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ABSTRACT

Despite the rapid shift in adopting e-banking services over the last decade, the effect of e-banking on bank
performance is still being debated. The purpose of this study was to examine the effect of electronic banking
on performance of commercial banks in Mombasa County, Kenya. Drawing on the positivist research
philosophy, the study utilized the non-experimental quantitative research methodology. A correlational,
cross-sectional survey research design was employed to test the formulated research hypotheses. The target
population consisted branch managers and operations managers of the 98 branches of the 39 commercial
banks in Mombasa County, Kenya. A cross-sectional survey-based approach was used to collect primary data
utilizing a self-administered structured survey questionnaire. The collected data was processed and entered
into the statistical package for social sciences (SPSS) version 26 to create a data sheet that was used for data
analysis. The data was analyzed utilizing descriptive statistics and inferential statistics. The Pearson’s
correlation results indicated that automated teller machine banking, mobile banking, internet banking and
smart card banking capabilities had positive and significant relationship with performance of commercial
banks in Mombasa County, Kenya. The regression results showed that automated teller machine banking,
mobile banking, internet banking and smart card banking had a positive and significant effect on
performance of commercial banks in Mombasa County, Kenya. However, the regression results indicated that
mobile banking had a negative and significant effect performance of commercial banks in Mombasa County,
Kenya. The conclusion was that electronic banking significantly predict the performance of commercial banks
in Mombasa County, Kenya. The study provides important managerial recommendations, policy
recommendations and areas for future research. It is imperative for the managers to develop electronic
banking to foster the performance of commercial banks in Mombasa County, Kenya. Policy makers should
consider initiating policy review to encourage stakeholders to develop electronic banking to foster the
performance of commercial banks in Mombasa County, Kenya. Future researchers should consider examining
the effect of electronic banking on performance of commercial banks in other regions or contexts.

Key terms: Automated Teller Machine, Electronic banking, Firm Performance, Internet Banking, Mobile
Banking, Electronic Fund Transfer
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INTRODUCTION

It is widely recognized that commercial banks are
crucial in determining a nation’s economic growth
and stability. The banking industry is thought to be
the most important source of economic growth for
a country (Bousrih, 2023).An efficient, stable and
well-functioning banking system contributes to the
economic growth of a country (Njoki & Nyamute,
2023). The banking industry is crucial to a nation’s
economy’s ability to borrow money (Azizet al.,
2022).However, the
performance of commercial banks in Kenya based

decline in  financial
on average return on assets is of high concern
among various stakeholders (Mathina, 2022). The
efficient performance of commercial banks creates
confidence in the financial system of a country
leading to sustainable development (Walowe,
2021). However, commercial banks have recorded a
decline in performance evidenced by the reduction
of average return on assets from 4.7% in 2013, 3.4%
in 2014, 2.9% in 2015, 3.3% in 2016, 2.7% in 2017,
2.7% in 2018, 2.6% in 2019 to 1.7% in 2020
(Mathina, Jagongo, &Wamugo, 2022).The shift to
electronic banking has boosted banks’ ability to
compete (Kimere, 2022). However, the decline in
the performance of commercial banks attracts
negative externalities in the economy in terms of
declined savings, lending, investments and a
negative contribution to the gross domestic product

(Mutegi, Njeru, &Mwiti, 2023).

In the Indian context, Sharma (2023) examined the
effect  of bank
performance. Using an unbalanced panel data of
20 Indian banks over the period 2010 to 2019, the
study examined the effect of e-banking services on

e-banking  services on

the performance of Indian banks measured in terms
of return on assets, return on equity, and net
interest margin. The findings indicated that e-
banking services had positive and significant effect
on bank performance.

Gbanador (2023)
influence of electronic banking

In the context of Nigeria,
examined the
systems on the performance of deposit money
banks (DMBs).The findings indicated that, in the

short-run, e-banking systems had no significant
impact on performance of DMBs. However, the
results showed that,in the long-run, ATM and POS
had positive but insignificant influence on the
performance of DMBs, while mobile banking had a
positive and significant influence on the
performance of DMBs. The findings indicated
evidence of long-run relationship between e-

banking on the performance of DMBs.

In Kenyan context, Hassan, Abuga, and Ndalilah
(2023) examined the influence of e-banking on
customer satisfaction in tier one commercial
banksin Nairobi-City County. Specifically, the study
investigated the influence of internet banking,
automated teller machines banking, mobile banking
and point- of sale services banking on customer
satisfaction in Kenya commercial banks. The study
focused on 5 tier one commercial banks, namely
Equity Bank, ABSA Bank Kenya, Kenya Commercial
Banks, Co-operative Bank, and Standard Chartered
Bank. The findings indicated that internet banking,
automated teller machines banking, mobile banking
and point- of sale services banking had positive but
insignificant effect on customer satisfaction in tier

one commercial banks in Nairobi-City County.

As of the end of 2015, the Central Bank of Kenya
was acknowledged as the industry regulator for 44
financial institutions. A mortgage financing
corporation (MFC) and 43 commercial banks made
up the first group. The government holds the
majority of the shares in three of the forty-three
commercial banks, twenty-seven of the local
commercial banks are privately held, and the
remaining thirteen banks are controlled by foreign
entities. Thirty of the forty-three commercial banks
were locally owned. According to the CBK annual
report (2012), indigenous banks made up 66.6% of
Kenya's banking industry while foreign-owned
banks made up 33.4%. Some of the rules published
by the Central of Kenya that control the financial
sector in Kenya include the Central Bank Act, the
Banking Act, and the Companies Act. As they make
money accessible for investors to borrow, banks
savers and

serve as a middleman between
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borrowers. The Central Bank of Kenya regulates the
financial system's proper operation in the economy
through its monetary policy (Mwange, 2021).

In comparison to 2014, the number and value of
transactions for the Kenya Electronic Payments and
(KEPSS)
Payment System (EAPS) increased by 28.0 percent

Settlement System and East African
and 11.1 percent, respectively. Payments made
through EFT transactions increased by 8.92% in
2015, from KSh 471 billion in 2014 to KSh 513 billion
in 2015. The amount and volume of transactions
made using ATMs did, though, waned. From 824,26
million transactions in 2014 to 1,002,25 million
transactions in 2015, mobile phone money transfer
transactions grew by 21.59 percent. Average liquid
assets were valued KSh 970.1 billion as of June 30,
2015, while average liquid liabilities were worth KSh
2,507.3 billion. This resulted in an average liquidity
ratio of 38.7%, which is the same level as in June
2014. This ratio exceeds the 20.0% regulatory
requirement (CBK Annual Report).

