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CHAPTER I  

INTRODUCTION 

 

1.1. Introduction 

 

The Internet has revolutionized so many things in such a short period of 

time. It revolutionized the communication and information system. People from 

virtually anywhere in the world can now be reached with a few clicks of a button. 

Emails, social networks, and virtual communities have given people instant 

access to profiles and facilitated instant contacts. Individuals from around the 

world can now learn and have access to hundreds of thousands of resources 

with overwhelming details by just typing the key words in a search bar in either 

Google or Wikipedia or other websites. The Internet has revolutionized the 

entertainment industry with more contents being distributed online rather than 

through the traditional methods of distribution, especially now with progressively 

improving internet speeds making larger files easier to stream and download. It 

has also revolutionized the retail commerce. While shops and specialty stores 

are not going away soon, e-commerce has flourished in the age of the Internet. 

Amazon.com, one of the biggest online retail outlets, and many more are setting 

up online presence because of the impact of convenience which has attracted a 

lot of time-conscious buyers and those who have limited time or resources to 

travel to another location just to buy retail items.  
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The Internet also revolutionized banking. While traditional brick and mortar 

branches will not be completely eliminated, more and more consumers prefer 

online banking. In a 2013 report by Accenture, one of the world’s leading 

organizations providing management consulting, technology and outsourcing 

services, entitled “A Critical Balancing Act: US Retail Banking in the Digital Era”, 

one of its key findings is that while branch banking remains very important, digital 

banking is becoming essential. Consumers view online banking as the single 

most important area for banks to invest in and develop. 

 

Philippine banks have long embraced the strategic value of online 

presence. As early as 2000, major commercial banks like the Bank of the 

Philippine Islands (BPI) and Metropolitan Bank and Trust Co. (MBTC) have 

already deployed transactional websites offering basic Internet banking services 

to their growing number of consumers who wanted more control and access to 

their finances with the few clicks of a button. As of today, the following Philippine 

banks have transactional websites. 

 

Table 1.1: Philippine Banks with Transactional Websites 
 

Banks 
 

Websites 
 

Allied Bank (ABC) 

Asia United Bank (AUB) 

Banco De Oro (BDO) 

Bank of Commerce (BOC)   

Bank of the Philippine Islands (BPI) 

 

www.alliedbank.com.ph 

www.aub.com.ph 

www.bdo.com.ph 

www.bankcom.com.ph 

www.bpiexpressonline.com 
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Banks 

 
Websites 

Chinabank (CBC)    

East West Bank (EWB)     

Land Bank of the Philippines (LBP) 

Metropolitan Bank and Trust Company (MBTC) 

Philippine National Bank (PNB)   

Philippine Postal Savings Bank   

Philippine Savings Bank (PS Bank)  

Planters Development Bank (PDB) 

Rizal Commercial Banking Corp. (RCBC) 

Robinsons Savings Bank (RSB)  

Security Bank (SBC) 

Union Bank of the Philippines (UBP)  

United Coconut Planters Bank (UCPB)  

 

www.chinabank.ph 

www.eastwestbanker.com 

www.lbpiaccess.com 

www.metrobank.com.ph 

www.pnb.com.ph 

www.postalbank.gov.ph 

www.psbank.com.ph 

www.plantersbank.com.ph 

www.rcbc.com 

www.robinsonsbank.com.ph 

www.securitybank.com 

www.unionbankph.com 

www.ucpb.com 

 

Philippine policy makers recognize the importance of Small and Medium 

Enterprises (SMEs). They are expected to provide and raise their contribution to 

the gross value added (GVA) and employment generation. Given their dynamic 

and productive characteristics, SMEs are seen as crucial for a country’s 

economic growth, employment and innovation (Aldaba, 2011). SMEs contribute 

to the creation of decent jobs and become the nursery for growth into larger firms 

of the future contributing significantly to economic development.  

 

Banks also recognize the value of SMEs not just because they are an 

integral part of the country’s growth but also as a major source of revenue. With 

corporate banking spread down due to cutthroat competition and still reducing 
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mortgage rates, financial institutions are looking at the SMEs segment for a 

better potential for profit. As a result, major commercial banks have created 

specialized SME banking divisions and augmented their distribution networks 

using the Internet Banking System (IBS). IBS is an Internet based service 

platform where bank customers can obtain account status information or carry 

out banking transactions on an account with a financial institution anytime, 

anywhere. 

 

In Zamboanga City, some SMEs have already adopted the system which 

is now an integral part of the operation of their business. This is due to 

convenience, comfort, and better financial control and management.  

 

In this light, the researcher decided to conduct this research study on 

“Internet Banking: Impact on Small and Medium Enterprises (SMEs) in 

Zamboanga City”. This study aimed to focus on the impact of the usage of 

Internet Banking among SMEs in Zamboanga City presented from the 

perspective of the banking industry interested in determining how the system has 

contributed to the growth and development of SMEs in Zamboanga City. 

 

1.2. Background of the Study 

 

Technology has had a remarkable influence on the growth of service 

delivery portions (Dabholkar & Bagozzi, 2002). Technological advances have 
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provided varied and effective solutions to major economic industries, enabling 

more efficient delivery of core services to consumers.  

 

The Internet is fast emerging as an important new distribution channel in 

which industries like banking and finance can deliver traditional banking products 

and services. Internet has changed the operations of many businesses. It has 

been become a powerful channel for business marketing and communication 

(American Banker, 2000). The banking industry has followed this trend in recent 

years. 

 

The use of online banking picked up in the nineties as more financial 

institutions started implementing IBS aided by the rapid innovations in the 

Information and Communications Technology (ICT) sector. Information 

Technology (IT) firms like Microsoft has integrated key software innovations in its 

products that help users manage their personal finances,. The overall design and 

utility, however, remained limited in features. Some banks were initially setting up 

online presence only as a mode of promoting core banking capabilities, products 

and services and provided limited online banking access to targeted groups of 

consumers. The vast majority of the banks were avoiding IBS at the beginning 

because they did not see the benefit in using it and the general banking 

consumers were reluctant to use it due to the apparent lack of trust towards the 

system (European Commission, 2003).  
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Since then, IBS has been able to cross the chasm as a complete service 

within the financial services industry where financial products and services are 

distributed, providing its clients the convenience and flexibility of banking 24/7.  

 

On the banking side, the system has provided the banks with the benefits 

of client retention, revenue and cost reduction. Clients become stickier as they 

can do more with their current banks, giving relationship managers the 

opportunity to cross-sell other financial services. Customers who adopt online 

banking significantly increase their banking activity, acquire more products, and 

perform more transactions and have a lower propensity to leave the bank (Hitt et 

al., 2011). Banks are also able to lower operating costs since consumers become 

less dependent on high cost channels to transact. The cost of online service is 

only a fraction of the cost of over-the-counter transactions. The cost of 

processing fund transfer is about $1.07 through a branch and $.27 by an 

Automated Teller Machine (ATM), but is only $.01 through the Internet (Chang, 

2002). Furthermore, maintaining a brick and mortar branch is very costly. 

Twenty-five (25) largest US retail banks spend in excess of $50 billion every year 

on maintaining more than 43,000 branches and opening a new branch costs 

more than $2 million on the average (Accenture, 2013). 

