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ABSTRACT

This research paper is an empirical study about the various variables which influence
the adoption of internet banking facility among Uzbekistan customers. The various
variables examined for this research purpose were Perceived usefulness, perceived
ease of use, trust, and government support were tested in order to determine their
effects on the adoption of internet banking among Uzbekistan customers. The
questionnaires were distributed to bank customers and data from 103 respondents was
later analysed using descriptive analysis and linear regression. The results showed that
perceived usefulness, perceived ease of use, government support are statistically
significant at one percent while perceived ease of use is significant at one and five
percent level of significance. Perceived ease of use and trust are however, negatively
related to internet banking adoption among customers in Uzbekistan. The findings
imply that the internet banking facilities should be made simple for people to use it
while security measures need to be built to gain greater trust from customers to use

internet banking.
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CHAPTER ONE

INTRODUCTION

1.0 Introduction

Modern Internet technology has swiftly developed in many business environments
and is mainly used for improvements in their performances. According to Saffu et al.
(2008) there is a remarkable raise in applications of the e-commerce business in the
last ten years. There are a lot of benefits of using this e-commerce study and some of
them are reduction in cost, improved business chance and decreased lead time
providing the consumers with more significant options (Turban et al., 2008). One of
the most important e-commerce instrument is the acceptance of the internet banking
model among the clients, the IT tools have positively provided a vast maintenance to
the services presented by the banking industry (Dawes & Rowley, 1998). Many banks
in the world are using this technology in their operations and their services use
internet. The internet banking technology is developing quickly round the world

including Uzbekistan.

1.1 Definition of internet banking

Internet banking can be explained as the bank distribution channel.
Researchers give different views on internet banking definition. According to Daniel
(1999) and Mobarek (2007), using new electronic and technical development,
customers can directly transfer amounts, and can easily use banking services by
internet or electronic banking. Electronic or internet banking refers to different types
of facilities and services by computer network, and mobile phone, by which bank
clients can ask for information and also do retail banking facilities and services (Mols

1998).
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Appendix 1: Questionnaire

Dear Respondents:

This questionnaire is purely an academic exercise that is intended to understand the
relationship between service quality, customer satisfaction and customer loyalty in
internet banking industry and adoption in Uzbekistan. It has been undertaken to fulfill
the partial requirement of the degree of Master of science in Banking at University
Utara Malaysia . If you are an individual that uses internet banking services, for
example online credit card payment offered by various banks in Uzbekistan, we
would like to invite you to participate in this study. Your participation in this study is
voluntary. There is no right or wrong answer. We are interested only in your honest
opinion. Your response is very valuable for the success of this study. All information
provided will be kept confidential and used solely for the purpose of this research.

Thank you again for your kind support, cooperation, and precious time.

Yours sincerely,

Erkin Karimov
enrike_2004@mail.ru
Master of science (Banking)

Universiti Utara Malaysia
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PART A:

1) Age
20-24 25-29
- C
2) Status
Married Single
r r
3) Gender
Male Female
i i
4) Education
high
Degree
school
i i

59

30-34

Master

35-39

PHD

40

above

and



5) Department of the work *

finance

and admin Marketing 1T Others
banking

- - - - -

PART B
1) Perceived usefulness
Internet banking makes it easier for me to conduct my banking transactions

Independent variables, Perceived usefulness

strongly strongly
agree Neutral  disagree
agree disagree
Q1 C f‘ f‘ f‘ f‘

Internet banking allows me to manage my finances more efficiently

strongly strongly
agree Neutral  disagree
agree dosagree
Q2 C C C C C
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Internet banking increases my productivity

strongly
agree Neutral  disagree
agree
Q3 C C - -

Internet banking made communications with banks much easier

strongly
agree Neutral  disagree
agree
Q4 f‘ f‘ r‘ r‘

strongly

disagree

-

strongly

disagree

-

| believe internet banking is more useful than traditional ways of banking

strongly
agree Neutral  disagree
agree
Q5 C C - -

2) Perceived ease of use

| find Internet banking easy to use Perceived ease of use

strongly
agree neutral  disagree
agree

Q1 (

61

strongly

disagree

-

strongly

disagree



Learning to use internet banking is easy for me

strongly
agree Neutral  disagree
agree
Q2 f‘ f‘ r‘ r‘

My interaction with internet banking is clear and understandable

strongly
agree Neutral  disagree
agree
Q3 - - C C

strongly

disagree

-

strongly

disagree

-

It is easy for me to remember how to perform task with internet banking

strongly
agree Neutral  disagree
agree
Q4 C C - -

It is easy to get Internet Banking to do what | want it to do

strongly
agree neutral  disagree
agree
Q5 f‘ f‘ . .

