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Abstract 

The letter “E” has made a revolution all over the world at present. Banks are not exceptional. 

The spread and penetration of internet and electronic media has unwrapped innovative horizons 

and scenarios for the banking industry. The banks are at present providing their products and 

services through the electronic medium along with physical facilities which referred as 

electronic banking or e-banking. E-banking is considered to have a substantial impact on 

banks’ performance. The aim of this paper is to examine the impact of e-banking over the 

profitability of commercial banks of Bangladesh. As a developing country commercial banks of 

Bangladesh need to be concerned about the facilities of e-banking as well as the costing in 

terms of users. The paper is considered as descriptive study and qualitative in nature which 

determines the impact of e-banking over the performance of banks focusing on the profitability. 

It has also discussed the effect of customers’ literacy on provision of services from the banks’ 

perspective and deliberated the basic motive of banks to adopt e-banking services. A field 

survey has been used to show the connection between bank profit and e-banking. The survey has 

been done among the randomly selected employees of commercial banks in Dhaka city. 

Different statistical tools like mean, standard deviation, t-test, F-test and so on have been used 

to justify the case. The result shows that offering e-banking services have a positive or upward 

impact over the profitability of banks. It has supported that the banks will earn profits by 

providing e-services in spite of facing high maintenance costs in the long run. For banks, the 

main motive to adopt e-banking is to increase their client age and to retain their customers. The 

profitability of banks has augmented in transitioning to e-banking medium. The more use of e-

products by the bank clients will increase transactions which ultimately help to increase the 

profit trend up. 
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Introduction 
 

The term electronic banking or e-banking has its own popularity among the people now-a-days. 

An e-banking transaction is any electronic transaction between a customer and a bank.  Banking 

transactions conducted through computerized systems, as electronic funds transfer by automated-

teller machines, intended to speed operations, cut costs, etc. are considered as e-banking 

(http://www.dictionary.com).  However, the most up-to-date e-banking trend is the internet.  

Because, it’s convenient, it’s easy, and it saves time. There are two ways that banks can offer e-

banking; brick-to-click banking which offers online banking along with the physical sites where 
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customer can visit and virtual banking which offers online banking without the physical site.  

This is an advantage for both banks and customers. The disadvantages to online banking are few, 

but these services have a large impact on customer satisfaction. Again it’s a proven fact that many 

people refuse to take advantage of online banking because of the fear of a security breach. 

Another new trend in online banking is receiving electronic bills.  This trend is popular but has 

some disadvantages or risks which may hamper profitability directly. The key goal of the study is 

to focus on the impact of e-banking over the profitability of commercial banks of Bangladesh. The 

study has focused on whether it affects the bank spread in a positive way or not by considering 

some selective variables. For the study a field survey has been done by using a structured 

questionnaire among the randomly selected bankers of Bangladesh. The next section of the paper 

shows the research question followed by the research literature of others. The fourth section 

focuses on methodology followed by the analysis. Lastly, the paper concentrates on the 

conclusion. 
 

Research Question 
 

The paper aims to explore the answer to the following research questions (RQ): 

RQ1: Is there any connection between e-banking and financial performance of commercial 

banks? 

RQ2: Are the e-banking services offered by the commercial banks pushing up the growth of 

banking sector of Bangladesh? 
 

Literature Review 
 

Online banking also recognized as internet banking, e-banking, or virtual banking, is an electronic 
payment system that allows clients of a bank or other financial institution to conduct a variety of 
financial transactions through the financial institution's website (http://en.wikipedia.org).Adriana 
(2006) described various forms of e-banking like phone banking, automated teller services, SMS 
banking, home banking, point of sale (POS), internet banking, mail banking etc.Commercial 
banking is experiencing rapid change, as the global economy expands and advances towards 
institutional and market completeness. One of the major reasons behind these growths is 
technology, which is breaking through geographical, industrial and regulatory barriers, creating 
new products, services and market opportunities, and developing more information and systems-
oriented business and management processes (Liao and Cheung, 2002) 
 

Meihami et al. (2013) had shown the impact of e-banking services over the profitability of banks 
in which sample size was 147 Iranian banks. They studied the role of electronic banking and its 
five components such as automated teller machines, bank card, internet bank, telephone bank, and 
point of sale in increasing bank spreads and found that there is a positive and strong relationship 
between electronic banking with bank earnings. There are some other research works found 
related to e-banking and bank profitability in Iran (Karimzadeh et. al., 2014). 
 

