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Abstract: 

Customers may use their cellphones to conduct financial transactions using applications and websites. 

These services assist both banks and clients by lowering operational costs while improving service ease. 

The purpose of this study was to look at how mobile and internet banking affected First Capital Bank's 

financial performance. A descriptive-correlational study design was used. Data was collected using 

questionnaires issued to 100 employees, with a 90% return rate. A quantitative technique was adopted 

to investigate the association between mobile banking services (ATMs, apps, email banking, and 

websites) and financial performance measures such as revenue and return on equity (ROE). Security, 

connectivity difficulties, awareness, and customer relationship management were among the key 

considerations. Descriptive study revealed that mobile and internet banking boosted the bank's financial 

performance, resulting in improved revenue and asset growth. The research took an interpretivist 

approach, focusing on employee experiences. The findings imply that mobile and online banking 

improve profitability. The study advises the use of AI technology to improve service delivery and increase 

income. 
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Introduction 

Digital transformation has reshaped global banking, positioning mobile and internet banking as essential 

for enhancing customer access and reducing operational costs (Chesir et al., 2024; Mageto & Wekesa, 

2023). In Botswana, First Capital Bank and other commercial banks have increasingly adopted these 

platforms to meet rising expectations for convenient, secure, and efficient financial services 

(Gaosegelwe & Monametsi, 2024; Botswana Gazette, 2024). This paper examines how mobile and 

internet banking influence the financial performance of First Capital Bank in Botswana. 

Banks serve as intermediaries for savings and loans, contributing to economic growth (Selgin, 2023). 

Botswana’s banking sector includes both local and international institutions under the regulation of the 

Bank of Botswana. Digital channels such as ATMs, mobile apps, USSD, and online banking enable 

remote transactions, reducing branch dependency and expanding service outreach (Gaosegelwe & 

Monametsi, 2024; Newson, 2018). Globally, digital banking adoption rose by 23% in 2023, with mobile 

transactions accounting for 40% of Botswana’s banking activity (Botswana Gazette, 2024). Mobile and 

internet platforms enhance efficiency and customer satisfaction, though they also introduce 

cybersecurity vulnerabilities and require significant IT investment (Apaua & Lallie, 2022; Diallo et al., 

2024). 

This study aims to investigate the impact of mobile and internet banking on the financial performance of 

First Capital Bank, focusing on both benefits and risks. 

• Research Question 1: What challenges does First Capital Bank face in implementing 

mobile and internet banking? 

• Research Question 2: What is the relationship between these digital banking channels and 

key financial performance indicators (ROA, ROE, revenue)? 

• Research Question 3: Which strategic measures can optimize the benefits of mobile and 

internet banking for improved bank performance? 

Answers to these questions will inform strategies to enhance profitability, mitigate digital risks, and 

strengthen the bank’s market position in a competitive and evolving technological environment. 

Literature Review 

This section examines the existing literature regarding the impact of mobile and internet banking on the 

performance of commercial banks. It explores the relationship between mobile banking and bank 

performance, highlights the challenges encountered by users, analyzes internet banking strategies, and 

discusses the definitions and conceptual frameworks that guide the study. Additionally, it examines the 
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impacts of mobile and internet banking on bank performance. Hypotheses are derived from the findings 

of related empirical studies, which are synthesized in the review. 

Internet and Mobile Banking 

Electronic delivery of financial products through digital platforms has been made possible by the internet 

and mobile banking, which have revolutionized banking services. SMS banking, which was restricted by 

the technology available at the time, was one of the early modes of digital banking (Sorbet, 2022). The 

emergence of comprehensive internet banking applications was facilitated by the introduction of 

smartphones that operate on the Android and iOS platforms (Pugh, 2022). Internet banking allows 

customers to perform financial transactions, including fund transfers, bill payments, and account 

monitoring, through mobile applications and websites (Moreno-García, 2023). Informational services 

that offer product details and transactional services that enable money movement under secure 

authentication are among the forms of internet banking (Moreno-García, 2023). In contrast, mobile 

banking includes transactional capabilities that are executed on mobile devices. These capabilities are 

frequently supplemented by services such as SMS banking, WAP applications, and USSD codes for 

customers who do not have smartphones (Enelamah, 2022). This transition from conventional, physical 

banking to virtual and paperless processes provides increased convenience and accessibility (Acevedo, 

2022). 

