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Abstract 

 

Internet banking is a new banking practice that is becoming more popular as technology 

advances worldwide, especially in Tanzania. Only a small number of Tanzanian banks, however, 

have begun to take internet banking seriously in terms of using ATMs, online banking services, 

using smart cards, banking applications, and paying bills. This study sought to determine the 

impacts of simbanking internet banking service on customers satisfaction for CRDB bank plc 

performance in Dodoma City. Specifically, it addresses the challenges facing customers on using 

SimBanking internet banking service for customer’s satisfaction in CRDB Plc Bank Dodoma 

city in order to increase customer satisfaction. The study is qualitatively designed using 

interview method in data collection. The qualitative research approach was adopted because it 

enables the data collection from numerous people at once. According to the results, the network 

issue that prevented customers from using the internet services for SimBanking decreased their 

satisfaction with the service. Other challenges include power outages, utility fees, subpar 

customer service, and insecurity. Based on research and debate, it is recommended that users 

receive security education through building workshops so they can use Sim-banking effectively. 

Consequently, qualified staff from the TCRA and CRDB might be utilized in these training and 

workshop sessions. 
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Introduction 

 

The ICT market is anticipated to grow to over $5 trillion in revenue in 2021 and to about $6 

trillion by 2023. The ongoing expansion is only another indicator of how pervasive and 

significant technology has become in modern society. In general, big data and analytics, social, 

mobile, and computing will be the main drivers of increase in traditional tech spending over the 

coming few years. The ICT market is often characterized as including software, hardware, and 

services connected to computer and telephone network technology. The ICT market's telecoms 

category is expected to provide the most revenue as of 2020 (Mlitz, 2021). 

Over the years, information and communications technology (ICT) has significantly contributed 

to the growth of the banking industry. Because of the developments in information and 

communications technologies, the banking industry is now more inventive and competitive. By 

enhancing its internal control systems, the banking industry is better able to meet the needs of 

their clients thanks to the usage of ICT. Numerous ATMs, Internet banking, mobile banking, 

smart cards, 24/7 services, as well as the capacity to supply a wide range of goods and services, 

have allowed banks to enhance the level of service they provide to their clients (Alvarez & El- 

Darwiche, 2015). 

There are several services that banks offer electronically to their clients in order to serve them 

more effectively and guarantee high levels of client satisfaction. The services that banks offer 

electronically include online banking to make transactions simple and secure, ATM and debit 

card services to give consumers access to fast cash, and other services. Customers who use 

phone banking services gain from time savings, while those who use SMS banking services 

receive notifications and information, To make it easier for customers to do transactions using 

mobile phones, there is mobile banking. Point-of-sale banking, multiple ways for transferring 

money (paisabazaar, 2021). 

Physical and geographic constraints as well as other restrictions on banking services are 

eliminated by electronic banking. Since the late 1990s, banks, brokerage firms, and insurance 

companies as well as the business press, regulators, and lawmakers from around the world have 

become more interested in banking over the Internet. The use of technology has advanced 
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dramatically over the past few years, and as a result, bankers are now observing a sort of 

evolution in their industry. Development Bank is one of the companies in Ghana's banking sector 

that has recognized the need to incorporate internet banking into its operations (Mawutor, 2014). 

Nigeria's internet banking system demonstrates that card technology and other e-payment 

equipment are currently the most well-liked products on the country's banking market. 

According to figures from Interswitch, Nigeria has 30 million ATM card users who use the 

machines for more than 100 million transactions each month. Over 9,000 ATMs are run by 

Nigeria's 24 banks throughout the 36 states and Federal Capital Territory. The necessity to better 

integrate the electronic platform into companies throughout the world has been prompted by the 

competitiveness in the banking sectors. In order to decrease wait times, errors, expenses, and 

improve customer service, banks decided to develop, research, and assess internet banking 

services. With the help of their internet banking services, customers may conduct simple online 

transactions from their PCs and smartphones at home or at work whenever the opportunity is 

right, as well as access and learn more about their own specific accounts (Mchomba, 2018). 