Onay and Ozsoz (2013) emphasized that Internet banking services work as a distribution channel 
for any bank which allow the banks to switch to a “click and mortar” approach from “brick and 
mortar” so that clients can easily do their transactions locally and internationally and make 



The Influence of E-banking Services towards the Profitability of Commercial Banks 61 

 

payments completely online at any time and at lower cost compared to the traditional branch 
system. The study had shown this has led to a higher banking efficiency and noted that internet 
banking adoption had a negative impact on bank profitability as it has increased competition and 
resulted in lower interest income and wrapped up by noting that Internet banking complements 
brick and mortar branches. Ciciretti et al. (2008) assessed the performance of Italian banks which 
occupy e-banking tactic versus those that do not and found that offering Internet banking services 
influenced the performance of the banks which was measured by two financial ratios which are 
return on average assets (ROAA) and return on average equity (ROAE). According to Atay 
(2008), the practice of the internet banking services is a part of aggressive business strategy to 
gain market share rather than for making profits which is conflicting with the selected research 
issue. Schile (2008) had suggested in the context of European internet banking that inborn 
advantages from being a non-dominant first-mover or pioneer are likely to be limited and short-
lived(as cited in Atay, 2008).Hernando and Nieto (2007) analysed the impact of Internet banking 
on the performance of Spanish banks and found that Internet banking services as an alternative 
distribution channel helped to reduce overhead expenses and improve profitability over time. 
Stoica et al. (2015) had shown in their research that there are two tactics used in the Romanian 
banking sector among which one is called “cost oriented” or costs reduction strategy and another 
is “Internet banking oriented”. They found that only a few of the Romanian banks were able to 
use Internet banking services in efficient way to enhance their overall performances whereas most 
of the other banks in selected sample prefer a mixed approach between Internet banking services 
and cost reduction strategies. At present a number of banks offer e-banking products which help 
consumers to enjoy various banking facilities such as e-shopping, paying utilities and other bills 
and cash-management activities from their homes and so on. These services are also offered 
outside of usual opening hours and often at a lower price than by other means (Mols, 1998). 
Thornton and White (2001) also described that changes in the use of delivery channels would 
take place as the attitude of people changes due to advanced knowledge, confidence and 
computer usage increases. Change in this century is accelerating (Schultz, 2006). 
 

There are lots of research works related to e-banking in the context of Bangladesh.Some 
researchers showed the various forms of e-banking services used by the commercial banks of 
Bangladesh (Ali 2010; Al-Amin and Rahman 2010), some showed the customer satisfaction 
toward e-banking services (Nupur, 2010), some showed the present scenario of such services in 
Bangladesh (Bony and Kabir, 2012), some showed the economic prospects of it (Baten and 
Kamil, 2010), some showed the trend and development of it (Mohiuddin,2014), some showed the 
problems and prospects of it (Zaman and Chowdhury, 2012) and some showed its impact on the 
overall performance of banks (Sarker et al., 2015). 
 