One of the primary advantages of mobile and internet banking is its convenience, which enables 

consumers to access services at any time and engages in financial activities such as online purchasing 

through the integration of their cards (Yadan, 2023). Physical visits and currency utilization have 

decreased as a result of the transition from brick-and-mortar branches to digital platforms (Beers, 2022). 

These virtual platforms are subject to the same regulatory frameworks as traditional institutions, which 

guarantees security and conformance (Wisniewski, 2022). 

Hypothesis 1 (H1): The adoption of mobile and internet banking positively influences customer access 

to banking services, increasing customer convenience and engagement. 

Challenges in the Use of Internet and Mobile Banking 

Despite their advantages, mobile and internet banking present hurdles that may impact user acceptance 

and bank performance. Security concerns are crucial, with weak passwords, phishing, and malware 

assaults exposing clients to fraud. Cybersecurity dangers instill distrust in users, which banks try to 

minimize via multi-factor authentication and system hardening. System outages, whether accidental or 

deliberate, impede service delivery, producing inconvenience for clients and possibly financial losses for 

banks (White, 2023). Connectivity issues, particularly in rural locations with low mobile network 

coverage, hinder customers' access to digital banking services (Pankomera & Greunen, 2018). 
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Concerns about fraud and dependability restrict customers' desire to fully adopt digital banking (Salam 

et al., 2021; Frankenfield, 2023). Customers may continue to prefer in-person encounters for large 

purchases or sophisticated services (Frankenfield, 2023).  

Hypothesis 2 (H2): Security, system downtime, and connectivity challenges negatively impact the 

adoption and usage of mobile and internet banking services. 

The Effect of Internet and Mobile Banking on Bank Performance 

Mobile and online banking have been related to improved bank financial performance through increased 

operational efficiency, cost savings, and improved service delivery (Halili, 2014). The digitalization of 

banking decreases reliance on paper and physical branches, lowering operating costs and enhancing 

profitability. Banking services are available 24 hours a day, seven days a week, which increases market 

reach and client base (Kombe & Wafula, 2015). Mobile and internet banking penetration is still increasing 

in emerging nations, with a modest influence on bank performance (Cote, 2022). Adoption boosts 

consumer engagement, product innovation, and marketing effectiveness via digital channels (Cote, 

2022). Jain (2023) emphasizes that effective application of digital banking technology fosters continual 

innovation and enhances bank-customer interactions across borders.  

Hypothesis 3 (H3): Increased adoption of mobile and internet banking services positively impacts the 

financial performance of commercial banks by enhancing efficiency and customer base. 

The Relationship Between Mobile and Internet Banking and Bank Performance 

The usage of mobile and internet banking channels is thought to have a direct impact on banks' financial 

results such as return on assets (ROA) and profit margins (Bhandari, 2022; Zinn, 2023). ROA measures 

how successfully banks produce money from their assets, whereas profit margin demonstrates 

profitability in mobile and online banking operations (Zinn, 2023).  

Empirical research show that digital banking usage improves bank performance. According to Lasmini 

et al. (2019), mobile banking in Indonesia increases competitiveness and bank profitability. Similarly, 

Ogutu et al. (2019) proved in Kenya that mobile and internet banking have a substantial correlation with 

bank financial performance, which is controlled by control variables such as bank size, credit risk, and 

liquidity. These control factors boost client confidence and increase company volume, which drives 

profitability. Surbhi (2017) adds to the view that mobile and internet banking allow users to efficiently 

manage accounts via digital devices, hence improving bank performance.  

