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ABSTRACT
The study examined the effects of theory of execution on the implementation of automated teller machines (ATMs) project at Stanbic bank; Dar es Salaam. Cross-sectional research strategy was employed with questionnaire and interview guide used to solicit information. A sample size of 40 respondents was utilized. Quantitative data were edited, coded and analysed descriptively thorough the application of Statistical Package for Social Sciences where frequencies and percentages were obtained. Qualitative data were analysed through content analysis. The findings showed that the theory of execution focused on decision and communicating assignment that enabled Stanbic bank focus on personnel in executing the implementation of ATM project from the fact that there have been efforts to enhance the existence of reliable communication infrastructure when customers utilize ATMs something that attracted more customers. Moreover, the impact of strategy execution in implementing ATMs project at Stanbic bank contributed in managing security of ATMs resulting into developing alternative ATMs use with appropriate measures taken against ATMs fraud challenges. However, the operations done in executing the implementation of ATMs project at Stanbic bank; resulted into management of cash for use, influenced the reliability of ATM to deliver quality services, impacted on ATMs service monitoring to improve the availability of ATMs network as well as increasing the speed of service provision. It is concluded that all these influenced satisfaction of banks’ customers using ATMs that replaced human deployment something that reduced cost and increased profit and customer’s satisfaction.
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CHAPTER ONE

INTRODUCTION

1.1
Chapter Overview

This chapter presents the background information of the study. It consists of the background to the problem, statement of the problem, research objectives and questions, significance and organisation of the study. 

1.2
Background to the Problem

The global competition in banking sector has forced the management and executives to recognize and execute projects that enhance banking activities towards sustainability and profitability such as automated teller machines (ATMs) to wipe out the challenge of long queues to teller staff and renting of building to locate offices (Mitroff, 2013).The use of this technology in line with the theory of execution has tremendously stimulated expansion of the banking networks and the range of the offered services including electronic payments of bills, loan repayments, deposits and withdraws, that have become heavily dependable on information and telecommunication technology (Necolas, 2009). 
In the view of Jaji (2010) technology has disclosed the complexity of banking services and agency to speed up their performance or to make them more accessible for customers’ consumption and use.Idris, (2014) assert that projects such as automated teller machines in commercial banks are now directed towards serving customers more efficiently and effectively and reduce costs for the banking institutions. Banks tend to utilize this electronic banking device, as all others for competitive advantage (Rose, 2010). 
Banks make profit when the interest earned on investment exceeds both the amount of interest paid out to depositors and other business costs (Adhallah, 2010).Information technology, of which Automated Teller Machines are part of, has been the core tool of competitive strategies used by successful organizations for gaining competitive advantage over others(Kishore et al., 2011).In response to the demands for quick, efficient and reliable services, industry players are increasingly deploying technology as a means of generating insights into customers’ behavioural patterns and preferences(Mahaney & Greer, 2014). 

Most banks in the country look towards opportunities arising from the new marketplace(Kishore et al., 2011). In this way, the competitiveness of banks can be greatly enhanced. Furthermore, banks have to provide an excellent service to customers who are sophisticated and will not accept less than above average service. Thus, the issue of service marketing in general, and banking services in particular has become one of the most important and modern directions which have witnessed a substantial expansion during the last years in almost all societies(Mahaney & Greer, 2014).Automated Teller Machines (ATMs) were introduced by Stanbic Bank as an aim to achieve its goal of efficiency, effectiveness and convenience (Stanbic Bank Annual Report, 2011). 

The automated teller machine (ATM) is an automatic banking machine (ABM) that allows the customer to complete basic transactions without any help from bank representatives (Mitroff, 2013). According to Idris (2014) there are two types of automated teller machines (ATMs); the basic one allows the customer to only draw cash and receive a report of the account balance. Another one is a more complex machine that accepts the deposit, provides credit card payment facilities and reports account information. Banks have ATM networks that help clients to get service simply and manage their accounts (Micheal, 2011). Moreover, banks would obtain benefits such as reserve funds, efficacy, more noteworthy buyer inclusion, client satisfaction and loyalty if they provide quality services through electronic managing account networks such as ATM (Tillya, 2013). ATM has the advantage of transferring money from one account to another, in addition to the convenience of withdrawing money wherever the customer is located (Khan, 2010). 