 

On the consumers’ side, convenience, better financial management, and 

cost are the three biggest benefits of using the system. IBS offers a great deal of 

convenience to consumers because they can conduct banking transactions 
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anytime, anywhere without worrying about banking hours. More so, the cost of 

online transactions are substantially lower since bank overhead costs are lower 

compared to regular bank transactions. 

  

With the system becoming an integral part of the distribution strategies of 

banks and a rising number of consumers prefer IBS to conduct banking 

transactions, this study seeks to provide a clear picture how IBS impacts the 

local business industry, most specifically SME users that are geographically 

located in Zamboanga City, as determined by the following variables: cash 

management and control, relationship with key business partners and suppliers, 

productivity of employees, and uninterrupted of financial transactions (even if 

SME owners are outside the city of during major crises i.e., the Zamboanga 

siege). This study also seeks to explore the extent of SME users’ level of 

satisfaction of features and services of IBS currently deployed by financial 

institutions in relation to the performance variables cited. This study also seeks to 

solicit data on service features currently not deployed on respondents’ IBS but 

will be similarly influential in the growth of this business.  

 

1.3. Conceptual Framework  

 

IBS is used by customers of a financial institution to conduct financial 

transactions and obtain account information on a secure website operated by the 

institution or a third party contractor or both. 
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In 1983, the Bank of Scotland offered Nottingham Building Society (NBS) 

customers the first Internet banking service in the UK and called it “homelink”, 

connecting via a television set and a telephone to send transfers and pay bills. 

This formed the basis of the online banking as it is known today (The Financial 

Branch 2012). 

 

The use of Internet banking has evolved in the 90s as more people began 

owning computers and dial-up Internet connection has gained mass acceptance 

as a mode of information communication.  Throughout the 2000’s, Internet 

banking has started to grow and become more acceptable to customers. As of 

2012, there were 2.48 billion global Internet users and 1.46 billion (59%) of them 

checked bank accounts and other financial holdings online (Keren Gottfried, 

2012). 

 

Major banks in the Philippines were also able to successfully implement 

the Internet banking system in early 2000’s with basic service features. As of 

2009, the Philippines was among the fastest growing online banking markets, 

posting a 39% year-on-year growth with total unique visitors of 525,000 (GMA 

News Online, 2011).  

 

IBS is basically a virtual service offered through the Internet by financial 

institutions, either by a universal bank, commercial bank, thrift bank, savings 
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bank, rural bank, cooperative bank that include, but are not limited to, the 

following features: 

 

1.3.1. conveniently and securely access account balances and 

movements; 

1.3.2. pay bills and dues, i.e., credit card, telephone, insurance premiums; 

1.3.3. payroll payments; 

1.3.4. pay suppliers on time from anywhere 24/7; 

1.3.5. open new deposit accounts;  

1.3.6. conveniently transfer funds to other accounts free of charges; 

1.3.7. conveniently apply for bank loans;  

1.3.8. easy and secure loan repayment; and  

1.3.9. easily monitor investments in time deposit, bonds, stocks, and   

others. 
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The basic conceptual framework of an Internet Banking System is shown 

in Figure 1.1. 

 
Figure 1.1. Typical Internet Banking Transaction flow 

!
Source: The Federal Financial Institution Examination Council (FFIEC) 

 
 
 The SME IBS user transacts through the Internet using either phone 

based or wireless broadband connection provided by Internet Service Provider 

(ISP), i.e., Globe Telecom, PLDT, Smart Communications. The user can access 

the bank’s website, passing through secure user authentication methods and 

executing several command instructions which pass through the bank’s firewall 

and Domain Name Server (DNS) in order to complete the requested banking 

transaction. This can be done anywhere, 24/7, provided the user has available 
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Internet connection. This is a very convenient, comfortable, and easy way to do 

banking transaction without personally visiting your bank’s branch.  

 

1.4. Statement of the Problem 

 

There is limited literature involving SMEs access and use of IBS to 

conduct financial and banking transactions that can influence the success and 

growth of their business in the Philippine context. Considering that Internet 

banking is a component of doing business, this paper will attempt to evaluate its 

impact on SME users in Zamboanga City. 

 

More specifically, this study intends to shed light on the following issues in 

so far as SME users of IBS in Zamboanga City are concerned: 

 

1.4.1. the preference of respondents to use banking services online; 

 

1.4.2. the level of satisfaction towards the IBS features deployed by their 

respective depository banks; 

 

1.4.3. the respondents’ perception of the influence of IBS services used in 

the growth of their businesses; and, 
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1.4.4. the respondents’ reasons for using IBS services to conduct banking 

transactions. 

 

1.5. Objectives of the Study 

 

 This study aims to provide an insight into the impact of IBS as a vehicle for 

banks to deliver certain services online to their consumers like SMEs. This study 

aims: 

 

1.5.1. to determine the respondents’ level of satisfaction of the services 

used and their perception of the impact on the growth of their 

business; 

 

1.5.2. to determine the respondents’ perceptions in relation to the impact 

of IBS on the growth of their businesses; and, 

 

1.5.3. to determine the respondents’ perceptions and reasons for using 

IBS and how it has made an impact on their businesses in relation 

to several variables like supplier relationships, management of cash 

and finances; stronger relationship with key business partners and 

investors; better staff utilization resulting in more productive 

employees; reduced expenses involving bank transactions and 
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maximized income from investments; access to credit; and, added 

banking convenience. 

 

1.6. Rationale/Significance of the Study 

 

In the competitive world of commerce, banking institutions and SMEs must 

examine every new enabling technology to not only remain competitive but also 

to stay in the business. Information technology now provides major economic 

industries and sectors, SMEs included, with basic and innovative business tools 

that will enable them to increase their attention on their core business activities. 

One activity that can be greatly improved by information technology is electronic 

banking (Cameron, 2001). 

 

This study of the impact of IBS on the performance of SMEs in 

Zamboanga City can encourage a paradigm shift among non-user SME owners 

and managers in their underlying beliefs and biases towards the system and take 

full advantage of the derived benefits being experienced by existing IBS users.  

  

This study will also benefit a number of sectors in Zamboanga City. In 

relation to this research, the banking industry can contribute towards the growth 

of SMEs by providing value added services online not currently available in the 

system. The academe can gain further knowledge how this study contributes to 
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the growth of local SMEs and gain deeper understanding of the impact that IBS 

has on the business community and the banking industry.   

 

The ICT sector in Zamboanga City will also benefit from this study, albeit 

on a lesser scale. As a growing number of SMEs traditionally banking through 

branch channels shift to Internet based solutions like IBS, it will stimulate growth 

in the local IT market due to higher demand for ICT hardware, like personal 

computers and computer networking products. With an increased Internet user 

base, network providers will be forced to upgrade their existing technology 

infrastructures to increase Internet speed and quality of service provided to the 

general consumers. 

 

This research will also make noteworthy contribution to existing research 

on Internet banking adoption and impact through examining actual user-

consumers’ preferences, satisfaction, perception and reasons for adopting IBS. 

