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ABSTRACT 

 

The study was set to explore the influence of digital banking on the performance of 

commercial banks in Tanzania. The researcher used structured questionnaires and 

interview data collection methods.. Data were collected and analyzed by descriptive 

analysis and correlation analysis technique while considering 80 respondents as a 

sample size. The study findings revealed that the direct relationship among the 

identified variables were positive correlated in representing the relationship between 

digital banking and efficiency of the CRDB bank. This implied that there is a strong 

relationship between digital banking and efficiency of the CRDB bank. The study 

also revealed that the direct relationship among the identified variables (sales growth, 

increase revenue, market penetration and customer satisfaction are positive 

correlated) in representing the relationship between digital banking and sales 

performance of the CRDB bank. These results implied that there is a strong 

relationship between digital banking and sales performance of the CRDB bank. The 

study findings further revealed that there is a strong relationship between digital 

banking and profitability of the CRDB bank. The researcher suggests that despite of 

the fact that CRDB bank measures its profitability based on return on asset and return 

on equity, it should consider the consistent of the factors such as market share, 

overhead ratio, deposits/assets, and loan/assets to determine its profitability. 
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CHAPTER ONE 

 

PROBLEM SETTING 

 

1.1Introduction 

The chapter is comprised of background of the study, Statement of the problem, 

objectives of the study, research questions, significance of the study, scope and 

delimitation of the study and organization of the research report. 

 

1.2Background of the study 

In the age of digitization, enterprises in each segment are relied upon to hop on the 

pattern, in the event that they have not as of now. Obviously, the world is moving 

quickly towards the digital course, and choosing to withstand these progressions, 

which will prompt the downfall of numerous organizations (Solis, Li and Szymanski, 

2014). Banking is one of the ventures being influenced in this current digital 

atmosphere. It is brought up by Sebestian et al., (2017) that organizations declining to 

push ahead with computerized change might lose 35 per cent benefit, while banks that 

are up to speed with developing innovations could increase 40 per cent or more. As 

Solis, Li, and Szymanski (2014) proposed that banks have around three to five years 

to show some signs of life, yet sadly, numerous banks are just in the starting phrase. 

 

Digitalization has obtained a significant attention to businesses and establishments 

including commercial banks endeavor to embrace better and increasingly viable 

strategies for providing services to their customers and everyday clients. 

Notwithstanding the undeniable move to digitalized strategies for administration 

arrangement and conveyance, it is relevant to take note of that some money related 

establishments despite everything consider the procedure of digitalization as 

hazardous and troublesome (Carbo-Valverde, 2017). Abbasi and Weigand (2017) 

spotted that data and correspondence advances has achieved a lift in the monetary 

division explicitly the help of banking administrations, hazard the board and 

increment in efficiency and these variables have urged budgetary establishments to 

expand interests during the time spent digitalization. It was revealed that countries 
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located in North America, Europe, Asia-Pacific and Latin America had expenditures 

approximated to be $241 billion on data advances in 2016 and a general increment of 

nearly 4% by the year 2015. This was according to the investigation made by Gareth 

et al. (2006) as cited by Abbasi and Weigand (2017).' They additionally repeated that 

the act of digitalizing assistances completed by money related establishments gives 

another go to support arrangement and make for better consumer loyalty because of 

decent variety in providing service. 

 

Digitalization is among the main turbulence that is causing a change in the banking 

business to the foreseeable future and with poor management, the implications could 

have a long lasting effect (Schinkel, 2010). Globally the financial and banking sectors 

are growing faster than previously and hence digitalization is at a vital place on 

attaining a benefit on market advantage against the rivaling banks (Gartner, 2016). 

Considering the neo period of innovation appropriation in banking segment, the day 

by day tasks are getting simpler for clients to utilize, quicker and less expensive 

subsequently every bank is getting a handle on to modify their own activities to fit the 

requirements of a requesting client (Olanrewaju, Smaje and Willmott, 2014). 

 

Rogers (2016) highlight, digitalization has made another situation filled with open 

doors for all enterprises, producing an extreme effect in numerous segments, as on 

account of banking, which has been one of the first to start a significant procedure of 

digital change. Due to digitalization, banks have managed to reach out a number of 

their customers than previous years. The list of explicit bank offices is decreasing and 

extra administrations moving to be on online structure and more so to every day 

banking administrations, for example, speculation exchanges and credits preparing 

(Pohjola, 2015). Conversely, this may cause challenges for old individuals or even the 

individuals who have slacked on digitalization process as the more seasoned 

administrations are accepting to be substandard because of them getting progressively 

obsolete for the significant populace that is in charge of the banks advertise and 

thusly increasingly costly to the banks (Koiranen et al., 2010). 
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Additionally digitalization has devised new chance towards firms, which provide 

services by giving them new plans of action, for example, the banks, which do not 

have any physical branches yet rather take a shot at a portable stage. Take a model; 

Atom Bank that is a bank dependent on United Kingdom, the bank just takes a shot at 

a versatile stage. Molecule Bank comes up short on any physical branches for clients 

to visit however the entirety of its activities are carrying out their responsibilities on a 

cell phone and one can open a ledger utilizing a cell phone (Atom Bank, 2016). 

 

In Africa continent the digitalization impacts on the financial sector can easily be 

attributed to the amount of people using internet banking for settling their bills 

because it is the major factor for the average people banking errands (Pohjola 2015). 

Like other industries, commercial banks and financial sector are increasingly molding 

to new shape this is because of the rapid enhancements to digitalization and 

technology. The trail of digitalization in commercial banking and financial sector in 

Africa is heavily impacting towards cost-saving potential and also creating fresh 

revenue sources (Olanrewaju, 2014). The progressions that digitalization has had on 

money related area so far are mostly to day by day banking services and to no-

information serious services, for example, installments arrangements and web 

banking. These services were not a problem to normalize and as per huge banks, these 

arrangements brought down the client's continuous visit to banks. As indicated by 

Barclays Bank Africa, which was one of the pioneer banks to see the potential in 

digitalization and advanced banks, after they moved to on the web and versatile 

banks, their clients presently visit the bank's offices two times each month all things 

considered, and the remainder of the days they use service of portable financial 18 

times each month (Deutsche Bank, 2016). 

 

The banking industry in Tanzania can trace its history back during colonialism 

particularly 1900s. The banks during this time were established in Tanzania and East 

Africa as a mechanism by colonialists to ensure effective operation of their economic 

activities. The banking industry of Tanzania is a result of Germany colonial system 

(Erick, 2015). 
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Most of rules which guide operation of banks in Tanzania were made by British 

framework in 1991. Apart of introduction of larger number of banks as compared to 

during Germany era, there has also been introduction of different laws which guide 

banking activities in Tanzania. The emergency of Arusha declaration of 1967 led to 

nationalization of all banks operating in Tanzania Come tomid-1990s a report on the 

examination concerning Monetary and banking systems in Tanzania by the Nyirabu 

Commission was passed on. Huge duty in banking improvement is liberal; it is the 

purpose behind the various laws on banking business, for instance, the Banking and 

Financial Institution Act, 1991(Mazwile, 2014). Despite of the responsibilities 

undertaken by the legal framework, it did not cover things such as mechanized 

banking. This was because ICT was not used by most of financial institutions in the 

country (Mwakitalu, 2013). 

 

From that point forward, budgetary specialist organizations have been utilizing 

electronic message transmitted through restrictive programming framework 

(intranets) for quite a while before ICT presented web. Come to 21st century and 

presentation of internet caused a sensational upheaval in the old customary strategies 

for exchanges which has required most banks and money related foundations in many 

nations present the utilization of such innovation in most business exercises 

(Mwakitalu, 2013). Digital banking in Tanzania is in its beginning periods; however 

an incredible reaction of utilization is seen. The selection of Automated Teller 

Machines by different banks and budgetary foundations is of pride, the appropriation 

of advanced banking by different business banks gear propensities for stores and 

speedy exchanges of cash or installments through electronic installments services. 

The selection of digital banking by CRDB bank clearly shows the intended 

computerized banking in the nation. 

 

Computerized banking has generated chances for banks to provide multiple services 

via phone and internet. Payne et al., 2017; Coelho &Easing wood, 2008). Lee and 

Chung 2009, p.385 are of the view that a firm can be able to receive more than two 

channel approaches when its items are presented in more than one channel. Lee and 

Chung (2009, p.385) note:“the revolution of internet brought about changes on 
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banking sector particularly various servicers of financial institutions and the extent of 

provision of these services. This has led to acceptance of mobile banking as a normal 

practice in daily life. In the most recent decades, the accessibility of computerized 

gadgets, (for example, PCs, cell phones, tablets and iPad) and their availability to the 

web has brought about clients hoping to do budgetary administrations, as opposed to 

simply email, internet perusing and making calls. This service offering by means of 

computerized gadgets is expanding and contending with bank outlets, although 

investigation on digital banking practice is still restricted. 

 

The effect of digitalization in banking has been an interested key in the late years; 

however, how to investigate it adequately has been under investigation. Besides, 

surveying the impact of digital banking on the performance of commercial banking 

has obtained partial consideration. The proof has been exhibited by other writing 

showed above, which guarantees that digital banking research is uncertain and has 

prompted widening the strategy (Fute and Lyimo, 2019). This is significant 

particularly when client conduct is changing towards digitalization of banking. Banks 

face 'imperceptible' clients, who once in a while go to their respective branches for 

exchanges, something which makes them closer to their branches. Digital banking has 

opened up circulation channels for service, engaging clients. A Banks getting and 

holding client through digital banking is significant, thus making this exploration 

critical. Nonetheless, there is yet restricted models of digitalization banking services, 

particularly inquire about on how digital banking and the performance commercial 

bank are connected. There has been no exhaustive investigation on the influence of 

digital banking toward performance of commercial banks. This makes a strong 

ground for conducting this research. These researches therefore aims at examining the 

influence of digital banking in the performance of commercial banks and intend to 

provide an in-depth analysis of commercial banks in Tanzania while using CRDB 

bank as real world experiences to broaden understanding. 
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1.3 Statement of the problem 

There are various changes in financial business which currently take place including 

adoption of new technologies used in the sector. The reason behind these changes in 

the sector is increased digitalization (Andersson and Boström, 2019). Management of 

most organizations has currently incorporated digitalization into their plans. 

BearingPoint (2018) asserts that it is essential for management of organizations to 

include digitalization as an important contributor and should also be placed into 

organizational procedures. Digitalization has been responsible in influencing various 

ventures in organizations including financial business, which is associated with new 

advances as well as dynamism in terms of conducts of clients.  

 

Despite the fact that, digitalization has quickly changed the banking industry and the 

way they operate, the banking industry is struggling with the adaptation of their 

clients towards the digital needs (BearingPoint, 2018). 

 

The clients expect esteem including, uniquely crafted, and customized services that 

help their money related objectives (CGI Group Inc., 2014). For example, in Tanzania 

the economy is continually changing, and guidelines are expanding. Besides, client 

desires are higher than any time in recent time. Consequently, it is indispensable for 

banks to consider these difficulties before adjusting their business to the expectation 

of clients. 

 

Considering the introduction of digital banking, the study then was focused on 

determining the contribution of the technology on performance of commercial banks. 

The relationship which was measured in the study was the one existing between 

digital banking and sales performance, profitability of bank as well as transaction 

costs. The focus of the study was on the extent to which digital banking has affected 

performance of CRDB Bank, Tanzania.  
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1.4 Objectives of the study 

1.4.1 General Objective 

To explore influence of digital banking on the performance of commercial banks in 

Tanzania. 

 

1.4.2 Specific objectives 

The specific objective for this study included: 

i. To examine therelationship between digital banking and efficiency of CRDB 

bank. 

ii. To examine the relationship between digital banking and sales performance of 

CRDB bank. 

iii. To examine the relationship between digital banking and profitability of 

CRDB bank. 

iv. To examine the relationship between digital banking and transaction cost at 

CRDB bank. 

 

1.5 Research questions 

This study addressed the following research questions; 

 

1.5.1General question 

What is the influence of digital banking on the performance of commercial banks in 

Tanzania? 

 

1.5.2Specific questions 

i. Is there arelationship between digital banking and efficiency of CRDBbank? 

ii. Is there a relationship between digital banking and sales performance of 

CRDB bank? 

iii. Is there a relationship between digital banking and profitability of CRDB 

bank? 

iv. Is there a relationship between digital banking and transaction cost in CRDB 

bank? 
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1.6 Significance of the study 

The study findings would help the management of CRDB bank in evaluating the 

importance of their digital banking towards the performance of the bank by enhancing 

their profitability. The bank management may gain more awareness on the 

importance of digital banking from the link between digital banking and the 

performance of commercial banks. 