Some researchers had worked with the over-indebtedness of the card-users in Bangladesh (Islam 
et al., 2015) and they showed the extent to use credit cards and its implications on over-
indebtedness and difficulties in personal finance, common views of customers towards the credit 
cards and the overall process of the card issuers in case of providing information and support to 
the card users at the time of marketing and managing the industry. The findings of the their 
survey revealed that the card use varies much with the age of the users and the quality of service 
provided by the card issuers at the time when the customers face difficulties with repayments and 
debt is quantitatively inadequate and not in control. 
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Although the Internet is transforming the way through which companies offer their products and 
services to their customers, marketing studies that scrutinise consumer acceptance of this 
technology are limited (Meuter et al. 2000; Van den Poel and Leunis 1999). There has been a 
little scholarly research connecting to financial services and banking customers’ readiness and 
barriers to use E-Systems (Yousafzai et al., 2003). 
 
Huda at el. (2007) showed in the study that private and foreign commercial banks were 
forerunners of banking facilities with technological development maintaining better relationship 
with the customers, while state-owned banks were lagging behind and focused that proper use of 
technology with handsome investment helps to gain competitive advantage for banks. Bony and 
Kabir (2012) showed in their study that how e-banking services were rising and falling in banking 
sector and made our country with more state of art facilities and also highlighted some constraints 
such as ATM’s fall short of money, slow bandwidth of internet may delay the transfer rate, 
password fraud, higher charges, power failure in the outlets, risk of debit or credit card forgery, 
traditional habits of common people and so on and also discussed the  steps of overcoming those 
constraints of e-banking such as faster bandwidth, flexibility in e-system as well as 
communication, establishing more ATM booths with sufficient fund etc. in banking sector of 
Bangladesh. The basic literature gap between this research and previous researches is that the 
paper precise its focal point only over the relationship between e-banking and profit growth of 
commercial banks as research in such topic can rarely be seen in the context of Bangladesh. A 
field survey has been used to show the connection in a descriptive way. 
 

Methodology 
 

This study is descriptive in nature. A structured questionnaire has been designed to conduct a 
field survey among randomly selected bank employees. 
 

Sampling and Data Collection: 
For the study a questionnaire has been given among the selected sample to collect data which is 
considered as a primary source of data. A questionnaire has been created by using a three degree 
scale consisting of such values: 

1 Disagree 

2 Neutral 

3 Agree 

 
The reason behind choosing bank employees as a sample rather than customers is that employees 
will provide information based on recent scenario more accurately as they are involved with 
banking activities directly. They will share their experiences based on previous customer 
handling and so on. Moreover, they are also taking the advantage of banking facilities as well.  
Since the study is concerned with the relationship between e-banking services and profit of 
commercial banks, all the employees of commercial banks of Bangladesh potentially constituted 
the sampling frame as a population. For the survey questionnaire has been given to the 300 bank 
employees. At first the questionnaire has been given at random basis to the employees. After 
collection it has been found that the survey covers 20 among the 56 banks 
(https://en.wikipedia.org/wiki/List_of_banks_in_Bangladesh) of Bangladesh including local 
commercial banks, international commercial banks, Islamic banks and public banks as well. The 
survey has been done including the branches of Dhaka city only. 



The Influence of E-banking Services towards the Profitability of Commercial Banks 63 

 

Table 1: Lists of banks from which data has been collected 

 Name of bank Number of collected questionnaire 
from the different branches of the bank 

1.  Dhaka Bank 27 

2.  Shahjalal Islami Bank Ltd. 19 

3.  Mercantile Bank Ltd.  23 

4.  Standard Chartered Bank Ltd.  6 

5.  Sonali Bank Ltd. 16 

6.  Prime Bank Ltd. 17 

7.  EXIM Bank Ltd. 10 

8.  United Commercial Bank Ltd. 10 

9.  Dutch Bangla Bank Ltd. 8 

10.  Trust Bank Ltd. 13 

11.  Janata Bank Ltd. 10 

12.  Islami Bank Bangladesh Ltd. 5 

13.  BRAC Bank Ltd. 6 

14.  Al-Arafah Islami Bank Ltd. 8 

15.  HSBC Bank Ltd. 4 

16.  Mutual Trust Bank Ltd. 9 

17.  IFIC Bank Ltd. 10 

18.  Commercial Bank of Ceylon PLC 3 

19.  Standard Bank Limited 5 

20.  The Farmers Bank Limited 8 

 Total 217 
 

Among these 217 were returned fully completed and usable for data analysis. It has represented 

the response rate of about 72.33%. The demographic information is given as follows; 

