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Abstract 
This research study aimed to determine the effect of implementing an E-banking system on 

the behavior and satisfaction levels of customers at Salam Bank Galkio. The study focused on 

examining how the adoption of electronic banking services influences customer behavior and 

satisfaction. The research utilized a method approach, quantitative data collection method. 

Quantitative data was gathered through surveys distributed among a sample of Salam Bank Galkio 

customers. The findings revealed that the implementation of the E-banking system had a significant 

impact on customer behavior. Customers exhibited a shift in their banking preferences and increased 

their usage of E-banking channels, including mobile banking and internet banking. The convenience 

and accessibility offered by E-banking services accounted for this change in behavior. Moreover, the 

study indicated that the introduction of the E-banking system had a positive effect on customer 

satisfaction levels. Customers expressed higher satisfaction with the convenience, speed, and round-

the-clock availability of the E-banking services. The ability to perform various banking transactions at 

their convenience without the limitations of traditional banking hours contributed significantly to 

their satisfaction. However, the research also identified certain concerns among customers regarding 

the security and privacy of online transactions. These concerns were found to be potential barriers to 

full adoption and usage of E-banking services. Hence, it is crucial for Salam Bank Galkio to address 

these security concerns and implement robust measures to safeguard customer data and protect 

against online threats. The findings of this research provide valuable insights for Salam Bank Galkio 

and the wider banking industry. By understanding the impact of the E-banking system on customer 

behavior and satisfaction, the bank can make informed decisions and tailor its services to better meet 

customer expectations. It is recommended that Salam Bank Galkio continue to improve its E-banking 

offerings, address security concerns, and provide regular customer education to enhance the overall 

customer experience and satisfaction. 
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1. Introduction  

In today's digital era, technology has transformed the way we conduct financial transactions. The advent of electronic banking 

systems, also known as E-banking or online banking, has revolutionized the banking landscape, providing customers with convenient 

access to their accounts and a range of financial services. This research study delves into the specific context of Salam Bank Galkayo, 

located in Mudug, Somalia, to explore the impact of the electronic banking system on customer behavior and satisfaction levels in 

the year 2023 (KWARTENG, P. A. 2016). 

1.1 Background  

Salaam Bank was established in February 2011. As a financial institution, the bank provides personal banking and corporate 

banking. Its Islamic banking services and facilities include Mudarabah, Murabaha, Musharakah and Istisna'a. Additionally, the bank 

offers electronic banking, SMS banking, mobile banking and internet debit. In August 2011, the bank also launched an independent 

(Kaaftoon) service collaborating the institution with Golis Telecom Somalia (Abebe, S. 2016).  

The global financial sector has witnessed a significant shift towards electronic banking systems over the past decade. Somalia, and 

in particular, the city of Galkayo located in Mudug, has also experienced this digital transformation. Salam Bank, a prominent 

financial institution in the region, has adopted electronic banking technology to cater to the evolving needs and preferences of its 

customers. Understanding the effect of this technology on customer behavior and satisfaction is crucial for both the bank and its 

customers (Bichanga W. O. and Wario, A. Y. 2014). 

The institution's corporate banking services include current accounts, fund transfers, Letters of Credit, and Letters of Guarantee. The 

current accounts are reserved for entities with valid commercial/industrial registration. Wire fund transfers can be made from the 

client's account to any other global bank account. Letters of Credit are aimed at reducing counterpart risk and can be fully or 

partially covered by the client. Letters of Guarantee are intended to safeguard against contractual risk and can be domestic or 

foreign (Abebe, S. 2016) 

 

 

 

 

 

 

 

1.2 Objectives: 

The primary objective of this research study is to examine how the electronic banking system influences the behavior and 

satisfaction level of customers at Salam Bank Galkayo in 2023. By identifying the factors that affect customer preferences, usage 

patterns, and overall satisfaction with the electronic banking system, we aim to gain valuable insights into the implications of this 

technology in the specific context of the bank and its customers (Ababaw, A. 2018). 

1.3 Methodology: 

To achieve our objectives, we will employ a research method approach. Firstly, we will conduct surveys to gather quantitative 

data regarding customer behavior, preferences, and satisfaction levels. The collected data will be analyzed using appropriate 

statistical techniques and qualitative analysis methodologies to draw comprehensive conclusions (Caruana, K. 2011).   
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1.4 Significance: 

The findings of this research study hold significant implications for Salam Bank Galkayo, Mudug, Somalia, as well as other 

financial institutions in the region. Understanding the effect of the electronic banking system on customer behavior and 

satisfaction will help Salam Bank enhance its services, tailor its offerings to better meet customer needs, and address any 

challenges or concerns that may arise. Moreover, policymakers and regulators in the region can utilize the outcomes of this 

research in formulating strategies and regulations that promote the secure and effective use of electronic banking systems 

(Abebe, S. 2016). 

