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Abstract: The internet has changed the banks competitive environment 
significantly. The Indian banking index has grown at a compounded annual rate 

of over 51 per cent since April 200l as compared to a 27 per cent growth in the 
market index for the same period. The aim of this study is to explore the role of 
Internet banking in the banker 's perspective.210 bank employees were the 
respondents of this study. The findings of this study present significant progress 
towards nebulous nature of internet banking and its role on the core business of 
the banks. All the items have a significant relationship with the type of the bank 
except for value creation and satisfaction of the respondents. The present 
research differed in the folowing constructs when compared with the previous 
research available in the literature; measurement of financial performance of 
internet banking distribution channel, stakeholder value creation and effect of 
internet banking on bank branches. 
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'he Internet has changed the banks' competitive environment significantly by presenting new 
challenges and realities, such as electronic commerce, and electronic business as the focus of 
competitive change. Banks have realigned their business strategies with the realities of the 

Intermet technology. The Internet has opened competition that enables non-bank fims to ofter financial 
services that compete with banks. 

: Oullne 2230-8059 

Bank branch network has been challenged by online financial services, there was evidence that bank 
branch network was growing steadily during the last five years. Stakeholders have more online banking 
product services and they expect better services because of this competitive environecnt. Strategic 
planning involves many steps. The process starts ofl by defining goals, the scope of the products and 
services, assessing the internal resources and the extermal environment, analyzing the intemal 
arrangements, assessing competitive advantage, developing a competitive strategy, communicating the 
strategy to stakeholders, implementing the strategy, and finally, evaluating the outcome. 
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this 

study 

is 
to 

explone 

the 
ole 

of 
Intermet 

Sanking 

as 

distibution 

chanel 

in 
preent bunk seetor. 

pt 
the 

rigt 

unrstanding 

uf 
the 

ole 

of 
lntermet 

Banking 

in 
cunent 

bank 

weor. 

Theefore, 

tle 

am 

of 

yeats 

f 
develng 

Internet 

Bankiny 

In 
this 

conteat, 

in 
order 

to 
build 

right 

sirategy 

for 
buka, 

we 
alould 

devekgEnt 

and 

pet 

rid 
f 

prnny 

ont 

of 
busincss 

Morever, 

a 
mumber 

of 
banks 

have 

experienced 

chanyed 

Many 

barnks 

have 

maute 

their 

own 

distribution 

channel 

strategics 

in 
oder 

to 
keep 

up 

with 

tecent 

tites. 

In 
fwt, 

as 
Internet 

hanking 

ercrges, 

the 

distribution 

channel 

structure 

of 
banks 

has 

been 

early 

predictiens 

that 

Irnternet 

banking 

wuld 

coHnpletely 

transforn 

bankiny 

have 

been 

more 

tenpered 

in 

that 

fer 

the 

foreseeahle 

futute 

hank 

ranches 

will 

remain 

the 

nuin 

channel 

fot 

the 

banks. 

It 
is 

notahle 

that 

hranehe 

will 

teue 

ntided, 

and 

will 

he 
replaced 

by 
Internet 

hankiny, 

However, 

others 

have 

argued 
few 

collect 

the 

datu 

Ihe 

questionnare 

was 

psted 

n 
the 

website 

and 

a 
requinition 

euil 

was 

sent 

to 
the 

bank 

Oorscho, 

2004, 

Kaplan 

& 
Norton, 

2004 

and 

Tom 

Wamalwa, 

2006 

lnternet 

survey 

methol 

was 

used 

to 

this 

study 

was 

eollected 

using 

a 

Methodology value, 

inlenal 

ocCsses, 

and 

intangible 

asets 

of 
one 

large 

bank 

detail 

the 

perception 

and 

extent 

to 
which 

Internet 

bankng 

aflexted 

the 

finanKLal 

performance, stakeholder 

aligned 

with 

the 

banks' 

coe 

busines 

based 

on 
the 

data 

frum 

thus 

stuaty 

The 

study 

further 

investiyated 

in 

manayeTE influenced 

try 

technologcal 

devepnent, 

as 
well 

as 
by 

the 

perccptions 

of 
bunk 

customern 

and 

bank 

quality 

of 
custuner 

servicct 

and 

reducing 

the 

uerational 

costs. 