Due to the development of new technology that makes transactions and other services offered by 

internet banking simpler, the use of this service is now expanding in Tanzania. Customers can 

access banking services around-the-clock, anywhere, and without having to go to the bank 

branch thanks to a variety of online banking options that reduce costs and time. The bank's 

internet banking service increases consumer traffic while also providing Tanzanians living 

abroad with the convenience of sending money directly to their accounts back home. The 

solution offers Tanzanians living abroad an easy and dependable way to transfer money home 

and manage their bank accounts online. Customers can do transactions using internet banking at 

their own pace, without experiencing any stress (Kawamala, 2013). 

Despite the banks' good intentions, customer complaints about online banking are on the rise. 

These customer complaints show that they are dissatisfied with the banks' services offered 

through internet banking. Customers may switch to other banks that they believe can satisfy 

them if this damages the banks' reputation (Kawamala, 2013). However, there is little 

understanding of online banking procedures in Tanzania's CRDB Bank Plc and NMB Bank for 

the operation of the banking sector. In light of the foregoing, this study is designed to evaluate 
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the effects of SimBanking's internet banking services on patron satisfaction with the 

effectiveness of the CRDB Bank Plc in Dodoma city. 

In Tanzania, there are numerous banks that have rapidly adopted the use of information and 

communication technologies in their service delivery, creating intense rivalry in the financial 

sectors. To receive value-based information about investments, money transfers, products, and 

marketing offers; bringing about techniques that are both efficient and profitable to increase 

client base, which benefits both customers and trading banks. There are banks that only operate 

online and don't have physical locations (Mchomba, 2018). 

For instance, CRDB Bank Plc's experience indicates that there are 560 CRDB ATMs, 17,031 

Agents (CRDB Wakala) who assist CRDB in ensuring dependability and expanding access to 

electronic financial services, 385 E-commerce merchants, 5 million and above CRDB customers, 

243 branches, including franchised and mobile branches, and 1.79 million internet banking 

transactions carried out in 2020 (CRDB annual report, 2020). Through a network across a nation, 

the CRDB Bank Plc provides a full range of business and retail banking services as well as 

microfinance services. 

CRDB has more bank agents than NMB bank, despite the fact that NMB has more ATMs (753) 

than CRDB (560). According to the aforementioned data, CRDB Bank Plc employ internet 

banking much more than NMB Bank in terms of bank agents, which are 17031 and 8410, 

respectively. The main issue with bank branches is that the ATMs and agency are not working 

properly. Additionally, the survey discovered that the clients felt uneasy (Mishwaro, 2013). 

However, regardless of the above benefits obtained from internet banking and the adoption of 

internet banking practices in Tanzania, CRDB bank experiences queue problem which triggers 

the need for this study in terms of assessing Impacts of simbanking internet banking services on 

customers satisfaction for CRDB bank performance in Dodoma city. 

Literature Review 

 

A review of other literature that focuses on impacts of SimBanking internet banking service on 

customer’s satisfaction for CRDB Bank Plc performance in Dodoma city. Also, theoretical 
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literature reviews such as the theory of planned behavior. The chapter also provides an empirical 

literature review, research gap, and conceptual framework of the study.Based on this study, 

customer satisfaction was defined as the measure of how a product or service given to a customer 

meets the expectations of that particular customer (Mchomba, 2018).Electronic banking is the 

product or technology designed for the aim of facilitating online banking that allows the 

customers to have the smooth experience of accessing the bank services easily and safely. 

Electronic banking uses the electronic technology efficiently for the aim of providing the 

customers with the 24/7 online banking services (Timothy, 2012). 