Additionally, with data gathered from the different SME users surveyed in this 

research and their behaviors towards the system are analyzed, the local banking 

industry can gain important insights on how IBS is gaining traction on its target 

consumers, how much impact it currently has on its businesses, and how the 

system can be further enhanced in order to have more meaningful impact and 

wider consumer adoption.  
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1.7. Scope, Focus and Limitation of the Study 

 

 This study primarily deals with businesses that are classified as SMEs, 

based on either capitalization or number of employees, which are existing users 

of IBS of their respective depository banks. A total of 20 respondents which are 

registered businesses with the Department of Trade and Industry (DTI) of the 

Securities and Exchange Commission (SEC) will answer a prepared set of 

questionnaires about specific IBS services used, their preference for using these 

services online compared to traditional banking methods, their perception of the 

impact of the IBS services used in helping in the growth of their businesses, 

reasons and the derived benefits of using IBS.    

 

Most importantly, this study will be limited to businesses classified as 

SMEs registered and geographically located in Zamboanga City and have 

integrated the IBS into the business operations.   

 

Morever, this paper will be limited to IBS and will not delve into the other 

components of Electronic Banking (E-banking), which is sometimes used 

interchangeably by other persons. E-banking is an umbrella term used to 

describe a business within the banking industry. E-banking forms or components 

aside from Internet Banking are telephone banking, mobile banking, and 

Automated Teller Machine (ATM) banking. 
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1.8. Definition of Terms 

 

1.8.1.  Automated Teller 

Machine (ATM) 

banking 

 An electronic banking which enables clients 

of a financial institution to perform financial 

transactions through the use of an ATM 

card without the need for a cashier, clerk or 

bank teller. 

 

1.8.2. Bank  A financial intermediary that accepts 

deposits and channels those deposits into 

lending activities or through capital markets. 

 

1.8.3. Domain Name System 

(DNS) 

 Is a hierarchically distributed naming 

system for computers, services, or any 

resources connected to the Internet or a 

private network. It associates various 

information with domain names assigned to 

each of the participating entities. 

 

1.8.4. Firewall (Computing)  Is a software or hardware-based network 

security system that controls the incoming 

and outgoing network traffic by analyzing 

the data packets and determining whether 
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they should be allowed through or not, 

based on applied rule set. 

 

1.8.5. Internet   A global computer network providing a 

variety of information and communication 

facilities, consisting of interconnected 

networks using standardized 

communication protocols. It grew out of a 

U.S. Defense Department program called 

ARPANET (Advanced Research Projects 

Agency Network), established in 1969 with 

connections between computers at the 

University of California at Los Angeles, 

Stanford Research Institute, the University 

of California-Santa Barbara, and the 

University of Utah. 

 

1.8.6. Internet Banking 

System (IBS) 

 Use of the Internet to obtain account status 

information or carry out banking 

transactions on an account with a financial 

institution. 
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1.8.7. Internet Service 

Provider (ISP) 

 Provides services such as Internet access, 

Internet transit, domain name registration 

and hosting, dial-up access, leased line 

access and collocation. Internet service 

providers may be organized in various 

forms, such as commercial, community-

owned, non-profit, or otherwise privately 

owned. 

1.8.8. Mobile Banking  A system that allows customers of a 

financial institution to conduct financial 

transactions through a mobile device 

performed via the Short Messaging System 

(SMS). 

 

1.8.9. Network Intrusion 

Detection System (IDS) 

 Is a device or software application that 

monitors network or system activities for 

malicious activities or policy violations and 

produces reports for a management station. 

 

1.8.10.   Rural and 

Cooperative Banks 

 Are the more popular types of banks in the 

rural communities. Their role is to promote 

and expand the rural economy in an orderly 

and effective manner by providing the 
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people in the rural communities with the 

basic financial services. Rural and 

cooperative banks help farmers through the 

stages of production, from buying seedlings 

to marketing of their produce. Rural and 

cooperative banks are differentiated from 

one another by ownership. While rural 

banks are privately owned and managed, 

cooperative banks are organized/owned by 

cooperatives or a federation of 

cooperatives. 

 

1.8.11.  Server  Is a computer component that hosts a 

network service for providing responses to 

queries against a directory service. It maps 

a human-recognizable identifier to a 

system-internal, often numeric identification 

or addressing component. This service is 

performed by the server in response to a 

network service protocol request. 

 

1.8.12.  Small and Medium 

Enterprises (SMEs) 

 Refer to any business activities/enterprises 

engaged in industry, agri-business/services, 
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whether single proprietorship, cooperative, 

partnership, or corporation whose total 

assets, inclusive of those arising from loans 

but exclusive of the land on which the 

particular business entity's office, plant and 

equipment are situated, and having a value 

under the following categories: 

 

By Asset Size* 

Small:         P3,000,001 - P15,000,000 

Medium:     P15,000,001 - P100,000,000 

 

Alternatively, SMEs may also be 

categorized based on the number of 

employees: 

 

Small:                  10 -- 99 employees             

Medium:              100 -- 199 employees 

 

*As defined under Small and Medium 

Enterprise Development (SMED) Council 

Resolution No. 01 Series of 2003 dated 16 

January 2003 

 

1.8.13.   Telephone Banking  A system that allows customers of a 
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financial institution to conduct financial 

transactions over the telephone without the 

need to visit a bank branch or ATM. 

 

1.8.14.   Thrift Banks  Composed of savings and mortgage banks, 

private development banks, stock savings 

and loan associations and microfinance 

thrift banks. Thrift banks are engaged in 

accumulating savings of depositors and 

investing them. They also provide short-

term working capital and medium to long-

term financing to businesses engaged in 

agriculture, services, industry and housing, 

and diversified financial and allied services, 

and to their chosen markets and 

constituencies, especially small-and-

medium enterprises and individuals. 

 

1.8.15.   Universal and 

Commercial Banks 

 Represent the largest single group, 

resource-wise, of a financial institution in 

the country. They offer the widest variety of 

banking services among financial 

institutions. In addition to the function of an 



22 
!

ordinary commercial bank, universal banks 

are also authorized to engage in 

underwriting and other functions of 

investment houses, and to invest in equities 

of non-allied undertakings. 
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CHAPTER II 

REVIEW OF THE LITERATURE 

 

With the growth and acceptance of IBS in the 2000’s, more banks realized 

the benefits of IBS such as reduced customer servicing costs. Polatoglu & Kin 

(2001) stated that the average IBS transaction cost is only one twentieth of a 

teller transaction. Additionally, more consumers are benefiting from IBS with 

convenience, speed and comfort of online banking anytime, anywhere.  

 

Current research in banking and ICT is mostly focused on the impact on 

the availability of finance for SMEs, the development of the banking industry and 

financial markets, and the influence of technological sophistication on bank-

customers relationships (Han, 2007). Research on issues related to internet 

banking impacts have focused mainly on the consumer (individual) while 

research on access to online financial services and organizational customers 

(enterprises) performance is scarce (Gehling et al., 2007).  

 

In the Philippine context, published research papers center on SMEs 

apparent lack of access to finance (Aldaba, R.M., 2011) and the delivery of 

microfinance services to the poor (Jimenez, E. C. & Roman, P.B., 2006). None of 

these researches has tackled in greater detail the impact of IBS on SMEs growth 

and performance. 
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Central to this research is the evaluation of whether IBS is making a 

positive impact on SMEs in Zamboanga City through several indicators like 

productivity; efficiency in cash and financial management; building better 

relationship with suppliers and investors resulting to favorable deals that benefit 

the business financially; return on investments; access to credit; and, cost 

reduction, all of which are expected to help in the overall growth of the 

respondents’ businesses. 
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CHAPTER III 

RESEARCH METHODOLOGY 

 

3.1. Research Design 

  

 This study used the descriptive method of research involving quantitative 

data analysis drawn from surveys and open interviews with SME respondents. 