The 

acceptance 

of 
internet 

barnking 

is 

It 
is 

widely 

ayrced 

that 

internet 

banking 

povides 

banks 

with 

a 
cotnpetitive 

advantaye, 

by 
improving 

the 

Le, 

the 
emerging 

of 
e-bankiny 

(Boyes 

and 

Stone, 

200 

banking 

transactions 

from 

a 
remote 

location 

cven 

without 

stepping 

nto 

a 
physical 

financual 

stnctue 

and 

computer 

technoloyy 

and 

the 

availab1lity 

of 
the 

internet 

have 

made 

it 
posaible 

that 

one 

can 

do 
most 

Banking 

has 

never 

been 

more 

important 

to 
our 

wIety 

than 

t 
s 

toay 

The 

advance 

of 

comunicalion 

technology 

has 

been 

significant 

in 
the 

banking 

and 

financial 

ervices 

industry. 

branch 

is 
displaced 

by 
call 

centers, 

fut 

this 

rcam, 

it 
eems 

worthy 

to 
note 

that 

the 

inpact 

of 
infomation 

Internet 

surrogates 

mail, 

electronic 

cash 

and 

smart 

card 

replace 

traditional 

bank 

operations, 

the 

bank 

banking), 

c-cash 

ervices 

and 

srmart 

cards 

automatcd 

teller 

machines 

(ATM) 

substitute 

canhier 

tellers, 

the 

transactons 

which 

inchude 

primar1ly 

Internet-bascd 

electronic 

stock 

exchange, 

elcctronic 

banking 

(e 

bruniness 

and 

finance: 

trad1tional, 

paper-based 

transactions 

were 

surroyated 

by 

eleclronic 

network 

The 

last 

decade 

of 
the 

2 

century 

was 

a 
credible 

witness 

to 
the 

crucial 

implication 

of 
lechnoloyy 

in 

infrastructurc. For 

online 

banking 

to 
reach 

a 
critical 

maSs 

there 

has 

to 
be 

sufficient 

mumber 

of 
uers 

and 

the 

suflicient 

found 

that 

as 
compared 

to 
banks 

abroad, 

Induan 

banks 

offerIng 

onlune 

servsces 

stll 

have 

a 
long 

way 

to 
go 

becn 

a 
"leap' 

change, 

Rao 

et 
al 

(2003) 

provided 

a 
theoretical 

analyus 

of 
Internet 

banking 

n 
lnda 

and 

According 

to 
Heikki 

et 
al, 

(2002), 

the 

transforration 

rorm 

the 

tratational 

hank 

ung 
towards 

e-bank1ny 

hat 

yrowth 

in 
the 

rrarket 

index 

for 
the 

sane 

perid 

The 
pace 

of 
development 

fon 
the 

Indian 

yIorNT 

at 
a 

cotnpounded 

annual 

rate 

of 
over 

5I 
per 

cent 

since 

April 

2001 

as 
cornpared 

to 
a 

27 per cent 

ast 

quality 

and 

profitabil1ty 

with 

other 

regional 

banks 

over 

the 

last 

few 

years. 

The 

banking 

index 

has 

fratched 

by 
other 

developed 

markets 

around 

the 

world. 

Indian 

banks 

have 

comparcd 

favorably 

on 

behavioral considerations, ntudy 

he 
states 

that 

the 

conventional 

focus 

of 
research 

is 
sh1ftung 

from 

technologcal 

developments 

to 

Review of literature 

infrastructure. and 

financial 

institutions 

to 

provide 

thesc 

serviccs 

by 

exploiting 

an 

extensive 

public 

network 

products 

and 

tervices 

that 

traditsonal 

rctail 

banking 

could 

no 

leveis 

of 
umvenicnce 

and 

flexib1lty 

on 
top 

of 
powerful 

and 

Enternet 

has 

spawned 

the 

crcation 

of 
new 

businesses 

that 

are 

bcyond 

thc 

traditional 

banking 

domain 

Cornpetitive 

advantages 

for 
banks 

by 
giving 

them 

new 

ways 

to 
outperform 

their 

rivals. 