In order to create a mobile banking platform,
Kenyan banks have also teamed with telco
companies. For instance, in November 2012 CBA
and Safaricom unveiled Mshwari, a cutting-edge
mobile banking service that enables users to
borrow money using their smartphones as well as
store money in their virtual accounts and earn
interest. Nine banks had joined together with
Safaricom by November 2015 to make real-time
cash transfers possible through M-Pesa. Equitel, a
mobile banking platform that enables users to
access their accounts using their SIM cards and
mobile phones, was launched by Equity Bank in July
2015.

Statement of the Problem
The efficient performance of commercial banks
creates confidence in the financial system of a
leading to sustainable development
2021).An efficient,

functioning banking system contributes to the

country

(Walowe, stable and well-
economic growth of a country (Njoki &Nyamute,
2023;Walowe, 2021).
performance of commercial banks in Kenya based

However, the decline in

on average return on assets is of high concern
among various stakeholders (Mathina, 2022).In
Kenya, commercial banks have recorded a decline in
performance evidenced by the reduction of average
return on assets from 4.7% in 2013, 3.4% in 2014,
2.9% in 2015, 3.3% in 2016, 2.7% in 2017, 2.7% in
2018, 2.6% in 2019 to 1.7% in 2020 (Mathinaet al.,
2022).

A growing body of literature posits that the use of

e-banking can provide commercial banks a
competitive advantage over competitors (Kitiginet
al.,, 2021; Nasehifaret al.,, 2021). However, the
decline in the performance of commercial banks
attracts negative externalities in the economy in
terms of declined savings, lending, investments and
a negative contribution to the gross domestic
product (Mutegiet al., 2023). For banks, attracting
and retaining customers is the primary goal of
offering online banking services (Regin et al., 2022).
The shift to electronic banking has boosted banks’
ability to compete (Kimere, 2022). However, the
low rate of customers’ adoption of electronic
banking services affects retail banks’ profitability

(Bend, 2020).

Despite the rapid shift in adopting e-banking
services over the last decade, the effect of e-
banking on overall bank performance has received
little attention (Kumar & Pandey, 2023).With the
broad deployment of e-banking technology, there is
a rising interest in understanding the influence of e-
banking adoption on performance of the
commercial banks. However, the effect of e-banking
on bank performance is still being debated (Ritu &
Pandey, 2023).Studying the link between e-banking
and performance of the commercial banks has
attracted the bulk of researchers’ attention (Singh,
2023).
produced mixed results (Hossain, 2021;Sharma,

2023).

However, the empirical studies have

Majority of the empirical studies suggest that e-
banking has a positive and significant effect on bank
performance (Bousrih, 2023; Kumar & Pandey,
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2023; Madugbaet al., 2022; 2023).
However, some empirical studies suggest that e-

Sharma,

banking has an insignificant effect on bank
performance (Gbanador, 2023;Hassanet al.,
2023).The general problem is that
commercial banks lose money when customers do

business

not use e-banking services. The specific business
problem is that some leaders of commercial banks
do not understand the effect of electronic banking
on the performance of commercial banks in

Mombasa County in Kenya.

Research Objectives

The general objective of this study was to examine

the effect of electronic banking on performance of

commercial banks in Mombasa County, Kenya. The

specific objectives were;

= To determine the effect of automated teller
machine

banking on performance of

commercial banks in Mombasa County, Kenya.

= To investigate the effect of mobile banking on
performance of commercial banks in Mombasa
County, Kenya.

= To assess the effect of internet banking on
performance of commercial banks in Mombasa
County, Kenya.

= To examine the effect of smart card banking on
performance of commercial banks in Mombasa
County, Kenya.

The study tested four null hypotheses:

= Hyl: Automated teller machine banking has no
significant effect on performance of commercial
banks in Mombasa County, Kenya.

= Hy2: Mobile banking has no significant effect on
performance of commercial banks in Mombasa
County, Kenya.

= Hy3: Internet banking has no significant effect
on performance of commercial banks in

Mombasa County, Kenya.

= Hyd: Smart card banking has no significant
effect on performance of commercial banks in
Mombasa County, Kenya.

LITERATURE REVIEW
Theoretical Framework

The Dynamic Capability Theory

The study utilized the dynamic capabilities (DC)
theory to explain the effect of electronic banking on
performance of commercial banks in Mombasa
County, Kenya. The DC theory has been used in past
studies (Al-Dmour, Saad, Basheer Amin, Al-Dmour,
& Al-Dmour, 2023). The DC theory (Eisenhardt &
Martin, 2000; Teece, Pisano, &Shuen, 1990) is an
expansion of the resource-based theory (Solem,
Fredriksen, &Sgrebg, 2023). The DC theory suggests
that a firm’s capacity to integrate, develop, and
reconfigure internal and external skills to address
business
environment constitutes dynamic capabilities
(Aghimien, Aigbavboa, &Matabane, 2023).

and adapt with changes in the

The DC theory proposes that a firm's dynamic
capabilities consist of certain activities including
new product creation, industry alliance formation,
enable

and strategic decision-making that

businesses to compete in quickly changing
environments (Ramos, Patrucco, & Chavez, 2023).
The dynamic capabilities can help the commercial
banks to combine and transform static resources,
knowledge and skills into innovative services in
form of the electronic banking services. Therefore,
the DC theory is appropriate in explaining the effect
of automated teller machine banking, mobile
banking, internet banking, and smart card banking
on performance of commercial banks in Mombasa

County, Kenya.