The method dealt with the factual and systematic collection, analysis and 

interpretation of data sets gathered based on the respondents’ preference for, 

satisfaction level, perceptions of, and the reasons for using IBS services. The 

study used descriptive statistics like mean index, standard deviations and 

correlations to come up with an accurate and reliable conclusion.  

 

3.2. Sampling 

 

 The technique of purposive sampling was employed to determine the 

sample for the study. A mix of SME owners and managers coming from different 

industries in Zamboanga City were chosen to represent the population. 

 

 The following criteria were used in determining the sample for this study: 

 

3.1.1. Respondents should have a capitalization of P3,000,000 – 

P15,000,000 for small enterprises and P15,000,0001 – 

P100,000,000 for medium enterprises. 
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3.1.2. Alternatively, respondents may employ 10-99 workers to qualify as 

small enterprises and 100-199 for medium enterprises. 

 

3.1.3. Respondents are existing users of IBS for at least one year. 

 

The purposive sampling method was used in order to reach the targeted 

sample quickly, given the time constraints and prevailing perception among 

business owners not to disclose information, whether sensitive or not, concerning 

banking and finance matters. Nonetheless, the sampling proportionality was not 

the main concern since the study was concerned with a group of respondents 

who were using IBS in their business operation during the time of the study. 

 

3.3. Data Collection 

 

 Prior to data collection, the author asked SME owners and managers 

within the Zamboanga City area in a simple random sampling method if they 

were utilizing their banks’ online banking services or not. This process ensured 

that only those using IBS were surveyed and interviewed. 

 

Data collection involved self-administered survey questionnaires that SME 

respondents filled out in order to gather relevant data to arrive at a more 

complete understanding of the use of IBS by the enterprises and its impact on 

the growth of the business. The survey questionnaire was divided into five parts. 
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The first part consisted of the respondents’ short profile like date business 

established, the industry they were in (i.e. service, manufacturing, retail, 

wholesale, etc), their respective depository banks and the date when they started 

using the IBS.  

 

The second part dealt with the respondents’ preference of using IBS 

services like payroll payments, fund transfers, payment to suppliers, applying for 

loans and loans repayments, checking and placing investments in time deposits 

and treasury products, including check account balances and movements and 

opening new deposit accounts. The third part was concerned with respondents’ 

satisfaction level in using the services online and the fourth part was the 

solicitation of the respondent’s perceptions/opinions on the impact of the IBS 

services used in the growth of their business. The fifth and last part was 

concerned with the respondents’ reasons in using the IBS services. 

 

Phone and face-to-face interviews were carried out with the respondents 

in order to gain further information on the use Internet Banking in their 

businesses, and their perception towards the importance of the system to their 

businesses.  

 

 Other data and information were sourced from published references, 

reputable websites and other information sources readily available from the 

Internet. 
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3.4. Data Analysis 

 

 Respondents’ preference for IBS services and the level of satisfaction in 

using the services online were measured using the Likert scale, a scaling 

approach used in social research through standardized response categories on 

surveys in which the concept of measuring an object is assumed to be one-

dimensional (Likert, 1932; Trochim, 2001). This method measures the 

respondents view on given questions. This then gives the measuring scale the 

property of an interval scale, which enables the collected data to be subjected to 

qualitative analyses 

 

For this study, respondents were requested to score on a Likert–type 

scale of 1-5, their preference, level of satisfaction and agreement in helping the 

growth of their business using the following banking services online: 

 

3.4.1. Payment to suppliers  

3.4.2. Payroll payments 

3.4.3. Intrabank Fund Transfers (FT within bank) 

3.4.4. Payment services (i.e. credit cards, telephone bills) 

3.4.5. Application for loans 

3.4.6. Loan repayment 

3.4.7. Term investments queries i.e. time deposit, SDAs 

3.4.8.  Placing investment in treasury products 
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3.4.9.  Checking account balances 

3.4.10  Checking account movements 

3.4.11  Opening a new deposit account 

 

In terms of preference in using the banking services over IBS, the 

measuring scale of 1 represents a situation where the respondents strongly 

disagree, while 5 represents their strong agreement. 

 

No. Descriptor 

  
1        Strongly Not Desired 

2        Not Desired 

3        Undecided 

4        Desired 

5        Strongly Desired 

 

On the level or degree of satisfaction, the measuring scale of 1 represents 

a situation where the respondents are not at all satisfied with the services used 

while 5 represents extreme satisfaction. 

No. Descriptor 

  
1        Not at all Satisfied 

2        Slightly Satisfied 

3        Moderately Satisfied 

4        Very Satisfied 

5        Extremely Satisfied 
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On the respondents’ perception that the IBS services used helped in the 

growth of their businesses, the measuring scale of 1 represents a strong 

disagreement, while 5 represents strong agreement to the growth of business.  

 

 

 

 On the respondents’ reasons for using IBS, the measuring scale of 1 

represents strong disagreement to the statement and 5 for strong agreement to 

the statement. 

 

 

 

 

 

 

 

Using the responses obtained from the survey questionnaire, weighted 

mean and standard deviation of the scores were calculated in order to determine 

the degree of variability or agreement of the respondents on the matters 

No. Descriptor 

  
1 Strongly Disagree 

2 Disagree 

3 Neither Agree or Disagree 

4 Agree 

5 Strongly Agree 

No. Descriptor 

  
1 Strongly Disagree 

2 Disagree 

3 Neither Agree or Disagree 

4 Agree 

5 Strongly Agree 
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pertaining to the preference for IBS services, satisfaction, and perception 

towards the contribution of IBS to the growth of their business. Percentages were 

also computed to determine the relationship of individual data in relation to the 

whole.  

 

The formula for mean and standard deviations are shown below: 

1. Mean 

Mean  = Σ"aixi!
N 

 

Where: 

ai = constant expressing the weight to each response (1 to 5) 

xi= frequency of the response 

N = total number of response 

2. Standard deviation 

 

 

Where: 

ai = constant expressing the weight to each response (1 to 5) 

xi= frequency of the response 

N = total number of response 

M = Mean  

 

 

S2  = Σ"(aixi – M)!2 

N  
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 Figure 3.1 shows the research methodology flowchart used in this study. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 3.1. Research Methodology Flow Chart 
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CHAPTER IV 

PRESENTATION AND ANALYSIS OF DATA 

 
 

4.1. Introduction 

 

An analysis and discussion of the data gathered from the survey and 

follow-up interviews were carried out and elaborated in this chapter. The analysis 

and discussions were anchored on the objectives of this research and divided 

into several parts. This chapter consists of the respondents’ profile i.e. years in 

operation; the business setup or type whether corporate in nature or organized as 

a sole proprietor or partnership; the classification or size of the business whether 

considered as a small or medium enterprise based on asset or number of 

employees.  

 

More importantly, the data gathered in the survey pertaining to the 

respondents’ preference for using IBS services; their level of satisfaction towards 

the services used; how they perceived such services to be positively helping in 

the growth of their businesses; and, the reasons for using the services are 

discussed in more detail.  