2. Data analysis and result finding in the research topics  

2.1. Introduction 

This research will present the analysis of the data collection from the field. Findings are presented on the respondent 

characteristics that is gender, age, education level, period of banking with the company and accounts held by the respondents 

(Ababaw, A. 2018). 

In addition, show the knowledge respondent knows about the electronic banking process, their availability at the bank and 

finally the determinate of customer satisfaction in Salam bank Galkio (Caruana, K. 2011).  

Table 2.1 showing respondent by gender 

Gender Frequency Percent 

Male 11 78.6 

Female 3 21.4 

Total 14 100 

 The result presented this table shows that the female customers and staff bank are less than the male customer and bank staff special 

this branch. This indicates the fact that the male customer likes and uses the electronic banks system than female in the communities. 

As the result shows 78.6 percentage were males, 21.4 percentage were female, and there is big difference between the electronic 

banking system uses in sex (KWARTENG, P. A. 2016). 

 

 

 

 

 

 

 

 

The age of respondents was relevant to establish the age bracket. As we show the result the age of respondent are different ranges, the 

result show in the table below (Kwarteng, P. A. 2016); 
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Table 2.2 show age distribution of respondents 

Range Frequency Percent 

20-25 1 7.1 

25-30 4 28.6 

30-35 7 50.0 

40- Above 2 14.3 

Total 14 100.0 

The result finding shows that the most people who uses electronic banking system in Salam bank Galkio in the age bracket 25-30 and 

30-35. This cause by the progress of technology, many things is total changes due to advancement technology of world today for that 

reason most youth understand the increases technology and it’s very clear they always like using the new technology. In the age group 

of 30-35 try to found out their ambition in electronic banking system uses (Agarwal, P. K., & Josh, C. K. 2016). 

 

 

 

 

 

 

 

 

To look for the knowledge of respondents may have about these services, they were asked to state their education level. As the result 

below (Agarwal, P. K., & Josh, C. K. 2016); 

Table 2.3 showing distribution of respondents to education level: 

Education 

level 

Frequency Percent 

Secondary 1 7.1 

Bachelor 10 71.4 

Master 

Degree 

3 21.4 

PhD 0 0.0 

Total 14 100.0 
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The result of education level show that most of the respondent was degree, they got 71.4 percentages, which indicated that 

information was obtained from well as the Salam bank staff is well educated.  The respondent is famous with the uses of the computer 

and it is very easy for most of them to use the electronic banking system (Agarwal, P. K., & Josh, C. K. 2016). 

 

 

 

 

 

 

 

 

To calculate how long these respondents shared a number of issues with the bank and how they are this organization, so that we asked 

choicely to identify the period they have being working this bank and result are showing in table 4.4(Agarwal, P. K., & Josh, C. K. 2016). 

Table 2.4 Work experience in the bank 

Duration  Frequency Percent 

First Year 6 42.9 

2-3 Years 2 14.3 

3-5 years 3 21.4 

More Than 5 years 3 21.4 

Total 14 100.0 

The above table and pie chart shows that the most of the respondent have worked in bank for first year and more other worked banking 

more than 3 and 5 years and also customer show that they have banked with the bank for long period of time (Agarwal, P. K., & 

Josh, C. K. 2016). 

During this time, the staff bank received and recorded more knowledge and experience which about how banks work and implemented 

the confidence of customer satisfaction level in electronic bank system (Agarwal, P. K., & Josh, C. K. 2016) 

According to the respondents, they have opened more account that the customer uses their deposit to their money transfer system. 

This causes that customer saving time to without going to banking hall and branches, the result of services helped customer need, 

makes a lot of confidence for putting their banks, and tells that they can be royal to the bank (Agarwal, P. K., & Josh, C. K. 2016). 
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In order to start how frequently respondent uses the electronic bank services, customer and staff were asked to state the accountants 

they held with the bank (Agarwal, P. K., & Josh, C. K. 2016). 

This table 2.5 Accounts held in bank 

Account Type Frequency Percent 

Current account 3 21.4 

Saving Account 0 0.0 

Both of them 11 78.6 

Total 14 100.0 
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These bar charts below show customer satisfaction of E-banking system; 
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As the shows bar charts result most respondents agree that opportunities of electronic payment system is important in customer 

by making easy access of the payment, transfer, center mobile and direct deposit were available at Salam bank Galkio. The finding that 

advantage in electronic banking system is becoming more understandable and easy way to establish customer satisfaction in bank 

(Agarwal, P. K., & Josh, C. K. 2016).  

Customers have number of determinates that have consider such as they are satisfied. In this section, the respondent reply that 

Salam bank meets the customer needs and they are satisfied with the services offered (Agarwal, P. K., & Josh, C. K. 2016). 

On the question of considered management’s focus the needs and customer value promote are more important despite the 

confidence of the electronic banking services.  A respondent that uses electronic banking system products and services are satisfied 

with the quality and control product and its efficiency (Agarwal, P. K., & Josh, C. K. 2016)  

In this part were asked the customer the confidence and satisfaction in electronic banking system and most of them revealed that 

the uses of E- baking is necessary and helped to transfer their transaction by using difference applies in the baking (Agarwal, P. K., & 

Josh, C. K. 2016). 

