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ABSTRACT

The research is conducted on “DIGITAL DIVIDE IN THE CUSTOMERS OF BANKING SERVICES OF ISLAMABAD”.

Purpose- The main objective of the study is to highlight and identifying the factors those are influencing on the digital divide in the customers of banking services. Moreover those factors are also identified that become the reason of customer retention. Besides identifying factors some recommendations have also been made, which can be useful for all the banks that provide services.

Design/methodology/approach- On the basis of above topic problem statement is made which covers factors like  age, education, occupation, income level and comfortiblity with technology usage,  I have narrowed down the frame of our research and the focus is made on the above mentioned factors. In the theoretical framework variables are identified which are related to each other. The term variable is an important one in research, as it helps the researcher in making problem clearer. We have identified six variables, independent variables and dependant variables, which play important role in the situation relevant to the problem defined. In hypothesis development portion certain assumptions have been made on which the   researcher has applied the statistical test in order to accept them or reject them. This hypothesis has been used in designing the questionnaire.


In the phase of questionnaire the sample consists of 4 categories, one are the students or teenagers age category, others are private sector employees, public sector employees and self employed people. Sample collected, divided into four categories so that equal percentage would be inferred from them separately.

Findings- During the analysis phase, all the data that has been collected from the questionnaire is analyzed by applying statistical test which includes table, graph and regression model. On the basis of the outcome of the test, results are drawn. In the end, hypothesis that was defined, one of them would be rejected and other act as to supply the ground to draw the results. Conclusion and recommendations are made to conclude this project with a hope that these recommendations would be valuable for not only banking industry but also for the entire service industry as well.
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CHAPTER# 1
INTRODUCTION



















Problem Background

Online banking is one of the most commonly used applications of digital services in the present day. Individuals and commerce’s use it to transfer money and check bank accounts daily. Internet has significant impact on the service industries with major portion facilitating their customers over the net.

Online banking has enormously facilitated its users accessing their accounts and performing several activities example download or print statements, transfer funds, etc. Auxiliary services are also provided. These services could be accessed through multiple outlets hence emphasizing its convenience. 

Since deregulation has enabled a superior extent of competition. With the explosion of the internet computer use, the electronic deliverance of banking service has become idyllic for banks to meet the requirement of customers. Pakistan has shown improvement in e-banking services in post-2000 period. As we make our ground in the playing field of industrialized nations the internet life style is correspondingly gaining in popularity. Mass awareness of e-banking is increasing and people are adopting this technology more readily.








Here we try to analyze the topic of digital divide from a demographic point of view. The effect of job, age, education, and income on the inclination to use the Internet for e-banking or similar financial purposes is objectively seen. Theories are structured in the context of psychological connections of the demographic alterations.

The results will aid in comprehending the influence of these variables over the adoption of online banking and can be used to profile, segment, and target markets and expand customer policies to fill the electronic divide.



















Characteristics Model of Digital Divide
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Traditional banking scenario

A bill payment or transfer of money was made by filling out a paper credit slip that was brought to the bank. There the information on the slip was fed into the computer system and processed accordingly.

Online banking scenario
In this kind of baking, the customer uses a computer to access online banking services so as to transfer money or make a bill payment.



Problem Statement

How demographic and psychographic variables are influencing on the comfort with technology use in customers of banking services.

Theoretical Framework
 (
Age
)
 (
Comfortibility
 with Information technology Usage
) (
Occupation
)                                             (
Digital Divide
Education
Income
)





Hypotheses

· H1: Education has a significant impact on comfort with technology use of customers of banking services.

· Ho: Education does not have a significant impact on comfort with technology use  of the customers of banking services

Research design and methodology

· The research is customer oriented. The primary data is taken through the questionnaires. Internet has been used for secondary data. 

· Sample size is 105 which are derived from the total no. of accounts multiplied with current population in Islamabad. Confidence level is 90% and confidence interval is 8%.


