase or maintain their home 

status. Ngando (2017) asserted that through digital banking, customers can make regular 

payments from their bank accounts in terms of principle and interest. Customers’ bank 

account is sometimes used as collateral to secure their loan from the borrowers.  

Bank users have been able to make purchases of the government security such as bond and 

treasury bills, through digital banking. Rajan and Saranya (2018)mentioned that individuals 

and institutions can purchase government securities direct from their account and hold the 

securities till maturity or may sell the security to other investors on the secondary bond 

market and return money in their bank accounts 
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CHAPTER FIVE 

SUMMARY, CONCLUSION AND RECOMMENDATION 

5.1 Summary of study objectives 

The study is made up three objectives which are analyzing the impact of digitalization to 

bank users in accessing bank account, loan services and other services. 

5.1.1 Extent to which Bank Users Access Digital Bank Account (ABAC) 

The study revealed that the bank users easily accessed credit cards. Furthermore they were 

able to access their easily saving accounts, withdraw services, deposits services, transfer 

money and get their balance statements. The study also discovered that digitalization of 

banking services reduced time and costs in accessing bank services and increased privacy to 

customer. 

5.1.2 Extent to which Bank Users Access Digital Loan Services (ALS) 

In the second objective the researcher discovered that bank users could easily apply for loans, 

paying their loan, manage their time in obtaining loan services, and access their loan 

statement by digital services. In addition to that the study revealed that, digitalization of 

banking services reduced costs of obtaining loan and customer privacy in accessing loan 

services. 

5.1.3 Extent to which Bank Users access other Digital Services (AOS) 

The third objective focused on the accessibility of bank users in accessing other bank 

services. Concerning this the study revealed that bank users easily accessed foreign 
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exchange, insurance services, agency service, making decisions on repayment period for 

mortgage loans, make online payments and easily get access to government Securities.  

5.2 Conclusion 

The study concludes that the bank users easily accessed the bank accounts, loan services and 

other digital banking service.  

5.3 Recommendations 

The study recommends that:- 

⚫ The banks and other financial institutions should promote more awareness to the bank 

users on how to use the digital banking services. 

⚫ The bank institutions need to increase security to customers who are using banking 

services. 

⚫ Banks need to come up with applications that can be used to enhance digital banking 

which will boost the operations, availability and accessibility of digital banking. 

5.4 Area for further Studies 

The study insists that other researchers need to conduct the same study in other regions so as 

to find the differences between the regions.  
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APENDIX I 

QUESTIONNAIRE TO BANK USERS 

PART A: INTRODUCTION  

The questionnaire is designed so as to collect data for the following research title THE 

IMPACT OF DIGITAL BANKING SERVICES TO BANK USERS. The information 

provided in this questionnaire is purely for academic purpose and will not be used for any 

other reason without your concern. 

 PART A: BANK USERSS PROFILE  

A1. This part requires profile of the bank customers using digital banking services  

 

S/N Variables  Response  Cycle the correct 

response 

A101 Gender of 

Respondent  

Male 1 

Female 2 

 Respondent Age 

 

<21 1 

21-30 2 

31-40 3 

41-50 4 

51-60 5 

>60 6 

A102 level of Education 

 

 

 

Primary education 1 

Secondary education 2 

Diploma 3 

Bachelor degree 4 

Post-graduate  5 

A103 Experience in using 

digital banking 

services 

 

 

< 2 years 1 

3-5 years 2 

6-8 years 3 

9-11 years 4 

>12 years 5 
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PART B: STUDY QUESTIONS 

B1. The study wants to analyze impact of digital banking services to bank users in accessing 

bank account.  

 

 

 

 

 

 

 

B2. The study wants to identify the extent to which bank user’s   access loan services 

S/N Bank Account  Services Strongly 

agree 

Agree Neutral Disagree Strongly 

disagree 

B101 Accessibility of Credit Card 1 2 3 4 5 

B102 Accessibility of Saving 

Account 

1 2 3 4 5 

B103 Accessibility of withdraw 

services 

1 2 3 4 5 

B104 Accessibility  of Deposits 

services  

1 2 3 4 5 

B105 Accessibility of Money 

transfer services 

1 2 3 4 5 

B105 Accessibility of Balance 

Statement 

1 2 3 4 5 

B106 Digital banking services 

reduced time in obtaining   

bank services  

1 2 3 4 5 

B107 Digital banking Services 

increased privacy to 

customer    

1 2 3 4 5 

B108 Digital banking services 

reduces cost for banking 

services  

1 2 3 4 5 
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B3. The study wants to identify extent to which bank users access other services  

 

 

S/N Loan   Services Strongly 

agree 

Agree Neutral Disagree Strongly 

disagree 

B201 Digital Banking services 

simplifies loan Application. 

1 2 3 4 5 

B202 Digital Banking services 

simplifies loan Repayment  

1 2 3 4 5 

B203 Accessibility of loan 

statement  

1 2 3 4 5 

B2 

04 

Digital banking services 

helps in time management 

in obtaining   loan services  

1 2 3 4 5 

B105 Digital banking services 

increases customer privacy  

1 2 3 4 5 

B106 Digital banking services 

reduce cost of obtaining 

loan to customers.   

1 2 3 4 5 

S/N Other services (Treasury   

Services) 

Strongly 

Agree 

Agree Neutral Disagree Strongly 

Disagree 

B301 Ability to make   Foreign 

exchange  

1 2 3 4 5 

B302 Ability to access Agency 

service 

1 2 3 4 5 

B303 Ability to access Insurance 

services 

1 2 3 4 5 

B304 Ability to make online 

payments 

1 2 3 4 5 

B305 Ability to purchase 

Government Securities 

1 2 3 4 5 