 
Gender Male Female 

168 49 
Age 25-34 years 35-44 years 45-54 years 55 years and 

above 
113 56 30 18 

Working experiences Less than 1 year 1-3 years 4- 6 years 7-9 years 10 years and 
above 

45 97 41 19 15 

 
Secondary sources have also been used like as different websites and so on. 
In the study profitability trend of commercial banks has selected as a dependent variable and 
since the study is concerned with the relationship between e-banking services and profit of 
commercial banks, some selective variables have been chosen as independent variables; 

1. Customer acceptance 
2. Infrastructure 
3. Costing of e-banking 
4. Relative advantage 
5. Sustainability of E-customers 
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The determined independent variables are as follows: 
 
Customer acceptance: 
Customer’s adequate knowledge regarding the e-banking services is very essential in case of 
increasing the customer’s acceptance of e-products. For the more customers’ acceptance, easy 
accessibility needs to be ensured. It can be suggested that the more acceptance of e-product by the 
bank customers will ensure more transactions which will boost the profit trend upward. For 
evaluating the assumption following issues have been considered: 

• Customer’s adequate knowledge regarding e-banking 
• Easy access to ATM Booths and other online banking services 
• Offering a trial use or demo of e-product 
• Offering a Booth-based-Agent in rural areas 
• Promotion of customized e-banking activities for Non-Resident Bangladeshi 

 
Infrastructural facilities for e-banking services: 
Improved e-banking infrastructure helps to provide e-banking services frequently and without 
interruption. So it can be assumed that the better and advanced e-banking infrastructure will help 
to attract and retain more clients which will boost up the profit of the commercial banks. For 
evaluating the assumption following issues have been considered: 

• Reliable Infrastructure for e-banking 
• Comparison of expenditure between e-banking Instrument and physical/manual 

instrument 
• Investment on advanced e-banking technologies 

 
Costing or investments for e-banking: 
For the e-banking clients it is very important that how much charge they have paid or is deducted 
from their account due to using e-products or taking the facilities of e-banking services. The rate 
of such charges helps to earn revenue of the commercial banks but high charges discourage 
customers to use e-products frequently especially in the case of middle class clients. So it may be 
possible that if the charges of e-banking can be reasonably minimized, it will help to increase the 
retention rate of the e-clients as well as increase the profit trend. For evaluating the assumption 
following issues have been considered: 

• E-banking services help to branch costing (Costing for maintenance Branches and 
tellers) 

• Inter(charges among the different banks) and intra (charges among the branches of same 
bank)e-banking services for users 

• Comparing between annual charges of e-banking and charges for branch based services 
 
Relative advantage in competitive market: 
It actually defines whether one commercial bank’s offered e-products have some extra advantage 
over another bank’s offering or not. More specifically it is needed to be justified that as a 
developing country, whether the local commercial banks of Bangladesh offering comparatively 
better product or not than the foreign ones. As we know developed countries have more advanced 
e-banking services than developing country like Bangladesh, so it can be said that our banks can 
adopt some of new techniques to make e-banking services more lucrative. So it can be assumed 
that by creating more relative advantages, the e-banking transactions can be increased.  For 
evaluating the assumption following issues have been considered: 
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• Comparison of offered e-services between local commercial banks and foreign 
commercial banks 

• Comparison of infrastructural facilities provided  between local commercial banks and 
foreign commercial banks 

• Evaluating whether enough services are provided through the present e-banking 
activities to their own customers 

 
Retention rate of e-customers: 
It can be assumed that more retention of e-banking customers can cause more profit. It is said that 
the cost of attracting a new customer is 10 times higher than retaining the current customers. So it 
is assumed that the higher retention rate of e-clients will cause higher return for the commercial 
banks. For evaluating the assumption following issues have been considered: 