· Graphs are made to find out the relationship between variables.

· Further regression model is applied to find out the relationship of demographic variables with comfort with IT and adoption of online services.






Objectives of the study

The objective of this research is to assess the impact of demographic variables (like age, income, education and occupation) on digital divide, how digital divide is influencing banking sector in Pakistan. This research is particularly focusing on potential demographic variables that effects online banking. The major aims are:

· Evaluate the impact of demographic on digital divide and to find out the relationship between demographic variables and comfort with technology use.

· Also assess to find out the relationship between comfort with technology and adoption of online services.


· This is will also help to know on which side of digital divide the people are mendacious and what are their demographic characteristics.

















CHAPTER # 2

CONTEMPORARY RESEARCH (Literature review)
















Literature Review

Electronic banking is becoming popular in these years due to accessibility of their use. They have variety of products which include direct deposits, computer banking, stored value cards, and debit cards. Financial institutions and banks put their efforts to set up a system where these technologies could be deployed. These technologies are ready to lend a hand to cut cost, boost efficiency and could magnetize new customers. Consumers are magnetized to these technologies due to their accessibility, increasing ease of use and on top cost saving (Anguelov et al. 2004)

Electronic banking, in particular, has grown at remarkable rates. E-banking has been increased significantly during the period of 1992 and 2003 (Hogarth and Anguelov 2004). The use of online banking has been blown up to 47 percent between late 2002 and early 2005.

There are some particulars that demonstrate computer banking is allied with better house hold financial management (Hogarth and Anguelov 2004). From another perspective fiscal education, digital divide, etc segregate unprivileged groups from thriving ones regarding advantages of e-banking. 

This articles explores a program initiated by a major bank to see if the right to use information technology together with fiscal training helps the LMIs in downtown areas to become more economically stable. The results showed that the program was influenced by implementation issues on the grass roots level although few significant results on wider scale. There was a plausible correlation between information technologies and fiscal literacy. Summarily LMIs are keen to adopt IT and become financially literate. Intensive interventions may be of value in realizing these goals.
 
Market size and LMI communities concerns perception of is the vital reason for banks. That’s why banks do not have a preference to serve these communities. With the ease of new technologies and methodologies has shown that these markets are much larger than was previously presumed (Alderslade 2005). Typically financial institutions and banks delayed the services of low-income communities.
 
However at this instant financial institutions recognized the need to capture these relatively untapped markets with their new products. Financial institutions are finding ways and probe whether the low cost services that this technology makes possible could put together it significance the institutions’ effort the resources to capture these markets. Banks are currently exploring the prospective of information technology (IT) banking tools to serve low-income customers and to catch the attention of the un-banked. 

Because of outstanding innovation and deregulation of financial sector personal banking is becoming more complicated and the consequences of inadequate financial literacy are growing harsher, as substantiation by the comparatively high default rates associated with subprime mortgages that are concentrated among the low income. Most immature research has shown that those who have the least amount of financial literacy are usually low-income individuals and there are lesser government/non-government programs accessible to improve their computer education (Braunstein and Welch 2002; Jacob, Hudson, and Bush 2000).  Moreover, low-educated persons need a great amount of financial literacy because most are working class individuals and managing money as consequence of welfare reform and the expansion of the earned income tax credit (Anderson and Gryzlak 2002; Cancian 2001; Loprest 2001).

In another article “Understand consumer adoption of internet banking” is with regards to Australian banking consumer experiences with the adoption of internet banking. The paper endows within the context of Australian people and comprehending of how and why specific factors affect the consumer behaviors whether or not to bank on the internet. The paper also contributed a lay down of recommendations for Australian banks. Particularly the results showed that convince is the main motivator for the consumers to do electronic banking. At the same time there are some other substantial factors that could be revised by the banks. 