 

The findings of the study will assist policy makers particularly those in the banking 

industry in determining the current practices of mobile banking and the extent to 

which the technology affects performance of banks. Knowledge among policy makers 

will make them come up with an effective policy which will increase adoption of new 

trends something which will lead to improvement in performance of commercial 

banks which act as the key drivers of Tanzanian economy.  

 

The findings of this study are expected to open up room for a wider understanding of 

the influence of digital banking on the performance of commercial bank in Tanzania: 

a case study of CRDB bank. 

 

Also highlights of the study on the influence of digital banking on the performance of 

commercial banks in Tanzania would help stakeholders in the banking industry to 

shape their banking strategies more precisely.  

 

The study is also expected to provide an expanded research base for future studies. 

Since the researcher is working within the banking industry, it would also sharpen the 

researcher‟s performance skills and knowledge of all related matters to this study. 

This study is also important to researcher for fulfillment of the award of master of 

business administration in corporate management of Mzumbe University. 

 

1.7 Scope and delimitation of the study 

This study was confined in assessing the influence of digital banking on the 

performance of commercial bank in Tanzania. CRDB bank was taken as a case, 

whereby specific confinement were on examining whether digital banking affect the 
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efficiency of CRDB bank, examining the extent in digital banking affects the profit 

making at CRDB bank and examining whether digital banking minimize banking 

operation cost at CRDB bank (Head office). 

 

1.8 Limitations of the study 

The researcher experienced a problem on the willingness of the respondent to answer 

questions. Therefore, in order to avoid such limitation, pre-information was provided 

to respondents of the study on what the study is about and the possible benefits of the 

study. They were also informed of the uses of the study that it was for academic 

purposes and not otherwise.  

 

Also, this study is conducted in only one commercial bank in Tanzania, which is 

CRDB bank. Therefore, the data collected were limited to only one commercial bank; 

hence it is impossible to generalize this data to apply in other commercial banks, 

which are in banking industry in Tanzania. Future studies on other commercial banks 

would therefore greatly enhance the understanding of the influence of digital banking 

on the performance of commercial banks in Tanzania. 

 

1.9 Organization of the research report 

This indicates how the study is structured. The study is structured into five chapters 

of which chapter one provides the background of the study, statement as well as 

objectives of the study, chapter two discussed about literature review which also 

covered conceptual definition, theoretical literature review, empirical literature 

review, research gap as well as conceptual and theoretical framework.  

 

In chapter three of research report, the researcher discussed about research 

methodology which include the area of the study, research design employed, 

sampling techniques and sample size, data collection methods, data processing and 

analysis, whereas in chapter four based on presentation and discussion of the findings, 

while in chapter five based on the summary, conclusion and recommendation of the 

study and the final page consisted of the references and list of appendices. 
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CHAPTER TWO 

 

LITERATURE REVIEW 

 

2.1Introduction 

The chapter covers the review of both the theory in the respect of digital banking and 

detailed empirical evidence on previous research studies that associates with given 

study topic. The chapter also represents conceptual framework and concludes by 

showing a research gap in the studied literature. 

 

2.2Theoretical review 

2.2.1Definition of key terms 

2.2.1.1 Digitalization 

The term digitalization may be illustrated as the usage of technology with a purpose 

to create or rather make a new business model and to provide additional revenue and 

also to create opportunities. Also it is the way in which businesses move to be doing 

business digitally taking into consideration the digital technologies into the daily life 

(Gartner, 2016). 

 

2.2.1.2 Digital banking 

Numbers   that   describe   a   discrete   set   of   its   points   or samples.   The   result   

is   called digital representation or, more specifically, a digital   image, for the   

object,   and digital   form, for the signal. In modern practice, the digitized data is in 

the form of binary numbers, which facilitate computer processing and other 

operations,  but,   strictly   speaking, digitizing simply means the conversion of 

analog source material into a numerical format; the decimal or any other number 

system that can be used instead. Digitalization is of crucial importance to data 

processing, storage and transmission, because it “allows information of all kinds in  

all formats to be carried with the same efficiency and  also intermingled". Unlike 

analog data, which typically suffers some loss of quality each time it is copied or 

transmitted, digital data can, in theory, be propagated indefinitely with absolutely no 
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degradation. This is why it is a favoured way of preserving information for many 

organisations around the world. 

 

Digital banking is the move   to online banking where   banking services are delivered 

over the internet. The advantages for banks and customers are providing more 

convenient and faster banking services. The shift from traditional to digital banking 

has been gradual and should be rather described in degrees of service digitization than 

through a categorization into yes and no. It involves high levels of process 

automation and web-based services and may include APIs enabling cross institutional 

service composition to deliver banking products and provide transactions.  It provides   

the   ability   for   users   to access   financial   data through desktop, mobile and ATM 

services. A digital bank represents a virtual process that includes online banking and 

beyond. As an end-to-end platform, digital banking must encompass the front end 

that consumers see, the back end that bankers see through their servers and admin 

control panels and the middleware that connects these nodes. Ultimately, a digital 

bank should facilitate all functional levels of banking on all service delivery 

platforms. In other words, it should have all the same functions as a head office, 

branch office, online service, bank cards, ATM and point of sale machines. 

 

Sayar and Wolfe (2007) characterized the term digital banking as the transition to 

online bank where banking service are conveyed over the internet. The favorable 

circumstances for banks and client are giving increasingly helpful and quicker 

financial assistance. The move from customary to digital banking has been steady and 

ought to be preferably portrayed in degrees of service digitization over through an 

order into yes and no. It includes elevated levels of procedure mechanization and 

electronic services and may incorporate APIs empowering cross-institutional help 

arrangement to convey banking items and give exchanges. It enables customers of the 

bank to have access to information related to money through area of work, ATM or 

even portable (Mahdzan, Mohd-Any and Hamzah, 2017). 
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A digital bank denotes to a virtual procedure that incorporates internet banking and 

past. As a start to finish stage, computerized banking must incorporate the front end 

that shoppers see, the back end that financiers see through their servers and 

administrator control board and the middleware that associates these hubs (Rahman, 

2018). Eventually, digital bank ought to encourage every single utilitarian degree of 

counts on all help conveyance stages. As it were, it ought to have no different 

capacities as service center, branch office, online help, bank card, ATM and retail 

location machines (Skinner, 2014).  

 

The explanation digital banking is something other than a versatile or online stage is 

that it incorporates middleware arrangements. Middleware is programming that 

extension working frameworks or databases with different applications 

(Fehér&Varga, 2019). Monetary industry office, for example, hazard the executives, 

item improvement and showcasing must likewise be remembered for the center and 

back end to genuinely be viewed as a total digital bank. Monetary organizations must 

be at the front line of the most recent innovation to guarantee security and consistence 

with government guidelines. 

 

2.2.2Theories and models guiding the study 

This part provides an examination of the theories, which have close relationship with 

the objectives of the study. Also, there is presentation of all theories and models from 

reviewed literatures, which relate to the study. The theory linked to the objective of 

this study was examined in this part. This review of literature was on the view of 

performance of commercial bank and was focused on the influence of digital banking. 

 

Evidently, earlier analyses could illuminate on digital banking uptake financial take-

up, hypothetical strategies included and understanding for new information securing, 

anyway they are not pointed towards improving execution of banks. It has not been 

put clear on the extent to which performance of banks is affected by the newly 

adopted digital banking technology, with ongoing exploration in digital banking 

examining just help quality, consumer loyalty and faithfulness (Amin, 2016; Raza et 

al., 2015). There is a requirement for worker and client commitment, to comprehend 



13 

 

client needs and experience. Digital banking ought to be concentrated from a more 

extensive point of view: a point of the examination is to accomplish a coordinated 

system. This gets significant so representatives' perspectives can be lined up with 

banks' capacities and client recognitions for the fruitful structure of digital banking 

service to address client issues and improve banks' exposition. 

 

2.3 User Perception of Digital Banking Services 

The view of digital banking can shift among clients, workers and banks. The 

utilization of innovation in making advancement of the services provided by a firm, 

concentrating on addressing customer needs, is best comprehended through how 

clients comprehend the service (Baba, 2012), as clients need to utilize the 

development to make it important to the two gatherings (Arts et al., 2011). Davis' 

(1989) study features the elements affecting clients' view of innovation advancement, 

prompting the TAM. It recommends that client social aim is impacted by apparent 

helpfulness and convenience, which thus predicts genuine innovation utilization 

(Davis, 1989; Davis, Bagozzi&Warshaw, 1989). It is a broadly received model, 

approved by numerous specialists in digital banking (Oliveira and Tam, 2017; Hoehle 

et al., 2012). Table 2.1 and Figure 2.1 show the TAM segments. 

 

Table 2.1 : Components of the TAM 

Construct Explanation Explanation 

Perceived Usefulness The belief that job performance would be influenced by application of 

certain system.  

Perceived Ease of Use The belief that there will be no greater efforts required in using certain 

system.  

Attitude Towards Usage The attitude of users when using a particular system 

Behavioral Intention The intention of users to use a particular system 

Actual System Usage The outcomes which emerge from usage of a particular system 
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Figure 2. 1: Technology Acceptance Model 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Davis, 1989; Davis et al., 1989) 

 

The model recommends that apparent convenience directly affects apparent 

usefulness. Turneret al (2010) find that TAM can foresee client impression of 

innovation, yet caution that care ought to be taken when utilizing it outside its unique 

situation. Koenig-Lewis et al. (2010) concentrate on m-banking take-up finds that 

similarity saw usefulness and hazard are huge pointers, indicating the inadequacy of 

existing models and requirement for additional examinations. 

 

There is an ongoing investigations on digital banking utilizing TAM or a blend of 

other hypothetical systems, concentrating on the components impacting end-client 

acknowledgment, expressed above (Alalwan et al., 2016; Bapat, 2017; Luo et al., 

2010). Gu et al., (2009) recognized social impact, framework quality, self-viability, 
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encouraging conditions, nature with banks, situational ordinariness, auxiliary 

affirmations, calculative-based trust, trust  and usefulness influence m-banking. 

 

Zhou (2012) provides that usage of e-banking assists clients of banks with various 

advantages apart from those related to security and trust. The researcher further 

revealed the factors which influence the behaviour of customers towards e-banking. 

These are those which have an influence on trust which include the quality of data, 

basic confirmation, the quality of services provided, self-adequacy, the quality of 

framework as well as notoriety. Conversely, past research is divided and has not 

explored how digital banking impacts the performance of commercial bank, on which 

this case should be considered as an impediment. 

 

Turner et al. (2010), McKechnie, Winklhofer and Ennew (2006) and Gu et al. (2009) 

find that TAM might be in danger because of the way wherein innovation use has 

been operationalized. This is significant in banks, as financial tasks have been 

changed by increased computerized banking. As contended before, computerized 

banking is related with advanced development (Baba, 2012), while aim to utilize it is 

under the guidance of useful and administration characteristics (Amin, 2016; Jun and 

Palacios, 2016); these are significant zones of premium. In any case, Patsiotis et al. 

(2012) recommend that banks will be able to benefit from incentives emerging from 

knowledge on the effects of development in different classifications of adopters and 

non-adopters. It was realized by Alalwan et al., (2016) usefulness, trust, and self-

adequacy are foreseeing elements to utilize tele banking. Besides factors influencing 

digital banking experience is developing, indicating that flow models need expanding 

and subsequently this examination. The models which exist are not completely fit for 

taking care of banking services issues, as impression of digital banking have made 

changing experience contingent upon client, service and channel type. They bring 

difficulties in understanding about the aspects of digital banking as well as the 

experience of clients. 
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2.3.1 Innovation Diffusion Theory 

The Innovation of Diffusion Theory (IDT) is another important model which is 

mostly useful in providing an understanding of usage of innovation (Rogers, 2003). 