Theoretical Review 

 

According to Thomas, (2017) a theory combines different constructs, such as descriptive ability, 

explanatory power, heuristic value, testability, integration, parsimony, clarity, 

comprehensiveness, and delimitation. He believed that theory is refined through research and 

that understanding these constructs enables theory refinement. Theory of Planned Behavior It is 

one of the most predictive persuasion theories. It has been applied to studies of the relations 

among beliefs, attitudes, behavioral intentions and behaviors in various fields such as 

advertising, public relations. This theory helps to understand how the behavior of people can 

change. The TPB is a theory which predicts deliberate behavior, because behavior can be 

deliberative and planned (Mchomba, 2018). The theory of planned behavior links the beliefs of 

an individual to their behavior. It is allowing for the predictability of reasoned actions when 

behavioral controls are in place (Koger, 2010). The attitudes developed in this theory explain the 

relationship between individuals and innovation and this ultimately provides the normative 

position that technology advances performance. The theory also provides important synergies 

regarding individual’s intentions especially in oriented approaches regarding satisfaction, 

communication and meaningful transfer of information. The essentials of this theory from the 

perspective of electronic banking are that it provides the framework to create and optimize 

networks ranging from the internet, social media and thus the ability to performance and create 

results. 
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Methodology 

 

The methods utilized to obtain information were the main emphasis of the research methodology 

section. This section presents the research methodology and design. To improve the study's 

coverage, the study population and study area were also mentioned. 

Due to the population growth brought on by the relocation of government and corporate offices 

to Dodoma, the capital city of Tanzania, the research was carried out there. The need to develop 

e-banking services using emerging technologies is accelerated by the rising population in 

Dodoma and the increased importance of Dodoma to banks. The CRDB Bank Plc Dodoma 

Branch and CRDB Bank Plc Chamwino Branch, both of which are located in Dodoma town, 

were chosen from two bank branches. The reason for choosing these two branches above other 

CRDB branches is that they have a higher percentage of consumers that use bank services. 

The quantitative research methodology was used in this study. Since data were only collected 

once, the design was best suited for investigations where researchers had limited time and 

resources. This study is structured as a qualitative study, allowing for the collection and analysis 

of interview data (Ngaida, 2020). As a result, the SimBanking service users and CRDB Bank Plc 

employees, including the heads of electronic banking and their line workers, were included in the 

study's qualitative party. These employees were chosen specifically because they regularly 

interact with clients who use SimBanking services, giving them a deeper knowledge and 

comprehension of the SimBanking internet service. 

The total collection of people is referred to as a target population. Customers from 2 (two) 

branches of the CRDB Bank Plc in Dodoma city make up the study's target demographic. 

Interviews were performed with roughly 32 participants, including SimBaking users and CRDB 

Bank Plc employees from two CRDB branches who interact with Sim Banking service delivery. 

The qualitative research approach of interview-based data collection was used to identify 

obstacles that customers in CRDB Bank Plc Dodoma City face when using SimBanking internet 

banking service. Information was gathered utilizing the interview approach, specifically from 

users of the SimBanking service and employees of the SimBanking customer service desks. 

Personal interviews and, if practical, telephone interviews can be employed to implement this 
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strategy. In the interview method, the other person or people are often contacted face-to-face as 

the interviewer asks questions (Kothari, 2004). 

A tool for gathering data was the interview guide question. Most interviewers were responsible 

for gathering the material; each interviewer should adhere to a set of interview guide questions to 

achieve reasonable uniformity with regard to all important study topics (Kothari, 2004). In most 

cases, conducting interviews to gather information is done in an organized manner. As a result, it 

is known as a structured interview. These interviews use a list of predefined questions and 

extremely uniform recording methods. As a result, the interviewer in a structured interview 

adheres to a strict scripted method, asking questions in the format and sequence specified 

(Kothari, 2004). 