These findings drawn attention the high risk acceptance by the consumers towards the internet based services and their support for these services. The paper also addresses with the gender differences.   At the end banks need to comprehend the consumer experiences involved with moving to internet banking, adjustments and learning overtime. And it’s simply the adaptation of new technology. 

The paper also testifies the in depth study of individuals and group interviews that investigate Australian banking consumers’ philosophy in choice of banking methods, focal point on identifying key influences in consumer adaptation of internet banking. 

We reviewed reference literature suggesting potential influences and adumbrated the important influences regarding consumer adoption of internet banking, as suggested by our numerical data. We also laid out a group of central problems and solutions for the perusal of Australian banks. 

This study has corroborated some of the prior research findings from the literature and has also shown some novel insights. The results have been extracted from interviews of 32 Australians. Although the results cannot be readily generalized, they manage to shed light on a myriad of factors which affect consumer adoption of e-banking, specifically in Australia.

This paper brings together of previous literature, theory of consumer internet banking adoption and the theoretical understandings provided by connecting the findings to the earlier literature have added to existing theory in this area. The suggestions mentioned in this paper may be of practical use to Australian banks, and may be helpful even to other nations after being altered in the light of the new geography and its subsequent economic/business repercussions. Particularly for those who are working on how to attract more consumers on their internet offerings. 

The results may hold significant value to countries intending to expedite the adoption of e-banking and similar services, and similarly for those countries which have already initiated the process. The theory and issues that are elaborated in this paper should guide and form the basis of subsequent research in the field.

The basis and structure of consumer e-banking can be explored by interpretive studies which might also facilitate in extending existent hypotheses. It will be of similar significance to perform interpretive studies of fiscal institutions to gauge their interest and abilities relating to the issues which this paper discusses. If these studies are conducted in other countries it would be helpful in picking up any variations in the adoption of the technology and the corresponding proposals for banks.

In the closing stages, we observe that banking service convenience, cited by many participants as the dominant factor in banking method choices, appears to be a flexible construct. All members bring those methods which are convenient to themselves, whereas some applicants were missing the benefits available in e-banking. Benefits could be increased from end to end improving the services and adding more services to their internet offerings with the passage of time. By means of proper planning and management, these perception of convenience may able-bodied be open to change.  Indeed improvements are needed in the internet banking. Organizations should comprehend that such experiences of internet banking involved a process of adjustment and learning overtime and it’s not merely the adaptation of a new technology. 

The rationale behind “User adoption of e-banking services” is to see the sights the determinants of users' adoption momentum of e-banking in Malaysia.  There are ten determinants derived from the extant literature, namely convenience, accessibility, feature availability, bank management and image, security, privacy, design, content, speed, and fees and charges. The primary objective of this paper is to study consumer acceptance or adoption of e-banking services in Malaysia. The studies revealed the fact that Privacy and security are the major source of dissatisfaction of the e-banking services.

Accessibility, convenience, design and content are satisfactory at present. Within adding together, the speed, product features availability, service fees and charges, as well as the bank's operation management factor are prerequisites for the success of the e-banks. WAP, GPRS and 3G features do not influence the probability of adopting e-banking services. In a diversely divided educational, income and age group, security and convenience influence the acceptance of e-banking. Results to this study indicate that all elements are significant with respect to the user adaptation of electronic banking services.

Internet banking services are universally promoted mostly in retail banks due to riffed circulation of internet services. The paper identified attitudinal and perceived behavioral control factors which has influence on consumer adaptation of internet banking in Singapore. Probably national environment would also impact this process of electronic banking. The main purpose of this study was to look over the adaptation process of two countries therefore the Singapore study was replicated in South Africa. There is similarity of Attitudinal and perceived behavior control factors which influences the adoption in South Africa as in Singapore. The results articulated that there are differences in number of determinants and their degree of influence of certain determinants. 

This dissimilarity was enlightened in terms of three environmental dimensions-socio-economic conditions, the state of Internet diffusion and government ICT policies in the same way.