Rogers depicts the pioneers of another item as 'Trend-setters', trailed by 'Early 

Adopters', 'Early Majority', 'Late Majority', lastly 'Slow pokes'. The model regards the 

objective of receiving innovation among people as a methodology to play out a 

conventional movement. The hypothesis was created by Roger's in 1983. The basic 

factors that decide the appropriation of a development at the general level are the 

accompanying: relative preferred position, similarity, multifaceted nature, trial ability 

and perceptibility (Rogers, 1995). Scientists as and Tan and Teo (2000), Gerrard and 

Cunningham (2003) and MdNor and Pearson (2008) had tried the hypothesis on the 

advanced financial selection. The nominalized factors are multifaceted nature, 

trainability and discernibleness. Lin (2011) incorporates IDT to analyze the impact of 

advancement traits and information put together trust with respect to m-banking client 

conduct. Lin's (2011) result additionally shows that social goal is significant in m-

banking take-up, anticipated together by development traits and information-based 

trust. In spite of the fact that, this doesn't show the experience of clients, but rather 

makes suggestions for making improvements in experience in digital banking. 

Henceforth the need to furnish manages an account with a coordinated structure turns 

into a territory of further research. A portion of the variables referenced will be 

examined for digital banking experience (for example trust, protection, helpfulness 

and convenience). 

 

2.3.2 The implication of the TAM and IDT models 

TAM predicts the expectation to acknowledge development while IDT depicts 

various kinds of clients of advancement. The models have helped with seeing how 

individuals and associations use innovation and developments. TAM gets from the 

Theories of Reasoned Action in social brain science (Davis et al., 1989), which 

recommends that convictions impact mentalities, which thusly lead to aims and 

therefore create practices. This will be significant in foreseeing computerized banking 

experience. As indicated by Hoehle et al's. (2012) longitudinal research on 

hypothetical models for contemplating e-banking, TAM, trailed by IDT, are the most 
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broadly utilized? Waite and Harrison (2015) likewise see TAM as transcendently 

utilized, however restricted in client reception setting and operationalization. 

Yousafzai (2012) additionally realizes TAM's power, and a restricted hypothetical 

headway and no unanimity in regards to the methodologies and conceptualizations 

utilized. Be that as it may, a few specialists have consolidated speculations and others 

utilized them autonomously. This examination thought about important hypotheses, 

which included information.  

 

Yousafzai, Foxall and Pallister (2010) came up with the findings that TAM predicts 

e-banking take-up superior to different speculations. This will be included in the 

decision of hypothetical models for contemplating digital banking. By and by, 

innovation and the supporting models are advancing. For example, Lin and Hsieh 

(2006) build up a model for new self-service take-up dependent on fulfillment, 

innovation preparation and quality, prompting conduct sustenance to receive. 

Different scientists recognize different factors, which impact digital banking take-up, 

by adjusting a mix of speculations (Deng et al., 2010; Martins et al., 2014; Jun and 

Palacios, 2016). For instance, Zhou (2012) adjusted the Elaborate Likelihood Model 

to examine clients' underlying trust in m-banking, while Luarn and Pin (2005), 

utilizing TAM, locate that apparent convenience, usability, believability, self-

adequacy and money related cost impact conduct towards m-banking. So also, 

different investigations recommend that online business gives social and monetary 

qualities, which identifies with conduct goals (Piyathasanan et al., 2015; Chang and 

Tseng, 2010). Proof has been found in the web-based social networking and digital 

banking use in different nations (Dootson et al., 2016), demonstrating that apparent 

worth needs exploring from alternate points of view. 

 

2.3.3 Relationship between digital banking and efficiency of the bank 

According to McKinsey & Company research on digital banking in Asia (McKinsey 

& company, 2014), the full time equivalent (FTE) approach reveals that 30 top 

processes in banking use 50 percent of their cost, 20 percent of processes in banking 

services can be digitized and potentially can increase efficiency of 15-20 percent of 

the total banking costs. As mentioned in Berger and Mester (2003) and Deyoung et 
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al. (2003), technology adoption could reduce unit cost and some services of banks 

have evolved into low cost and high volume business dominated by high technology 

banks. The investment on the digital technology not only could raise bank's 

operational cost but also increase their revenue, the gap between increases in total 

revenue to rising total operational cost is positive. It reveals that there is non-linearity 

effect of technology adoption on bank scale efficiency. 

 

2.3.4 Relationship between digital banking and profitability of the bank 

Bank profitability has been flighty in the financial division particularly with rivalry 

being very high. Subsequently, monetary developments have been to a great extent 

embraced by neighborhood banks to upgrade profitability. Advanced banking is 

creating a tendency in which banks can isolate their administrations transport as a sort 

of budgetary turn of events. An ever-expanding number of banks are intentionally 

moving more modern and more exceptional versatile monetary stages. All the while, 

improved budgetary execution conversely with previous times has currently been 

considered as a good example which explain about these banks ( Njeru and 

Omangwa, 2018). 

 

Sharma and Halvadia (2015) propose that electronic banking is greatly influenced 

prospects that may arise from the minimized operating costs and the maximization of 

operating revenues. Developing markets and emerging markets were compared in 

response to online banking. The contrast came up with the conclusion that markets 

which are already developed had limited costs of operations and had higher level of 

revenues as compared to emerging markets. Nzau(2013)did not find any logical 

reason to show that internet banking was advantageous to the US click and mortar 

banks. According to Ho and Lin (2010)a higher Return on Equity(ROE) was found in 

the federally chartered banks which were using the click and mortar business model. 

The study also examined the factors leading to the adoption of internet banking. Ho 

and Lin (2010) were able to observe that banks which had greater profits as compared 

to others began to make adoption of e-banking after 1998 despite the fact that they 

were not the first movers. Nupur (2010) shows that banks are able to have cost and 

efficiency gains as a result of internet banking. There has been little adoption of 
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internet banking by most of banks in UK. Also, there is small number of customers 

online who are approximated to be little more than half a million.  

 

2.3.5 Relationship between digital banking and transaction cost at the bank 

Banks can diminish client assistance staff as clients utilize increasingly self-

administration capacities; there is limited information considering that all applications 

are prepared and accomplished via online services by their clients. Decrease in 

explanations and exposures of bank, less check handling costs because of an 

expansion in electronic installments and decrease in expenses of mail and paper 

circulation. Then again, the favorable circumstances for the clients are huge efficient 

and diminished expenses in getting to and utilizing the different financial items and 

administration, expanded solace and accommodation (Pyun, Scruggs & Nam, 2002). 

 

Osage and No (2013) in their investigation on electronic banking adoption by Kenyan 

Commercial banks presumed that while selection of electronic banking was gainful, it 

was influenced by variables, for example, accessibility of service all day, every day, 

animated exchanges and client accommodation. Pikkarainen et al (2004) in their work 

on shopper acknowledgment of internet banking discovered two 20 basic reasons 

fundamental web based financial turn of events and dissemination. In the first place, 

we based services were regarded as the source of cost investment funds by banks. It is 

revealed that the mostly expensive banking channel for banking items when settled 

currently is internet banking (Sathye, 1999). Furthermore, banks have currently be 

concerned much about scaling the quantity of their services providers in branches 

something which has led to increased self-services channels as very numerous clients 

felt that branch banking took an excessive amount of time and exertion (Karjaluoto 

and Pento, 2003). Consequently, time and cost investment funds and opportunity 

from place have been discovered the principle reasons hidden web based financial 

acknowledgment. 
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According to Beattie (2019) digital banking platform such as internet banking offer 

the absolute most minimal expenses in banking. This should be conceivable 

considering the way that the online banks do not have unclear level of costs from 

standard banks. In the event that people keep money with an across the nation 

physical bank, their expenses are paying for the expense of staffing the country over, 

publicizing and dealing with charges. With advanced banking, most of that overhead 

is non-existent or paid for with different salaries, thinking about the abatement of 

charges. Records can be normally upheld from a standard monetary parity by 

methods for electronic trade. Most quick banks offer limitless trades to no detriment, 

including those destined for outside fiscal associations. They will similarly recognize 

direct stores and withdrawals, which are affirmed, for instance, finance stores and 

programmed charge installment (Michael, 2015). 

 

2.4 Empirical review 

Agboola et al., (2019) undertook an investigation on how digitalization upgrades the 

presentation of business banks embracing the purposive strategy and basic irregular 

examining choosing 370 no managerial workers from a business bank. A self-

organized survey was utilized as the significant instrument for information assortment 

and was investigated utilizing SPSS adaptation 25. From the outcome, it was found 

that there was a mellow noteworthy and positive connection between the 

digitalization procedure and business bank execution (r = 0.114*; p< .05). 

Additionally, there is a positive huge connection between innovation of products and 

execution of business banks in Nigeria (r = 0.186; p< 0.001). The examination 

suggests that digitalization forms assuming sufficiently and effectively executed, will 

have a critical positive relationship on the exhibition of business banks in Nigeria 

ceteris paribus. 

 

Njogu (2014) carried out an investigation, which aimed at determining the effect of 

electronic banking on profitability of Kenyan commercial banks. The objective was to 

determine the extent to which profitability of commercial banks of Kenya has been 

affected by electronic banking. The commercial banks used in gathering information 

were the Central Bank of Kenya and Commercial banks. Relapse investigation was 
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accomplished for the period to decide the impacts of electronic putting money on 

gainfulness of business banks in Kenya. A total of 5 years investigation was carried 

out which was from 2009 up to 2013. The discoveries on the coefficient of assurance, 

the investigation found that the changes monetary presentation of business banks in 

Kenya could have been brought by changes in web banking, purpose of deals, 

programmed teller machine, portable banking and size of the bank at 95% certainty 

stretch. 

 

The examination found that there was an existing positive connection between 

electronic banking and the budgetary execution of business banks. The other thing 

that was found to have an impact on Kenyan banks was the size of the banks. 

Business banks in Kenya have been able to reduce expenses through application of 

innovations which have been brought by electronic banking. This has in turn resulted 

into an increase in adaptability of banks to clients., this has empowered business 

banks to be exceptionally quick in embracing electronic financial which has 

empowered business bank to be universality in inclusion, adaptability, intelligence, 

and with more noteworthy openness contrasted with regular financial channels, for 

example, ATM, Point of Sale Mobile banking and web banking which impact the 

monetary; execution of the bank. Electronic financial assistance gives 

accommodation and speediness to clients alongside cost reserve funds. Furthermore, 

banks are in better position to increase market growth through interacting with their 

customers via internet. The investigation further uncovered that the P-esteem were 

under 0.05 in all the factors, which shows that the entire autonomous variable was 

measurably critical. 

 

Maiyo (2013) undertook the study on the effect of electronic banking on financial 

performance of commercial banks in Kenya. This investigation was trailed to 

explicitly set up the issues of electronic putting money on the presentation of business 

banks in Kenya. The exploration focused on forty one (41) enrolled business banks in 

the financial business in Kenya where essential information utilized. The 

investigation applied relationship and relapse insights for breaking down with the 

SPSS. Regression analysis was additionally used in deciding the ramifications of the 
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connection between the distinguished factors. The examination utilized spellbinding 

plan since it upgraded productive portrayal that was as substantial, dependable, and 

precise however much as could reasonably be expected with respect to the reactions. 

The outcomes uncovered that the general model was a superb fit on the grounds that 

the balanced R squared had an estimation of 0.654. This connotes a solid connection 

between Electronic Funds Transfer, mobile banking and operational. This 

demonstrates all the factors thought about reason as a variety of 65.4 % on execution 

of Kenyan-based business banks. In this manner, the examination suggests the 

advancement of the proposed model through inclusion of more factors that are 

significant in explaining the differentiation. This examination has likewise prescribed 

further exploration to include examinations in other monetary foundations like saccos 

and microfinance. 

 

The study by Kombe and Wafula (2015) was carried out with the purpose of 

determining the extent to which performance of financial institutions in Kenya is 

affected by mobile banking. The investigation embraced an unmistakable study 

structure. The objective populace contained 31 representatives of KCB, Treasury 

Square in Mombasa Kenya. Information assortment was done using surveys and 

examined utilizing statistical instrument. From the examination, it was uncovered that 

the effect of ICT appropriation on the exhibition of banking part chiefly alludes to 

time decreases and quality enhancements, as opposed to cost decreases as announced 

by numerous analysts. 

 

The study by Mwangangi (2017) was based on the influence of digitalization on 

performance of financial institutions in Kenya. The target population of this study 

comprised 623 senior employees. Respondents of the study were selected using 

stratified sampling technique. The study discovered that main platforms used in 

digitalization would lead to an increase in performance of commercial banks. 

Therefore, the conclusion drawn from the study was that performance of banks was 

positively affected by platforms used in digitalization. The study was able to establish 

that a unit increase in the main platforms used in digitalization would lead to an 

increase in performance of commercial banks. The recommendations from the study 
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are that; commercial banks should incorporate all the main platforms used in 

digitalization.  