The content data analysis for the qualitative data from this study was applied. One of the main 

benefits of content analysis is that, unlike recreating social interactions or gathering data, it can 

be used to analyze social phenomena and is non-invasive. To analyze qualitative data using 

content analysis, the following steps were used: I choosing the main content for analysis; (ii) 

providing units and categories of analysis based on the content; (iii) providing a rule of thumb 

based on the importance of the contents; (iv) coding the text based on the rule of thumb; and (v) 

analyzing the findings and drawing conclusions. 

Findings And Discussion 

 

Challenges facing customers on using SimBanking internet banking service for customer 

satisfaction in CRDB Bank Plc 

The following findings were revealed from the challenges facing customers on using 

SimBanking internet banking service for customer satisfaction in CRDB Bank Plc. The findings 

from interviews revealed the following challenges; network problem, power down, service 

charges, biasness, and security problems. 

Security problem 

Security problem was identified as a barrier to clients using the simbanking service in order to 

satisfy them. The results showed that there are theft difficulties that are brought on by a lack of 
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security when utilizing the Simbanking Internet Banking service, as demonstrated by the 

following interview: 

“…. Through simbanking services, we continue to receive a large number of 

cybercrime instances. In order to tackle the issue, as a financial institution we are 

collaborating with the police to guarantee that theft concerns extend beyond 

simbanking to other areas of banking.…” (Interview made with one of CRDB 

Bank Plc staff on June 2022). 

These findings suggest that customers are deterred from using the service by the issue of security 

and instead choose to utilize other alternatives, which are a result of the difficulty in using the 

service. These results are consistent with those of Mboma & Phelician (2015) who studied 

attitudes, sim-banking usage, and customer happiness in Tanzania. In their study, it was 

discovered that non-users' concerns about the security of their asset-cash and high service fees 

hindered use and satisfaction. The lack of security assurance, however, was one of the issues 

causing low sales of Simbanking despite its enormous customer base, according to Mneney's 

(2013) study on the factors affecting the performance of simbanking. These findings were 

corroborated by the UTAUT theory, which contends that one aspect to take into account when 

using a Simbanking online service is the social effect, which refers to the extent to which people 

believe they can utilize the new system since others do (Morris, 2003). Therefore, having a lack 

of security when using the Simbanking service leads to poor client satisfaction with the services 

provided. 

 

Service charges 

High service fees were determined to be a barrier to clients using the simbanking service in order 

to satisfy them. According to the research, service fees are one of the difficulties users of 

Simbank's internet banking service face in using the service to their satisfaction. This is 

demonstrated by an interview that: “ 

“…. Depending on the amount you wish to deposit or withdraw, there are minimal 

service costs that are accessible to every customer during transaction 

processes…” (Interview made with one CRDB Bank Plc staff on June 2022). 
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These findings show that customers have more options when it comes to institutions, thus they 

won't be satisfied with those that have greater service fees. These findings concur with those of 

Imran et al. (2019), who found a substantial positive association between low charge distribution 

and e-logistic customer satisfaction. These findings were corroborated by the UTAUT theory, 

which contends that one aspect to take into account when using a simbanking online service is 

the social effect, which refers to the extent to which people believe they can utilize the new 

system since others do (Morris, 2003). As a result, the availability of high charge distribution 

(service costs) will be detrimental and unrelated to consumer happiness. 

 

Unstable network accessibility 

A network issue was identified as a barrier to clients using the simbanking service in order to 

satisfy them. The results showed that there is a networking issue, with the majority of users 

complaining about a delay in receiving transaction messages at the time the transaction was 

made, as demonstrated by an interview that: 

“….We are currently working to ensure that our clients have access to improved 

service, even as we work harder to adapt our organization to the growing number 

of customers.….” (Interview made with CRDB Bank Plc staff on June 2022). 