Internet banking is targeted with the financial means. Consequently Socioeconomic conditions effect the general income level and level of influence in the national framework and will be relevant to this innovation. Electronic banking will depend on the necessary technological infrastructure being in place, and consumer knack to use this technology. Consequently, Internet diffusion becomes relevant to nation. If these plans and government ICT policies would be successfully implemented it could easily promote the adaptation of innovation such as internet banking as it was substantiation in Singapore (ITU, 2001c). Interact banking will also be discussed but the main focus of this study was the adoption of internet banking system.

National environment in Singapore and in South Africa is described through these three dimensions-socio-economic conditions, internet diffusion and government ICT policies.

Singapore and South Africa have differences in their geographic area, population size and in economic status. As the same time GDP rate of south Africa is approximately three times higher than Singapore but the GDP per capita is three time smaller than Singapore. These two countries have some similarities in their language. English is the main language used for their official use and both have multi-ethnic societies.

The government of Singapore is aggressively hands on supporting and promoting ICT use, and trying to position itself as region’s high-tech hub (CIA, 2001; ITU, 2001a). In 2000 competition has been introduced in the telecommunication market and slowly but surely liberalized the market (ITU, 2001c).

Singapore has been aimed to transform into an intelligent island according to their recent IT2000 plan. This has been successfully fulfilled. The infrastructure of national information includes a nationwide broadband network which is approachable for every household and institution (IDA, 2001). 

The major emphasis of South Africa is on providing worldwide telecommunication which is access able to all for this purpose they have a well-developed communication sector (ITU, 2001 b).

The analysis is carried out on this issue digital divide from a demographic perspective and their impact on diverse variables like gender, age, education and income on the purchase over the internet. Demographic variables are framed through diverse hypotheses. This correlates the psychological and demographic variables. Further these variables significantly outlined segment and target markets. It helped to expand the public policies to eradicate the digital divide. The results of this analysis have shown that these variables also influence the likelihood to purchase over internet.
The case which is addressed in this paper is the inter-ethnic and intra-ethnic groups. Digital divide is not only an inter-ethnic group but also an intra-ethnic phenomenon. The difference of ethnic groups has drawn a significant attention. The digital divide is within specific group like white or blacks and this is because of their demographic differences.
This paper research has revealed that high-income, educated people are more likely to have adopted the internet by December 2001. With this fact the people who are less educated and less income spends more time on internet. Four variables gender, age, education and income are used to explain the variation of the use of internet banking and making purchase over it. The paper also put in the picture the issue of digital divide among whites.

In another paper which is the “use of internet of Britain people and the digital divide”. The use of internet among British people is high. They used internet other than their work and their ratio is one third of total population. With this fact still there are more than enough digital divide between who haves and who haves not. But the people who used internet are mostly younger, highly educated, and are richer than non-users. The research reveals that man use internet more than the women. Here there is gender digital divide.  There is another factor which is age which also influences this. People who are in their sixties scarily used the internet. People who are in their eighteens are more found of internet. Than some regional differences also have an effect on the use of internet such as London and south east come at the top of internet use but the north England has the lowest internet right of entry.