 

Nyangosi et al (2014) led an examination entitled "Digitizing Banking Services" an 

observational investigation of client's reception and utilization. This examination 

concentrated on the appropriation and saw handiness of clients on digital/Internet 

banking (IB) and mobile banking (MB) in India. Data was collected from 250 

respondents from north Indian urban communities. The outcome affirms that 

appropriation of IB and MB is on the ascent however there is a requirement for 

mindfulness programs as clients think of it as reasonable. The specialists further 

indicated that Internet and versatile advancements of ongoing years have picked up 

force and are affecting the working of each procedure including money related 

administrations. These advances have even led to increased attention among 

budgetary specialist co-ops including banks. In the embodiment, existing 

circumstances and conditions in the market have made it obligatory especially in 

striving to fulfill the needs of clients.  

 

Ogare (2013) came up with an investigation, which intended to determine the 

influence of e-banking on performance of Kenyan financial institutions. The basic 

aim of the study was measuring whether there is an existing relationship between the 

independent variable of the study and dependent variable. Profit after tax was used as 

an indicator of performance while number of ATMs, number of point of sales 

terminals, number of debits, the level of usage of mobile banking and credit cards 

issued to customer were used as indicators of independent variable. The information 

concerning performance was obtained from annual reports of banks as well as 

information from Central Bank of Kenya. The examination utilized both distinct and 

inferential insights in investigating the information. The findings from the study 

revealed that e-banking had crucial impact on performance of banks in Kenya. It 

means that banks were able to improve their performances as a result of adoption of 

the technology. The huge test indicated that the impact of bank developments on bank 

benefit was measurably noteworthy implying that the joined impact of the bank 
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advancements in this exploration is factually critical in clarifying the benefits of 

business banks in Kenya. 

 

Also, another study was carried out by Khrawish and Al-Sa'di (2011), which had the 

objective of determining the extent to which the performance of banks of Jordan is 

affected by adoption of e-banking. The period covered by the study was ranging from 

2000-2009. All domestic banks of Jordan were included in the test and were isolated 

into 3 groups; Non-web access suppliers, those adopted the administration early and 

those adopted the administration late. Proportions, which were used in testing the 

impact, included Return on Assets, Return on Equity Margin of Interest as 

gainfulness measures. Different proportions are utilized as autonomous factors, which 

are: loan/assets, deposits/assets, Market share and Overhead RATIO. Relapse 

examination is utilized to test the impact of e-banking administrations on the benefit. 

The relapse investigation demonstrated that there is no huge impact of e-banking 

administrations on the benefit of late adopter's banks regarding ROA, and ROE. It 

gives a marker of high costs and cost related with applying these administrations. In 

contrast to Margin, it is altogether influenced by the e-banking services. Those who 

adopted the technology early had superior results as compared to those who were late 

to adopt the technology. At long last, Internet banking 24 is new and evolving 

quickly, and in this manner aftereffects of exact examinations on Internet banking 

may change extensively with various example and techniques for investigation. 

 

Njeru and Omagwa (2018) conducted a study entitled, “Mobile banking and 

Profitability of commercial banks in Kenya”. The motivation behind this 

investigation was to decide the impact of versatile betting on the gainfulness of level 

1 business banks. The examination was educated by three types of portable banking 

(autonomous factors) that is exchanges, electronic subsidizes move services and 

customization though benefit was estimated through productivity proportions. The 

investigation received an illustrative research structure. The objective populace for 

the examination was six top level 1   commercial banks. Essential information was 

gathered from 60 respondents through an organized survey. Information was 

examined utilizing enlightening examination and numerous relapse investigations. 
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The examination found that exchanges had a factually huge impact on productivity 

while electronic finances move administrations and customization did not 

significantly distress Kenya commercial banks. Notwithstanding, clear examination 

proposes some connection between versatile banking and productivity dissimilar to 

discoveries on numerous relapse investigations. The examination further found that 

most clients were doing most exchanges by means of their cell phones and along 

these lines positively affected gainfulness when contrasted with electronic supports 

move services and customization. The examination reasons that business banks ought 

to in this way deliberately underwrite more exchange services to offer their clients 

quality services and subsequently will keep on getting a lot of income from versatile 

banking as clients do an ever increasing number of exchanges on the mobile program. 

 

2.5 Research Gap 

The studies, which have been previewed, have had their focuses on specific digital 

platforms, which fall under digitalization. The digital platforms of which the 

previewed studies concentrated much on include internet banking, mobile banking as 

well as agency banking. However, there is still limited usage of a single type of 

digital platforms among commercial banks in Tanzania. These banks have been using 

different kinds of digital platforms. As per the knowledge of the researcher, there 

have been no local studies or international studies, which assessed the extent to which 

commercial banks‟ performances in Tanzania, have been affected by digital banking. 

Considering that most of commercial banks in Tanzania shift towards digital banking 

services, yet there are no studies linking their performances and the technology. This 

gap was filled in this study as an assessment was made on the influence of digital 

banking on the performance of commercial banks in Tanzania. Therefore, the 

findings from this study filled the research gap in knowledge that exists regarding the 

subject matter. 

2.6 Conceptual framework 

A conceptual framework is described as the abstract, logical structural of meaning 

that guides the development of the study (Imenda, 2014).As a whole conceptual 

framework covers the conceptualized relationships between variables, under the 
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influence of digital banking on the performance of commercial banks in Tanzania as 

presented in the figure 2.3. 

 

2.6.1 Independent variable 

The independent variable in this conceptual framework consists of digital banking. 

 

2.6.2 Dependent variable 

In this study, the dependent variable is performance of commercial bank, which are 

presented in terms of efficiency of the bank, sale performance of the bank, 

profitability of the bank and transaction cost of the bank.  

 

2.6.3 Explanation/Descriptions of the variables  

Efficiency of the bank; In this research, the extent in which bank efficiency was 

observed based on speed productivity, the extent in which bank produces desired 

outcome using minimum effort and resources, the extent in bank maximize its 

resource capabilities to deliver quality services to clients, and the extent in which 

bank‟s shareholders get a return to their investment. 

 

Sales performance of the bank; this is considered as one of the sub variable used to 

explain the performance of the bank. In this research, this variable is measured based 

on the extent in digital banking improves bank‟s sales growth, the extent in which 

bank‟s revenue have increased due digital banking, the extent in which digital 

banking contributes on market penetration, and the extent in which digital banking 

contributes in the increase of customers satisfaction. 

 

 

Profitability of the bank; this is considered as one of the sub variable presenting 

banking performance whereby in this research the increase of profitability, the extent 

in which digital banking minimizes cost of goods sold during a given period, the 

extent in which digital banking maximizes return on equity and the extent in which 
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digital banking maximize return on asset were considered to measure the performance 

of the bank. 

 

Transaction cost; this is another sub variable presenting the performance of the bank 

whereby its measuring indicators were based on the extent in which digital banking 

minimize transaction cost, the extent in which digital banking helps saving time and 

unnecessary transportation cost, and the extent in which customers gain profit in 

using digital banking transactions. 

 

2.6.4 Explanation of the conceptual framework 

The interrelation between the independent and dependent variables can be clearly 

shown in the figure 2.3 below, whereby digital banking is seen to have influence on 

the performance of commercial banks in Tanzania by specifically associated with the 

efficiency of bank operations, transaction cost of the bank, and profitability of the 

bank. The researcher used different type of Likert scales to measure the research 

variable whereby the respondents indicated their response according to the given 

research question presented in the research instruments. 
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Figure 2. 2: Conceptual framework 
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Source: Developed by Researcher from literature review (2019) 
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CHAPTER THREE 

 

RESEARCH METHODOLOGY 

 

3.1 Introduction 

The methodological part of the study is comprised of all methodologies, which in one 

way or another had influence on achievement of the study. The methodologies 

provided in this chapter include the area of the study, the research design adopted, the 

population of the study, sampling techniques, sample size, data collection methods, 

validity and reliability as well as data analysis. 

 

3.2 Area of study 

The study was conducted at CRDB bank located on the 3
rd

 Floor, in the CRDB Bank 

Headquarters building, along Azikiwe Street in Dar es Salaam. The geographical 

coordinates of the bank‟s headquarters are:06°48'53. 5"S, 39°17'15. 5"E (Latitude: -

6.814861; Longitude: 39.287639). The researcher proposed this study area because 

CRDB bank is one among the leading commercial bank in Tanzania, which has 

adopted the usage of digital bank. As it was also recommended by Charmers et al., 

(2014) that researcher needs to avoid places that limit the possibility of accessing the 

required data. 

 

3.3 Research approach/ strategy 

The mostly used research approaches by most of studies are qualitative and 

quantitative approaches. In this study, the approach, which was considered useful, 

was quantitative approach as it enabled testing of research questions assumed from 

the adopted theory. The basis for selecting this research strategy is that the 

quantitative methodology is proper when gathering information identified with the 

recurrence of event of a variable and it gives the analyst a chance to "clarify 

connections between variables. However, the researcher did not opt for inductive 

research approach since it is subjective in nature and thus makes it hard to sum up 

results to a bigger populace where discoveries are frequently abstract since they 
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depend on the judgment and translation of both approaches used that is quantitative 

and qualitative. 

 

3.4 Research design 

Research design is normally determined by the nature of the research problem so as to 

set the overall strategy of integrating different components in a logical way thereby 

ensuring that the research problem is well addressed (Bryman& Bell, 2015).  

 

Case study is defined as, “is an empirical inquiry that investigates a contemporary 

phenomenon within its real-life context” (Yin, 2017). Also, according to Kratoch will 

(2015) a case study is designed to investigate a particular problem in depth by 

examining variables. This study employed case study research design due to the 

following reasons: first, it was helpful in undertaking an in-depth analysis on the 

problem under study, second, the researcher intended to reduce the scope of the study 

from broader view to a single and easily researchable area. The researcher selected 

this research design because it is convenient for testing whether certain theories or 

models were applied to a particular research problem or phenomena. 

 

3.5 Population of the Study 

Population can either be a collection of people or events or, institutions. Therefore, 

the population of this study consisted of 100 staff of CRDB bank.  

 

3.6 Sampling unit 

The sample unit of the study was CRDB bank head office. The unit was selected after 

a careful decision made by the researcher before selecting the sample of the study.  

 

3.7 Sampling frame 

A sampling frame of this study consisted a list of staff of CRDB bank (Head office). 

The researcher drew its sample of staff by considering their respective working 

departments, which include 28 respondents from marketing department, 8 

respondents from financial department, 12 respondents from procurement department, 

15 respondents from human resource department, 17 respondents from information 
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and technology department. The sampling frame for this study considers those 

individuals for whom there was sufficient data for them to be contacted.  

 

3.8 Sample size of the study 

The sample size is the quantity of members in the examination study (Hair et al., 

2015). The researcher guaranteed that a critical sample size is drawn from the 

examination populace, which thusly gave a general image of the whole populace 

upon investigation. Davies and Hughes (2014) contend that, for any substantial and 

solid investigation to be conveyed, its sample ought not to be fewer than 30% of its 

populace. 

Yamane (1967) developed the formula for determining sample size. The study sample 

size was determined by the use of Yameni‟s formula whereby the researchers employ 

such formula to arrive at a sample size of 80staff. The estimate procedure is as 

follows:  

  n =              N      . 

  1+N (e)
 2
 

Where: n= sample size to be determined, N = the entire population of interest,  

 

e = the acceptable sampling (0.05), 1 = constant.  

 

Sample size for the staff of CRDB bank (Head office) 

 

n=?, N = 100, e = 0.05, 1 = constant.   

 

Substituting in the formula we have:  

n =              100      . 

             1+100 (0.05)
 2
 

n = 80 staff  

The expected sample to be drawn from the target population is 80 staff. 
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3.9 Sampling techniques 

3.9.1 Sampling Techniques 

Sampling technique is defined as a method adopted for selection of subset of 

elements from a larger group of objects (Uprichard, 2013). Before selection of 

respondents who would represent others, the researcher employed non-probability 

sampling technique that is described as follows; 

  

3.9.2 Non-probability sampling technique 

Msabila and Nalaila (2013) exhibited non-probability sampling techniques as a 

testing approach where a determination of people for the example doesn't give all the 

people in the populace equivalent odds of being chosen. There is no uneven 

determination of components or people. In non-probability sampling, respondents are 

always selected depending on their extent of availability or the judgments of the 

researcher. 