Hypothesis 4 (H4): Mobile and internet banking usage has a significant positive relationship with the 

financial performance of commercial banks, moderated by bank-specific factors such as size and 

liquidity. 
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This study is based on three important theories that explain the relationship between mobile and internet 

banking and bank performance: the financial intermediary theory, the Technology Acceptance Model 

(TAM), and the Diffusion of Innovation (DOI). The financial intermediates hypothesis emphasizes how 

banks provide simple, accessible services that attract new clients while lowering transaction costs, 

hence increasing profitability. DOI theory outlines how innovations such as mobile banking spread over 

time, stressing adopter groups ranging from innovators to laggards, as well as the role of communication 

channels in adoption. TAM focuses on users' perceptions, namely perceived utility (PU) and perceived 

ease of use (PEU), which impact their behavioral intention to utilize technology. PU represents the 

assumption that technology improves service quality and efficiency, whereas PEU measures how easy 

consumers find it to use. TAM explains how consumers' favorable impressions drive real usage of mobile 

and internet banking, resulting in higher revenue for banks. The DOI theory emphasizes the slow 

adoption of financial innovations, demonstrating that banks must identify target audiences and 

overcome opposition to change. Together, these ideas show how mobile and internet banking usage 

affects bank performance by increasing consumer engagement, lowering expenses, and promoting 

innovation dissemination. 

Hypothesis Description Sources(s) 

H1 Mobile and internet banking adoption enhances 

customer convenience and engagement. 

Sorbet (2022); Pugh (2022); 

Moreno-García (2023) 

H2 Security, downtime, and connectivity issues 

negatively affect digital banking adoption. 

Mitham (2020, 2021); White 

(2023); Pankomera & Greunen 

(2018); Salam et al. (2021) 

H3 Adoption of mobile and internet banking positively 

influences financial performance by increasing 

efficiency and customer base. 

Halili (2014); Wanja (2012); 

Kombe & Wafula (2015); Jain 

(2023) 

H4 Mobile and internet banking usage positively 

relates to bank performance, moderated by bank 

size, credit risk, and liquidity. 

Lasmini et al. (2019); Ogutu et 

al. (2019); Surbhi (2017) 

Table 1: Summary of Hypotheses 

Conceptual Framework 

Figure 1 below shows the relationship between the independent and the dependent variables. 
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Figure 1: The relationship between the dependent and independent variables 

This literature review synthesizes theoretical foundations and empirical evidence supporting the positive 

impact of mobile and internet banking on commercial banks, while acknowledging operational and 

security challenges that may inhibit adoption. The derived hypotheses provide a framework for empirical 

testing in the context of the study. 

Methods and Data 

This study explains the research methodology used. A descriptive research technique was used to better 

understand what exists in a given population by detecting patterns, trends, and correlations between 

variables (Hassan, 2022). This method allowed the researcher to define the rise in mobile and internet 

banking usage and examine its relationship to financial performance metrics such as return on equity 

(ROE) and monthly income generated. 

A quantitative technique was employed to ease the data collection process and enable use of statistical 

analysis. Quantitative research is ideal for investigating cause-and-effect relationships because it allows 

for systematic hypothesis testing. It enhances impartiality and replicability, ensuring that results are 

reliable and unbiased (Solanki, 2022). This approach was supported by positivist research philosophy, 

which states that knowledge is derived from observable and measurable facts (Jansen, 2023). 

Positivism is highly advantageous in research that requires hypothesis testing and quantitative data, 

therefore it is ideal for the objectives of this study. 

The research population consists of all 300 employees of First Capital Bank Botswana, including the 

head office, branches, and lending centers in Gaborone. Because the overall population was large and 
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diverse, a probability sampling method was used to ensure that all members had an equal chance of 

being picked (McCombes, 2019). This method reduces bias and increases sample representativeness. 