CHAPTER # 3 
INDUSTRY OVERVIEW/ INDUSTRIAL ANALYSIS























Digital Divide

"Digital Divide" is an expression applied to convey the divide amongst the people who have and the people who haven’t got eased to up to date information technologies. For instance: the internet, television, e-mail, cellular technology, computers etc. The divide predominantly exists amongst those living in rural, less commercial towns and populated cities. The underlying reason for its existence is the slow development and insertion of new technology and those richer countries with available income to move forwards in implementing the use of these new technological advances.  
Defining Digital Divide
As a principal, digital divide is fundamentally built upon an assortment of information and communication technologies (ICTs). There are five basic notions which best describe digital divide:
1.  Digital divide can be summed up as a lack of availability and opportunity. There is an inherent lack of access and training to such technologies. NGO’s, the government and the public sector are all means of potential prospect in moving forward and bridging the gap for those without the resources or accessibility.
2. It is a detriment to society by not providing such a great opportunity to broaden one’s knowledge, resources and skills. The way forward would be for the governments of developed nations to lower their costs and provide ease of access, outsourcing any available technological resources to less developed countries.
3. Until the government changes its policies the divide within society will not diminish. The government needs to focus on expanding the use of computers and information technology and providing the access and availability amongst all social groups, in order to give everyone the opportunity to access a greater bank of knowledge and information.
4. Disadvantaged groups are deprived of the opportunity to benefit from ICTs which in essence offer them the chance to improve their everyday lives. What these people need in order to improve their quality of life is; the right to effective training, access to local information, connection and computer access.  
5. A parallel to digital divide is the intrinsic need for a good health system, education and monetary aid. Societies won’t have the opportunity to solve this digital divide without these issues being resolved and dealt with in the first instance.
Introduction to the topic

The terminology ‘digital divide’ illustrates the point that the world is divided into clusters of people, those who have the fundamental skills and accessibility to the use of information technology and those who don’t. It consists of the disproportion in physical access to technology as well as the disparity of skills and resources needed to effectively participate in this modern technological society. In a nut shell it comprises of comparing those of the population who are technologically advanced and those of us who aren’t. It is the disproportionate access by various members of the society to information technology and the acquisition of interconnected aptitudes. Digital divide subsists amongst the diverse groups of sex, financial income, cultures and societies. The term ‘global digital divide’ refers in effect to the differences in technology access which exist between diverse countries in the world and the hindrance of their abilities to this access due to their location. 

It mirrors the present economic divisions in the world, which is evident in The Global Digital Divide image below. It broadens the gap between economic subdivisions across the world. Countries with a wide access to Internet can improve the economics of their country on both a local and global scale. Nowadays, jobs and education are directly affected by the Internet, in such a way that any company not partaking in the use of the Internet could become obsolete in such a fast paced market. Andy Grove, the former chairman of Intel, stated that by the mid-2000s all companies would have become e-commerce, or they would cease to exist.

In countries with a lack of internet and similar technologies, the education is being compromised, and hence these marginally literate people are bereft of the advantages brought about by advances in IT. This leads these less economically developed countries to suffer greater economic shortfalls and richer countries moving forwards with their economy. 

Nonetheless, in relation to the universal characteristic of digital divide there are a number of causes for this e.g. country of residence, ethnicity, sex, age group, educational background, and financial levels. A survey in fifteen European nations regarding internet has elaborated the inaccessibility to the unprivileged sectors of society. Digital divide is the term used to refer to the gap between internet users and non users. 

DIGITAL DIVIDE REALITY
To further investigate the future repercussions of the digital divide we can investigate the causes for its existence and how these can be dealt with:
1 The digital divide arises from the retarded dissemination of IT. Digital divide is a natural result of prosperous countries having entrepreneurial cultural. These separations exist in communication technology and with progress into the future the divide lessens with experience and increase in technological use.
 2.  Digital divide occurs because people don't know how to use technology due to lack of skills, or they are not made aware of the importance and benefits of using it in their lives particularly when people have access to information technologies such as the net, they frequently do not have necessary guidance to use them; thus do not find relevant and interesting content useful to them or they are impeded by educational and political conventions in opposition to using it.
3. The divide reflects the current background of technological communications and circulation of wealth structures in countries that do not have education, electricity and other basic assets to contend with the world and are simply not capable to successfully implement information technology. Furthermore, countries in tremendous debt are incapable to fund technological investments. Countries that are slow to implement the basic foundations IT confront a playing field inclined against them, such as those countries choosing not to adopt electronic switching networks.
 4.  Digital divide comes from the true complexities in carrying out the insertion of technology throughout the world. This universal rural-urban segregation is triggered partly by the intrinsic difficulty of supplying network access, let alone electricity, in exceptionally rural regions.
5. Government strategies have been futile in supporting, or even discouraging information technology development, intensifying the digital divide, many also point to feeble or poor government policies and a woefully insufficient answer to the prospects and demands of information technology. 