 

3.9.2.1 Purposive sampling technique 

Etikan et al., (2016) define purposive-sampling technique as the sampling technique 

involving selecting sample respondents by considering their experience, profession or 

position. This technique selected respondents for the study by not delivering 

equivalent chance of choice to every respondent in the target population (Singh 

&Masuku, 2014).Researcher employed purposive sampling technique in selecting the 

sample size of staff of CRDB bank (Head office). The respondents were chosen 

considering different positions they hold at CRDB bank (Head office). 

 

3.10 Measurement of variables 

There were two measurements employed in the study in measuring the variables of 

the study. These were nominal measurement and ordinal measurement. Five Likert 

scale was used in measuring responses from respondents of the study. The keys of the 

scale included; (5 = Very Large Extent, 4 = Large Extent, 3 = Small Extent, 2 = Very 

Small Extent and 1 = No Extent). 
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3.11 Sources of data 

The researcher used primary data source whereby primary data were collected 

through questionnaires and interview guide questions. Primary data sources were 

considered due to fact that they provide raw information and evidence from variety of 

sources. In addition, the type of data provided by primary data is real time, thus with 

the primary data the researcher was able to have access to the most recent data when 

conducting primary research, which might not be the case for secondary data. 

 

3.12 Data collection methods 

Data collection methods refer to, “gathering specific information aimed at providing 

or refuting some facts” (Merriam, &Tisdell, 2015). The researcher used suitable 

methods for data collection in accordance to the nature and type needed. Data 

collection methods used were;  

 

3.12.1 Questionnaire 

A questionnaire consists a number of questions printed in a definite order on a 

form/set of forms (Moser &Kalton, 2017). The researcher used a list of clear 

questions, which was designed in advance to obtain more data. By using 

questionnaires more data collected could be from approximately a large sample. The 

questionnaires were administered directly to the staff ofCRDB bank (Head office) 

selected as a study sample. This method helps to avoid bias and ensure the collection 

of valid and accurate data.  

 

3.12.2 Interview 

The researcher used an interview guide to collect primary data from senior staff of 

CRDB bank (Head office) where the guide was composed of several questions aiming 

at digging in detail the relevant information. The researcher opted for this method 

because of the nature of the study population, which was composed of literate 

respondents.  
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3.13 Reliability and validity of data 

3.13.1 Pilot test and Pre-testing of the instruments 

The pilot testing of data collection instruments was conducted whereby the researcher 

administered the instruments to the 10% of the sample size of the study, which is 

equivalent to 5 respondents. The test was conducted in order to identify if the 

respondents would have common understanding towards the research instruments. 

For the purpose obtaining effective research instruments for data collection the 

researcher pre-tested the research instruments by giving a chance the respondents to 

go through the entire instruments in order to determine whether the respondents 

understood the questions asked in the questionnaire. 

 

3.13.2 Reliability 

The researcher focused on the right source of information to ensure reliability of data. 

Through this, methodology results produced were consistent. Reliability is about if 

the outcome from an examination can be equivalent if the exploration was to be led 

once more, most definitely. The goal of the examination was to guarantee that if last 

agent followed the very same techniques as depicted by a past examiner and led a 

similar study, once more, the last specialist ought to show up to comparative 

discoveries and ends, (Yin, 2017).In order to ensure reliability, there was 

standardization of the conditions, which guided measurements. Not only that, but 

also, there was proper designing of the measurements‟ direction in order to avoid 

variations in groups while same questions were asked to respondents of the study. 

Investigator improved consistency by normalizing the conditions under which the 

estimation occurred, in this way superficial sources of variety, for example, 

weariness, weakness were limited. That, yet in addition an investigator planned the 

heading for estimation with no variety from gathering to gathering, and by posing 

comparable inquiries to the respondents. 
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3.13.3 Validity 

This is an important indicator which shows whether indicates the degree of accuracy 

of instrument in measuring what was expected to be measured (Khorsan& Crawford, 

2014). Validity determines whether the researcher truly measures what was intended 

to measure or how truthful the research results were (Darawsheh, 2014). In order to 

ensure that validity is adhered, the researcher adequate coverage of the topic was 

provided by the instrument used in measuring. This was through a good 

representative sample of the population.  Due to the importance of data validity, the 

researcher ensured that the data collected using a well-designed data-collecting 

instrument. To the best of his knowledge the researcher prepared a well-structured 

questionnaire, which enabled to capture important and relevant information to be 

subjected to analysis at a later stage.  

 

The instrument used would enable the researcher to perform his study as planned and 

come up with valid results. 

  

3.14 Analysis and management of data 

Before data analysis the researcher systematically reviewed, filtered, and removed the 

collected data which, if left as they were they might mislead the entire results or make 

them meaningless. This activity was done during the process of collecting data and 

after data collection. 

 

Data processing involved a set of activities such as data sorting and cleaning, 

categorizing, data coding and transferring coded data to tabulations. The analysis of 

data was conducted through the use of both quantitative and qualitative data analysis 

techniques. 

 

3.14.1 Data management 

To enable this process to be more accurate and simple the researcher prepared 

codebook that describes the specific details extracted from the questionnaires. Data 

management was observed during the process of data analysis in order guarantee the 

researcher that a significant percentage of the collected information from respondents 
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is useful. Also this was done after collecting data so as to thoroughly check the 

unsubtle data, which were accidentally collected, and the researcher did not notice 

throughout the conduct of the study. The whole process ensured that the remaining 

data guaranteed meaningful, accurate and reliable results.  

  

3.14.2 Data analysis 

Analysis of data is all about examining the findings of the study which have been 

collected during data collection process (Ott&Longnecker, 2015).In this study data 

collected was analyzed both qualitatively and quantitatively. 

 

3.14.3 Data analysis instruments 

Statistical Package for Social Scientist (SPSS) Software Version 19 was employed to 

analyze the data whereby descriptive and correlation analysis technique were used. 

The researcher employed correlation analysis technique since it measures the strength 

of association between two variables and the direction of the relationship.  

 

3.14.4 Qualitative data analysis 

Qualitative analysis was also used in the study through which the researcher 

concentrated on identifying, examining and interpreting various patterns and theme, 

which were in contextual data. Also, qualitative analysis was helpful in determining 

whether the patterns identified answered the research questions. The research 

employed interview method as a qualitative data collection method, which involved 

asking questions to respondents. This was followed by recording the responses of 

participants of the interview. Later on, information was presented using quoted 

sentences.  

 

3.14.5 Quantitative data analysis 

The researcher employed a quantitative data analysis, which involves analyzing data 

numerically; whereby quantifiable data wasanalysed using quantitative methods since 

they were expressed numerically. The researcher utilized numerical methods 

(Statistical method) to break down information and in conclusion information were 
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introduced basically through tables to communicate the connections and consequently 

greatest similarity can be very much accomplished. 

 

3.15 Ethical considerations 

In the consideration of the importance of being ethical, researcher managed to secure 

research clearance from Mzumbe University, whereby researcher‟s introduction 

letter, which explains the purpose of the study, was granted before field visit. 

 

 

 

 

 

 

 

 

 

 

 



38 

 

CHAPTER FOUR 

 

DATA PRESENTATION OF FINDINGS 

 

4.1 Introduction 

This chapter extrapolates data collected during the study in relation to research 

questions and objectives. The chapter is separated into three main sections, which 

focus on addressing the general and specific research objectives. Section one 

concentrate on the introduction. Section two centered on demographic and 

background characteristics of the respondents. Section three provides an existing 

relationship between digital banking and; efficiency of CRDB, sales performance of 

CRDB, profitabilitry of CRDB and transaction cost of CRDB respectively.  

 

A total of 80 questionnaires were administered to respondents belonging from 

different departments, and 5 responses of interview guide questions from the head of 

departments were obtained. 

 

4.2 Demographic characteristics of respondents 

This shows a conceptual of the nature of the population and composition that the 

researcher used in collecting data. This presents demographic characteristics of 

respondents from which questionnaires were sent to, this includes gender of 

respondents, age of the respondents and the education level of the respondents. 

 

4.2.1 Gender status of respondents 

Total of (80) respondents filled the questionnaires, whereas 44 respondents were 

males and 36 respondents were females. This indicates that 55% of the respondents 

were males while the rest 45% of the respondents were females. The result of the 

study suggests that gender of respondents also has helped to provide variety of 

thoughts. This is shown in the Table 4.1 as follows; 
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Table 4.1 : Gender status of the respondents 

Parameters  Frequency Percent 

Male 44 55 

Female 36 45 

Total 80 100 

Source: Field data (2020) 

 

4.2.2 Age of respondents 

Based on the returned questionnaires, the study indicated that 18 respondents (22%) 

were aged between 25 to 35 years, while 47 respondents (59%) were aged between 36 

to 45 years whereas 15 respondents (19%) were aged between 46 and above. This is 

shown in the Table 4.2 as follows; 

 

Table 4.2 : Age of the respondents 

Parameters  Frequency Percent 

25-35 18 22 

36-45 47 59 

46 and above 15 19 

Total 80 100 

Source: Field data (2020) 

 

4.2.3 Working experience of the respondents 

Based on the returned questionnaires, the study indicates that 32 respondents (40%) 

had a working experience of below 5 years, while 22 respondents (27%) had a 

working experience of between 6 to 10 years, whereas 18 respondents (23%) had a 

working experience of between 11 to 15 years and 8 respondents (10%) of the total 

number had a working experience of between 16 years and above 10. This is shown 

in the Table 4.3 as follows; 

 

Table 4.3: Working experience of the respondents 

Parameters  Frequency Percent 

Below 5 years 32 40 

6 – 10 years 22 27 

11 – 15 years 18 23 

16 years and above 8 10 

Total 80 100 

Source: Field data (2020) 
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4.2.4 Working departments of the respondents 

The study sample contained respondents belonging from different departments at 

CRDB bank including Marketing department, Finance department, Procurement 

department, Human resource department, and Information and Technology 

department. The study indicates that 28 respondents (35%) belong from Marketing 

department, 8 respondents (10% ) works at Financed department, 12 (15%) of the 

total respondents belong from Procurement department, 15 (19%) of the total 

respondents belong from Human resources department, while 17 (21%) of the total 

respondents belong at Information and Technology department. The results are shown 

in the Table 4.3 as follows; 

 

Table 4.3: Working departments of the respondents 

Parameters  Frequency Percent 

Marketing department 28 35 
Finance department 8 10 

Procurement department 12 15 

Human resource department  15 19 

Information and Technology 

department 

17 21 

Total 80 100 

Source: Field data (2020) 

 

4.3 Findings by specific research questions 

4.3.1 RQ1: Response on the relationship between digital banking and 

efficiency of the CRDB bank 

The researcher sought to examine the relationship between digital banking and 

efficiency. The descriptive analysis were conducted whereby the descriptive statistic 

results as indicated in the Table 4.4 were obtained while showing the list of variables 

including speed up productivity, the use of minimum effort and resources, 

maximization of resource capabilities and return on investment as variables showing 

the existing association between digital banking and efficiency of the CRDB bank. 
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Table 4.4: Descriptive statistics 

 N Sum Mean Std. Deviation 

Statistic Statistic Statistic Std. Error Statistic 

Speed up productivity 80 377.00 4.7125 .06702 .59945 

The use of minimum 

effort and resources 
80 383.00 4.7875 .05817 .52032 

Maximization of resource 

capabilities 
80 377.00 4.7125 .06462 .57794 

Return on investment 80 370.00 4.6250 .07415 .66323 

Valid N (listwise) 80     

Source: Field data (2020) 

 

The descriptive results in the table 4.4 indicate the description/comparison of means 

and whereby the use of minimum effort and resources as a variable was little over 

greater on average than speed up productivity, maximization of resource capabilities 

and return on investment. The use of minimum effort and resources as a variable was 

having an average of 4.7875, speed up productivity as a variable was having an 

average of 4.7125, maximization of resource capabilities variable was having an 

average of 4.7125, while return on investment variable was having an average 4.6250. 

 

While in the description/comparison of standard deviation the results indicate that 

return on investment variable had a standard deviation of 0.66323, speed up 

productivity as a variable had a standard deviation of 0.59945, the use of minimum 

effort and resources as a variable had a standard deviation of 0.52032 while 

maximization of resource capabilities variable had a standard deviation of 

0.57794.Therefore as return on investment variable data having a higher standard 

deviation compared to the rest of variables, these results entail that the return on 

investment variable data is more spread out or dispersed than the speed up 

productivity, maximization of resource capabilities and the use of minimum effort 

and resources. 
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4.3.1.1 Correlation analysis 

In the line of the result obtained by the descriptive analysis, the researcher also sought 

to examine the relationship between digital banking and efficiency of the CRDB bank 

through the application correlation analysis technique. The correlation analysis was 

conducted whereby the results as indicated in the Table 4.5 were obtained while 

showing how each variable correlate with the digital banking while checking whether 

such relationship is either positive correlation, negative correlation or no correlation 

between variables representing efficiency of the CRDB bank such as speed up 

productivity, use of minimum effort and resources, maximization of resource 

capabilities and return on investment. 