And 

finally, 

the 

charecs 

the 

industry 

structure 

and, 

in 
o 

doing. 

alters 

the 

rules 

of 

conpetition. 

Second, 

it 
creates 

Internet 

is 
esuentially 

affecting 

the 
competitive 

landscape 

of 
the 

hanking 

industry 

in 
several 

ways, 

First, 

it 

With 

the 
emeryece 

of 
the 

Internet, 

the 
banking 

rrarketplace 

has 

becone 

more 

dynamic 

and 

volatile. 

The 

and 

intanyible 

asets 

(Kaplan 

&Norton, 

204) 

through synergies 

asciatcd with 

al1gning 

financ 

al 
perfomance, 

takcholder 

value, 

internal 

processes, 

and 

retail 

hanking 

are 

both 

competiny 

in 
the 

sarre 

market 

eTent 

Banks 

leveraged 

stakeholder value 

hanking 

impact 

on 
the 

banks' 

core 

tankiny 

business 

The 
two 

busines 

rval 

models 

of 
Internet 

banking 

return 

on 
investment 

(ROl), 

The 

sccOnd 

cocetn 

was 

hrw 

to 
rectcle 

and 

rreasure 

the 
impact 

of 
Internet 

online financial 

services, 

here 

is 
Itie 

infomation 

reyard1ng 

tnlne 

scrKes 

profitabil1ty 

and 

the 
cost 

of 

nebulas nature of 
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Statement 
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Problen: 
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OF 

MANAGEMENT 

financial 

services 

tover 

the 

Internet. 

A 
the 

sae 

time, 

sure 

bankiny 

experts 

have 

becn 

arguing 

that 

bank 

Internet 

hanking. 

it 
offes 

hanks 

a 
new 

distribution 

channel. 

Many 

banka 

have 

pruvided 

customern 

with 

Internet 

is 
yrwing 

rapidly 

and 

it 
has 

taken 

the 

financial 

ecto 

hy 
ston, 

Internet 

for 

bankn 

neclor 

mcans 

questonnaire 

wheh 

was 

based 

on 
the 

vanahles 

used 

by 
ALkemans 

& 

The 

ain 

of 
this 

study 

is 
to 

analyze 

the 

role 

of 
Internet 

banking 

sccording 

to 
bankers' 

perspective 

Data 

for 

banking 

adoption 

and 

its 
impact 

on 

the 

core 

retal 

bankng 

busunea 

Internet 

bankng 

strateyies 

wete 

Wamalwa 

(2006) 

in 
his 

study 

utilhzed 

a 
positivist 

nethodology 

to 
vestigate 

the 
phenomenon of Intenet 

growth, 

ctually 

raintain 

resilence 

while 

cont1nuing 

to 
provide 

yowth 

opportunities, 

a 
feat 

unlikely 

to 
be 

the 

wortd 

reels 

fron 

the 

plcbal 

financial 

meltdown, 

India's 

banking 

sector 

has 

hcen 

one 

of 
the 

very 

few to 

barking 

rdustry 

has has 

heen 

tremcndous 

over 

the 

past 

decade. 

As 

he 
vigorously 

presented 

a 
more 

Mphisticated 

concept 

about 

h 

rescarch 

should 

be 
conducted. 

In 
hs 

Almost 

3 decades 

ayo, 

noted 

educational 

researcher 

Fred 

N 
Kerfinger 

(17)publshed 

his 
classucal 

text, 

caty 

to 
une 

financial 

management 

tools 

and 

to 
stay 

conpetitive. 

Custoners 

today 

are 

demand1ng 

nuch 

more 

fron 

banking 

services. 

They 

want 

new 

Indeed, 

the 

erneryence 

of 
Internet 

hanking 

has 

prompted 

many 

hanks 

to 
rethink 

their 

IT 
strategies 

in 
order 

not 

offer, 

Internct 

banking 

has 

allowed 

bank 

providing 

Internet 

hanking 

to 
stakholders 

Even 

thruph, 

many 

banks 

have 

intoduced 

and 

anywhere 

by 
logging 

on 
a 

wetnite. 