The survey's sample size was determined using Yamane's (1967) approach, with 100 respondents 

selected. This sample was judged sufficiently representative to reflect the views of the overall employee 

population.  

Data were collected using a structured questionnaire including both open-ended and closed-ended 

questions. The questionnaire was divided into four sections: demographics, challenges for commercial 

banks, the relationship between digital banking and performance, and development measurements. 

Questionnaires were chosen because to their inexpensive cost and ability to capture large volumes of 

data quickly and consistently (Cleave, 2023). The questionnaire design was guided by the research 

objectives and verified in a pilot study with a small number of participants to guarantee clarity and 

relevance (Kuhn, 2023). The major data collection approach was to distribute self-completed paper-

based questionnaires to the sampled respondents in person. This technique gave immediate feedback 

while also boosting response reliability by removing misunderstandings. Secondary sources, such as 

textbooks, academic journals, and financial reports, were also used to help with data analysis and 

interpretation. 

The collected data was analysed using descriptive statistics to characterize trends and correlation 

analysis to look at the relationship between mobile and internet banking service uptake and bank 

performance. Descriptive statistics allowed for the detection of usage patterns, customer adoption rates, 

and staff perspectives. Correlation analysis allowed us to determine if an increase in mobile banking 

usage was associated with changes in financial performance parameters. Data were presented in 

tabular and diagrammatic formats to make the results more readable.  

The validity and reliability of the research instruments were carefully tested. Validity was increased by 

aligning questionnaire items with research objectives and completing a pilot study to optimise the 

instrument. Consistent measurement and dependable replies throughout time helped to ensure 

dependability (Middleton, 2019).  

Ethical considerations were carefully followed. Participation in the study was entirely voluntary, and 

participants might withdraw at any time. Informed consent was obtained by issuing authorized letters 

outlining the study's purpose, scope, and duration. Confidentiality was maintained, with no identifying 

information collected or disclosed. All participants remained anonymous, and their responses were used 

purely for academic purposes (Denison, 2023).  
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Results 

This section presents the study's results in accordance with the research questions. Descriptive 

statistics, such as means and standard deviations, were employed to analyze the data collected from 

structured questionnaires using a five-point Likert scale. The results are presented in accordance with 

the three primary objectives of the study. Cronbach's Alpha tests were conducted for each of the four 

primary constructs in the study: challenges encountered relationship with performance, impact on 

performance, and development strategies, in order to verify the survey instrument's internal consistency 

and reliability. The study findings illustrates that all four constructs yielded values that exceeded the 

conventional threshold of 0.70. These values, which ranged from 0.722 (strategies to improve) to 0.986 

(relationship between mobile/internet banking), indicated a high level of reliability throughout the 

instrument. These findings verify that the instrument employed to gather data was both consistent and 

reliable across various dimensions. This consistency strengthens the credibility of the findings and 

implies that similar studies conducted in analogous environments may produce reproducible results. 

In order to examine the obstacles encountered by commercial banks with respect to the utilization of 

mobile and internet banking, three categories of challenges were examined: inadequate mobile 

connectivity, security risks, and inadequate awareness of mobile banking services. The results 

demonstrate that respondents perceived inadequate network infrastructure as a substantial challenge, 

as evidenced by a high mean score of 3.83 (SD = 3.51), which suggests high levels of agreement. On 

the other hand, network congestion and weak mobile signal from mobile network operators recorded 

lesser means of 3.42 and 3.31, respectively, indicating that these were not regarded as significant 

obstacles.  

Respondents demonstrated a high level of distrust in mobile and internet banking services as a result 

of perceived security concerns (Mean = 4.22, SD = 1.1) within the security risks dimension. The dread 

of security hazards was also observed, with a relatively high mean of 3.80 (SD = 1.1). In contrast, the 

perception of a lack of legal and regulatory support was lower, with a mean of 3.39, suggesting that it 

was not regarded as critical as direct security concerns.  