 

4.2. Profile of Respondents  

 

  This research presents the respective profile of twenty (20) SMEs in 

Zamboanga City included in this paper. The data gathered included the number 
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of years that the business of the respondents has been in operation; the type of 

organization whether corporate in nature, a sole proprietorship or partnership; 

size of the business whether a small or medium enterprise based on assets or 

number of employees; and, the length of time the respondents have been using 

IBS. 

 

Table 4.1: Company Size 
 

 

 

 

 
 

 Based on the results shown in Table 4.1, 85% of the respondents were 

Small enterprises while 15% were Medium enterprises. This was based on either 

the capitalization or number of employees as stated by the respondents in the 

survey and as confirmed through follow-up interviews conducted by the author. 

 

Table 4.2: Industry Type 
 

  

 

 

 

 

  Frequency % 

   Small 17 85.0 
  Medium 3 15.0 

  Total 20 100.0 

  Frequency % 

   Service 11 55.0 
  Retail 7 35.0 
  Manufacturing 2 10.0 

  Total 20 100.0 
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Out of the 20 SME respondents, 11 were from the service industry, 7 were 

engaged in retail business while 2 were engaged in manufacturing. The service 

and retail account for 90% of the total respondents as shown in Table 4.2. 

 

Table 4.3: Company Type 

 

   
 

In relation to whether the respondents were organized as Sole 

Proprietorship or Corporation, based on Table 4.3, 50% of the SMEs who 

responded to the survey were Sole Proprietorship and 50% were Corporations. 

Moreover, these corporations were all closed and family owned. 

 

Table 4.4: Years in Operation 
 

 

 

 

 

 

   

In terms of years in operation, the respondents were evenly dispersed. 

Table 4.4 shows that 20% of the respondents were relatively new, operating 

  Frequency % 

   Sole Proprietorship 10 50.0 
  Corporation 10 50.0 

  Total 20 100.0 

 Range Frequency % 

   1 - 5 4 20.0 
  6 - 10 3 15.0 
  11 - 15 6 30.0 
  16 - 20 3 15.0 
  more than 20 4 20.0 

  Total 20 100.0 
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between 1 and 5 years. 15% had been in the business for at least 6 to 10 years 

and 45% had been operational for 10 to 20 years. Twenty percent (20%) of the 

respondents had been in the business for over 20 years already.  

 

In terms of number of years the respondents had been using the IBS, 

Table 4.5 shows that 95% of them had been using the system for at least three 

years already, while only 5% were relatively new to IBS. 

 

Table 4.5: Years Using IBS 
 

 

 

 

 

 

 

4.3.  Findings 

 

This research aimed to evaluate the impact of IBS among SMEs in 

Zamboanga City, which was determined through a survey process conducted by 

the author involving 20 respondents who met the set criteria for this research 

paper. Most importantly, in relation to the impact of IBS on local SMEs, this 

research investigated the preference or desire of the respondents to use the IBS 

services deployed by their respective banks, their level of satisfaction in so far as 

 Range Frequency % 

   less than 1 1 5.0 
  1 - 2 1 5.0 
  3 - 4 10 50.0 
  5 - 6 5 25.0 
  more than 6 3 15.0 

  Total 20 100.0 
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the services used were concerned, the respondents’ perception of the impact of 

the services vis-à-vis the growth of their business, and the principal reasons and 

benefits derived by the respondents in using these IBS services.  

 

4.3.1 Preference for Using IBS Services 

 

One of the objectives of this research was to determine the preference of 

the respondents to use the IBS services as a medium of conducting banking 

transactions and how these services were so desired or important in their 

respective businesses’ operations. In this regard, Table 4.7 gives the following 

means and the corresponding rankings, with one (1) as the most desired by the 

respondents and eleven (11) as the least desired IBS service. Also shown in the 

table is the standard deviation to evaluate how much dispersion or variation from 

the means exists.  

 

In order to provide a qualitative interpretation of the numerical values 

above, the following ranges with descriptions were used. 

 

Table 4.6: Numerical and Descriptive Ranges 
Preference for Using IBS Services 

 
 
 
 
 
 

 

 Description Numerical Range 

 Strongly Desired 4.50 - 5.00 
Desired 3.50 - 4.49 
Undecided 2.50 - 3.49 
Not Desired 1.50 - 2.49 
Strongly Not Desired 0.50 - 1.49 
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Table 4.7: Mean and Standard Deviation 
Preference for Using IBS Services 

 

 

Based on the results shown in Table 4.7, the strongly desired service was 

“Check Account Movements” which had a mean of 4.90. This was closely 

followed by “Check Account Balances” which ranked second with a 4.85 mean. 

“Bills payment” was at third rank with a mean of 4.70. These two were also 

strongly desired by the respondents.  

 

“Interbank Fund Transfer” was ranked fourth, “Payment to Suppliers” was 

at fifth and “Payroll Payments” was sixth with means of 4.45, 3.90 and 3.60 

respectively. These three services were desired by the respondents. The rest of 

the IBS services were either not desired, strongly not desired or that respondents 

remained in the fence as to whether they would utilize the services in the future 

or not at all. 

 Variables Mean Description Rank St. Dev. 

 Check Account Movements 4.90 Strongly Desired! 1 .308 
Check Account Balances 4.85 Strongly Desired! 2 .366 
Bills Payment 4.70 Strongly Desired! 3 .571 
Interbank Fund Transfer 4.45 Desired! 4 .887 
Payment to suppliers 3.90 Desired! 5 1.165 
Payroll Payments 3.60 Desired! 6 .995 
Term Investment Queries 3.30 Undecided! 7 .979 
Place Investment In Treasury 3.10 Undecided! 8 .912 
Loan Repayment 2.90 Undecided! 9 .912 
Open New Deposit Account 2.90 Undecided! 10 .968 
Apply for Loans 2.75 Undecided! 11 .851 
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In terms of standard deviations, the variations or dispersions were very 

low indicating that most data points gathered from the survey on respondents’ 

preference of the IBS services were very close to the mean. 

 

Table 4.8: Number of Users of Each IBS Service 
 

 

 

 

 

 

 

 

 

 

In terms of the number of users of IBS services, Table 4.8 shows that all 

20 respondents used the “check account balances” and “check account 

movements” service features. Bills payment had nineteen (19) users, while 

interbank fund transfer had seventeen (17) and payment to suppliers with twelve 

(12).  

 

Apply for loan, open new deposit accounts, loan repayment and place 

investment in treasury products were among the services least desired by the 

respondents. This was because most of them said that these services were 

 Variables No. of Users 

 Check Account Movements 20 
Check Account Balances 20 
Bills Payment 19 
Interbank Fund Transfer 17 
Payment to suppliers 12 
Payroll Payments 9 
Term Investment Queries 9 
Place Investment In Treasury 5 
Loan Repayment 5 
Open New Deposit Account 4 
Apply for Loans 3 
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generally complex in nature and they preferred to personally interact with their 

banks’ relationship managers and account officers from whom they could 

comfortably ask questions on matters pertaining to credit, investments and 

others. They also preferred that they receive prompt and intelligent responses 

when asking questions on these matters. According to some respondents, they 

were also able to negotiate better investment rates and loan terms that could be 

accomplished by simply using the IBS. 