The 

first 

cIACEIn 

that 

hanks 

faced 

was 

how 

to 
measure 

the 

Internet 

banking 

paradign 

cncouraped 

hank 

stakeholders 

to 
acces 

their 

financial 

infornation 

at 
anytine 

accessihility, 

ayility, 

convenience, 

innevation, 

cutity, 

art 
speed 

on 
the 

ther 

hand 

was 

astunding 

The 

prtfolio 

Balancing 

the 

quality 

of 
ervices 

(5), 

stahbality, 

stakeholder 

ervices 

on 
one 

hand, 

and 

technology 

introduced 

entirely 

new 

ets 

f 
challenges 

that 

tanks 

had 

to 
deal 

with 

to 
balance 

their 

business 

stakeholder 

service, 

predetivity, 

and 

increas 

a 
hank's 

enpetitive 

advantaye, 

Nevertheless, 

Internet 

Internet 

hanking 

is 
a 

weh 

enabled 

techl, 

whch 

facilitates 

acces 

to 
information 

that 

improves 

Banks 

thrive 

or 
ollapse 

hased 

on 
their 

ability 

to 
provwide 

finacial 

ervices that satinfy 

stakcholder needs 
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employees to fil the questionnaire 224 bank employees filled the questionnaire; in which only 210 was 
usable, they become the respondents for the study. The data obtained from were keyed into the SPSS 1S.0 
program for analysis. 

Need for the study 

Banks like any other business organizztions must be cognizant of the impact of information technology 
and the role of Intemet technology on the banking services and on the customer nceds. The Internet has 
introduced technological challenges that banks have to adopt to remain competitive. Banks that can 
withstand the competition must become lcarning organizations and must align information technology 
with business strategies. This study would be one of the first studies that examinc the bank employees' 
perspective towards internet banking in India 

Analysis and discussion: 
Percentage Analysis: 

Pe 
In this section, the percentage analysis is presented for the personal factors. 

The table l describes the personal profile of the respondents selected for the study. 

Gender 

Age in years 

Type of the bank 

Designation 

Persenal Prafiie 

ok perience 

Qunlification 

Male 

| Ferale 
Tbelow 

3140 
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Table- 1I Personal Profile of the Respondents 

d abo 
alzed bnk 

Private Bank 

Foreiyn Äank 

Enecutive 

Ofices 

Marage 
1-5 years 

above 20 ycars 
Under gaduatiot 
Post graduation 
Professional 

Others 

136 

|82 

99 

|21 
57 

9: 

71 

10 

34 

Number of bankers (210) 

648 

352 

46 

4 
390 

47.1 

42.9 

10,0 

27.1 
452 

1216 

|33.8 

524 
I 162 
2.5 

It is inferred frorm the above table that out of 210 respondents in the study majority (64.8%) of the 
respondents are malc, (39%) of the respondents belong to the age group of 3|-40 ycars, (47.1%) of the 
respondents work in nationalized banks, (45.2%) of the respondents are in the position of oficers, 
(33.8%) of the respondents have work experience of 1-5 ycars in banks and (52,4%) of the respondents 
posses post-graduate qualification. 

Perceatage (%) 
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Chi-square Analysis: 

In this section the chi-square analysis is employed to test whether there is significant influence o 
the bank of the respondents over the various items relating to the role of Internet banking at 
5%level of significance. 

To find whether the opinion on the role of Internet Banking items have significant relationship 
type of the bank the following Hypotheses was framed and tested. 