 

Table 4.5: Correlations 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

A matrix was used in presenting the findings of the study with the idea behind being 

replicating correlations in order to determine the Pearson correlation coefficient, 

significant value of the correlation and the sample size that the calculation was based 

on. This result revealed that the Pearson correlation coefficient, r =0.897, r=0.928 and 

r=0.872, and that is statistically significant (p=0.000).   

 Speed up 

Productivity 

The use of 

minimum effort and 

resources 

Maximization 

of resource 

capabilities 

 Return on 

Investment 

Speed up 

Productivity 

Pearson Correlation 
 
1 

 
.897** 

 
.928** 

 
.872** 

Sig. (1-tailed)  .000 .000 .000 

N 80 80 80 80 

 

The use of 

minimum 

effort and 
resources 

Pearson Correlation 
 

.897** 

 

 

1 

 

 

.889** 

 

 

.830** 

Sig. (1-tailed) .000  .000 .000 
N 80 80 80 80 

Maximization 

of resource 

capabilities 

 

Pearson Correlation 
.928** .889** 1 .904** 

Sig. (1-tailed) .000 .000  .000 

N 80 80 80 80 

Return on 

investment 

 

Pearson Correlation 
.872** .830** .904** 1 

Sig. (1-tailed) .000 .000 .000  

N 80 80 80 80 

N 80 80 80 80 
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In the line of the obtaining study findings, the researcher sought to determine how 

efficient does digital banking contribute to the daily banking operations of CRDB 

bank, whereby the question was asked by way of interview method. This question 

was addressed by the branch manager as indicated below; 

 

Response: “From my working experience, it is obvious that the adoption of digital 

banking in our bank has advanced the efficiency of the banking operation in terms of 

proving efficient services to customers electronically, allows new customers to open 

an account online, reduces times taken to serve customers and more enough have 

managed customers to access their account easily and at all the time 24/7.” 

 

In connection to the response obtaining above, the researcher sought to determine the 

reasons as to why CRDB bank decide to adopt digital banking, whereby the question 

was asked by way of interview method. This question was addressed by the branch 

manager as indicated below. 

 

Response: “The reason why our bank has adopted digital banking is due to the fact 

that, the digital banking helps the business to easily transfer payments in their client 

bank account. With digital bank, some of the regular transfers has been advanced 

whereby some of the regular transfers can also be automated, and so our bank 

professionals are able to use their valuable time on something that is more important. 

 

4.3.2 RQ2: Response on the relationship between digital banking and sales 

performance of the CRDB bank 

The researcher sought to examine the relationship between digital banking and sales 

performance. The descriptive analysis were conducted whereby the descriptive 

statistic results as indicated in the Table 4.6 were obtained while showing the list of 

variables including sales growth, increase revenue, market penetration and customer 

satisfaction as variables showing the existing association between digital banking and 

sales performance of the CRDB bank. 
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 Table 4.6 : Descriptive statistics 

 

Source: Field data (2020) 

 

The descriptive results in the table 4.6 indicate the description/comparison of means 

and whereby customer satisfaction as a variable was little over greater on average 

than sales growth, increase revenue and market penetration. Customer satisfaction as 

a variable was having an average of 4.8875, sales growth as a variable was having an 

average of 4.8250, market penetration variable was having an average of 4.7875, and 

while increase revenue variable was having an average 4.5750. 

 

While in the description/comparison of standard deviation the results indicate that 

increase revenue variable had a standard deviation of 0.61160, market penetration as 

a variable had a standard deviation of 0.41166 whereas sales growth as a variable had 

a standard deviation of 0.38236 while customer satisfaction variable had a standard 

deviation of 0.31797. Therefore, as increase revenue variable data is having a higher 

standard deviation compared to the rest of variables, these results entail that the 

increase revenue variable data is more spread out or dispersed than sales growth, 

market penetration and customer satisfaction. 

 

4.3.2.1 Correlation analysis 

In the line of the result obtained by the descriptive analysis, the researcher also sought 

to examine the relationship between digital banking and sales performance of the 

CRDB bank through the application of correlation analysis technique. The correlation 

analysis was conducted whereby the results as indicated in the Table 4.7 were 

obtained while showing how each variable correlate with the digital banking while 

 N Sum Mean Std. Deviation 

Statistic Statistic Statistic Std. Error Statistic 

Sales growth 80 386.00 4.8250 .04275 .38236 

Increase revenue 80 366.00 4.5750 .06838 .61160 

Market penetration 80 383.00 4.7875 .04602 .41166 

Customer satisfaction 80 391.00 4.8875 .03555 .31797 

Valid N (listwise) 80     
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checking whether such relationship is either positive correlation, negative correlation 

or no correlation between variables representing sales performance of the CRDB 

bank such as sales growth, increase revenue, market penetration and customer 

satisfaction. 

 

A matrix was used in presenting the findings of the study with the idea behind being 

replicating correlations in order to determine the Pearson correlation coefficient, 

significant value of the correlation and the sample size that the calculation was based 

on. This result revealed that the Pearson correlation coefficient, r =0.706, r=0.887 and 

r=0.773, and that is statistically significant (p=0.000).  

 

Table 4.7 : Correlations 

 

In the line of the obtaining study findings, the researcher also sought to determine in 

what extent digital banking enhance sales of the CRDB bank, whereby the question 

was asked by way of interview method. This question was addressed to the branch 

managers indicated below; 

 

Response:  “With my experience, I would like to thank for the introduction of digital 

banking in our bank, and with digital banking our bank have managed to introduce 

multiple channels of engagement of its potential customers, therefore this being the 

case, the sales performance has been enhanced based in all marketing positions such 

 Sales 

growth 

Increase 

revenue 

Market 

penetration 

Customer 

satisfaction 

 Sales growth 

Pearson Correlation 1 .706** .887** .773** 

Sig. (2-tailed)  .000 .000 .000 

N 80 80 80 80 

Increase revenue 

Pearson Correlation .706** 1 .743** .662** 

Sig. (2-tailed) .000  .000 .000 

N 80 80 80 80 

Market penetration 
Pearson Correlation .887** .743** 1 .685** 

Sig. (2-tailed) .000 .000  .000 

N 80 80 80 80 

Customer satisfaction 

Pearson Correlation .773** .662** .685** 1 

Sig. (2-tailed) .000 .000 .000  

N 80 80 80 80 

**. Correlation is significant at the 0.01 level (2-tailed). 
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as market penetration, sales growth, increase of revenue and maintaining customer 

satisfaction.” 

 

4.3.3 RQ3: Response on the relationship between digital banking and 

profitability of the CRDB bank 

The researcher sought to examine the relationship between digital banking and 

profitability of the CRDB bank. The descriptive analysis were conducted whereby the 

descriptive statistic results as indicated in the Table 4.8 were obtained while showing 

the list of variables including increase of profitability, minimizes cost of good sold, 

maximize return on equity and maximize return on asset as variables showing the 

existing association between digital banking and profitability of the CRDB bank. 

 

 Table 4.8 :Descriptive statistics  

 

Source: Field data (2020) 

 

The descriptive results in the table 4.8 indicate the description/comparison of means 

and whereby maximize return on equity as a variable was little over greater on 

average than increase of profitability, minimizes cost of good sold and maximize 

return on asset. Maximize return on equity as a variable was having an average of 

4.7000, maximize return on asset as a variable was having an average of 4.6250, 

minimize cost variable was having an average of 4.5875, while increase profit 

variable was having an average 4.5750. 

 

 N Sum Mean Std. Deviation 

Statistic Statistic Statistic Std. Error Statistic 

Increase profit 80 366.00 4.5750 .09869 .88267 

Minimize cost 80 367.00 4.5875 .08092 .72380 

Maximize return on equity 80 376.00 4.7000 .06264 .56029 

Maximize return on asset 80 370.00 4.6250 .06975 .62389 

Valid N (listwise) 80     
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While in the description/comparison of standard deviation the results indicate that    

increase profit variable had a standard deviation of 0.88267, minimize cost as a 

variable had a standard deviation of 0.72380 whereas maximize return on equity as a 

variable had a standard deviation of 0.56029 while maximize return on asset had a 

standard deviation of 0.62389. Therefore increase profit as variable data having a 

higher standard deviation compared to the rest of variables, these results entail that 

the increase profit variable data is more spread out or dispersed than the minimizes 

cost of goods sold, maximize return on equity and maximize return on asset. 

 

4.3.3.1 Correlation analysis 

In the line of the result obtained by the descriptive analysis, the researcher also sought 

to examine the relationship between digital banking and profitability of the CRDB 

bank through the application correlation analysis technique. The correlation analysis 

was conducted whereby the results as indicated in the Table 4.9 were obtained while 

showing how each variable correlate with the digital banking while checking whether 

such relationship is either positive correlation, negative correlation or no correlation 

between variables representing profitability of the CRDB bank such as increase of 

profitability, minimizes cost of goods sold, maximize return on equity and maximize 

return on asset. 

 

Table 4.9: Correlations 

 Increase 

profit 

Minimize 

cost 

Maximize 

return on equity 

Maximize 

return on asset 

Increase profit 

Pearson 

Correlation 
1 .911** .916** .856** 

Sig. (2-tailed)  .000 .000 .000 

Minimize cost 

Pearson 

Correlation 
.911** 1 .908** .915** 

Sig. (2-tailed) .000  .000 .000 

Maximize return on equity 

 

Pearson 

Correlation 

.916** .908** 1 .905** 

Sig. (2-tailed) .000 .000  .000 

Maximize return on asset 

Pearson 
Correlation 

.856** .915** .905** 1 

Sig. (2-tailed) .000 .000 .000  

**. Correlation is significant at the 0.01 level (2-tailed). 
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A matrix was used in presenting the findings of the study with the idea behind being 

replicating correlations in order to determine the Pearson correlation coefficient, 

significant value of the correlation and the sample size that the calculation was based 

on. This result revealed that the Pearson correlation coefficient, r =0.911, r=0.916 and 

r=0.856, and that is statistically significant (p=0.000). 

 

In the line of the obtaining study findings, the researcher also sought to determine 

how digital banking contributes significantly on the profitability of CRDB bank, 

whereby the question was asked by way of interview method. This question was 

addressed to the branch manager as indicated below; 

 

Response: “With my professional experience in banking industry, digital banking has 

numerous contributions for bank and for customers. In addition our bank profitability 

has been enhance since the adoption of digital banking especially in terms on return 

on equity and return on asset. On the other hand digital banking has contributed 

significantly to customers on time saving and has reduced cost in accessing and using 

the various product and services of our bank.” 

 

4.3.4 RQ4: Response on the relationship between digital banking and 

transaction cost at CRDB bank 

The researcher sought to examine the relationship between digital banking and 

transaction cost at CRDB bank. The descriptive analysis were conducted whereby the 

descriptive statistic results as indicated in the Table 4.10 were obtained while 

showing the list of variables including minimize cost, saving time, customer benefit 

and high risk of fraud as variables showing the existing association between digital 

banking and transaction cost at CRDB bank. 
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Table 4.10: Descriptive statistics 

 N Sum Mean Std. Deviation 

Statistic Statistic Statistic Std. Error Statistic 

Minimizecost 80 362.00 4.5250 .08339 .74587 

Savingtime 80 391.00 4.8875 .03555 .31797 

Customerbenefit 80 369.00 4.6125 .06772 .60575 

Highriskoffraud 80 250.00 3.1250 .07199 .64386 

Valid N (listwise) 80     

Source: Field data (2020) 

 

The descriptive results in the table 4.10 indicate the description/comparison of means 

and whereby the saving time as variable was little over greater on average than 

minimize cost, customer benefit and high risk of fraud. Saving time as a variable was 

having an average of 4.8875, customer benefit as a variable was having an average of 

4.6125, minimize cost variable was having an average of 4.5250, while high risk of 

fraud variable was having an average 4.1250. 