Conceptual Framework

The conceptual framework suggests that firm
performance is conceptualized as the dependent
variable. However, automated teller machine
banking, mobile banking, internet banking and
smart cards banking are conceptualized as the

independent variables.
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Automated Teller Machine Banking Capability
= ATM Cash Withdraws
=  ATM Funds Transfer
=  ATM Account Balance Enquiry
=  ATM Cash Deposits

Mobile Banking Capability
= USSD-Based Mobile Banking
= SMS-Based Mobile Banking
= PayNetMobile Banking
= App-Based Mobile Banking

A\ 4

A 4

Firm Performance
= Return on Assets

Internet Banking Capability
= Electronic Fund Transfer
= Real Time Gross Settlement
= Electronic Clearing System
=  Electronic Account Balance Enquiry

=  Return on Equity
= Customer Retention
=  Employee Retention

Smart Card Banking Capability
=  Visa Debit Cards
=  Standard Debit Cards
= platinum Debit Cards
= Mastercard Debit Cards

A 4

Independent Variables
Figure 1: Conceptual Framework

Review of Literature on Study Variables

Automated Teller Machine Banking

The development of Automated teller machine
(ATM) banking has been facilitated by the growth of
information technology. Existent literature posits
that the introduction of ATMs and their deployment
across city centers have facilitated greater access to
financial services for urban dwellers around the
world (Mwatsika, 2021). An ATM system is an inter-
organizational system that links bank and financial
institutions to retail banking customer for several
types of routine banking transactions such as
inquires, deposits, cash withdrawals, cash transfer
and payments (Pradhan et al, 2021). An ATM
banking is the process whereby customers use
ATMs to effect various financial transactions by
inserting designated credit/debit cards into the
ATM machines (Ibrahim, 2022).In this regard, ATM
banking is the initiation and execution of financial
ATM that
customers to perform cash withdrawals, cash

transactions through an enables

\4

Dependent Variable

deposits, funds transfer, or accounts information
enquiry, at any time without the need for direct
interactions with bank staff (Pradhanet al. (2021).

The ATM banking enables customers have access to
money, check their account balance, effect cash
transfers and pay utility bills conveniently at any
point in time without having to visit one's particular
bank (Ajanni & Addisu, 2021). Existent literature
posits that ATM banking makes it easier and faster
for bank customers to perform a wide range of
banking and financial transactions, including cash
withdrawals, cash transfers and utility bills payment
(). Therefore, ATM banking makes it easier and
faster for bank customers to perform a wide range
of banking and financial transactions, including cash
withdrawals, cash transfers and utility bills payment
(Mutiso, 2021). A growing body of literature posits
that that ATM banking could significantly enhance
bank customers’ access to financial services
(Pradhanet al. (2021).
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Mobile banking

Mobile banking is an e-banking service provided by
a bank or other financial institution that allows its
customers to conduct financial transactions
remotely using a mobile device such as a
smartphone or tablet (Pradhan et al., 2021). In this
regard, mobile banking is the provision of banking
and financial services with the help of mobile
(Gbanador, 2023).

Additionally, mobile banking is an innovative online

telecommunication devices
banking channel enabling customers to carry out

financial transactions using mobile devices,
smartphones, or personal digital assistants (Hassan
&Farmanesh, 2022). Therefore, mobile banking is
the provision of banking and financial services with

the help of mobile telecommunication devices.

Mobile banking involves the use of mobile devices
in the provision of banking services (Ndirangu&
Kimani, 2022). Existent literature posits that mobile
banking involves carrying out financial activities
related to a customer account using a mobile phone
or tablet (Kimere, 2022).Mobile banking is one of
the e-banking channels for expanding and cutting
costs in the banking sector (Gbanador, 2023). Some
of the mobile banking services provided include
transfer of money, payment of bills, mini statement
requests, among others (Pradhan et al., 2021). In
this regard, mobile banking applications allow
customers to conduct banking transactions using
mobile terminals, regardless of the nature of the
network used to access such services (Obbo,
2022).Therefore, mobile banking facilitates client
withdrawals, airtime purchases, utility payments,
and other financial services (Hassan &Farmanesh,
2022).

A growing body of literature posits that mobile
banking has a positive and significant effect on
2022;0bbo,
2022).Some empirical studies suggest that mobile

financial performance (Kimere,
banking has a positive and significant effect on firm
performance (Ajanni & Addisu, 2021; Gbanador,
2023; Harelimana, 2021).However, other empirical

studies suggest that mobile banking, e-payment and

internet banking had insignificant effect confirm
performance (Bosco, 2021).

Internet banking
Internet banking is the operation of accounts
Extant

internet banking or online bankingis a financial

through internet. literature posits that

service that involves conducting banking
transactions through the internet (Ghose & Maji,
2022). Internet banking is the banking applications
that allow customers to access and conduct their
financial transactions using the World Wide Web,
Wi-Fi technologies and the internet, at a time and
place of their choosing (Hassan &Farmanesh,
2022).Additionally, internet banking is the use of an
electronic payment system that enables customers
of a bank or other financial institution to conduct a
range of financial transactions through the financial

institution's website (Pradhan et al., 2021).

Internet banking is becoming more popular in the
fields of corporate and retail banking as the growth
of fintech has stimulated customer acceptance
towards internet banking services (Kwon, Yu, &
Ahn, 2022).To enhance their
commercial banks offer internet banking services as

competitiveness,

the online banking reduces operating costs and
enables banks to charge lower fees (Hassan
&Farmanesh, 2022). Internet banking allows bank
customers to conduct online banking activities, such
as invoices payment, online transfers, account data
inquiries, financial investments, currency exchange,
global

connectivity via the internet (Tahtamouni, 2022). In

simple transaction verification, and
this regard, internet banking has become a valuable
strategic tool for increasing levels of productivity in
terms of controlling costs and managing operations

(Malhotra & Singh, 2021).

Smart card banking
The smart cards, credit cards, point of sale, kisan
cards and debit cards are just a few of the e-
banking services (Singh, 2023). In this regard, smart
card banking is the latest revolution in banking that
make financial transactions

seeks to more

accessible  for customers

2023).The

convenient and

(Bellahcene&Latreche, smart card

The Strategic Journal of Business & Change Management. ISSN 2312-9492 (Online) 2414-8970 (Print). www.strategicjournals.com




banking is a modern form of banking that uses
technology to make it easier for customers to
(Ofori-Okyere,
&Kumah, 2023).Smart card banking uses technology

manage their money Edghiem,
to collect, store, and analyze customer data to
provide the best user experience (Shaikh, Alamoudi,
Alharthi, &Glavee-Geo, 2023).Commercial banks
use the information to create personalized services
and advice tailored to the individual's needs (Gupta,

2023).

Asmart cardis a physical card that has an
embedded integrated chip that acts as a security
token (Shaikh et al., 2023).Additionally, a smart
card isa physical card that has an embedded
integrated chip that acts as a security token. Smart
cards are typically the same size as a driver's license
or credit card and can be made out of metal or
plastic (Ofori-Okyere et al., 2023).Point of sale is an
electronic device that is used for verifying debit
card and credit card transaction (Pradhan et al.,
2021). The debit cards initiate an electronic funds
transfer procedure that speeds up customers'
purchasing payments instead of managing cash and
checks, saving the customers' time by removing the
need to visit the bank halls (Murugun, 2023). Extant
literature posits that even outside of regular
business hours, debit cards may be used, which
boosts bank efficiency (Shah et al., 2023). As they
are handy, simple, and easy to carry, credit cards
have been found to be user-friendly (Singh, 2023).