According to the remark above, network issues make it difficult for customers to obtain services 

when they most need them, which lowers customer satisfaction. These findings are consistent 

with those of Kigunia (2014), who found that there were many subpar services in this field, 

including the combination of network quality and weak relationships between satisfaction and 

satisfaction. These findings were corroborated by the UTAUT theory, which contends that one 

aspect to take into account when using a simbanking online service is the social effect, which 

refers to the extent to which people believe they can utilize the new system since others do 

(Morris, 2003). Therefore, unstable network when using sim-baking it’s considered the lead to 

poor customer satisfaction towards using the services. 
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Power down/system collapse 

Power outages were identified as a barrier to clients using the SimBanking service to their 

satisfaction. According to the research, system/power down is one of the difficulties users 

encounter when using the Simbanking internet banking service, as demonstrated by an interview 

that: 

“….The workload from clients' high transaction volumes and other internal tasks 

the institution performs, such as sending, receiving, and other office 

manipulations, might cause system collapse at times.…” (Interview made with 

one of CRDB staff on June 2022). 

According to this remark, a system outage prevents customers from using the service effectively, 

which lowers their level of happiness. These findings concur with those of Mangi (2012), who 

identified power rationing as one of the difficulties facing simulation banking. These findings 

were corroborated by the UTAUT theory, which contends that one aspect to take into account 

when using a simbanking online service is the social effect, which refers to the extent to which 

people believe they can utilize the new system since others do (Morris, 2003). Power outages, 

which happen when there isn't enough electricity and a consumer needs the service at a specific 

moment, result in low customer satisfaction with simbanking internet service. 

 

Unsatisfied customer service 

unsatisfied customer service was identified as a barrier to users using the Simbanking service in 

order to meet their needs. When a consumer wants to deposit or withdraw a substantial amount, 

simbanking is not adequately addressed, according to the findings, as demonstrated by an 

interview that: 

“….The total amount of withdrawals or deposits allowed through SimBanking 

services is limited. Because the majority of customers are complaining about this, 

we are still collaborating with telecommunications firms in order to grow.….” 

(Interview made with one of CRDB staff on June 2022). 
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According to the interviewee's perceptions, customers are not satisfied because there is a limit on 

their own finances because they have to make decisions and limit the quantity of transactions for 

the services they can make. These findings concur with those of Loishiye (2016), who found that 

the majority of respondents utilized NMB mobile banking providers and that rapid service and 

accessibility were important motivators for using simbanking. 

These findings were corroborated by the UTAUT theory, which contends that one aspect to take 

into account when using a simbanking online service is the social effect, which refers to the 

extent to which people believe they can utilize the new system since others do (Morris, 2003). As 

a result of these discoveries and research, it has been determined that utilizing simbanking is 

biased and one of the difficulties; as a result, clients are chosen to utilize the services based on 

their preferences. 

 

Conclusion and Recommendations 

Conclusion 

The study revealed that there is a weak network towards simbanking to the clients based on the 

findings from qualitative information, which are contrary to the view of CRDB banking 

authorities. As a result, if the network issue is the biggest obstacle to customers' contentment 

with sim-banking, an increase in the level of difficulty will result in a decline in their level of 

satisfaction. In order to increase client happiness, it is necessary to look at simbanking internet 

service from the perspective of a reliable network. 

Recommendations 

 

Stabilizing the network is advised in order to draw clients and subsequently raise their happiness 

with utilizing the simbanking online service. This might be accomplished by developing their 

online simbanking services for the benefit of their clients' convenience, safety, affordability, and 

timeliness. 

Based on research and debate, it is recommended that users receive security education through 

building workshops so they can use sim-banking effectively. The system will be more beneficial 
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as a result. Consequently, qualified staff from the TCRA and CRDB Bank Plc might be utilized 

in these training and workshop sessions. 

The government needs to do a better job of enforcing the laws and rules governing simbanking. 

To accomplish this, it is advised that illegal practices be addressed by the judiciary, police, and 

other intelligence agencies. 

Therefore, CRDB Bank Plc and other financial institutions should improve the training of their 

internal staff (mostly technicians) to guarantee that there is sufficient human capacity to support 

and maintain sim-banking 
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