CHAPTER # 4
IDENTIFICATION OF ISSUES




















Do you have a desktop computer or laptop at your home?

Table 4.1:
	      Valid
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Yes
	65
	61.9
	61.9
	61.9

	 
	No
	40
	38.1
	38.1
	100.0

	 
	Total
	105
	100.0
	100.0
	 




Figure 4.1:
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The statistics of this question reveals that 62% of the population in the sample own computer or laptop at home and 38% do not. Among the 62%, graduates show the highest percentage of possession of computer. 

But we also see that is 9% of graduates show no ownership of computer. People with no computer at home come under the high school and intermediate category. 

We can also see their minor percentage in the yes mirror. This basically reveals that the penetration of computer technology into the population is still in process.

















Do you have a personal computer or laptop at your workplace?
Table 4.2:
Figure 4.2:
	      Valid
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Yes
	75
	71.4
	71.4
	71.4

	 
	No
	30
	28.6
	28.6
	100.0

	 
	Total
	105
	100.0
	100.0
	 


[image: ]




These graphs show the reflection of computer possession at workplace.  In accordance to the previous question this also shows that undergraduates do not own a computer at their workplaces.  But on the other side graduates or post graduates show a significant number of possessions of computer at work place and their percentages are 45%, 18% and 3% respectively. 

How often do you check your email account in a week?
Table 4.3:

	       Valid
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Not even a single time
	15
	14.3
	19.5
	19.5

	 
	1-6 times
	39
	37.1
	50.6
	70.1

	 
	7-12 times
	21
	20.0
	27.3
	97.4

	 
	13-18 times
	2
	1.9
	2.6
	100.0

	 
	Total
	77
	73.3
	100.0
	 

	Missing
	 System
	28
	26.7
	 
	 

	Total
	105
	100.0
	 
	 



	








Figure 4.3:
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In the relationship of education with email use this graphs proves that the use of email is more by the graduates.  But it also shows a significant percentage of those graduates who are not using email even at all.  Similarly, the use of email is moderate in post graduates. There is also very minor percentage of those people who are just high school or intermediate students.



The uses of online banking services through internet or ATM are easy and very convenient to you?
Table 4.4:
	       Valid
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly Disagree
	5
	4.8
	4.8
	4.8

	 
	Disagree
	20
	19.0
	19.0
	23.8

	 
	Neutral
	6
	5.7
	5.7
	29.5

	 
	Agree
	50
	47.6
	47.6
	77.1

	 
	Strongly Agree
	24
	22.9
	22.9
	100.0

	 
	Total
	105
	100.0
	100.0
	 


Figure 4.4:
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This question has tried measures that are convenient with technology use.  Those who have completed graduation and those who have in their higher education feel the use of technology very convenient.

On the other side, people with high school or less education also show a small percentage of convenience with technology use.  

This also shows that there is also minor percentage of those who are not convenient with technology use although they are graduated. Similarly a minor percentage also exists of those people who are convenient although they are less than high school.

Which medium do you prefer for the regular introduction of newly launched products and innovative packages to you by your bank? (Please tick only one)
Table 4.5:

	       Valid
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Websites
	17
	16.2
	16.2
	16.2

	 
	Email
	23
	21.9
	21.9
	38.1

	 
	Mobile
	5
	4.8
	4.8
	42.9

	 
	Signboards
	16
	15.2
	15.2
	58.1

	 
	Printed Newspapers
	40
	38.1
	38.1
	96.2

	 
	Sales Representatives
	4
	3.8
	3.8
	100.0

	 
	Total
	105
	100.0
	100.0
	 



	
Figure 4.5:
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These graphs show relationship between education and the preferred medium for information flow. This shows that even though people who are less than high school or high school are mostly relying on newspapers and signboards but this is also true that people with high education show significant percentage on both sides of digital divide.  This is showing a very significant percentage of those who are highly educated but replying on printed newspapers and signboards. This is also showing that people with high education are using email and websites for information.