Smart cards provide ways to securely identify and
authenticate the holder and third parties who want
access to the card (Murugun, 2023). Besides, smart
cards promote users’ efficiency and flexibility
without requiring them to visit the bank premises
& Pan, 2023).

embraced by banks to enhance income, profit, and

(Lee, Credit cards have been
decrease credit and liquidity concerns (Shah et al.,
2023). Debit cards and credit cards are inexpensive
for both banks and (Singh, 2023).
Additionally, debit cards and credit cards require

clients

less maintenance during acquisition and use,
making them appealing and increasing usage as well
as bank profits (Ofori-Okyere et al., 2023). Scholars

aver that debit and credit cards improve electronic
payments transfers by allowing users to access their
accounts outside regular business hours, which
improves bank efficiency (Ritu & Pandey, 2023).
Therefore, there is an upward trend in debit and
credit card fees and commission, which is related to
the rise in debit and credit card use (Sharma, 2023).

Firm Performance

Firm performance is the set of financial and
nonfinancial indicators which provide information
on the degree of achievement of set goals and
objectives (Walter, 2021).Some scholars opine that
firm performance is the capability of a unit in an
organization in meeting set goals through persistent
proper and good
governance (Mwachia, Kimaku, &Makungu, 2023).

dedication, management,
Nevertheless, to date, there is no universally
accepted definition of firm performance (Ubeda-
Garcia et al., 2021).Existent literature posits that
due to the absence of any operational definition of
firm performance upon which the majority of
scholars consent, there would naturally be diverse
interpretations suggested by various people
according to their personal perceptions (Yang &
Jiang, 2023). Firm performance is the set of financial
which

information on the degree of achievement of set

and nonfinancial indicators provide

goals and objectives (Walter, 2021). However,

Nowadays, firm performance has become a
relevant concept in strategic management research
and is frequently used as a dependent variable.
However, there are different dimensions of firm
performance that have been used in the literature
regarding  performance measurement (Yoo,
2021).The financial

quantifiable metrics used to measure how well a

performance measures are

company is doing (Rodrigues, Ruivo, & Oliveira,
2021). Nevertheless, the non-financial measures of
performance are metrics that companies use to
gauge their success and performance in specific
areas, without considering financial metrics
(Kanoujiya, Singh, & Rastogi, 2023). The financial
performance indicators include revenue, profits,

and return on capital, or others such as market
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share, while the non-financial indicators include
customer retention, employee retention, or others
such as measures (Oudgou, 2021). Although the
financial indicators use monetary values to denote
success or failure, the non-financial indicators
measurements avoid using monetary values to

denote success or failure (Shin, Lee, & Park, 2023).

METHODOLOGY

The study employed the correlational, cross-
sectional survey design to examine non-causal
relationships between study variables at a single
point in time and to test the formulated research
hypotheses. This study adopted an explanatory
research design in order to assess the effect of
internet banking, mobile banking, automated teller
machine banking and debit/credit cards banking on
the performance of commercial banks in Mombasa
County. The target population consisted of 98
branch managers and 98 operations managers of
the 98 branches of the 39 commercial banks in
Mombasa County, Kenya. The target population
was as per the Central Bank of Kenya’s database as
at 31%June 2022. The unit of analysis was the
branch, while the unit of observation was the
branch manager and operations manager of the
commercial bank.

The sampling frame for the study was the list of the
39 commercial banks in Mombasa County, Kenya as
per the Central Bank of Kenya’s database as at 31*
June 2022. A sample is the number of elements
carefully selected and included in the study sample
to represent the target population (Hennink&
Kaiser, 2021). The study calculated the sample size
based on Yamane (1967) formula at 95% confidence
level (0.05 level of significance). With a target
and 98
operations managers in 98 branches of the 39

population of 98 branch managers

commercial banks in Mombasa County, Kenya, the
minimum recommended sample size was 132. The
proportionate stratified random sampling technique
was utilized to select a sample size of 66 branch
managers and 66 operations managers from a
target population of 98 branch managers and 98

operations managers of the commercial banks in
Mombasa County, Kenya.

A structured survey questionnaire was used to
collect primary data from the branch managers and
banks
Mombasa County, Kenya. The survey questionnaire

operations managers of commercial
consisted of close ended questions capturing both
independent and dependent variables measured on
a Likert scale of 1-5 in order to quantify data Lobe,
Morgan &Hoffman (2020). The questionnaire was
structured in six sections

major including;

demographic characteristics, internet banking,
mobile banking, automated teller machine banking,
debit/credit cards banking and performance of

commercial banks.

Data processing and analysis were conducted with
respect to the research objectives.

The standard multiple linear regressions model was
specified as:

Y =B+ B1Xy + BXy + B3X3 + BaXy + €

Where:

Y = Firm performance

By = Constant

B1— Bs= Regression Coefficients to be Estimated
X;= Internet Banking

X, = Mobile Banking

X3 = Automated Teller Machine Banking

X4 = Smart Card Banking

€ = Stochastic Error Term

FINDINGS AND DISCUSSIONS

Response Rate

In total 132 survey questionnaires were distributed
to 66 branch managers and 66 operations managers
of commercial banks in Mombasa County, Kenya.
However, only 102 usable survey questionnaires
were received from 51 branch managers and 51
operations managers of commercial banks in
Mombasa County, Kenya. Therefore, there was
valid response rate of 77.27%, which was adequate
for data processing and analysis. Table 1 presents

the response rate results.
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Table 1: Response Rate

Strata No. of Survey Questionnaires No. of Usable Survey Response
Distributed Questionnaires Returned Rate
Branch Managers 66 51 77.27%
Operations Managers 66 51 77.27%
Total 132 102 77.27%

Face Validity Test Results

Face validity was ensured by conducting extensive
literature survey on the research problem, ensuring
that the constructed survey questionnaires used in
this study was developed based on validated scales.
To test the face validity, the researcher shared the
draft survey questionnaire with an expert panel of 5
judges in the field of strategic management to judge
whether, on the face of it, the questionnaire
covered and measured the concepts it purported to
measure. Face validity could be established by
garnering comments from people with experience
and expertise in the field (Saunders et al., 2020).The
results from the expert panel of judges suggested
acceptable face validity. The feedback from the
expert panel of judges helped the researcher to
review the items in terms with regard to the
wording of some of the statements, the structure,
and the layout of the survey questionnaire.