62

strongly

disagree

-

strongly

disagree



3) Trust

| trust that transaction conducted through internet banking is secure and private Trust

strongly strongly
agree Neutral  disagree
agree disagree
Q1 C C - - C

| trust payments made through internet banking channel will be processed securely

strongly strongly
agree Neutral  disagree
agree disagree
Q2 C C - - C

| believe my personal information on Internet banking will be kept confidential

strongly strongly
agree Neutral  disagree
agree disagree
Q3 C C . . C
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4) Government support

Government encourages and promotes the usage of internet and ecommerce

Government support

strongly strongly
agree Neutral  disagree
agree disagree
Q1 C C e - -

The internet infrastructure and facilities such as bandwidth is sufficient for online

banking
strongly strongly
agree Neutral  disagree
agree disagree
Q2 . . . e s

The government is driving the development of online banking

strongly strongly
agree Neutral  disagree
agree disagree
Q3 . . - - .
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The government has good regulations and laws for internet banking

strongly strongly
agree Neutral  disagree
agree disagree
Q4 C C - - -

5) Consumer intention to use internet banking

Assuming that | have access to internet banking, | intent to use them Dependent

variable, Consumer intention to use internet banking

strongly strongly
agree Neutral  disagree
agree disagree
Q1 C C - - C

| intend to use internet banking if the cost and times is reasonable for me

strongly strongly
agree Neutral  disagree
agree disagree
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| believe | will use internet banking in the future

strongly strongly
agree Neutral  disagree
agree disagree
Q3 C - - - C

| intend to increase my use of the internet banking in the future

strongly strongly
agree Neutral  disagree
agree disagree
Q4 C - - - C
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Appendix 2

[Tpunoxenue 2

BonpocHuk YBakaemble PECIIOHICHTHI:

3TOT BOIPOCHUK SIBISETCS YUCTO aKaJIEMUYECKOE YIPAKHEHUE, MpEeAHA3HAUYECHHBIN
JUIS IOHUMAaHMsI B3aUMOCBSI3U MEXJy KauecTBa 00CIyKUBaHUS, YJOBIETBOPEHHOCTH
U JIOSIIBHOCTH KJIMEHTOB B MHTepHeT OaHKOBCKOH oTpacinu B Y30ekucrane. OHa
o0s3aack BBIOJIHUTH TPeOOBAHME YACTHMYHOM CTENEHHM Marucrpa HayK B
OankoBCKOM chepe Ha yHUBepcuTera Utara Manaii3ust TBOpUECKUX TexHonormid. Ecim
BBl (huM3MYecKOe IUI0, HCIOJb3yIomee MHTepHeT OaHKOBCKHX YCIYT, HallpuMep
OIJIaTy KpEAUTHOM KapTOW, IpeluiaraeMble pa3iMuHbIMM OaHKaMHM B Y30€KHCTaHE,
Mbl XOTeNu Obl IPUITIACUTH Bac MPHUHATH Y4acTHE€ B 3TOM HccienoBaHuU. Barie
ydyacTueé B JaHHOM HCCIIEIOBaHUM SBIsieTcs J00poBOJIbHBIM. CyIlIecTBYeT HET
MPaBWIbHBIX MJIM HENpPaBUJIbHBIX OTBETOB. MBI 3aMHTEpECOBaHbl TOJIBKO B Ballle
YecTHOe MHEHMe. Bail oTBET siBisieTcs O4eHb LIEHHBIM JJIs YCIIEIIHOTO MPOBEACHUS
3TOro HccienoBaHus. Besd mnpenoctaBieHHas uHQopMmanus OyAeT XpaHUTHCA
KOH(UIEHIIMATBHBIM XapaKTep U MCHOJb30BaThCA UCKIIOYUTENBHO JJIS LeJIel 3TOro
uccnenoanus. Emie pa3 crmacubo 3a MoanepkKy, COTPYIHHYECTBO U JAPAroleHHOEe
BpeMmsl.