H;: There is a significant relationship between type of the bank and value creation and satisfaction 
Internet bankir 
H: There is a significant relationship between type of the bank and IB model, strategy 
competitiveness. 
H: There is a significant relationship between type of the bank and financial performance stakeholder value 
H: There is a significant relationship between type of the bank and internal proccess and custc sclection. 
He There is a significant relationship between type of the bank and acquiring and retaining customers H: There is a significant relationship between type of the bank and customer growth and new learn knowledge. 

a significant relationship between type of the bank and IB model and bank branches. wing tables present the Chi-square analysis of various Internet banking items. 
The followi 

Value Creation and Sathfaction 

IB provides value to 

B provides value to 
jemployees 

TB provides value to 
sharcholders 

prodes value o 

Customers are satisfied 
bwith 

Co enployes ar 
atisfied with 

OJMPUBLISHERS 

Table-2 Value creation and satisfaction due to internet banking 

Yes 

Ne 

I do not know 

I do not know 

No 

do not know 

Tes 

No 

do not know 

do not knW 

Yes 

do pot kew 

Type of bank 
Nationalized bank Priyate F Bankoregn Bank 

Na 
848 80 s9 19 on I83 87. 

Ne 

5 

40 

g 

40 

869 77 
9. 

919 

3,0 

8 

&1 4 44 

441 

89 

2.2 

144 

19 

222 2 

19 

41 

VOLUME-I ISSUE -

4s 

4 9 

9$2 

952 

TOTAL 

6 29 

9051 s9900 

9.s 

13 62 
192914 

IS3 87.I 
2i100 s0294Ns94N8 

trable 
Square dfSiglne 

4.8 

8.6 

1.528 4Ns 9.488 

S.MO3 4 Ns 

174 829 
3L0 3314 4 Ns9.488 

8 3s s977 4Ns 

12 s7 S.246 4N 
9512 57 

488 

.488 

9 488 
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The abve table shuws the results of chi square analysis which was applied to find whether the type of the 
tank is igificantly related to the ites of ipact of Internet Baking The resultt are as follows, the 
caiculatcd vales f chi quare fur the items relating tu lB provides value to custeers is 1.52% which is 
less than the tabie value of 9AW%, IB ptovides value to emplryees is 5.079 which is less than the table 
value f 9 ANR, 1E% pruvides value to sharchlders is 5.805 whsch is less than the table value 94K, 1I 
pvides value t, cal UAmunity is 3.314 which is less than the table vale 9A%%, cusloners are 

catisfied with ynur l8 is 5,77 which is less than the table value 948%, co empyees ate tatisfied with 

yrnr ls is 524 which is less than the table value 9AR# at 5 level of siynificae .Since the calculted 

vulue it lese than the tabe valw it is inferred that there is no siprificant relationhip between the type of 

Table 3 I# Model, Mraiegy mnd Competiliveness 

eidet 

slid 

4 

Type f ank 

44/ 

1414 
416 

.. tele 

velse 

JM INTERNATIONAL JOURNAL, OF MANAGEMENT RESEARCH MAY, Z011 voLUME- ISSUE-V 

Impt le m 

denet bnng 
istriletWm ehe 

rvine frrm 

Tahle 4 Pinancial Prrtrmanee snd Sakeh4er value 

tllent 

vf adenet 

it bry eesti 

heregh 

efefire thetg 
Hghy tfie 

etskatetes 
ditetibaty thamgh 

ae eeteng 

akalet 

117 

194 

44 

f hpnt 

4 

11 1 

141 

144 

44 

4 

The ale tale aewe the *te fe hi cae snalyeis heh w spie 

Iwnk ie igniietly ate t the item t inget f Intemet ankng 

Eakulatel valee lh the item finwisl erfma f 

4 

13412 

ind whther th tye d th 
The elts a e lliwe, the 

teti thanel is 1sA2 
the item, Is distitntit 

alpil he alulated value is than the tahle valun it i need that hen i eiifant 

telatinelip betw e t t ank el he ite fins ial trt f dititi h 

t dielitthnelete takees valu 

the burk wnd the itet telatiny o vale EIeatin and cutisfactim due Intenet Banking 

whih i he ale val uf 12 ) e vel ignie a 
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sclection customer 

sclection 

is 
34,864 

which 

is 
more 

than 

the 

table 

between 

the 
type 

of 
the 

bank 

and 

the 
items 

operation 

of 
IB 

affects 

internal 

process, 

IB 
affects 

customer 

Since 

thc 

caleulated 

value 

is 
more 

than 

the 

tatble 

value 

it 
is 

infered 

that 

there 

is 
a 

significant 

relationship 

operation 

of 
lB 

affects 

internal 

process 

is 
24.408 

which 

is 
more 

than 

the 

table 

value 

of 
20.09, 

IB 
affects 

bank 

is 
significantly 

related 

to 
the 

items 

of 
impact 

of 
Intemet 

Banking. 