• Lack of technical skilled personnel and insufficient technological support as a barrier to 
retaining customers 

• Adoption of Hi-tech e-banking services will help to retain and attract more customer 
• Complexity in access and system breakdown results reduction of customer retention rate 

 
Instrumentation: 
Data collected from the returned questionnaires have been entered manually into SPSS 16.0 and 
all statistical analysis has been performed by using this program. For continuous variables from 
normally distributed sample and once the conditions of ANOVA is checked and satisfied, the 
one-way analysis of variance (ANOVA) is used to compare between group effect. The checks 
included examining descriptive statistics such as mean, standard deviation, standard error, range 
and confidence intervals and so on. The main ANOVA result shows the joint between group 
effect represented by the F-statistic and significance level. 
A percentage of results has also been shown to justify the research. 
 

Research hypothesis: 
For statistical analysis especially F-test following hypothesis has been drawn: 
H0: There is no significant relationship between dependent and independent variables jointly. 
H1: There is significant relationship between dependent and independent variables jointly. 
 

Analysis and Findings 
 
A survey was done over the randomly selected commercial bank employees to know whether 
they agreed to that the selected variables have significant impact on the profitability of the 
commercial banks of Bangladesh. The result of the survey has been discussed as follows: 

 

Table 2: Responses from the sample unit 

 Agree Neutral Disagree 
 No. of 

respondents 
% No. of 

respondents 
% No. of 

respondents 
% 

Customer’s Acceptance 197 90.78% 15 6.91% 5 2.30% 

E-banking Infrastructure 179 82.50% 36 16.60% 2 0.92% 

E-banking service costing 170 78.34% 29 13.36% 18 8.30% 

Relative advantage 173 80% 27 12.44% 17 7.83% 

Sustainability of customer/ Retention 

rate 

188 86.63% 24 11.06% 5 2.30% 

Profitability Factor 199 91.71% 13 5.99% 5 2.30% 
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Figure 1: Percentage of responses for each variable 
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Variables Description of Responses 

Customer’s 

Acceptance 

The graph shows that almost 91% agree to the opinion that the more 

emphasis on the customer acceptance regarding e- banking will increase the 

e-banking transactions as well as helps to increase the profitability trend 

upward of the commercial banks. The more the customers become 

knowledgeable regarding e- banking, the more transactions will be possibly 

ensured which will increase the turnover of the banks. 

E-banking 

Infrastructure 

The result in the graph shows that majority of the respondents agree to that 

the well-established and advanced infrastructure will help to increase the e-

banking transactions and so the profitability of the banks. 

banking service 

costing 

(Charges for 

inter and Intra 

e-banking 

Services) 

The result of the survey in the graph shows that around 78% agree with the 

opinion that the e-banking transaction charges should make more 

economical to increase the transactions. They think it will help to increase 

the profitability in the long run. 13% respondents provide neutral opinion in 

case of this issue. 8% respondents believe that the reduction in e-banking 

charges will hamper the profit trend of the commercial banks as the banks 

will face losses initially.  

Relative 

advantage 
 

The result shows that almost 80% respondents accept that relative 

advantages of e-products will possibly push the profitability trend of the 

commercial banks. 

Sustainability 

of customer/ 

Retention rate   

The graph shows that almost 87% accept that sustainability of e-customers 

as well as profitability will increase through the e-transactions of the banks. 

 

Profitability It can be seen that 92% agreed with the view that the growth and 

advancement of e-banking will definitely push the profit up and it is only 

possible when the banks concentrate on the five variables figured out in the 

research. It means each of the five variables has significant impact on the 

growth of e-banking as well as increasing (bullish) the profitability of the 

commercial banks. 