Content Validity Test Results

Content validity was established by conducting
extensive literature survey on the research problem
and employing adapted instruments considered

Table 2: Content Validity Test Results

appropriate in previous studies. Scholars assert that
content validity is confirmed by employing adapted
instruments considered appropriate in previous
studies (Hair et al., 2020). To test the content
validity, the researcher shared the draft survey
guestionnaire with an expert panel of 5 judges to
judge whether, it measured the concepts it
purported to measure and the relevant content
domain for all the constructs had been covered.
Content validity can be established through a
rational analysis of the constructed data collection
instrument by an expert panel of judges on the
research subject to judge whether, the instrument
measures the concepts it purports to measure
(Khan et al., 2019).The feedback provided by the
expert panel of judges were analyzed to establish
the percentage representation using the content
validity index. The content validity test results
showed that the content validity index was 0.9388
and the congruency percentage was 93.88%.
the
suggested acceptable content validity. Table 2

Therefore, content validity test results

presents the content validity test results.

Variable No. of Content Validity Congruency Decision
Items Index Percentage
Automated Teller Banking Capability (X,) 4 0.933 93.30% Valid
Mobile banking (X,) 4 0.940 94.00% Valid
Internet banking (X3) 4 0.937 93.70% Valid
Smart Cards Banking Capability (X,) 4 0.948 94.80% Valid
Firm Performance (Y) 4 0.936 93.60% Valid
Entire Scale 20 0.9388 93.88% Valid

Construct Validity Test Results

For construct validity test, factor analysis with
varimax rotation was conducted using SPSS package
software version 26 for data reduction to detect the
factor structure in the observed variables. However,
prior to the extraction of the constructs, the Kaiser-

Meyer-Olkin (KMO) Measure of Sampling Adequacy
and the Bartlett’s Test of Sphericity were conducted
to determine the appropriateness of the data for
factor analysis. Existent literature posits that the
KMO measure of sampling adequacy and the
Bartlett’s Test of Sphericity should be conducted
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prior to the extraction of the constructs to
determine the appropriateness of the data for
factor analysis (Saunders et al., 2020).

The results showed that the KMO Measure of
Sampling Adequacy was 0.826, greater than 0.7,
while the Bartlett’s Test of Sphericity was significant
(Approx. Chi-Square = 517.248; df = 6; p < 0.001),
confirming the appropriateness of the data for

factor analysis. Scholars assert that a KMO statistic
of greater than 0.7, and an associated Bartlett’s p-
value of less than or equal to 0.05, and an Anti-
image correlation statistic of greater than 0.6
indicates that an adequate correlation exists to
justify factor analysis (Hair et al., 2019).Table 3
presents the results of the Kaiser-Meyer-Olkin
(KMO) test of Sampling Adequacy and Bartlett's test
of Sphericity.

Table 3: KMO Test of Sampling Adequacy and Bartlett's Test of Sphericity

Kaiser-Meyer-0lkin Measure of Sampling Adequacy. 0.826

Bartlett's Test of Sphericity Approx. Chi-Square 517.248
Df 6
Sig. 0.000

Reliability Test Results

The Cronbach Alpha coefficient was calculated to
reliability. The
reliability test results showed that the Cronbach

verify the internal consistency

alpha coefficients of the 5 variables ranged from
0.870 and 0.886 and the Cronbach alpha coefficient
of the entire scale (20 items) was 0.896, greater

Table 4: Reliability Results

than the threshold of 0.7, suggest in acceptable
internal consistency reliability. The general rule of
thumb is that a Cronbach’s alpha values of 0.70 or
above indicates acceptable internal consistency
reliability (Hair et al., 2020). Table 4 presents the
reliability test results of the study variables.

Variables No. of Items Cronbach’s Alpha Comments
Automated Teller Banking Capability (X,) 4 0.878 Reliable
Mobile banking (X,) 4 0.870 Reliable
Internet banking (X3) 4 0.884 Reliable
Debit Cards Banking Capability (X,) 4 0.886 Reliable
Firm Performance (Y) 4 0.876 Reliable
Entire Scale 20 0.896 Reliable

Correlation Analysis Results
The
analysis was performed to confirm or deny the

Pearson’s product moment correlations

relationships between electronic banking and
performance of commercial banks in Mombasa

County, Kenya. The results showed that automated

banks in Mombasa County, Kenya. The results
showed that internet banking had a moderately
strong positive and significant relationship with
0.601, p < 0.05) of commercial
banks in Mombasa County, Kenya. The findings

performance(r

indicated that smart card banking had a strong

teller machine banking had a moderately strong positive and  significant  relationship  with
positive and  significant  relationship  with performance(r = 0.771, p £ 0.05) of commercial
performance(r = 0.679, p < 0.05) of commercial banks in Mombasa County, Kenya. Table 5 presents

banks in Mombasa County, Kenya. The findings
indicated that mobile banking had a moderately
strong positive and significant relationship with
0.587, p < 0.05) of commercial

performance(r

the Pearson’s correlations results for electronic
banking and performance of commercial banks in
Mombasa County, Kenya.
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Table 5: The Pearson’s Correlations Analysis Results

Variable X1 X, X3 X4 Y
Automated teller Pearson Correlation 1
machine banking (X,) Sig. (2-tailed)
N 102
Mobile banking (X,) Pearson Correlation 6917 1
Sig. (2-tailed) .000
n 102 102
Internet banking (Xs) Pearson Correlation 588" 844" 1
Sig. (2-tailed) .000 .000
N 102 102 102
Smart card banking (X,) Pearson Correlation 453" 640" 586 1
Sig. (2-tailed) .000 .000 .000
N 102 102 102 102
Firm Performance (Y) Pearson Correlation 679" 587" 601" 7717 1
Sig. (2-tailed) .000 .000 .000 .000
N 102 102 102 102 102

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

Multiple Linear Regressions Analysis Results

A standard multiple linear regression analysis was
performed with the performance of commercial
banks as the dependent variable and automated
teller machine banking, mobile banking, internet
banking and smart card bankingas the predictor
variables. The standard multiple linear regression
analysis, a = .05 (two-tailed), was performed to
examine the extent to which, if any, of the linear
combination of the automated teller machine
banking, mobile banking ,internet banking and
smart card banking predict the performance of
commercial banks in Mombasa County, Kenya. The
standard multiple linear regression results showed
that the model as a whole was able to significantly
predict the variance in the performance, F (4, 101) =
78.594, p < 0.001, R* = 0.764, of commercial banks
in Mombasa County, Kenya.