 

While in the description/comparison of standard deviation the results indicate that    

minimize cost variable had a standard deviation of 0.74587, saving time as a variable 

had a standard deviation of 0.31797 whereas customer benefit as a variable had a 

standard deviation of 0.60575 while high risk of fraud variable had a standard 

deviation of 0.64386. Therefore minimize cost variable data having a higher standard 

deviation compared to the rest of variables, these results entail that the minimize cost 

variable data is more spread out or dispersed than minimize cost, saving time, 

customer benefit and high risk of fraud. 

 

4.3.4.1  Correlation analysis 

In the line of the result obtained by the descriptive analysis, the researcher also sought 

to examine the relationship between digital banking and transaction cost at CRDB 

bank through the application correlation analysis technique. The correlation analysis 

was conducted whereby the results as indicated in the Table 4.11 were obtained while 

showing how each variable correlate with the digital banking while checking whether 

such relationship is either positive correlation, negative correlation or no correlation 
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between variables representing transaction cost at CRDB bank such as minimize cost, 

saving time, customer benefit and high risk of fraud. 

 

Table 4.11: Correlations 

 Minimize 
cost 

Saving time Customer 
benefit 

High risk of fraud 

Minimize 

cost 

Pearson Correlation 1 .733** .932** -.138 

Sig. (2-tailed)  .000 .000 .221 

N 80 80 80 80 

Saving time 

Pearson Correlation .733** 1 .691** .255* 

Sig. (2-tailed) .000  .000 .022 

N 80 80 80 80 

Customer 
benefit 

Pearson Correlation .932** .691** 1 .028 

Sig. (2-tailed) .000 .000  .803 

N 80 80 80 80 

High risk of 

fraud 

Pearson Correlation -.138 .255* .028 1 

Sig. (2-tailed) .221 .022 .803  

N 80 80 80 80 

**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

 

A matrix was used in presenting the findings of the study with the idea behind being 

replicating correlations in order to determine the Pearson correlation coefficient, 

significant value of the correlation and the sample size that the calculation was based 

on. This result revealed that the Pearson correlation coefficient, r = 0.733, r= 0.932 

and r= -0.138, and that is statistically significant (p=0.000).  

 

 

In the line of the obtaining study findings, the researcher also sought to determine 

how far digital banking system minimizes the transaction cost at the CRDB bank, 

whereby the question was asked by way of interview method. The branch manager as 

indicated below addressed this question as follows; 
 

Response: “As we all know, transaction costs are a significant barrier to the take up 

and use of formal financial service, therefore digital banking involving the use of 

debit card, ATMs, mobile money and digital credit have potentially managed to 

reduce transaction costs. Further, the digital banking has also minimized indirect 

cost by reducing travel distance and unnecessary physical visit in the branch by 

customers.” 
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CHAPTER FIVE 

 

5.1 Introduction 

This chapter gives the discussion of the findings. The study assessed on the influence 

of digital banking on the performance of commercial banks at CRDB bank plc. The 

emphasis was on the relationship between digital banking and efficiency of CRDB 

bank, the relationship between digital banking and sales performance at CRDB bank, 

relationship between digital banking and profitability of CRDB bank and relationship 

between digital banking and transaction cost at CRDB bank. 

 

5.2 Relationship between digital banking and efficiency of CRDB bank 

A Pearson correlation was run to determine the relationship among the use of 

minimum effort and resources, maximization of resource capabilities and return on 

investment were statistically significant (r =0.897, r=0.928 and r=0.872,p=0.000). 

Therefore based on the results obtained it can concluded that use of minimum effort 

and resources, speed up productivity, maximization of resource capabilities and return 

on investment. 

 

Statistically significant linear relationship (p=0.000). It can also be concluded that the 

direction of the relationship among the identified variables (use of minimum effort 

and resources, speed up productivity, maximization of resource capabilities and return 

on investment) implying that these variables tend to result together when digital 

banking influences the efficiency of CRDB bank. Therefore the magnitude or strength 

of the association/relationship is absolute strong.  

 

However, inconsistent results were obtained in the study by Jui-Chu, Jin-Li, and 

Kang-Liang (2005) who contended that, the efficiency of the bank cannot be 

improved by merely increasing its adopting digital banking: Its efficiency can be 

improved when activities of the bank are coordinated with other electronic business. 

Some of the provided include point of sale (POS) system, automated clearing house 

(ACH) system, financial electronic data exchange interchange, interactive video 
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terminal (IVT) system, remote banking system,  and even internet banking. Halili 

(2014) also argued that digital banking is negatively related to banking performance 

indicators such as return on investment, return on asset and return on equity. 

 

The coefficient of the above correlation analysis, which is (r =0.897) shows that there 

is positive correlation between digital banking and the efficiency of CRDB bank in 

terms of the use of minimum effort and resources. This means that changes in digital 

banking will correlate with changes on the efficiency of CRDB bank in terms of use 

of minimum effort and resources, whereas the coefficient r=0.928 shows that there is 

positive correlation between digital banking and the efficiency of CRDB bank in 

terms of maximization of resource capabilities. This means that changes in digital 

banking will correlate with changes on the efficiency of CRDB bank in terms of 

maximization of resource capabilities, while the coefficient r=0.872 shows that there 

is positive correlation between digital banking and the efficiency of CRDB bank in 

terms of return on investment. This means that changes in digital banking will 

correlate with changes on the efficiency of CRDB bank in terms of return on 

investment. 

 

Therefore, it can be concluded that digital banking and the performance of 

commercial banks are strongly correlated in term of speed up productivity, use of 

minimum effort and resources, maximization of resource capabilities and return on 

investment. In addition, with regards to Sig (2-Tailed), conclusion can be drawn that 

there is statistically significant correlation between digital banking and the efficiency 

of CRDB bank. 

 

5.3 Relationship between digital banking and sales performance at CRDB bank 

A Pearson correlation was run to determine the relationship among sales growth, 

increase revenue, market penetration and customer satisfaction were statistically 

significant (r =0.706, r=0.887 and r=0.773, p=0.000). Therefore based on the results 

obtained it can concluded that sales growth, increase revenue, market penetration and 

customer satisfaction statistically significant linear relationship (p=0.000). It can also 

be concluded that the direction of the relationship among the identified variables 
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(sales growth, increase revenue, market penetration and customer satisfaction) 

implying that these variables tend to result together when digital banking influences 

the sales performance of CRDB bank.  

 

Therefore the magnitude or strength of the association/relationship is absolute strong. 

In the line the findings obtained, consistent result was obtained in by Muluka (2015) 

who performed the both descriptive and correlation analysis which established that 

accessibility of digital banking was positive correlated with customer satisfaction 

(r=0.749, p<0.01).The study by Kenya (2019) further revealed that there was strong 

positive correlation between digital banking such as electronic banking with sales 

performance of the commercial banks. 

 

The coefficient of the above correlation analysis, which is (r =0.897) shows that there 

is positive correlation between digital banking and the sales performance of CRDB 

bank in terms of the use of minimum effort and resources.  

 

This means that changes in digital banking will correlate with changes on the sales 

performance of CRDB bank in terms of use of minimum effort and resources, 

whereas the coefficient r=0.928 shows that there is positive correlation between 

digital banking and the sales performance of CRDB bank in terms of increase 

revenue. This means that changes in digital banking will correlate with changes on 

the sales performance of CRDB bank in terms of increase of revenue, whereas the 

coefficient r=0.887 shows that there is positive correlation between digital banking 

and the sales performance of CRDB bank in terms of market penetration. This means 

changes in digital banking will correlate with changes on the sales performance of 

CRDB bank in terms of market penetration, while the coefficient r=0.773 shows that 

there is positive correlation between digital banking and the sales performance of 

CRDB bank in terms of customer satisfaction. This means changes in digital banking 

will correlate with changes on the sales performance of CRDB bank in terms of 

customer satisfaction. 
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Therefore, it can be concluded that digital banking and the performance of 

commercial banks are strongly correlated in term of sales growth, increase revenue, 

market penetration and customer satisfaction. In addition, with regards to Sig (2-

Tailed), conclusion can be drawn that there is statistically significant correlation 

between digital banking and the sales performance of CRDB bank. 

 

5.4 Relationship between digital banking and profitability of CRDB bank 

A Pearson correlation was run to determine the relationship among the increase of 

profitability, minimizes cost of goods sold, maximize return on equity and maximize 

return on asset were statistically significant (r =0.911, r=0.916 and r=0.856,p=0.000). 

Therefore, based on the results obtained it can be concluded that increase of 

profitability, minimizes cost of goods sold, maximize return on equity and maximize 

return on asset are statistically significant linear relationship (p=0.000). It can also be 

concluded that the direction of the relationship among the identified variables 

(increase of profitability, minimizes cost of goods sold, maximize return on equity 

and maximize return on asset) implying that these variables tend to result together 

when digital banking influences the profitability of CRDB bank. Therefore the 

magnitude or strength of the association/relationship is absolute strong. In the line of 

the given findings, the consistent findings were obtained in the study by Ogare, and 

NO (2013) who found that there exists positive relationship between digital banking 

and bank performance. Their study revealed that there was a positive relationship 

between innovation and profitability of bank. In connection to the given findings of 

the study, the study by Yang et al., (2018) further revealed that digital banking 

technology such as Electronic banking improves the performance of commercial bank 

in of the Return of Asset (ROA) and Return on Equity (ROE). 

 

The coefficient of the above correlation analysis, which is (r =0.911) shows that there 

is positive correlation between digital banking and the profitability of the CRDB bank 

in terms of minimize cost. This means that changes in digital banking will correlate 

with changes on the profitability of the CRDB bank in terms of minimize cost, 

whereas the coefficient r=0.916 shows that there is positive correlation between 
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digital banking and the profitability of CRDB bank in terms of maximize return on 

equity. This means that changes in digital banking will correlate with changes on the 

profitability of the CRDB bank in terms of maximize return on equity, while the 

coefficient r=0.856 shows that there is positive correlation between digital banking 

and the profitability of CRDB bank in terms of maximize return on asset. This means 

that changes in digital banking will correlate with changes on the profitability of the 

CRDB bank in terms of maximize return on asset. 

 

Therefore, it can be concluded that digital banking and the performance of 

commercial banks are strongly correlated in term of increase of profitability, 

minimizes cost of good sold, maximize return on equity and maximize return on 

asset. In addition, with regards to Sig (2-Tailed), conclusion can be drawn that there 

is statistically significant correlation between digital banking and the profitability of 

the CRDB bank. 

 

5.5 Relationship between digital banking and transaction cost at CRDB bank. 

A Pearson correlation was run to determine the relationship among minimize cost, 

saving time, customer benefit and high risk of fraud were statistically significant (r = 

0.733, r= 0.932 and r= -0.138,p=0.000). Therefore, based on the results obtained it 

can be concluded that minimize cost, saving time, customer benefit and high risk of 

fraud statistically significant linear relationship (p=0.000). It can also be concluded 

that the direction of the relationship among the identified variables (minimize cost, 

saving time, customer benefit and high risk of fraud) implying that these variables 

tend to result together when digital banking influences the transaction cost of CRDB 

bank. Therefore, the magnitude or strength of the association/relationship among 

minimizes cost, saving time, customer benefit is absolute strong except with high risk 

of fraud, which has negative relationship. In the line the give findings obtained, 

Bachas et al., (2018) discovered that, “digital banking promises to help banks lower 

costs by reducing queuing lines in banking halls, reduce manual paperwork and 

documentation and to maintain fewer bank branches”. Also Ozili (2018) contended 

that with digital banking, vast number of contributors without much of a stretch 
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switch banks in practically no time; driving banks to offer quality types of assistance 

or hazard losing investors to equal banks. 

 

The coefficient of the above correlation analysis, which is (r =0.733) shows that there 

is positive correlation between digital banking and the transaction cost at CRDB bank 

in terms of saving time. This means that changes in digital banking will correlate with 

changes on the transaction cost at CRDB bank in terms of saving time, whereas the 

coefficient r=0.932 shows that there is positive correlation between digital banking 

and transaction cost of CRDB bank in terms of customer benefit. This means that 

changes in digital banking will correlate with changes on the transaction cost at 

CRDB bank in terms of customer benefit, while the coefficient r= -0.138 shows that 

there is negative correlation between digital banking and the transaction cost of 

CRDB bank in terms of high risk of fraud. This means that changes in digital banking 

will negatively correlate with changes on the transaction cost at CRDB bank in terms 

of high risk of fraud. 