 

Statistical Analysis& Interpretation 
For the statistical analysis following variables have been selected: 

Profitability of Commercial banks- Dependent Variable (Y) 
Customer acceptance- Independent variable (X1) 

E-banking Infrastructure- Independent variable (X2) 

Costing of e-banking users - Independent variable (X3) 

Relative advantage - Independent variable (X4) 

Retention rate of e-customers - Independent variable (X5) 
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Table 3: Descriptive statistics and correlation 

Descriptive Statistics 

 Mean Std. Deviation N 

Profitability of the commercial banks 2.8940 .37615 217 

Customer acceptance 2.8848 .38562 217 

E-banking Infrastructure 2.8065 .42964 217 

Coasting or charges of E-banking 2.7005 .61437 217 

Relative advantages 2.7189 .60036 217 

Customer retention rate of E-banking 2.8433 .42313 217 

 
Model Summary

b 

 

 

Model 

 

 

R 

 

 

R Square 

 

Adjusted 

R Square 

 

Std. Error 

of the 

Estimate 

Change Statistics  

 

Durbin-

Watson 

 

R square 

Change 

 

F change 

 

df1 

 

df2 

 

Sig. F 

Change 

1 .788
a
 .670 .612 21.456 .612 13.45 5 211 .004 2.133 

a. Predictors; (Constant), Customer retention rate of e-banking, Costing or charges of e-banking, Customer acceptance, 

e-banking Infrastructure, Relative advantages 

b. Dependent Variable: Profitability of the commercial banks 

 
Coefficient of correlation (R) is 0.788 which indicates that there is a positive correlation 
between the variables. If the independent variable increases then this will result the dependent 
variable increase accordingly. Coefficient of Determination (R

2
) shows the proportion of the 

variability in the dependent variable that can be explained by the estimated multiple regression 
equation. Here R

2
 is equal to 0.672 (67.2% expressed in percentage) which indicates that 67.2% 

of the variability in Profitability of commercial banks is explained by the independent variables. 
Adjusted R

2 
is 0.612 which shows the proportion of variability in the dependent variable that can 

be explained by multiple regressions. It is found after the analysis that the proportion is 0.612 or 
61.2%. D-test also explained that there is no autocorrelation problem among the variables. 

 
Table 4: ANOVA from SPSS output 

ANOVA
b
 

 

Model 

Sum of 

Squares 

 

Df 

 

Mean Square 

 

F 

 

Sig. 

1 Regression 

 Residual 

Total 

2893250.743 

219944.545 

3113195.288 

5 

211 

216 

.071 

.143 

13.45 .004
a
 

a. Predictors; (Constant), Customer retention rate of e-banking, Costing or charges of e-banking, Customer acceptance, 

E-banking Infrastructure, Relative advantages 

b. Dependent Variable: Profitability of the commercial banks  

 
F-Test is used to determine whether a significant relationship prevails between the dependent 
variable and independent variables. It is considered as the test for overall significance. As α is 
lower than level of significance of 5%, so it can be certainly derived that the null hypothesis is 
rejected. So, the overall relationship is significant. 
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Findings and Concluding Remarks 
 

The way Bill Gates (2008) announced that “banking is essential, banks are not” which has already 

been proved that e-banking services now-a-days not only complement branch or physical banking 

services but also provide competitive advantages for the user banks. The sustainability of e-

customers has a significant impact over the commercial bank’s profitability as more retention 

ensures more and more transactions. The study reveals that offering more and more e-banking 

transactions can possibly enhance the customer’s retention which will help to increase the earning 

of the banks. The adequate knowledge of the bank clients about the e-banking usages will push 

them to use e-banking as a whole. Many people especially the rural and lower middle class 

people do not use e-banking products due to lack of technical knowhow and proper knowledge 

regarding the field. More and more awareness and promotional activities regarding the e-banking 

will help to increase the e-transactions as well as the turnover of the banks. Providing relative 

advantages such as trial before taking the services can help to attract more and more e-customers 

which will increase the earnings of the commercial banks. Though such advantage varies from 