 

4.3.2  Level of Satisfaction from Using IBS Services 

 

Aside from the preference of the respondents to use the IBS services, the 

research also conducted a survey to determine the level of satisfaction of the 

services used. Table 4.10 gives the following means and the rankings, with one 

(1) representing the service that had users completely satisfied in terms of 

experience and convenience and eleven (11) as the lowest rated service. Also 

shown on the table is the standard deviation to evaluate how much dispersion or 

variation from the mean values exists. 

 

To interpret the numerical values in qualitative form, the following 

numerical ranges with descriptions were used. 
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Table 4.9: Numerical and Descriptive Ranges 
Level of Satisfaction in Using IBS Services 

 
 
 
 
 
 

 
 

 

Table 4.10: Mean and Standard Deviation 
Level of Satisfaction in Using IBS Services 

 

 

  

 Description Numerical Range 

 Completely Satisfied 4.50 - 5.00 
Very Satisfied 3.50 - 4.49 
Neither Satisfied or Dissatisfied 2.50 - 3.49 
Somewhat Dissatisfied 1.50 - 2.49 
Completely Dissatisfied 0.50 - 1.49 

 Variables Mean Description Rank St. Dev. 

 Check Account Movements 4.65 Completely Satisfied! 1 .489 
Check Account Balances 4.55 Completely Satisfied! 2 .510 
Bills Payment 4.50 Completely Satisfied! 3 .688 
Interbank Fund Transfer 4.35 Very Satisfied! 4 .745 
Payment to suppliers 3.75 Very Satisfied! 5 .716 
Payroll Payments 3.45 Neither Satisfied or 

Dissatisfied!
6 .686 

Term Investment Queries 3.35 Neither Satisfied or 
Dissatisfied!

7 .671 

Place Investment In Treasury 3.20 Neither Satisfied or 
Dissatisfied!

8 .616 

Loan Repayment 3.15 Neither Satisfied or 
Dissatisfied!

9 .489 

Open New Deposit Account 3.10 Neither Satisfied or 
Dissatisfied!

10 .553 

Apply for Loans 3.05 Neither Satisfied or 
Dissatisfied!

11 .394 
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Based on Table 4.10, respondents were completely satisfied using the IBS 

to check account balances, account movements and bills payments. These three 

services were ranked 1st, 2nd and 3rd with respective means of 4.65, 4.55 and 

4.50. Respondents were very satisfied with interbank fund transfer service and 

payment to suppliers which ranked 4th and 5th, having means of 4.35 and 3.75, 

respectively. In terms of standard deviation, the dispersion was very low, 

indicating that the data points from the responses gathered through the survey 

were very close to the mean.  

 

Respondents, however, were neither satisfied nor dissatisfied with other 

IBS services because most of them still preferred to use the traditional banking 

methods with regard to the payroll payouts to their employees; term deposits and 

treasury investments; opening new deposit accounts; loan repayments which 

were either made through an automatic debit arrangement or issuance of post-

dated checks; and, applying for loans (either renewal or new grants) which 

allowed them to negotiate for more favorable pricing and terms. Some 

respondents also wished to have more feature-rich IBS in order to satisfy their 

desire to gain more control and access to their bank deposits and finances 

anytime, anywhere, like an alert system of incoming transfers either through SMS 

or a native mobile application.  
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4.3.3 Perception on IBS Services  

 

The perceptions of the respondents on the IBS services they were using 

were also determined in this research. This ass in relation to how positive they 

perceived the services as helping the growth of their respective businesses. 

Table 4.12 gives the following means and the rankings, with one (1) representing 

the service that users perceived to have the most positive impact in the growth of 

their business and eleven (11) having the least impact. The standard deviation is 

also shown in the table in order to evaluate the degree of dispersion of the data 

points from the mean values. 

 

To interpret the numerical values in qualitative form, the following 

numerical ranges with descriptions were used. 

 

 

Table 4.11: Numerical and Descriptive Ranges 
Perception on IBS Services in Helping the Business Grow 

 
 
 
 

  

 

 

 

 

 

 Description Numerical Range 

 Strongly Agree 4.50 - 5.00 
Agree 3.50 - 4.49 
Neither  Agree or Disagree 2.50 - 3.49 
Disagree 1.50 - 2.49 
Strongly  Disagree 0.50 - 1.49 
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Table 4.12: Mean and Standard Deviation 
Perception on IBS Services in Helping the Business Grow 

  

 

 Based on the results shown in Table 4.12, the respondents agreed that 

checking account movements, checking account balances, bills payments, 

interbank fund transfer, payment to suppliers and payroll payments helped in the 

growth of their business. Checking account movements was ranked on top with a 

mean of 4.40, followed by checking account balance and bills payment with 

mean of 4.20 each. Interbank fund transfer and payroll payments ranked 4th while 

payroll payment was ranked 6th, having 4.05 and 3.70 means respectively. All of 

these IBS services were within the qualitative description of “Agree”, while the 

rest of the variables were perceived by the respondents to have had no impact 

on the growth of their business. Also, the standard deviations were very low, less 

than 1 in all variables, which indicated that data points gathered were very close 

to the mean. 

 Variables Mean Description Rank St. Dev. 

 Check Account Movements 4.40 Agree! 1 .503 
Check Account Balances 4.20 Agree! 2 .523 
Bills Payment 4.20 Agree! 3 .616 
Interbank Fund Transfer 4.05 Agree! 4 .686 
Payment to suppliers 4.05 Agree! 5 .945 
Payroll Payments 3.70 Agree! 6 .923 
Term Investment Queries 3.35 Neither  Agree or Disagree! 7 .587 
Place Investment In Treasury 3.20 Neither  Agree or Disagree! 8 .616 
Loan Repayment 3.15 Neither  Agree or Disagree! 9 .366 
Open New Deposit Account 3.15 Neither  Agree or Disagree! 10 .489 
Apply for Loans 3.15 Neither  Agree or Disagree! 11 .489 
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 In addition, the author tested the perceptions of respondents based on 

their business size (Small or Medium) and years of use of the IBS services with 

respect to the variables identified.  

  

Table 4.13: Pearson Correlation 
Perception on IBS Services in Helping the Business Grow 

Variables  Company 
Size 

Years 
Using IBS 

 
  Payment to suppliers 

 
Pearson Correlation 

 
-.175 

 
.426 

 

Sig. (2-tailed) .461 .061  
  Payroll Payments Pearson Correlation .296 .252  

Sig. (2-tailed) .206 .284  
  Interbank Fund Transfer Pearson Correlation -.031 .200  

Sig. (2-tailed) .895 .397  
  Bills Payment Pearson Correlation -.140 -.223  

Sig. (2-tailed) .556 .344  
  Apply for Loans Pearson Correlation -.140 -.309  

Sig. (2-tailed) .556 .184  
  Loan Repayment Pearson Correlation -.132 -.130  

Sig. (2-tailed) .579 .586  
  Term Investment Queries Pearson Correlation -.257 -.162  

Sig. (2-tailed) .274 .494  
  Place Investment In Treasury Pearson Correlation -.176 .404  

Sig. (2-tailed) .457 .077  
  Check Account Balances Pearson Correlation -.165 -.061  

Sig. (2-tailed) .488 .799  
  Check Account Movements Pearson Correlation -.057 .084  

Sig. (2-tailed) .811 .724  
  Open New Deposit Account 
 

Pearson Correlation -.132 -.346  
Sig. (2-tailed) 
 

.579 .135  

 

 The null hypothesis stated that there was no significant correlation 

between how the respondents perceived the impact of IBS services on the 
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growth of their businesses in relation to : 1) size of their company (whether Small 

or Medium) and 2) the number of years the respondents had been using the IBS 

services.  