Bam uckpenne,

OpkuH Kapumon

enrike 2004@mail.ru

Universiti Utara Mamnaiizus

Maructpa Hayk (0aHKOBCKOE JIeJI0)
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YACTD A:

1) Bospacr

20-24 25-29

- .

2) CemMeitHOE MOIOKEHUE

Kenar Ongun
i i
3) Ilox
My>X4YUHBI KEHIIUHBI
i is
4) O6pazoBanue
Cpenneint
Crenenn
IITKOJIBI
i i

68

30-34

Macrep

35-39

KAHIAUJIAT

HAVYK

40

BBbIIIC



5) JenaprameHnT no pabote *

dunance u
O0aHkoBckoe AamuHUCTpatop MapkeTuHr uHdopmanuoHHble [lpyrue

€10 TCXHOJIOIT'NH

YACTb B
1) BoCIIpUHUMAEMBIX MOJIE3HOCTh
WHTepHeT OaHKUHT JeNaeT ero Jjerye /i MEHs, JJIsl POBEJICHUS MOeH OaHKOBCKHX

onepaunﬁ HC3aBUCUMBIX IICPEMCHHBIX, BOCIIPUHHUMACMBIX ITOJIC3HOCTD.

CUJIBHO
CUJIbHO HE
coriaceH HE
coriiaceH HeulTpanbHbI COrIacHbI
COTJIaCHBI
Q1 C . s C c

WNHTepHeT-0aHKUHT 1T03BOJIsIET MHE OoJiee 3HEKTUBHO YIPABIATH MOU (PUHAHCHI

CHJIBHO
CHJIBHO HE
HE
corjaceH corylaceH HeuTpanbHBIN COTIIaCHBI
COTJIACHBI
Q2 . . . . T
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HHTepHeT-0aHKMHT YBEIMYMBAET MOIO IPOM3BOIUTEILHOCTh

CHJIBHO
CUJIBHO HE
HE
corjaceH corylaceH HeuTpanbHBIN COTIIaCHBI
COI'JIACHBI
Q3 C e C C C
WHTepHeT-0aHKUHT, 3HAYUTEIBHO 00JIErYmiIo CBA3b ¢ OaHKaMu
CHJIBHO
CUJIBHO HE
CcorJlaceH HE
cornaceH HelTpanbHbIil COracHsl
COI'JIACHBI
Q4 . - - . -

A CyuTar, 41O I/IHTepHeT-6aHKI/IHF SBIIIETCS Oonee MMOJIC3HBIM, YEM TpPAaJUIMOHHBLIC

CII0cO0BI OAaHKOBCKOTO.

CUJIBHO
CUJIBHO HE
COrJIaCCH HE
coritaceH HeulTpanbHbI COTIaCHBI
COTJIaCHBI
Q5 . . . . .
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2) BocripuHuMaeTcs mpocToTa

UCTOJNB30BaHUS 5 cuuTal0 VIHTepHET OaHKUHT TPOCTOW B  HCIOJIb30BAHUH

BOCIIPUHUMACMBIX MTPOCTOTA UCIIOJIb30BAHUA

Q1

CUJIBHO
CHUJIBHO HEC
coriaceH HE
corylaceH HeWTpalibHBIN COTJIACHBI
COTJIaCHBI
s C C C
HayuuTbcs ucnonbszoBats MIHTEpHET-0aHKUHT 171 MEHS JIETKO
CUJIBHO
CHJIBHO HE
coriaceH HE
coriiaceH HeulTpanbHbI COrIacHbI
COTJIaCHBI
C C . C s

Q2

Moe BSaHMOHeﬁCTBHC C I/IHTepHCT-6aHKI/IHF SABJISICTCA SICHBIM U IIOHATHBIM

Q3

CUJIBHO
CUJIBHO HE
COrJIaC€H HE
coritaceH HeuTpanbHbBI COTIaCHBI
COTJIaCHBI
e @ . e C
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OTO JIETKO JJs1 MCHA, 4TOOBI INIOMHHUTBH, KaK BBIIIOJIHUTL 3aJady C I/IHTepHeT-

OaHKUHTOM
CHJIBHO
CUJIBHO HE
coriaceH HE
corilaceH HeuTpanbHbI COrIacHbI
COTJIACHBI
Q4 - - i - -

OTO JIETKO IMOJIY4YHTD, HHTCpHeT-6aHKI/IHF ACJIaTh TO, YTO A X041y 3TO CALCIATh

CUJIBHO
CHJIBHO HE
coriaceH HE
coriiaceH HeulTpanbHbI COrIacHbI
COTJIaCHBI
Q5 C . s C s

3) Hosepue
S Bepro, uUTO TpaH3aKUuH, COBEpLICHHBIX uepe3 VIHTepHEeT-OaHKUHI SBISETCS

0e30I1acHOH U 4acTHBIE IOBEPHE.