Do you check your account balance through internet or ATM?
Table 4.6:
	     Valid
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	yes
	73
	69.5
	69.5
	69.5

	
	no
	32
	30.5
	30.5
	100.0

	 
	Total
	105
	100.0
	100.0
	 



Figure 4.6:
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This question clearing measures the technology use.  Here we have also tried to analyze technology use in accordance to the education as this is our own hypotheses.

This reveals that 70% of the people check their account balance through technology use, 30% said that they do not check their account balance online. This reveals that there is high percentage in the no. of those who are less educated.






















Do you use to transfer money from your account to other through Internet or ATM?
Table 4.7:
	     Valid
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	yes
	26
	24.8
	24.8
	24.8

	 
	no
	79
	75.2
	75.2
	100.0

	 
	Total
	105
	100.0
	100.0
	 



Figure 4.7:
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In this question there are 76% of those who have not transferred any amount online. 24% of the population has transferred online. Those people who have not transferred money online show a higher percentage than those who have. 

This high percentage consists more of the educated people than the less educated ones. This means education does not have a significant impact on the technology use.

Do you use to pay your monthly credit card or utility bills through your internet or ATM?

Table 4.8:
	      Valid
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	yes
	2
	1.9
	1.9
	1.9

	 
	no
	103
	98.1
	98.1
	100.0

	 
	Total
	105
	100.0
	100.0
	 


















Figure 4.8:
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This question shows that education does not have a significant impact on the technology use because there is high percentage of educated people who do not pay their utility or credit card bills online. This shows less technology use although the population shows high education. There are 98% of those who do not pay bills online. And there is only 2% of the population that use online services for the payment.
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Regression Model

Model Summary
Table 5.1:
	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate
	Durbin-Watson

	1
	.363(a)
	.131
	.072
	1.13107
	1.827




A) Predictors: (Constant), Income Level, Highest degree attained, Occupation, Specify age

B) Dependent Variable: Comfort with Technology use

This model summary reveals that 36.3% variation is being explained by independent variables (Age, Income, Occupation and Education) on the dependent variable (Comfort with technology use). This is consistent that the design of study as comfort with technology use has many more components other than the demographics. 

This means there should be some variables other than demographic must be taken into the consideration for the future research those variables could be technology infrastructure in the country or national environment of the country. 



But we were only trying to check the impact of education on comfort with technology use as it was stated in the hypotheses. Durbin Watson is approximately two which shows that there is no auto correlation in between the independent variables.


Coefficients
Table 5.2:

	Model
	 
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	 
	B
	Std. Error
	Beta
	 

	1
	(Constant)
	7.302
	1.345
	 
	5.430
	.000

	 
	Specify age
	-.560
	.208
	-.468
	-2.695
	.009

	 
	Highest degree attained
	.035
	.269
	.018
	.128
	.898

	 
	Occupation
	-.039
	.133
	-.042
	-.292
	.771

	 
	Income Level
	.433
	.249
	.298
	1.740
	.087




A Dependent Variable: Comfort with Technology Usage








Coefficient summary shows that age has a significant impact on the comfort with technology use and that level of significance is .009 which is less than .05. 

This shows a significant impact of age on the comfort with technology use. Other independent variables like income, education and do not have a significant impact on comfort with technology use. Under the standardized coefficient beta values reveals that degree of change in response to one variable to the other.
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Conclusion

Number of questions has been asked from the age group of people (18-60), Who belong to different occupation in the questionnaire during our research which reveals that 36.3% variation is being explained by independent variables (Age, Income, Occupation and Education) on the dependent variable (Comfort with technology use). This is consistent that the design of study as comfort with technology use has many more components other than the demographics. 