Challenges may affect customer satisfaction in electronic banking system: 
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Bar charts shows challenge customer satisfaction 

As the result below shows, the respondents agreed there are social and cultural barriers that cause the customers not to satisfy the uses 

of electronic banking system because many customers have less awareness and negative perception about E-banking system (Caruana, 

K. 2011). 
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As the result bar charts indicates that there are negatives   effects in attainments of customer satisfaction, that is why some customer 

has less confidences in banking system (Siti Nor 2023).  

Also, in these parts of survey show the most respondents agreed the customer dissatisfaction of electronic banking system can causes 

knowledge barriers such as lack of technological knowledge, lack of truss customer and languages barriers (Caruana, K. 2011).   

As results bar charts there is an insignificant positive relationship between electronic banking system and customer satisfaction that due 

to the weakness associated with electronic banking services (Caruana, K. 2011). 

Many customers they do not have ability to understand this uses of technology and also they haven’t   ability to reveal any languages so 

they prefers to save money their homes instead banking. Number of customer associated weakness with electronic banking system due 

to fears network break downs, fraud and hackers on the computers, electronic breakdown and illiteracy. This means that the customers 

are still not satisfied with the services, so that Salam bank should always devise means of improving on the electronic banking system 

services: such as that, they increase customer satisfaction (Gurau, C. 2012). 
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3. Conclusion  

After carrying out a close analysis of the study finding, it is evidences that Salam bank Galkio customer and staff a lot of knowledge 

about electronic banking system services available at the bank such as phone banking, personal computer and deposit accounts both 

currency and saving accounts in payment system (Abebe, S. 2016). 

It flows from above finding that many potential problems associated with customer not being satisfied because of poor connection 

between staff and customer problem, management does not focus on customer wants and requirements, lack of wariness, illiteracy of 

customer and dissatisfaction of customer in electronic banking system (Abebe, S. 2016). 

Furthermore, the research revealed that the introduction of E-banking has a positive effect on customer satisfaction. Customers 

appreciate the convenience and accessibility provided by electronic banking services. They value the ability to conduct banking 

transactions at their convenience, without the constraints of traditional banking hours or geographical limitations. Additionally, the 

study found that customers perceive E-banking as a reliable and secure method for financial transactions, contributing to their overall 

satisfaction (Gurau, C. 2012). 

Also, this research will contribute to the existing body of knowledge on the impact of E-banking systems on customer behaviour and 

satisfaction. The findings will inform Salam Bank and other financial institutions about the potential benefits and challenges associated 

with implementing E-banking systems. It is hoped that this research will lead to improved customer experiences and satisfaction in the 

banking sector (Aduda, J. & Kingoo, N. 2012) 

Overall, the findings suggest that the adoption of an E-banking system at Salam Bank Galkio has a positive impact on customer 

behaviour and satisfaction levels. The bank should continue to prioritize the development and improvement of their electronic banking 

services to meet the evolving needs and expectations of their customers effectively (Aduda, J. & Kingoo, N. 2012). 

4. Recommendations  

• Based on the study finding the researcher recommend customer sensitization about electronic banking system service that is 

to say how to use the services, ensure their security, reliable of the services and clear operations of the services at the bank premises 

(Gurau, C. 2012). 

• The bank should continue advertising their services that is to say through many agreed to their existences they cannot tell you 

how to use them, they should try to make the population    aware of the advantage of services (Gurau, C. 2012). 

• The bank needs to care about customer satisfaction behaviour such that they know clearly what the customer wants and does 

to make their potential customer satisfied, e.g., by not understanding customer needs, values, and expectations, then the organization 

will ever satisfy their customers. In order to improve customer satisfaction, management should always consider the customer as a first 

priority at their premises, customers like and prefer when they get care, and they should not regret making banking uses(Aduda, J. & 

Kingoo, N. 2012).  

• Enhance customer education: Since the research identified that customers' behaviour and satisfaction are influenced by their 

knowledge and understanding of the E-banking system, it is recommended that Salam Bank invest in customer education and 

awareness programs. These programs could include workshops, tutorials, and informational materials to educate customers about the 

features, benefits, and security measures associated with the E-banking system (Aduda, J. & Kingoo, N. 2012). 
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5. Further research should be carried out these points: 

1. Bank must be improving the quality of electronic banking system(Siti Nor 2023).  

2. Managements should care and ensure the needs in customer and challenge that may affect the customer satisfaction (Siti Nor 

2023). 

3.  Many customer do not reliable in electric banking because lack of confidence so that bank must improve the weak points in 

electronic banking system(Siti Nor 2023).  

4. Banking must be make awareness in population about the important of electric baking and customer uses their moneys to 

deposit accounts (Siti Nor 2023). 

5. To increase the positive relationship between electronic banking system and customer satisfaction level (Siti Nor 2023). 
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