 

Therefore, it can be concluded that digital banking and the transaction cost of the 

bank are strongly correlated in terms of minimize cost, saving time and customer 

benefit, but negative correlated with high risk of fraud. In addition, with regards to 

Sig (2-Tailed), conclusion can be drawn that there is statistically significant 

correlation between digital banking and the transaction cost at CRDB bank. 
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CHAPTER SIX 

 

SUMMARY, CONCLUSION AND RECOMMENDATIONS 

 

6.1 Introduction 

The chapter provides the summary of the study, conclusion of the study and 

recommendations of the study. The summary covers all things concerning the 

objectives of the study, methodology used and the findings obtained. 

Recommendations are on how to improve digital banking in the institution.  

 

6.2 Summary of the findings based on the research questions 

6.2.1Summary of the findings based on the relationship between digital banking 

and efficiency of the CRDB bank 

Based on the findings of the study, it can be summarized that the direction of the 

relationship among the identified variables (speed up productivity, the use of 

minimum effort and resources, maximization of resource capabilities and return on 

investment are positive correlated) implying that these variables tend to result 

together in representing the magnitude of efficiency of the CRDB bank. Therefore, 

the magnitude or strength of the association/relationship between digital banking and 

efficiency of the CRDB bank is absolute strong. 

 

6.2.2Summary of the findings based on the relationship between digital banking 

and sales performance of the CRDB bank 

Based on the findings of the study as analyzed by descriptive analysis and correlation 

analysis, it can be summarized that the direction of the relationship among the 

identified variables (sales growth, increase revenue, market penetration and customer 

satisfaction are positive correlated) implying that these variables tend to result 

together in representing the magnitude of sales performance of the CRDB bank. 

Therefore the magnitude or strength of the association/relationship between digital 

banking and sales performance of the CRDB bank is absolute strong. 
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6.2.3 Summary of the findings based on the relationship between digital banking 

and profitability of the CRDB bank 

Based on the findings of the study as analyzed by descriptive analysis and correlation 

analysis, it can be summarized that the direction of the relationship among the 

identified variables (increase of profitability, minimizes cost of good sold, maximize 

return on equity and maximize return on asset are positive correlated) implying that 

these variables tend to result together in representing the magnitude of profitability of 

the CRDB bank. Therefore the magnitude or strength of the association/relationship 

between digital banking and profitability of the CRDB bank is absolute strong. 

 

6.2.4 Summary of the findings based on the relationship between digital banking 

and transaction cost at CRDB bank 

Based on the findings of the study as analyzed by descriptive analysis and correlation 

analysis, it can be summarized that the direction of the relationship among the 

identified variables (minimize cost, saving time, customer benefit are positive 

correlated,) implying that these variables tend to result together in representing the 

magnitude of transaction cost of the CRDB bank. Therefore the magnitude or strength 

of the association/relationship between digital banking and transaction cost of the 

CRDB bank is absolute strong. However high risk of fraud variable was found to 

have negative correlation in determining the relationship between digital banking and 

transaction cost of the CRDB bank. 

 

6.3 Conclusion of the study 

This section has condensed the study findings summarized and discussed from the 

previous chapter respectively. The findings of the study were generally compared to 

the earlier studies whereby consistency and inconsistency were acknowledged. Future 

research opportunities and suggestions were discovered and argued with respect to 

the findings of the study.  
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The study concluded that the direct relationship among the identified variables (speed 

up productivity, the use of minimum effort and resources, maximization of resource 

capabilities and return on investment are positive correlated) in representing the 

relationship between digital banking and efficiency of the CRDB bank. These results 

imply that there is a strong relationship digital banking and efficiency of the CRDB 

bank. 

 

The study concluded that the direct relationship among the identified variables (sales 

growth, increase revenue, market penetration and customer satisfaction are positive 

correlated) in representing the relationship between digital banking and sales 

performance of the CRDB bank. These results imply that there is a strong relationship 

between digital banking and sales performance of the CRDB bank.  

 

The study concluded that the direct relationship among the identified variables 

(increase of profitability, minimizes cost of good sold, maximize return on equity and 

maximize return on asset are positive correlated) in representing the relationship 

between digital banking and profitability of the CRDB bank. These results imply that 

there is a strong relationship between digital banking and profitability of the CRDB 

bank.  

 

The study concluded that the direct relationship among the identified variables 

(minimize cost, saving time, customer benefit are positive correlated) in representing 

the relationship between digital banking and transaction costs of the CRDB bank. 

These results imply that there is a strong relationship between digital banking and 

transaction costs of the CRDB bank. However the study concluded that high risk of 

fraud variable was revealed to negative correlation in representing the relationship 

between digital banking and transaction cost of the CRDB bank. 

 

6.4 Recommendations of the study 

Considering the findings from the study, below are recommendations, which have to 

be taken into consideration in order to improve usage of digital banking after 

revealing its contribution.  
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6.4.1 Recommendations to the management of CRDB bank 

Management of the organization should acknowledge the contribution of digital 

banking. This is due to the factor that digital banking has been found to have a 

positive influence on performance of this institution in terms of sales performance, 

profitability and transaction cost of the CRDB. 

 

In view of the relationship existing between digital banking and efficiency of the 

CRCB bank, the study recommends to the bank of CRDB to understand that digital 

bank would be significant not only on the efficiency of the banking operation. 

Application of the technology would also be useful in making the bank reducing 

operational costs. The management need to understand that digital banking would 

enable the bank in increasing its coverage, being flexible, increased ability to interact, 

and increased accessibility of its services as compared to usage of conventional 

banking channels. Digital banking service reduces costs to customers of banks 

something, which at the end leads to expansion of market of commercial banks.  

 

In view of the fact that the findings of the study explored on the relationship between 

digital banking and profitability of the CRDB bank, it should be observed that despite 

of the fact that CRDB bank hasto measure its profitability based on return on asset 

and return on equity, it should consider the consistent of the factors such as market 

share, overhead ratio, deposits/assets, and loan/assets to determine its profitability. 

 

6.4.2 Recommendation for policy makers 

Since the findings of this study would enlighten the policy makers in the banking 

industry on the expected influence of digital banking on the performance of 

commercial bank; therefore, the policy maker needs to consider the results for this 

study in designing appropriate policy for the adoption of digital banking by 

commercial banks in Tanzania. 

 

From the discoveries there is requirement for different players in the financial areas to 

embrace advanced financial help as this would empower them to have universality in 

inclusion, adaptability, intelligence, and more prominent openness contrasted with 
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customary banking. There is requirement for business banks to vigorously put 

resources into innovation as this will exceptionally energize the appropriation of 

computerized banking advances and this would impact the money related execution 

of business banks. There is additionally requirement for business banks in Tanzania 

to build their size as it emphatically impacts their budgetary exhibition. 

 

6.4.3 Recommendations for further research 

This research study provides an opportunity for further research as they have been 

identified from the presented and discussed research findings. However, the 

limitations of this study create a number of opportunities for further research whereby 

the following areas for further research were discovered; 

 

The researcher recommends that, since the study is the case study considering the 

nature of scope and limited to only one commercial bank, CRDB bank, however the 

findings of the study do not mean that all commercial banks in the country have 

similar benefits. Therefore, more studies should be conducted on the subject matter 

while taking a case of different commercial banks in order to compare/contrast if the 

findings obtained pertaining the same study topic will be either consistent or 

inconsistent.   

 

In addition to the given areas for further research, the researcher also suggests that 

another study need to be conducted while focusing on exploring the extent in which 

digital financial services reduce transaction costs and improve financial inclusion. 

Another area of interest would be to find out if the use of the account and savings are 

correlated with the change in travel distance to access the account. 
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APPENDICES 

 

Appendix (i) Research questionnaire 

Research questionnaires for the staff of CRDB Bank (Head office) 

Dear respondent, 

My name is Mariam Hamisi Lyoba masters student with from Mzumbe University 

(Dar es Salaam Campus) conducting an academic research on the “The influence of 

digital banking on the performance of commercial bank in Tanzania: a case 

study of CRDB bank.” This research is done in partial fulfillment for the award of a 

Master of Business Administration in Corporate Management (MBA-CM).  

PLEASE NOTE: Your name should not appear anywhere in this document 

Instructions on how to complete this form: 

Where there is box in any question below, please choose the correct answer. Where 

there are blanks, please fill in the blanks. 

PART A: DEMOGRAPHIC INFORMATION 

1. Your Gender; 

a) Male. 

b) Female. 

 

2. Your Age;  

a) 25-35. 

b) 36-45. 

c) 46 and above. 

3. How long have you been working at CRDB bank? 

a) Below 5 years. 

b) 6- 10 years. 

c) 11 -15 years.   

d) 16 years and above. 
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PART B: Relationship between digital banking and efficiency of the CRDB bank 

5. Please show to what extent digital banking relates with efficiency of the CRDB 

bank  

Please respond to all the items given below by putting a tick in the appropriate space 

by using the scale range from 1 to 5, whereby 5 = Very Large Extent, 4 = Large 

Extent, 3 = Small Extent, 2 = Very Small Extent and 1 = No Extent 

 

PART C: Relationship between digital banking and sales performance of the 

CRDB bank. 

6. Please show to what extent digital banking relates with sales performance of the 

CRDB 

S/N  Very 

Large 

Extent (5) 

Large 

Extent 

(4) 

Small 

Extent (3) 

Very 

Small 

Extent (4) 

No 

Extent 

(1) 

1.  Digital banking improves 

bank‟s sales growth 
     

2.  Bank‟s revenue have 

increased due digital 

banking 

     

3.  Digital banking 

contributes on market 

penetration 

     

4.  Digital banking 

contributes in the increase 

of customers satisfaction 

     

S/N  Very 

Large 

Extent 

(5) 

Large 

Extent 

(4) 

Small 

Extent 

(3) 

Very 

Small 

Extent 

(2) 

No 

Extent 

(1) 

1.  Speed up productivity      

2.   Bank produce a 

desired outcome using 

minimum effort and 

resources 

     

3.  Bank maximize its 

resource capabilities to 

deliver quality services 

to clients 

     

4.  Bank‟s shareholders 

get a return to their 

investment  
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PART D: Relationship between digital banking and profitability of the CRDB 

bank. 

7. Please show to what extent digital banking relates with profitability of the CRDB 

bank 

S/N  Very 

Large 

Extent 

(5) 

Large 

Extent 

(4) 

Small 

Extent 

(3) 

Very 

Small 

Extent 

(2) 

No 

Extent 

(1) 

1.  Increase of profitability      

2.  Digital banking 

minimizes cost of good 

sold during a given 

period 

     

3.  Digital banking 

maximizes return on 

equity 

     

4.   Digital banking 

maximize return on asset 
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PART E:Relationship between digital banking and transaction cost at the CRDB 

bank 

8. Please show to what extent digital banking relates with transaction cost at the 

CRDB bank. 

Please respond to all the items given below by putting a tick in the appropriate space 

by using the scale range from 1 to 5, whereby 5 = Very Large Extent, 4 = Large 

Extent, 3 = Small Extent, 2 = Very Small Extent and 1 = No Extent 

 

 

Thank you very much for your cooperation and assistance in answering these 

questions. 

  

 

 

S/N  Very 

Large 

Extent 

(5) 

Large 

Extent 

(4) 

Small 

Extent 

(3) 

Very 

Small 

Extent 

(2) 

No 

Extent 

(1) 

1.  Digital banking minimize 

transaction cost 

     

2.  Digital banking helps 

saving time and 

unnecessary transportation 

cost  

     

3.  Customers gain profit in 

using digital banking 

transactions  

     

4.  There is higher risk of fraud 

in digital banking 

transaction 
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Appendix (ii) – Interview guides 

Interview guide forbranch manager of CRDB Bank (Head Office) 

Introduction 

The purpose of the interview is to gather different views from branch manager of 

CRDB bank (Head office) regarding the influence of digital banking on the 

performance of commercial bank in Tanzania: a case study of CRDB bank. 

1. Why did your bank decide to adopt digital banking? 

2. How efficient does digital banking contribute to your daily banking 

operations?  

3. In what extent digital banking enhance sales of the CRDB? 

4. How does digital banking contributes significantly on the profitability of your 

bank? 

5. How far does digital banking system minimize the transaction cost in your 

bank? 
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Appendix (iii) – Research schedule 

Source: Researcher design (2020). 

 

 

ACTIVITIES SEPT - 

DEC 

JAN- 

MAR 

APR – 

MAY 

JUNE -

JULY 

JULY – 

AUGUST 

 

 

Proposal writing 

 

                           

 

 

Data collection 

 

                           

 

Data analysis and 

compiling. 

 

                           

 

Report writing 

 

 

                           

 

Submission of 

Research report 
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 Appendix (iv) 

Map of the study area 

 