The primary issue identified in relation to lack of awareness was destitution among potential users, 

which received a high mean of 4.21 (SD = 1.1). This implies a substantial belief that lower-income 

consumers may not be eligible for or comprehend mobile banking services. In contrast, customer 

resistance to change and excessive illiteracy were rated as lesser barriers, with means of 3.61 and 3.19, 

respectively. The three dimensions analyzed revealed a generally high level of concern, as evidenced 

by the aggregate weighted mean of 3.67 across all items related to challenges.  
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The second research objective, which involved the examination of the relationship between the financial 

performance of commercial banks and mobile and internet banking, was addressed through the analysis 

of data on three fronts: performance indicators, perceived cost implications, and strategic significance. 

The study findings indicates that the monthly income generated through mobile banking had the highest 

mean of 4.14 (SD = 0.71), indicating that it was the most widely recognized indicator of bank 

performance. The number of registered users received the lowest perception (Mean = 3.27), whereas 

bank assets as a performance measure received a high rating (Mean = 3.49, SD = 1.01). This suggests 

that financial performance is perceived as a result of financial returns rather than consumer volume. 

Additionally, a mean of 3.78 (SD = 1.1) was reported, indicating a strong perception of a positive and 

significant relationship between financial performance and mobile banking. This implies that 

respondents believed that mobile banking had a positive impact, primarily due to the reduction of 

operational costs. Conversely, there was a lower perception that mobile banking imposed a financial 

burden on the bank (Mean = 3.56) or that it was neutral due to technological hazards (Mean = 3.34). 

The overall weighted average perception for this section was 3.06, which serves to reinforce the notion 

that digital banking is generally perceived as advantageous to bank performance.  

The third objective, which involves the identification of strategies to enhance the use of mobile and 

internet banking. The most strongly supported strategy was the implementation of secure automated 

customer support systems, specifically chatbots (Mean = 3.91, SD = 1.10), followed closely by 

automated digital workflows (Mean = 3.89, SD =.91). Additionally, data security was highly valued (Mean 

= 3.76), underscoring the significance of user data protection and privacy.  

The need for user-friendly and straightforward platforms was also indicated by the high perception of 

effortless service accessibility (Mean = 3.69, SD = 1.2). Tailor-made services and pre-built customer 

support scenarios were assigned lower mean scores of 3.56 and 3.69, respectively, indicating that they 

were perceived as having a lesser significance. The weighted mean for this category was 3.75, which 

indicates that strategies that prioritize security, automation, and usability are essential for enhancing the 

adoption of digital banking.  

A Spearman's rho correlation analysis was performed using Microsoft Excel to further investigate the 

relationships among the main variables of the study. Table 2 illustrates the correlation coefficients 

between commercial banks' financial performance and variables associated with mobile and internet 

banking.  

  SR AMB NRC PMA MC CRM ADC 

SR 1 
      

AMB 0.31 1 
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NRC -0.03 -0.18 1 
    

PMA -0.16 0.141 0.131 1 
   

MIR -0.66 0.141 0.051 0.352 1 
  

CRM -0.42 0.301 0.369 0.153 0.785 1 
 

ADC -0.53 0.064 0.493 0.491 0.75 0.881 1 

Table 2 Correlation analysis 

MC -Mobile connectivity 

SR -The impact of security risks on the financial performance of banks. 

AMB -Awareness of the Mobile Banking services 

NRC-Number of customers registered for internet and mobile banking services is a measure of 
performance. 

PMA-Performance measured by company assets acquired from the inception of mobile and internet 
banking. 

MIR-Monthly income received or generated from internet and mobile banking. 

CRM-Customer Relationship Management 

ADC-Automated Digital Customer Support 

The study findings on Table 2 indicate that the measured variables exhibit a combination of positive and 

negative correlations.  