The 

results 

are 
as 

follows, 

The 

above 

table 

shows 

the 

results 

of 
chi 

square 

analysis 

which 

was 

applicd 

to 
find 

whether 

the 

type 

of 
the 

le valuc 

ue 
of 

20.09 

at 
1% 

level 

of 
significance. 

Ehe infomation hwcbute 

should 

find 

all 

ets 
to 

the 

huni 

122 

4*17I 

and 

the 
items 

channels 

used 

by 
IB 
o 

acquire 

custoners 

ad 

the 
prugrats 

used 

to 
retaun 

lB 
customers 

more 

than 

the 
table 

value 

it 
is 

inferred 

that 
there 

is 
a 

stgnficant 

relatitshup 

betweea 

the 
type 

of 
the 

bank 

than 

the 
table 

value 

of 
12.592 

at 
$"1evel 

of 
significance 

for 
the 

iems 

Since 

the 
calculatcd 

values 

are 

more 

than 

the 
table 

value 

of 
12.592 

and 

the 

programs 

used 

to 
retaun 

B 
custumers 

s 
14864 

which 

is 
more 

calculated 

values 

of 
chi 

square 

for 
the 

items 

channels 

used 

by 
IB 

acqure 

custoers 

isl2.599 

which 

is 

bank 

is 
significantly 

related 

to 
the 

items 

of 
mpact 

of 
Lnternet 

Bankung 

The 

rsults 

are 
as 

follows; 

the 

The 

above 

table 

shows 

the 
results 

of 
chi 

square 

analys1s 

whichwas 

Komparson of Eustome 

4,4 

19.0 

12 S, 

online comenib 
voe utones 

kustomer 1B affects helection througroups) 

employee Targ0-0 

(30-60 age 

182 

I820 

0 

12 

$71A34,8648 

20 09 

wet through the 

162 

44 

J4 S4 

eedhack with al 
re custemet 

15: 

233 

48 37 176 

Programs used 

problems 

41 
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The above table shows the results of chi square analysis which was applied to find whether the type of the 

hank is significantly related to the items of impact of Internet Banking. The results are as follows; the 

calculated values of chi aquare for the items bank measures IB customer growth through is 3.651 which is 

less than the table valuc of 9.488 which shows there is no significant relationship between the type of the 

hank and how t w the bank measures lB growth, IB adoption on lcarning knowledge is 15.002 which is more 

than the table value of 13.277 at 1% level of significance. Since the calculated value is more than the 
table value it is inferred that there is a significant relationship between the type of the bank and the IB 

adoption on lcarming knowlcdge. 
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The calculatcd values of chi square for the items impact of IB on bank branches is 34.182 which is more 
than the table valuc of 23.209 and IB model adopted is 14.148 wbich is more than the table value of 
13.277 at 1% level of significance. Since the caleulated value is more than the table value it is infered 
that there is a significant relationship between the type of the bank and the items impact of IB on bank 
branches and lB model adopted at the bank. 

13272 

The overall chi-square test results for thc items shows that there is a significant relationship between the 
types of the bank and all the itens except value creation, satisfaction, easurement of internet banking 
growth, reasons for the growth internet banking and the factors influencing intemet banking. Internet 
banking provides value to all including customers, emplovees and stakeholders; which leads to 
satistaction, growth and factors influencing intemet banking imespective of the type of the bank as it i 
implied from the growth of internet banking in all type of banks in India, measurement of the growth of 
the internet banking customers doesn't vary with the tvpe of the bank as it's a common procedure in all 
banks. All other items vary significantly with typc of the bunks as the service offered depends upon the 
type of the bank. Internet banking model, strategv, competitivencss, stakeholder value, intenal process, 
customer selcction, acquisition of customers, impact on core departments of the bank and internet banking 
model varies according to the type of the banks. 
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