Model Summary

From the model summary table, the value of
coefficient of correlation (R) was 0.874, while the
value of coefficient of determination (R?) was 0.764,
the value of the adjusted R? was 0.754, the Std.
Error of the Estimate value of 0.26708, and the
Durbin-Watson statistic was 1.702. The Rvalue of
0.874 suggests that there was a strong positive
between the and the

linear relationship

performance of commercial banks in Mombasa
County, Kenya. The R? value of 0.764 suggests that

the linear combination of predictor variables

(automated teller machine banking, mobile

banking, internet banking, and smart card banking)
could significantly predict and explain
in the

performance of commercial banks in Mombasa

approximately 76.4% of the variance

County, Kenya.

The Adjusted R Square value of 0.754 indicates that
(the model
teller

the model as a whole involving

constant, automated machine banking,
mobile banking, internet banking, and smart card
banking) significantly predicted approximately
75.4% of the variance in the performance of
commercial banks in Mombasa County, Kenya.
However, the model as a whole was not able to
predict the remaining 24.6% of the variance in the
performance of commercial banks in Mombasa
County, Kenya. The Std. Error of the Estimate value
of 0.26708 suggests that there are other factors not
included in the model, in the current study that
could also predict the remaining 24.6% of the
variance in the performance of commercial banks in
Mombasa County, Kenya. Therefore, future
research should be conducted to discover the other

variables not included in the model in the current
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study that could also predict the remaining variance
in the performance of commercial banks in

Mombasa County, Kenya.

From the model summary table, the Durbin-Watson
test statistic had a value of 1.702, falling within the
optimum range of 1.5 to 2.5, suggesting that there

Table 6: Model Summary®

was no severe autocorrelation detected in the in
the residual values in the datasets. Extant literature
posits that the Durbin-Watson statistics falling
within the optimum range of 1.5 to 2.5 indicate that
there is no severe autocorrelation detected in the in
the residual values in the datasets (Hair et al.,
2020). Table 6 presents the model summary results.

Adjusted R
Model R R Square Square Std. Error of the Estimate Durbin-Watson
1 .874° 764 .754 .26708 1.702

a. Predictors: (Constant), Smart card banking (X,), Automated teller machine banking (X;), Internet banking

(X3), Mobile banking (X,)
b. Dependent Variable: Firm Performance (Y)

Analysis of Variance
From the Analysis of Variance (ANOVA) table, the
(the model
automated teller

overall multiple regression model

involving constant, machine
banking, mobile banking, internet banking, and
smart card banking),achieved a high degree of fit,
as reflected by R = 0.874, R* = 0.764, adj. R? =
0.754, F (4, 101) = 78.594, p< 0.001. From the
results, the model as a whole was able to
significantly predict the performance, F (4, 101) =
78.594, p < 0.001, R* = 0.764, of commercial banks
in Mombasa County, Kenya. The results led to the
rejection of the null hypothesis that posited that

Table 7: ANOVA®

the linear combination of predictor variables

(automated teller machine banking, mobile
banking, internet banking, and smart card banking)
does not significantly predict performance of
commercial banks in Mombasa County, Kenya.
Therefore, the results suggested that linear
combination of predictor variables (automated
teller machine banking, mobile banking, internet
banking, and smart card banking) significantly
predicted the performance of commercial banks in
Mombasa County, Kenya. Table 7 presents the

ANOVA results.

Model Sum of Squares df Mean Square F Sig.
1 Regression 22.424 4 5.606 78.594 .000°
Residual 6.919 97 .071
Total 29.343 101

a. Dependent Variable: Firm Performance (Y)

b. Predictors: (Constant), Smart card banking (X,), Automated teller machine banking (X;), Internet banking

(X3), Mobile banking (X,)

Regressions Coefficients

From the coefficients table, the unstandardized
regression coefficients (B) were substituted to the
multiple regression model specified for the study to
specify the final predictive equation:

Y=Bo+ B X+ B2 Xy + B3 X+ BaXs+ €
Where:

Y = Firm Performance

Bo = Constant Term

X; = Automated teller machine banking

X,= Mobile banking

X3= Internet banking

X4= Smart card banking

B1— Bs= Regression Coefficients to be estimated
€ = Stochastic Error Term

Therefore, the final predictive equation was:

Y =-0.117 + 0.541X; + -0.301X; + 0.232X; + 0.548X,
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From the results, holding all factors in to account

constant (automated teller machine banking,
mobile banking ,internet banking, and smart card
banking, constant at zero, the performance of
commercial banks in Mombasa County, Kenya
would be -0.117. The multiple regression suggested
that with all other factors held constant, a unit
increase in automated teller machine banking
to 0.541 unit

performance of commercial banks in Mombasa

would lead increase in the
County, Kenya. The findings suggested that with all
other factors held constant, a unit increase in
mobile banking would lead to 0.301 unit decrease
in the performance of commercial banks in
Mombasa County, Kenya. The results suggested
that with all other factors held constant, a unit
increase in internet banking would lead to 0.232
unit increase in the performance of commercial
banks in Mombasa County, Kenya. Furthermore, the
findings suggested that with all other factors held
constant, a unit increase in smart card banking
to 0.548 unit in the
performance of commercial banks in Mombasa
County, Kenya. Based on the magnitude of the
unstandardized regression coefficients (B) of the

would lead increase

independent variables, the smart card banking, was

Table 8: Regressions Coefficients®

the best predictor of the variance in the
performance of commercial banks in Mombasa

County, Kenya.

The regression results showed that automated
teller machine banking had a positive and
significant effect on the performance (B, = 0.508; t
=7.449; p £0.05) of commercial banks in Mombasa
County, Kenya. The research findings indicated that
mobile banking had a negative and significant
effect on the performance (B, = -0.391; t = -3.626;
p < 0.05) of commercial banks in Mombasa County,
Kenya. The findings revealed that internet banking
had a positive and significant effect on the
performance (B; = 0.256; t = 2.771; p < 0.05) of
commercial banks in Mombasa County, Kenya. The
results indicated that smart card banking had a
positive and significant effect on the performance
(B4 = 0.641; t = 9.922; p < 0.05) of commercial
banks in Mombasa County, Kenya. From the
coefficients table, the tolerance values were
greater than 0.1, while the variance inflation
factors (VIF) values were less than 10, suggesting
that there was no multicollinearity among the
predicator variables (Hair et al., 2020). Table 8
presents the standard

multiple  regression

coefficients results.