The correlation coefficient between security risks and bank performance was shown to be -0.16, 

showing a modest negative association. Although not a significant effect, this finding implies that 

increases in actual or perceived security concerns may have a minor negative impact on the bank's 

financial performance. Security vulnerabilities can undermine client trust, thereby limiting the usage of 

digital banking systems and lowering the bank's overall efficiency and profitability. This emphasizes the 

vital necessity for ongoing investment in cybersecurity and data protection measures. 

In comparison, the correlation coefficient for Customer Relationship Management (CRM) and 

Performance Measurement Attributes (PMA) was 0.153. This weak positive association implies that 

CRM strategies like customized communication, prompt service, and customer assistance might have 

a small but significant influence on bank performance. While CRM may not be the major driver of 

financial results, it does help with client retention and happiness, which are critical to the long-term 

sustainability of digital banking services. 
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Similarly, knowledge of mobile and internet banking services had a small but positive correlation with 

bank performance (coefficient = 0.141). This suggests that as clients become more aware about 

accessible digital services and their benefits, the bank's performance improves somewhat. The 

consequence is clear: customer education campaigns and marketing activities play a vital role in 

encouraging the use of digital banking technologies, which improves operational efficiency and customer 

engagement. 

Mobile connection and CRM showed a substantially greater association (0.785). This extremely positive 

connection suggests that changes in mobile network infrastructure considerably increase the bank's 

capacity to provide efficient customer relationship management. With improved connection, the bank 

can give more dependable access to services, faster issue resolution, and real-time assistance, all of 

which improve the client experience and increase engagement with digital channels. This conclusion 

emphasizes the need of a stable telecommunications infrastructure as the cornerstone for effective 

digital banking operations. 

Finally, the correlation between knowledge of mobile banking and automated digital support services 

was determined to be 0.64, indicating a relatively high positive link. This shows that clients who are more 

comfortable with mobile banking are more likely to comprehend and use automated services like 

chatbots and self-service tools. It underscores the complimentary nature of various digital parts, with 

more experience with one facet of digital banking leading to greater confidence with related technology. 

Promoting integrated understanding and use of these tools may greatly increase customer support 

efficiency and satisfaction. 

The correlation study provides some key insights into the impact of mobile and internet banking in 

influencing financial performance at First Capital Bank Botswana. Among the variables investigated, 

mobile connection had the greatest impact, notably in improving CRM skills. While security threats, 

customer awareness, and CRM have very minor connections with performance, their combined 

influence should not be underestimated. These aspects work together to create an atmosphere 

conducive to the growth of digital banking. Ensuring safe systems, raising awareness, and strengthening 

infrastructure all play critical roles in helping the bank perform in an increasingly digital financial world. 

The analysis indicates the existence of statistically observable correlations among a variety of 

dimensions, including security, customer relationship strategies, performance measurements, and 

mobile and internet banking usage. The correlations' intensity and direction are subject to variation 

across a variable, which serves as a fundamental foundation for the discussion of findings in the 

subsequent section.  

In a nutshell, the findings indicate that infrastructure and security concerns are the primary obstacles 

that commercial banks encounter when conducting mobile and internet banking. Nevertheless, digital 
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banking is regarded as having a beneficial impact on financial performance, and it is believed that the 

adoption and efficacy of digital banking can be considerably improved through the implementation of 

several strategic interventions, particularly those related to data security and automation.  

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

T Sig. B Std. Error Beta 

1 (Constant) -2.642 .318  -8.317 .000 

Connectivity -.049 .189 -.041 -.260 .797 

Security .925 .137 .474 6.732 .000 

Awareness .274 .133 .240 2.065 .048 

CRM .366 .137 .352 2.666 .012 

Table 3: Regression coefficients 

To determine the extent to which independent variables connectivity challenges, security concerns, 

awareness of mobile banking services, and customer relationship management (CRM) predict the 

financial performance of commercial banks, a multiple linear regression analysis was conducted.  