 

However, the alternative hypothesis stated that there was a significant 

correlation between how the respondents perceived the impact of IBS services 

on the growth of their businesses in relation to: 1) size of their company (whether 

Small or Medium) and 2) the number of years the respondents had been using 

the IBS services.  

 

 To determine the relationships between the variables and the perception 

of respondents based on their size and years using IBS, Pearson Correlation 

was used with a significance level of .05. Table 4.13 shows the Pearson 

correlation and the significant level values.  

 

In terms of the company size, all the values (Sig. (2-tailed)) were above 

the acceptance region of .05. Therefore, there was no significant correlation of 

the company size in relation to the respondents’ perceptions of the impact of the 

variables’ on the growth of their businesses.  

 

In terms of the number of years using IBS, all the values (Sig. (2-tailed)) 

were also above the acceptance region of .05. Therefore there was also no 

significant correlation of the length of usage of IBS services in relation to the 
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respondents’ perceptions of the impact of the variables on the growth of their 

businesses. This meant that regardless of whether the respondents had been 

using the IBS for under a year or over 3 years, their perceptions of the impact of 

the system on the growth of their businesses were the same.  

 

4.3.4  Reasons for Using IBS Services 

 

This research aimed to evaluate the impact of IBS and, therefore, the 

researcher found it imperative to ask the respondents the reasons why they went 

for online banking rather than complete the transactions using the more 

traditional banking methods like visiting the bank branch. The respondents were 

asked to rate on a scale the different identified variables that were considered 

helpful in their businesses in terms of the management of cash and finances, 

human resource and even the value of time management achieved because of 

the convenience of banking anytime and anywhere. These variables linked up to 

how the respondents perceived the IBS services and their impact on the growth 

of their businesses. 

 

In order to best interpret the numerical values in qualitative form, the 

following numerical ranges with descriptions were used.  
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Table 4.14: Numerical and Descriptive Ranges  
Reasons for Using IBS 

 

 

 
 
 
 
 
 
 

Table 4.15: Mean and Standard Deviation 
Reasons for Using IBS 

 
 

 Based on the results in Table 4.15, most of the respondents agreed that 

one of the chief reasons for using IBS was time. “Use the time on more 

 Description Numerical Range 

 Strongly Agree 4.50 - 5.00 
Agree 3.50 - 4.49 
Neither  Agree or Disagree 2.50 - 3.49 
Disagree 1.50 - 2.49 
Strongly  Disagree 0.50 - 1.49 

 Variables Mean Description Rank St. Dev.  

 Use the time on more productive 
business activities 

4.95 Strongly Agree! 1 .224 

Very convenient banking anytime, 
anywhere 

4.80 Strongly Agree! 2 .523 

Staff are utilized more productively 4.40 Agree! 3 .598 
Helps in the overall growth of the 
business 

4.20 Agree! 4 .616 

Improves and efficiently manages 
cash and finances 

4.05 Agree! 5 .686 

Builds better supplier relationship 3.95 Agree! 6 .945 
Reduced bank fees 3.85 Agree! 7 .587 
Able to maximize income from 
investments 

3.50 Agree! 8 .688 

Obtain best discounts from 
suppliers 

3.45 Neither  Agree or 
Disagree!

9 .605 

Builds better business partner 
relationship 

3.40 Neither  Agree or 
Disagree!

10 .681 

Able to access loans from banks 3.15 Neither  Agree or 
Disagree!

11 .489 
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productive business activities” had a mean of 4.95 which was ranked 1st among 

the variables identified. It had a description of “Strongly Agree” as respondents 

tended to concur that some precious time was saved when using IBS and could 

be diverted into more helpful business activities. “Very convenient banking 

anytime, anywhere” was ranked 2nd, with a mean of 4.80 which was also under 

the “Strongly Agree” category. Ranked 3rd was “Staffs are utilized more 

productively”; followed by “Helps in the overall growth of the business” at 4th; 

“improves and efficiently manages cash and finances” was at 5th; “builds better 

supplier relationships” was at 6th; “reduced bank fees” at 7th; and, “able to 

maximize income from investments” at 8th; with means of 4.40, 4.20, 4.05, 3.95, 

3.85 and 3.50, respectively. These were all under the qualitative description of 

“Agree”. The rest like cash discounts, better business partner relationships and 

able to access loan were the bottom three. Furthermore, the standard deviations 

among the variables were low, which indicated that most data points gathered 

from the survey were very close to the mean. 

  

4.4. Summary Analysis 

 

Based on the data gathered concerning the profile of respondents’ 

respective businesses, hereunder is the summary: 

 

4.4.1 Eighty-five percent (85%) of respondents were Small enterprises 

and fifteen percent (15%) were Medium enterprises. 
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4.4.2 Fifty percent (50%) of the respondents businesses were organized 

as corporations and fifty percent (50%) were sole proprietorship.  

 

4.4.3 Fifty-five percent (50%) of the respondents’ businesses belonged to 

the service industry; thirty-five percent (35%) were from retail and 

ten percent (10%) from the manufacturing industry. 

 

4.4.4 Thirty-five percent (35%) of the respondents’ businesses were at 

least operating from one (1) to ten (10) years and sixty-five (65%) 

for over ten (10) years already. 

 

4.4.5 Ninety percent (90%) of the respondents had been using IBS for at 

least three (3) years and ten percent (10%) was relatively new to 

the system. 

 

In so far as the usage of IBS services among the respondents was 

concerned, specifically involving the preference, satisfaction level, perception 

and the reasons for using the services, the following summary findings could be 

inferred: 

 

4.4.6 With an overall mean of 3.76, qualitatively described as “Desired”, 

the respondents generally preferred the IBS services in conducting 

banking transactions.  
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The “strongly desired” IBS services by the respondents were check 

account movements, check account balances, and bills payment 

with weighted means of 4.90, 4.85 and 4.70 respectively. 

 

4.4.7 Having an overall mean of 3.74, the respondents were “very 

satisfied” with the IBS services used. Top of the satisfaction level 

were check account movements, check account balances, and bills 

payment with weighted means of 4.65, 4.55 and 4.50, respectively. 

 

4.4.8 With an overall mean 3.69, the respondents “agreed” that the IBS 

services had positively impacted the growth of their respective 

businesses. 

 

Respondents agreed on the positive impact of the following 

services to the growth of their businesses: check account 

movements, check account balances, bills payment, interbank fund 

transfer, payment to suppliers, and payroll payments with weighted 

means of 4.40, 4.20, 4.20, 4.05, 4.05, and 3.70, respectively. 

 

Therefore, there were no significant correlations of the length of 

time the respondents had been using the IBS size and the 
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company size in relation to the perceptions of the variables’ positive 

impact on the growth of their businesses. 