CUJIBHO
CUJIBHO HE
COTIJIaCCH HE
coriiaceH HeWTpallbHBIN COTJIACHBI
COTJIaCHBI
Q1 . . . . .
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S monararo, 4YTO TMIATEXKH, CAeNaHHbIE dYepe3 VIHTepHET-OaHKMHT-KaHAI OyneT

oOpabaTeiBaThcst 0€30MaCHO.

CUJIBHO
CHJIBHO HEC
corjiaceH HE
corilaceH HeuTpanbHbI COrIaCHBI
COTJIaCHBI

Q2 c

S cumrato, 4to Mos M4Has uHpopmanms Ha MHTEpHET-0aHKMHTAa OYAYyT XpaHUTHCS

KOH(HICHIHATIBHHO.
CHJIBHO
CHJIBHO HE
CorJIaceH HE
coriiaceH HeWTpalibHBIN COTIIACHBI
COTJIACHBI
Q3 - - - - i

4) IToooepacka npasumenbcmea

HpaBI/ITeHBCTBO moomIpsACT U MPOABUTACT UCIIOJIB30BAHUC I/IHTepHCTa u 3J'IeKTp0HH01>i

KOMMCPpIUHA FOCYI[apCTBeHHOﬁ MOAACPIKKH.

CUJIBHO
CUJIBHO He
COIIACEH HE
cornaceH HeWTpanabHBI COIIaCHBI
COTJIACHBI
Q1 C C C C C
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WuTepHer MHQPACTPYKTyphl M OOBEKTOB, TaKUX KaK IPOIYCKHAs CIIOCOOHOCTD

J0CTaTo4Ha IJid OHJIaliH-OaHKHHTa

CUJIBHO
CHJIBHO HEC
corjiaceH HE
corilaceH HeuTpanbHbI COrIaCHBI
COTJIaCHBI
Q2 i i T i i
HpaBI/ITeJII)CTBO ABJIACTCA ABUTAaTCIIEM PAa3BUTUA I/IHTCpHCT-6aHKI/IHFa
CUJIBHO
CHJIBHO HE
coryiaceH HE
coriiaceH HeulTpanbHbI COrIacCHbI
COTJIACHBI
Q3 C . s C s

[IpaBuTenbCTBO MMEET XOPOLINE NMpaBuia U 3aKOHbI 11 IHTepHeT-0aHKUHTa

CUJIBHO
CUJIBHO HE
COTJIaCCH HE
corilaceH HeWTpallbHBIN COTIIACHBI
COTJIaCHBI
Q4 . . ie . .
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5) Hamepenue nompedumeneii ucnonvzoeams Humepnem-o6ankunz
[Ipennonarasi, 9To y MeHS e€cTh JOCTyNn K VHTepHeT-OaHKMHTY, M 5 HaMepeHHEM
WCIOJIb30BaTh MX 3aBUCHMOI MEepeMeHHON, HAMEpEeHUE MOTpeduTeNnell UCIoIb30BaTh

WNHuTepHeT-6aHKUHT

CUJIBHO
CHJIBHO HEC
coriaceH HE
corilaceH HeuTpanbHbI COrIaCHBI
COTJIaCHBI
Q1 C . s C s

S namepen ucnosib3oBaTh HTEpHET-0AHKUHT, €CITM CTOMMOCTD M BPEMs pa3yMHO JIJIst

MEHS
CUJIBHO
CUJIBHO HE
COTJIaCCH HE
corilaceH HeWTpallbHBIN COTIIACHBI
COTJIaCHBI
Q2 . . . . .
A cuuraro, 4To 5 OyAy ucnoiab30BaTh HTEpHET-0aHKHUHT B OyIyIieM
CUJIBHO
CUJIBHO HE
COrJIaCCH HE
coriiaceH HeulTpanbHBI COTIaCHBI
COTJIaCHBI
Q3 . . . . .
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S HamepeH yBeIUYUTh MOETO UCTOIb30BaHus IHTepHeT-0aHKMHTa B Oy IyIiem.