Standardized
Coefficients

Unstandardized

Coefficients Collinearity Statistics

Std.
Model B Error Beta t Sig. Tolerance VIF
1 (Constant) -117 243 -.481 .632
Automated teller .541 .073 .508 7.449 .000 .522 1.917
machine banking (X,)
Mobile banking (X;) -.301 .083 -.391 -3.626  .000 210 4.773
Internet banking (X3) .232 .084 .256 2.771  .007 .284 3.519
Smart card banking .548 .055 .641 9.922 .000 .583 1.715

(Xa)
a. Dependent Variable: Firm Performance (Y)

Hypotheses Test Results performance of commercial banks as the
In total, 4 null hypotheses were tested to examine
the direct effect

performance of commercial banks in Mombasa

dependent variable and automated teller machine

of electronic banking on banking, mobile banking, internet banking, and
smart card bankingas the predictor variables. The
coefficient (B), the

corresponding t-values, and P-values were used to

County, Kenya. A standard multiple linear standardized regression

regression performed with the

analysis was
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test the Hyl, Hy2, Hy3 and Hyd at 95% confidence
level, a = 0.05, and t = 1.960 to statistically help
draw acceptable and realistic inferences. Therefore,
the decision rule was to reject the null hypothesis
Hoiif the P < 0.05, and otherwise fail to reject
the null hypothesis Hiif the P > 0.05. Extant
literature suggests that in hypotheses testing at 5%
level of significance (a = 0.05) and 95% confidence
level, the decision rule is to reject the null
hypothesis Hyiif the P < 0.05, and otherwise fail to
reject the null hypothesis Hyiif the P > 0.05 (Hair et
al., 2020).

Hypothesis One Test Results

The first null hypothesis (Hyl) predicted that
showed that automated teller machine banking has
no significant effect on performance of commercial
banks in Mombasa County, Kenya. The Pearson’s

product correlation results indicated that
automated teller machine banking had a
moderately strong positive and significant

relationship with performance (r = 0.679, p < 0.05)
of commercial banks in Mombasa County, Kenya.
The standard multiple regression results showed
that automated teller machine banking had a
positive and  significant effect on the
performance(B; = 0.508; t = 7.449; p < 0.05) of
commercial banks in Mombasa County, Kenya.
Therefore, the Hyl was rejected, providing the
empirical support for H,1. Subsequently, conclusion
was made that automated teller machine banking
has a

significant effect on performance of

commercial banks in Mombasa County, Kenya.

Hypothesis Two Test Results

The second null hypothesis (Hy2) predicted that
showed that mobile banking has no significant
effect on performance of commercial banks in
Mombasa County, Kenya. The Pearson’s product
correlation results indicated that mobile banking
had a moderately strong positive and significant
relationship with performance(r = 0.587, p < 0.05)
of commercial banks in Mombasa County, Kenya.
The standard multiple regression results showed
that mobile banking had a negative and significant
effect on the performance (B,=-0.391; t = -3.626; p

< 0.05) of commercial banks in Mombasa County,
Kenya. Therefore, the Hy2 was rejected, providing
the empirical support for H;2. Subsequently,
conclusion was made that mobile banking has a
significant effect on performance of commercial

banks in Mombasa County, Kenya.

Hypothesis Three Test Results

The third null hypothesis (Ho3) predicted that
showed that internet banking has no significant
effect on performance of commercial banks in
Mombasa County, Kenya. The Pearson’s product
correlation results indicated that internet banking
had a moderately strong positive and significant
relationship with performance(r = 0.601, p < 0.05)
of commercial banks in Mombasa County, Kenya.
The standard multiple regression results showed
that internet banking had a positive and significant
effect on the performance(B; = 0.256; t =2.771; p <
0.05) of commercial banks in Mombasa County,
Kenya. Therefore, the Hy3 was rejected, providing
support for H;.3. Subsequently,
conclusion was made that internet banking has a

the empirical

significant effect on performance of commercial
banks in Mombasa County, Kenya.

Hypothesis Four Test Results

The fourth null hypothesis (Hqo3) predicted that
showed that internet banking has no significant
effect on performance of commercial banks in
Mombasa County, Kenya. The Pearson’s product
indicated that
banking had a strong positive and significant

correlation results smart card
relationship with performance (r = 0.771, p < 0.05)
of commercial banks in Mombasa County, Kenya.
The standard multiple regression results showed
that smart card banking had a positive and
significant effect on the performance(, = 0.641; t =
9.922; p < 0.05) of commercial banks in Mombasa
County, Kenya. Therefore, the Hy3 was rejected,
providing the empirical support for H;3.
Subsequently, conclusion was made that smart card
banking has a significant effect on performance of
commercial banks in Mombasa County, Kenya.

Table 9 presents the hypotheses test results.
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Table 9: Hypotheses Test Results

Hypothesis B t Sig. Decision

Hol:  Automated teller machine banking has no significant .508 7.449 .000 Reject the
effect on performance of commercial banks in Hol
Mombasa County, Kenya.

Ho2:  Mobile banking has no significant effect on -.391 -3.626 .000 Reject the
performance of commercial banks in Mombasa County, Ho2
Kenya.

Ho3: Internet banking has no significant effect on .256 2.771 .007 Reject the
performance of commercial banks in Mombasa County, Ho3
Kenya.

Hod:  Smart card banking has no significant effect on .641 9.922 .000 Reject the
performance of commercial banks in Mombasa County, Ho4

Kenya.

Discussions of Key Findings

This section presents a discussion of the key
findings of the study. The purpose of this
guantitative non-experimental correlational study
was to examine the effect of electronic banking on
performance of commercial banks in Mombasa
County, Kenya. Specifically, the study examined the
effect of automated teller machine banking, mobile
banking, internet banking, and smart card banking
on performance of commercial banks in Mombasa
County, Kenya. The Pearson’s product moment
correlations analysis was performed to confirm or
deny the relationships between electronic banking
and performance of commercial banks in Mombasa
County, Kenya. The correlation results showed that
the electronic banking had positive and significant
relationship with performance of commercial banks
in Mombasa County, Kenya.