 

4.4.9 With an overall mean of 3.97, the respondents generally “agreed” to 

the reasons specified in so far as using IBS services was 

concerned. The top reasons by respondents in using IBS were: a) 

“use the time on more productive business activities,” with the 

highest mean of 4,95; b) “it’s very convenient banking anytime, 

anywhere,” with a mean of 4.80; c) “Staff are utilized more 

productively,” with a mean of 4.40; d) “helps in the overall growth of 

the business,” with a mean of 4.20; and, e) “improves and efficiently 

manages cash and finances,” with a mean of 4.05. 
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CHAPTER V 

CONCLUSIONS 

 

 

This study focused on the impact of IBS on SMEs in Zamboanga City, 

more specifically, how it had helped propel the growth of the respondents’ 

businesses. The author formulated a survey questionnaire designed to extract 

information that would assist in drawing conclusions to this research.  

 

There were twenty (20) respondents surveyed. Majority of them were 

small enterprises that mostly belonged to the service and retail industries and in 

operation for more than 1 year to over 20 years. Majority of the respondents were 

experienced IBS users, having used the system for 3 years and above. 

 

Based on the results of data gathered, there was a strong preference to 

use IBS among the respondents, especially in checking account movements and 

balances and bills payment services. The results also suggested that the 

respondents were completely satisfied with these services and that they were 

most likely to use them over the traditional mode of banking which was through a 

bank branch. Furthermore, the respondents were very satisfied with the payment 

to suppliers and interbank fund transfer service facilities of their respective online 

banks.  
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More importantly, the study showed that there was a positive impact of 

IBS on the growth of the respondents’ businesses. There was strong agreement 

that due to IBS, they were able to spend more time on other productive business 

activities. The convenience of banking anytime and anywhere helped them better 

manage and achieve greater control of their finances, allowed them to pay bills, 

suppliers and payroll even during non-banking days and in times of economic 

paralyzing crisis like the Zamboanga siege. It also helped in efficient staff 

utilization which resulted to more productivity and eliminated banking hassles 

and limitations associated with traditional banking, like lining up for hours to 

transfer funds, pay bills and suppliers, dealing with poor customer service, the 

time spent travelling to the bank and sometimes waiting in traffic, and the fact 

that customers had to work within the limited time frame of banking hours. 

 

As the old adage goes, time equals money. This concept could not be 

truer than in business. Time spent lining up at a bank to pay suppliers or conduct 

other simple banking transactions could be now spent more productively on 

something else entirely, on something that would generate more prosperity and 

money to the business. 
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ATENEO DE ZAMBOANGA UNIVERSITY 
School of Management & Accountancy 

Master in Business Administration- MBA 
 

INTERNET BANKING USER SURVEY 
(For Small and Medium Enterprises) 

 
 
BUSINESS NAME:  
PRIMARY OWNERS:  
ADDRESS:  
TELEPHONE NO.  
  
A. SME RESPONDENT PROFILE 

 
1. Date business was established   
2. Industry (Service, Manufacturing, Retail, Wholesale, etc.)  
3. Company Type (Corporation, Partnership, Sole Prop.)  
4. Date Internet Banking use was started    
    
    

B. PREFERENCE OF USING INTERNET BANKING SYSTEM SERVICES  
    

 
 

Banking services 
through the Internet 

Banking System 
 

 
Strongly 
Desired 

(5) 
 

 
Desired 

(4) 

 
Undeci

ded 
(3) 

 

 
Not 

Desired 
(2) 

 
Strongly 

Not 
Desired 

(1) 

1. Payment to 
suppliers  

     

2. Payroll payments      
3. Intrabank Fund 

Transfers (FT 
within bank) 

     

4. Payment services 
(i.e. credit cards, 
telephone bills) 

     

5. Apply for loans      
6. Loan repayment      
7. Term investments 

queries i.e. time 
deposit, SDAs 

     

8. Place investment 
in treasury 
products 

     

9. Check account 
balances  

     

10
. 

Check account 
movements 

     

11
. 

Open new deposit 
account 

     

       

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!
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C. SATISFACTION FROM INTERNET BANKING SYSTEM SERVICES (PLS. 
ONLY RATE THE SERVICES YOU ARE USING) 
       

 
 

My level of 
satisfaction in using 
the banking services 

through Internet 
Banking System  

 

 
Complete

-ly 
Satisfied 

(5) 

 
Very 

Satisfied 
(4) 

 
Neither 

Satisfied 
or 

Dissatis-
fied (3) 

 

 
Some- 
what 

Dissatis
-fied 
(2) 

 

 
Complete

-ly 
Dissatis-
fied (1) 

1. Payment to 
suppliers  

     

2. Payroll payments      
3. Intrabank Fund 

Transfers (FT 
within bank) 

     

4. Payment services 
(i.e. credit cards, 
telephone bills) 

     

5. Apply for loans      
6. Loan repayment      
7. Term investments 

queries i.e. time 
deposit, SDAs 

     

8. Place investment 
in treasury 
products 

     

9. Check account 
balances  

     

10
. 

Check account 
movements 

     

11
. 

Open new deposit 
account 

     

       
       
       

D. PERCEPTION ON INTERNET BANKING SYSTEM SERVICES IN 
HELPING THE GROWTH OF THE BUSINESS (PLS. ONLY RATE THE 
SERVICES YOU ARE USING) 

   
 
 

My business was 
POSITIVELY 

IMPACTED by using 
the banking services 

through Internet 
Banking System 

 

 
Strongly 
Agree 

(5) 
 

 
Agree  

(4) 

 
Neither 

Agree or 
Disagre

e 
(3) 

 

 
Disagree 

(2) 

 
Strongly 
Disagree 

(1) 

1. Payment to 
suppliers  

     

2. Payroll payments      

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!
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3. Intrabank Fund 
Transfers (FT 
within bank) 

     

4. Payment services 
(i.e. credit cards, 
telephone bills) 

     

5. Apply for loans      
6. Loan repayment      
7. Term investments 

queries i.e. time 
deposit, SDAs 

     

8. Place investment 
in treasury 
products 

     

9. Check account 
balances  

     

10
. 

Check account 
movements 

     

11
. 

Open new deposit 
account 

     

       
       
       
E. REASONS FOR USING INTERNET BANKING SYSTEM 
 
 

 
I use the Internet Banking 
System services because: 

 
Strongly 
Agree 

(5) 
 

 
Agree  

(4) 

 
Neither 

Agree or 
Disagree 

(3) 
 

 
Dis-

agree 
(2) 

 
Strongly 
Disagre

e 
(1) 

1. It builds better supplier 
relationship  

     

2. I can obtain best 
discounts from 
suppliers  

     

3. It improves and 
efficiently manages 
cash and finances  
(less risk involved in 
payroll payouts) 

     

4. Reduced bank 
transactional fees 

     

5. Staff are utilized more 
productively (avoids 
idle time lining up in 
bank to transact) 

     

6. I can access short 
and/or long-term loans 
easily 

     

7. It builds better 
business partners 
relationship (i.e. 

     

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!
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investors, creditors) 
8. I’m able to maximize 

income from 
investments 

     

9. It’s very convenient 
banking anytime, 
anywhere. 

     

10
. 

I can use my time on 
more productive 
business activities. 

     

11
. 

It helps in the overall 
growth of my business 

     

       
       

 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!

√! √! √! √! √!
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