This means there should be some variables other than demographic that must be taken into consideration for future research. Those variables could be technology, infrastructure in the country or national environment of the country. But we were only trying to check the impact of education on comfort with technology use as it was stated in the hypotheses. Hence H1 is rejected and Ho is accepted. 

Finally this is proved by the coefficient summary that age has a significant impact on the comfort with technology use and that level of significance is .009 which is less than .05. Other independent variables like income and education do not have a significant impact on comfort with technology use. The standardized coefficient beta values reveal the degree of change in response of one variable to the other.





Recommendations


It is suggested that all intellectual, practical, industrial, political, constitutional and regulatory measures are undertaken by government and top policy makers of Pakistan to transform the efficient online banking system in a country.
NGO’s, the government and the public sector are all means of potential prospect in moving forward and bridging the gap for those without the resources or accessibility.
The government needs to focus on expanding the use of computers and information technology and providing the access and availability amongst all social groups, in order to give everyone the opportunity to access a greater bank of knowledge and information.
A parallel to digital divide is the intrinsic need for a good health system, education and monetary aid. Societies won’t have the opportunity to solve this digital divide without these issues being resolved and dealt with in the first instance.
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As recommended in the recommendation we have developed the following strategy for the implementation of information communication technology in our country Pakistan.
Figure 7.1:
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National ICT Strategy
)
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Appendix
Questionnaire


Name of Respondent:                                                                              Name of the Bank:


Q1: Please specify your age.
i. 18-27
ii. 28-37
iii. 38-47
iv. 48-57
v. 58+

Q2: Please specify your education.
i. Less than high school
ii. High school
iii. Intermediate
iv. Graduation
v. Masters
vi. Any other (Please Specify)………

Q3: Please also specify your occupation.
i. Government sector employee
ii. Private sector employee
iii. Self Employed
iv. Student
v. Any other (Please Specify)……….


Q4: Mention your income level in the below given options.
i. 6,000-20,000
ii. 21,000-35,000
iii. 36,000-50,000
iv. 51,000-65,000
v. 66,000-80,000
vi. 81,000+

Q5: Do you have a desktop computer or laptop at your home?
i. Yes
ii. No

Q6: Do you have a personal computer or laptop at your workplace?
i. Yes
ii. No

Q7: If yes, then how often do you check your email account in a week?
i. Not even a single time
ii. 1-6 times
iii. 7-12 times
iv. 13-18 times
v. More than 18 times.
Q8: The uses of online banking services through internet or ATM are easy and very convenient to you?
i. Strongly disagree
ii. Disagree
iii. Neutral
iv. Agree
v. Disagree

Q9: Which medium do you prefer for the regular introduction of newly launched products and innovative packages to you by your bank? (Please tick only one)
i. Websites
ii. Email
iii. Mobile
iv. Signboard
v. Newspapers
vi. Sales Representatives

Q10: Do you check your account balance through internet or ATM?
i. Yes
ii. No

Q11: If yes, Please specify how many times do you check in a month?
i. 1-4 times
ii. 5-8 times
iii. 9-12 times
iv. 13-16 times
v. 17-20 times
vi. More than 20 times

Q12: Do you use to transfer money from your account to other through Internet or ATM?
i. Yes
ii. No




Q13: If yes, Please specify how many times did you transfer in a month?
i. 1-4 times
ii. 5-8 times
iii. 9-12 times
iv. 13-16 times
v. 17-20 times
vi. More than 20 times

Q14: Do you use to pay your monthly credit card or utility bills through your internet or ATM?
i. Yes
ii. No

Q15: If yes, Please specify how many times did you pay in a year?
i. 1-3 times
ii. 4-6 times
iii. 7-9 times
iv. 10-12 times
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