CUJIBHO
CHJIBHO HEC
corjiaceH HE
corilaceH HeuTpanbHbI COrIaCHBI
COTJIaCHBI
Q4 C . s C s
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Appendix 3: Figures of Internet Banking and Growth in Uzbekistan

INTRODUCTION - UZBEKISTAN

Internet Banking Growth and Penetration

No. of subscribers (million)

% penetration

60 855 190.0
50 67.8 fgg
60.4 70.
a0l 590 57.9 iy
) 50.0
98 400
20 30.0
165 1200
. - 20.
= 20 I8 S 10.0
2003 2004 2005 2006 2007

No. of Internet banking subscribers (million)
No. of Internet subscribers, which includes number of broadband
subscribers (million)

—— Penetration of Internet banking subscribers to population (%)

Penetration of Internet banking subscribers to Internet subscribers
(%)

Source: NBU Financial Stability & Payment Systems Report 2007
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Continued strong
growth reflecting
increasing
popularity of
internet banking
among internet
users

4.5 million internet
banking users
registered in 2007

15 banks currently
offer internet
banking

M2U has over 60%
market share!



Chart
Internet Banking Fraud Cases in 2008

Forged identification

2% Others

o

— Phishing
94%

Al Rajhi Bank ¢gnaall Wpao &

DATE TINM
PR R .

LOCATION : KELAKA JAYA 1

RECORD WO. =
PIN REQUEST FOR INTERNET BANKING
TENPORARY PIN : e

PLEASE USE THIS PIN AND YOUR BANK
CUSTOMER INFORMATION CODE (CIC)
NUMBER FOR YOUR INTERNET BANKING
FIRST TINE LOGIN WITHIN 3 DRYS OF
ISSUANCE. PLEASE ACCESS AL RAJHI
INTERNET BANKING SERVICE AT

WHY . ALRAJHIBANK .COM . NY

KEEP THIS PIN CONFIDENTIAL

Respousg, {004 TR ACCERTED "

e /www.occ.treas.gov/ftp/bulletin/98-3.txt

o http://www.managementparadise.com/forums/archive/index.php/t-65503.html
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Appendix 4: SPSS Output

Reliability

Cronbach’s Alpha Reliability

Variables Cronbach’S Alpha
usefulness 0.678
Ease of use 0.645
Trust 0.922
Government 0.750
Internet Banking 0.954

Model Summary

Linear Regression Result

Adjusted R Std.Error
Square
[Model R RSquare Estimate
1 993 .986 .983 .24520
Independent Variables: Pu, Pe, Gs, TT
ANOVA
Model Sum of Squares Df Mean Square F Sig.
1 Regression 233.246 4 44961 621.224 L0/
Residual 5.257 92 .034
Total 238.503 96
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Independent Variables:.Pu, Pe, Gs,

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig. Beta
(CON) 439 .083 4.950 .000
Pu 749 .075 154% 3.250 .001
Pe -.051 .067 -.067** -1.912 .084
Gs .693 .050 LT 16.979 .000
Tt -.871 .074 -.831*** -13.036 .000
DV: IB

Notes: *** ** * denotes rejection of the null hypothesis of a unit root at the 1%, 5%, and 10%
significance level. No asterisk indicates that the series is non-stationary.

Frequency Table

Age of Respondent

Age group Frequency Percentage (%0)
20-34 17 16.5

25-29 23 22.3

30-34 12 11.7

35-39 22 21.4

40+ 29 28.2

Total 103 100.0

Gender of Respondent

sex Frequency Percentage (%0)
Male 61 59.0

Female 42 41.0

Total 103 100.0
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Status of Respondent

status Frequency Percentage %
Single 62 60.0

Valid |married |41 40.0
Total 103 100.0

Education of Respondent

Education Frequency Percentage %
High School 4 3.8

Degree 7 74.8

Masters 17 16.5

Phd 5 4.9

Total 103 100.0

Work departments of Respondent

works Frequency Percentage (%)
Finance 11 10.6

Admin 80 777

Marketing 5 4.9

Others 7 6.8

Total 103 100.0
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