bank to bank but as we know banking industry is like a prisoner’s dilemma, so maintaining 

competitive advantage is very much essential for the industry for surviving in this tight 

competition. Banks must concentrate on overcoming failure in case of providing e-services which 

will increase customer satisfaction and lead to push the profit trend bullish. Banks may think 

about revising the charges already imposed on the e-banking products if required as reasonable 

charges will help to increase the e-banking transactions which will definitely help the bank to 

improve profit growth in the long run. Corruption and fraudulence related to e-banking activities 

must be controlled drastically to improve the image of e-banking. Due to e-banking facilities the 

volume of banking transactions has increased a lot. Now-a-day not only the rich and corporate 

people as well as high officials use the e-banking facilities but also young people like students 

even housewives are taking the advantage of the e-products. The study discloses that revising the 

present charges may initially reduce the turnover of the commercial banks but in the long run 

such initiative will help to increase the profit trend by increasing the e-banking transactions. 

Further research can be possible to explore the impact of e-banking on profitability by showing 

focal point on customers’ perspective. 
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Appendix-1:  Questionnaire used for the field survey 

Survey on E-Banking Practices of commercial banks in Bangladesh 

                                                                                                          Date: 

Name: Age: Sex: M/F 

Bank’ s name: Designation:    Department: 

Income status: Year of experience: 

 
 Disagree Neutral Agree 

Customer’s adequate knowledge regarding e-banking will 

increase E-banking transaction 

   

Customers who have easy access in ATM Booths and other 

online banking services transact more frequently 

   

Offering a trial use of E-product can increase the number of 

E-banking clients 

   

Offering a Booth-based-Agent in rural areas can increase the 

number of E-banking customers 

   

Promoting enough customized e-banking activities for Non-

Resident Bangladeshi people to increase online based 

remittance earning through banks 

   

 
Comments (if any): 
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 Disagree Neutral Agree 

Reliable Infrastructure for e-banking needs to be provided to 

support frequent E-banking services 

   

Practice of E-banking Instrument is costlier than 

physical/manual instrument 

   

Investment on advanced e-banking technologies can increase 

the profitability of the commercial banks in long term. 

   

 
Comment(if any): 
 

 
 Disagree Neutral Agree 

e-banking services reduce the required number of service 

provider as well as branch costing   

   

Inter and intra e-banking services support to generate greater 

profit  

   

Intra, inter and yearly charges are reasonable comparing to 

branch based services, like: transportation cost etc. 

   

 
Comment (if any): 

 

 
 Disagree Neutral Agree 

Local commercial banks are offering enough e-banking 

services comparing to the foreign commercial banks 

   

For the local commercial banks, infrastructure is the most 

vital limitation to promote advance e-banking services  

   

Enough services are provided through the present e-banking 

activities to their own customers  

   

Suggest future e-banking services which are not yet provided:  
 

 

 
Comment (if any): 
 

 
 Disagree Neutral Agree 

Lack of technical skilled personnel and sufficient 

technological support will create barrier in customer 

retention    

   

Adoption of advanced e-banking services will help to retain 

and attract more customer  

   

Complex access and system breakdown results reduction of 

customer retention rate   
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Comment (if any): 

 

 
 Disagree Neutral Agree 

Increased customer acceptance toward e-banking  will help 

to push the profitability trend upward 

   

Uninterrupted and reliable infrastructure of  e-banking  

will help to push the profitability trend upward 

   

Profit generation through e-banking is greater than the e-

banking service costing (charges for intra and inter e-banking 

transactions)  

   

Increased customer retention rate will help to push the 

profitability trend upward  

   

E-banking activities can create the scope for farther relative 

advantages, which will contribute to the long term 

profitability 

   

 
Comment (if any): 

 

[N.B.: This information is used only for academic/research purpose & degree of confidentiality will 

be assured] 

 

 

_______________ 

Signature of the Respondent 

 

 