The regression model suggests that security, awareness, and CRM are statistically significant predictors 

of financial performance (p-values < 0.05). In particular, security (β = 0.925, p = 0.000) was the most 

significant positive predictor, indicating that commercial banks' financial performance is most 

significantly improved by enhanced security measures. Financial performance was also substantially 

predicted by customer relationship management (CRM) (β = 0.36, p = 0.012), which lends credence to 

the notion that effective customer engagement through customized services and support mechanisms, 

such as automation, enhances outcomes.  

A positive and statistically significant effect was observed in the awareness of mobile and internet 

banking services (β = 0.27, p = 0.048), albeit in a lesser scale. This suggests that customer education 

and outreach are also crucial in enhancing performance. Conversely, connectivity challenges were not 

identified as a statistically significant predictor of financial performance (β = -0.049, p = 0.79). This 

implies that, despite its perceived operational challenge, financial outcomes in the regression model are 

not directly influenced by connectivity.  
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These findings are consistent with Bonovas and Piovani (2023), who contend that predictor variables 

with p-values below 0.05 are statistically significant and are likely to make a significant contribution to 

the overall model. In general, the model corroborates the assertion that financial performance is likely 

to be positively impacted by investments in security infrastructure, consumer education and awareness, 

and CRM systems. Conversely, addressing connectivity issues alone may not directly improve bank 

profitability.  

Discussion 

This section evaluates the reported results within the context of current research, emphasizing how the 

findings contribute to a better understanding of the difficulties and potential in mobile and internet 

banking, particularly in the commercial banking sector. The analysis focuses on the study's main issues, 

including barriers to adoption, the influence of mobile and internet banking on financial success, and 

suggestions for increasing usage, while also noting the research's shortcomings.  

The survey revealed various barriers to commercial banks' adoption of mobile and internet banking, 

including limited mobile connection, security concerns, and a lack of understanding. Among these, 

security threats were identified as the most significant problem (Mean = 4.22), which is consistent with 

Mutuku's (2016) findings that risk management, especially digital fraud prevention, is fundamental to 

bank success. Respondents in this study were particularly concerned about a lack of confidence in 

mobile transactions, mirroring the feelings expressed by D'Cruz and Ting (2021), who underlined that 

perceived risk lowers adoption of mobile banking, particularly in low-income and rural communities.  

Although connection difficulties such as network congestion and signal intensity were highlighted, they 

were not shown to have a significant impact on performance in the regression study. This conclusion is 

significant because it contradicts previous study (e.g., Mago & Chitokwindo, 2014), which claimed that 

inadequate infrastructure is a key barrier in Sub-Saharan Africa. One possible reason for this disparity 

is that connection, while annoying operationally, may not be the limiting factor in contexts where 

consumers have become accustomed to intermittent access or utilize financial services sparingly. 

However, a lack of information, particularly about poverty and financial illiteracy, was noted as a 

substantial obstacle to service acceptance. This supports Allen et al.'s (2016) argument that digital 

financial services frequently fail to reach "last mile" people owing to insufficient financial education and 

product literacy. The study's finding of a substantial association between poor awareness and financial 

success (β = 0.274, p = 0.048) highlights the need of education-driven marketing methods. 

The study's main goal was to evaluate the impact of mobile and internet banking on financial 

performance. The findings revealed a favorable and substantial association between mobile and internet 

banking and key performance measures such as monthly income and asset acquisition. These findings 
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are consistent with Mwange's (2013) research, which found that digital banking services considerably 

increase the profitability and efficiency of commercial banks in Kenya.  