A standard multiple linear regression analysis was
performed with the performance of commercial
banks as the dependent variable and automated
teller machine banking, mobile banking, internet
banking and smart card bankingas the predictor
variables. The regression results indicated that the
electronic banking had significant effect on the
performance of commercial banks in Mombasa
County, Kenya. The results are consistent to the
findings of previous studies (Bosco, 2021; Kimere,
2022; Kumar & Pandey, 2023; Sharma, 2023; Obbo,

2022). However, the findings are inconsistent with
the results of Hossain (2021) which indicated that e-
banking adoption had a negative and significant
effect on banks' profitability in terms of return on
assets, return on equity, and net interest margin in
the year of adoption instate-owned commercial
banks in Bangladesh. The results are also
inconsistent with the findings of Gbanador (2023)
which showed that in the short-run, e-banking had
no significant effect on the performance of deposit
money banks in Nigeria.

Effect of Automated teller machine banking on
Firm Performance

The first specific objective was to determine the
effect of automated teller machine banking on
performance of commercial banks in Mombasa
County, Kenya. The first null hypothesis (Hy1)
predicted that showed that automated teller
machine banking has no significant effect on
performance of commercial banks in Mombasa
County, Kenya. The Pearson’s product correlation
results indicated that automated teller machine
banking had a moderately strong positive and
significant relationship with performance of
commercial banks in Mombasa County, Kenya. The
standard multiple regression results showed that
automated teller machine banking had a positive
and significant effect on the performance of
commercial banks in Mombasa County, Kenya.
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Therefore, the Hyl was rejected, providing the
empirical support for H,;1. Consequently, conclusion
was made that automated teller machine banking
has a significant effect on performance of
commercial banks in Mombasa County, Kenya. The
results are consistent to the findings of previous
studies (Barasa, 2021; lbrahim, 2022; Madugbaet
al., 2021; Obbo, 2022). However, the findings are
inconsistent with the results of some prior studies

(Gbanador, 2023).

Effect of Mobile banking on Firm Performance

The second specific objective was to investigate the
effect of mobile banking on performance of
commercial banks in Mombasa County, Kenya. The
second null hypothesis (Hy2) predicted that showed
that mobile banking has no significant effect on
performance of commercial banks in Mombasa
County, Kenya. The Pearson’s product correlation
results indicated that mobile banking had a

moderately strong positive and significant
relationship with performance of commercial banks
in Mombasa County, Kenya. The standard multiple
regression results showed that mobile banking had
a negative and significant effect on the
performance of commercial banks in Mombasa
County, Kenya. Therefore, the Hy2 was rejected,
providing the empirical support for H;2.
Consequently, conclusion was made that mobile
banking has a significant effect on performance of
commercial banks in Mombasa County, Kenya. The
results are consistent to the findings of previous
studies (Barasa, 2021; Gbanador, 2023;Kimere,

2022;Ndirangu& Kimani, 2022;0bbo, 2022).

Effect of Internet banking on Firm Performance

The third specific objective was to assess the effect
of internet banking on performance of commercial
banks in Mombasa County, Kenya. The third null
(Ho3) predicted that showed that
internet banking has no significant effect on

hypothesis

performance of commercial banks in Mombasa
County, Kenya. The Pearson’s product correlation
results indicated that internet banking had a
moderately  strong

positive and significant

relationship with performance of commercial banks

in Mombasa County, Kenya. The standard multiple
regression results showed that internet banking had
a positive and significant effect on the performance
of commercial banks in Mombasa County, Kenya.
Therefore, the Hy3 was rejected, providing the
empirical support for H;3. Consequently, conclusion
was made that internet banking has a significant
effect on performance of commercial banks in
Mombasa County, Kenya. The results are consistent
to the findings of previous studies (Barasa, 2021;
Ghose & Maji, 2022). However, the findings are
inconsistent with the results of some prior studies
(Kimere, 2022; Madugbaet al., 2021).

Effect of Smart card banking on Firm Performance

The fourth specific objective was to examine the
effect of smart card banking on performance of
commercial banks in Mombasa County, Kenya. The
fourth null hypothesis (Hy3) predicted that showed
that internet banking has no significant effect on
performance of commercial banks in Mombasa
County, Kenya. The Pearson’s product correlation
results indicated that smart card banking had a
strong positive and significant relationship with
performance of commercial banks in Mombasa
County, Kenya. The standard multiple regression
results showed that smart card banking had a
positive and significant effect on the performance
of commercial banks in Mombasa County, Kenya.
Therefore, the Hy3 was rejected, providing the
empirical support for H;3. Consequently, conclusion
was made that smart card banking has a significant
effect on performance of commercial banks in
Mombasa County, Kenya. The results are consistent
to the findings of previous studies (Shaikh & Anwar,
2023; Sharma, 2023).

CONCLUSIONS AND RECOMMENDATIONS

The purpose of this quantitative non-experimental
correlational study was to examine the effect of
electronic banking on performance of commercial
banks in Mombasa County, Kenya. Specifically, the
study examined the effect of automated teller
machine banking, mobile banking, internet banking,
and smart card banking on performance of
commercial banks in Mombasa County, Kenya. The
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Pearson’s product moment correlations analysis
was performed to confirm or deny the relationships
between electronic banking and performance of
commercial banks in Mombasa County, Kenya. The
correlation results showed that the electronic
banking had positive and significant relationship
with performance of commercial banks in Mombasa
standard multiple linear

County, Kenya. A

regression analysis was performed with the

performance of commercial banks as the
dependent variable and automated teller machine
banking, mobile banking, internet banking and
smart card bankingas the predictor variables. The
regression results indicated that the electronic
banking had significant effect on the performance
of commercial banks in Mombasa County, Kenya.
Therefore, the conclusion was that electronic
banking significantly predict the performance of

commercial banks in Mombasa County, Kenya.

The  study valuable  managerial

recommendations. The study recommends that it is

provides

imperative for the managers to develop electronic
banking to foster the performance of commercial
banks in Mombasa County, Kenya. First, the study
recommends that it is imperative for the managers
to develop automated teller machine banking to
foster the performance of commercial banks in
Second, the
recommends that it is imperative for the managers

Mombasa County, Kenya. study
to improve on the mobile banking to foster the
performance of commercial banks in Mombasa
County, Kenya. Third, the study recommends that it
is imperative for the managers to develop internet
banking to foster the performance of commercial
banks in Mombasa County, Kenya. Fourth, the study
recommends that it is imperative for the managers
to develop smart card banking to foster the
performance of commercial banks in Mombasa

County, Kenya.
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