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Chapter 3 

Research Methodology 
 

3.1 Research Design 

 

The research was carried out on quantitative design to measure ICT usage level at 

bank branches and . Interviews were carried out to collect data from key stakeholders 

in banking sector who are also with ICT expertise. Functionalities that the branch staff 

can perform using ICT skills in order to increase the bank performance was analysed 

by conducting interviews with industry experts.  

 

The fieldwork was done within one leading commercial bank in Sri Lanka which has 

many branches island-wide.  Sample selection was based on the non-probability 

sampling technique. Branches of the highest grade, located in the western province in 

Sri Lanka were chosen. Sample selection was done by considering many factors such 

as the high ICT usage in western province, ICT literacy level of population in the 

western province and the completion of new computer software roll-out by the year 

2006. This selection made the analysis feasible for a two year period from 2006 to 

2008. Questionnaires were designed targeting the branch managers, branch staff and 

customers who do their banking with those branches. Questionnaire were prepared 

and distributed among the branch managers, staff and customers. 

The bank performance was measured using the following: 

� Published data 

� Customer views 

� Interviews with the veteran bankers 

� Interviews with bank staff 

� Results obtained from the questionnaire 

Data was analysed and presented in descriptive and narrative forms. Using statistical 

methods and SPSS software, the results were analysed and the impact of ICT usage on 

bank branch performance was measured. 
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3.2 Data Collection from Questionnaires 
 

Branches of the highest level of a leading local commercial bank were chosen for the 

study. It was a non probability sample from the western province of Sri Lanka.  Three 

types of Questionnaires were distributed among 18 selected branches. Structured and 

semi structured questions were included with 5 point and 4 point likert scale in the 

questionnaires. Refer Appendix I, II and III for sample questionnaires. Recipients of 

questionnaires were the branch managers of the selected branches, a minimum of five 

members from the branch staff and a minimum of five customers from each branch. A 

“willing respondent” in this study is defined as a bank branch customer of Sri Lanka 

who had made use of commercial bank services of the particular branch at least once 

in the past three months. 

 

Besides background questions, the survey contained questions concerning the 

recipient’s experiences with computers, their uses of the internet, e-mail and factors 

that had convinced them to use internet banking, along with several attitude questions.  

Questionnaires were distributed via e-mail, hand delivery and by post. One to one 

meetings were also carried out along with over the phone discussions in data 

collection. 

3.3  Formulation of the Framework 

 

 

Dependent Variable : Bank branch performance 

 

Independent Variables : ICT Usage at branch level 

� ICT Application 

� Staff attitude on ICT 

� ICT Literacy Level of staff 

 

Bank Branch Performance is mainly divided to two broad categories as Financial Performance 

and Quality Performance. Variables governing those two categories are listed    in the Table 

3. 1.   
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Table 3. 1 Measurement Criteria for Branch Performance 
 

 Financial Performance  (FP) 

1 Number of Staff Members 

2 Total Deposits 

3 Total Advances 

4 Branch Profit  

 Quality Performance (QP) 

1 Customer attitude towards branch performance 

2 Customer complaints 

3 Staff - Job satisfaction 

 

 

The independent variable ‘ICT Usage at the branch’ is measured using three sub 

variables such as ICT Application, Attitude towards ICT and ICT literacy level. The 

measurement criteria on ICT usage is tabulated in the Table 3. 2.  

 

Table 3. 2 Measurement Criteria for the ICT Usage 
 

 ICT Application 

1 Scope of ICT applications  

2 Availability of Internet 

3 ATM availability 

4 Level of email communication 

5 Level of office package usage  

 Attitude towards ICT   
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1 Attitude of Branch manager towards ICT usage 

2 Attitude of Branch staff  towards ICT usage 

3 Attitude of customers towards ICT usage 

 ICT Literacy Level  

1 ICT Literacy level of manager 

2 ICT Literacy level of branch staff 

3 ICT Literacy level of customer 

 

 

3.4  Conceptual Model for the Investigation 

 

Based on the literature survey and frameworks used by past researches; a conceptual 

framework as illustrated in Figure 3. 1 was developed for the study. This conceptual 

framework will give a better preview on the overall research study. 

 

 

Figure 3. 1 Conceptual Model 

 

 

Total number of 449 questionnaires were distributed and only 199 were received 

completed. Distribution pattern and the receipt of completed questionnaires are given 

in the Table 3. 3. 
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Table 3. 3 Distribution and Receipt of Questionnaires 

 

Delivered 

via e-mail 

Completed 

Questionn

aires 

Received 

via e-mail 

Hard 

Copies 

Sent / 

Hand 

Delivered 

Completed 

Hard 

Copies 

Received 

Data 

Collected 

over the 

Phone 

Total 

�umber 

Received 

Questionnaire for Branch Managers 

18 0 18 10 8 18 

Questionnaire for Branch Staff 

0 0 110 95 0 95 

Questionnaire for Customers 

205 20 90 66 0 86 

Total �umber of Completed Questionnaires Received 199 

 

 

3.5  Hypotheses 

 

 

Based on the conceptual framework; the following hypotheses were formed. 

 

H1     

“Higher the ICT Application at bank branch, higher the impact on increase in bank 

branch deposits” 

 

H2 

“Greater the positive attitude towards ICT, higher the impact on increase in bank 

branch deposits” 

 

H3 

“Higher the ICT Literacy level of branch staff and customers, higher the impact on 

increase in bank branch deposits” 

 

H4 

“Higher the ICT Application at bank branch, higher the impact on increase in total 

bank branch advances” 

 

H5 

“Greater the positive attitude towards ICT, higher the impact on increase in total bank 
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branch advances” 

H6 

“Higher the ICT literacy level of branch staff and customers, at bank branch, higher 

the impact on increase in total bank branch advances” 

 

H7 

“Higher the ICT Application at bank branch, higher the impact on increase in bank 

branch profit” 

 

H8 

“Greater the positive attitude towards ICT, higher the impact on increase in bank 

branch profit” 

 

H9 

“Higher the ICT Literacy level of branch staff and customers, higher the impact on 

increase in bank branch profit” 

 

H10 

“Higher the ICT usage level, higher the impact on Quality Performance improvement 

of bank branch” 

 

 

3.5 Chapter Summary 

 

This empirical study is focused on the usage of ICT at branch level. ICT usage is 

measured in three different angles such as ICT Application at the branch, attitude of 

staff and customers towards the use of ICT and the ICT literacy level of branch staff. 

 

Branch performance is studied from two angles. Improvements in financial 

performance and the quality performance over the period from 2006 to 2008 are 

measured using multiple factors. Increase in branch deposit portfolio, increase in 

branch advances covering loans and overdrafts, reduction of the number of allocated 

employees for the branch and finally the improvement in branch profit and loss 

figures over the concerned period are taken to measure the change in financial 

performance of the branch. Quality performance change is calculated from the 

customer perceptions and the perception of the branch staff on job satisfaction.       

 

This research methodology was formed as an outcome from the extensive literature 



 

28 

 

survey, fruitful interviews and discussions the author had with professional bankers 

and the author’s own experience. Data analysis on the basis of the designed 

framework is described in Chapter 4.   