The regression study revealed that security (β = 0.925, p = 0.000) and CRM (β = 0.366, p = 0.012) are 

significant determinants of financial success. These findings support Wanja's (2012) findings, which 

highlighted the necessity of safe digital platforms and consumer interaction technologies in boosting 

revenue and retention. Notably, the number of registered consumers was not deemed a strong predictor 

of performance, implying that simply having access or signing up is inadequate to extract financial 

benefit; the frequency and volume of transactions, backed by trust and usability, are more important. 

This is similar with Kigen's (2010) qualitative results, which revealed that inactive accounts and poor 

user activity remained difficulties despite seemingly successful mobile banking rollouts. 

The research offered and assessed many techniques to increase mobile and internet banking use. The 

findings indicated that data security, automated customer service (e.g., chatbots), and ease of access 

were viewed as highly successful solutions. These findings reflect prior research by Okiro and Ndung'u 

(2013), who identified 24/7 access, user-friendly interfaces, and strong customer service as critical 

success factors.  

Furthermore, the study provides value by objectively proving that automated digital customer support 

(ADC) and customer relationship management (CRM) are highly associated to financial performance. 

This parallels the digital transformation trends noted in more recent global banking studies (Accenture, 

2022), which claim that automation and customization are no longer optional, but rather required in a 

competitive financial market.  

The analysis supports various previous hypotheses and empirical findings while also providing deeper 

insights. For instance, study verifies the previously recognized relationship between digital trust and 

performance (Mutuku, 2016; Wanja, 2012), while questioning the notion that connectivity concerns are 

the most significant obstacle to adoption in all circumstances. The emphasis on CRM and automation 

is also in line with worldwide banking digital transformation trends. Importantly, the study provides 

empirical evidence for the notion that financial performance is not just determined by technology 

availability, but also by how well that technology is integrated, protected, and maintained through 

customer interaction techniques.  

Study Limitations 

While the study provides useful information, numerous limitations must be addressed. First, the study 

focused on a single commercial bank (First Capital Bank), which may restrict the findings' 

generalizability. Second, the study did not investigate customers' technology preparedness (e.g., 

smartphone ownership, digital literacy), which may have offered significant explanatory value. Finally, 
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external factors including as legislative changes, economic downturns, and fintech rivalry were not 

considered in the research, despite the fact that they may have an impact on banks' financial 

performance and technological adoption trends.  

Conclusion and Recommendations 

The purpose of this study was to investigate the obstacles that commercial banks experience when 

implementing mobile and internet banking, to evaluate the link between digital banking and financial 

performance, and to develop recommendations for improving its use. Using data from First Capital Bank 

and statistical methods such as correlation and regression analysis, the study discovered numerous 

significant results. The main concerns highlighted were online security threats and a lack of awareness 

of mobile banking services, both of which had a substantial influence on commercial banks' financial 

performance. Interestingly, connection issues, while frequently mentioned, were not determined to be 

statistically significant. Furthermore, the study demonstrated a strong and substantial association 

between mobile and internet banking and commercial bank financial performance, notably in terms of 

increased income and assets. Strategic interventions such as better customer relationship management 

(CRM), automated digital assistance, and increased data security have emerged as viable alternatives 

for increasing adoption and performance. The findings of this study add to the current literature by 

emphasizing the significance of user trust, awareness, and specialized digital service design in digital 

banking adoption. Future research might broaden the scope to include numerous banks or cross-country 

comparisons, allowing for sector or region-wide generalization. Based on the findings, the following 

practical recommendations are offered for commercial banks and other stakeholders:  

• Enhance digital security measures. Invest in strong cybersecurity processes and customer-

facing openness to increase consumer confidence.  

• Increase customer awareness: Create targeted awareness efforts, particularly in low-

income or technologically illiterate groups.  

• Invest in CRM systems. Create customer-centric solutions that offer personalized, easily 

accessible, and responsive digital financial services.  

• Use chatbots and automated procedures to provide 24/7 support and decrease operating 

expenses.  

Segment and educate the market: Provide financial literacy initiatives to improve 

understanding and adoption of digital services among young people.  
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