As a global banking, the way to succeed in business is to develop an effective global banking management system with personnel capable of designing and implementing transnational business strategies through the use of modern technology such as automated teller machines (ATMs) (Tillya, 2013). Moreover, this goes with the understanding of project management that is based on three theories, management-as-planning (theory of planning), the dispatching model (theory of execution) and the thermostat model (theory of control) (Micheal, 2011). Patricio and Cunha (2011) assert that in management-as-planning, the management at the operations level is seen to consist of the creation, revision and implementation of plans. This approach to management views a strong causal connection between the actions of management and outcomes of the organization. 
According to Tillya (2013), the dispatching model assumes that planned tasks can be executed by a notification of the start of the task to the executor where with the aid of the theory of execution, the managers are able to manage the process toward the performance. Yet, the thermostat model is the cybernetic model of management control that consists of the following elements; as a standard of performance measured at the output; the possible variance between the standard and the measured value are used for correcting the process so that the standard can be reached. It is through this control mechanism, banks can profit and attain their sustainability (Rose, 2010).

The total effect of the theory of execution on the implementation of ATMs projects on banking operations has been the subject of empirical research (Prager, 2001). A study conducted by Tillya (2013) and Brown & Molla(2015) found that a number of projects that focused on ATMs implementation show that successful project implementation had problems due to availability of unskilled personnel, proper strategies and operations. Failure of such projects impacted negatively on the customers as they did not get what they sought from commercial banks culminating to business loss and customer inconvenience. 

Ezehoha (2015) in his study found that one of the significant forces and dynamic change that was occurring in the universal business environment in banking industry was technology enhancement, and this brought in new products, service market opportunities and developing more information system that is business oriented and supported the management execution processes such as fund management practices, controlling and co-ordination. Mitroff (2013), in his study found that to increase the chances of a project such as ATMs succeeding, it was necessary for the bank to have an understanding of what are the critical success factors, to systematically and quantitatively assess these critical factors, anticipating possible effects and then choose appropriate methods of dealing with them. 
Thus, in trying to provide satisfaction for banks’ customers, banks have provided ATMs with strategic focus to replace human deployment and which is envisaged to reduce cost and increase profit and customer’s satisfaction. However, the effect of ATM on services rendered by banks needs to be estimated so as to justify its deployment (Idris, 2014). It is the purpose of this study to bridge the gap by providing evidence relating to the effect of the theory of execution on the implementation of ATM projects on banks’ services in Tanzania with reference to Stanbic Bank, Dar es Salaam.

1.3
Statement of the Problem
In today’s contemporary business environment, the need for Automated Teller Machines cannot be overemphasized (Rose, 2010). The banking industry adopted the ATM concept for reducing costs and providing better services for the customers (Abdullai and Nyaoga, 2017).Commercial banks have automated their services by use of Automated Teller Machines (ATMs).The aim has been to schedule employees’ duties with ease, reduce the building up of queues and increase employees’ efficiency. Other reasons for adopting ATMs include; reduction of customer service delivery time, improvement of quality of service, bringing services closer to customers and cutting on cost of operations (Tillya, 2013).
Failures of such projects affect negatively bank customers culminating to business loss and customer untimeliness. Narteh (2015) asserted that there are many customers still transacting with tellers within the doors of the banks, and customers are found in queues every time in banking halls and ATMs. According to Wang et al (2003) the queues develop due to system downtime and there is inefficiency in the operations since all the operations cannot run as required. Most studies done on ATMs concentrated mainly on customers’ experience, for example, Narteh (2015) did a study on perceived service quality and satisfaction of self-service technology using ATMs and found the quality of service and satisfaction to be minimum. Sanda and Arhin (2011) found that there is a high degree of customer complaints with ATMs downtime, cash out, high charges and sometimes, poor service recovery efforts when customers have problems. 
Walubengo (2013) reported several causes of the project failures including corrupt leadership, complex procurement processes, poor change management due to lack of top management support and lack of institutionalization of projects under implementation. Additionally, projects implemented in various commercial banks are always directed on serving customers with efficiency and effectiveness thereby reducing costs in banking sector (Idris, 2014). Yet, a number of projects in Tanzania banking sector (Stanbic in particular) show that successful project implementation seems to be problematic. Failure to such projects impacts negatively on the customers’ expectations on service delivered as customers do not acquire what is required resulting into business loss and customer embarrassment. It is from this background that this study examines the effects of the theory of execution on the implementation of ATMs projects in Tanzania with reference to Stanbic Bank, Dar es Salaam.

1.4 Research Objectives
The study was guided by the general and specific research objectives as hereunder;

1.4.1
General Research Objective
The general objective was to examine the effects of theory of execution on the implementation of automated teller machines (ATMs) project at Stanbic bank; Dar es Salaam.
1.4.2
Specific Research Objectives
The study was guided by the following specific objectives;

i. To examine the impact of people/personnel in executing the implementation of ATMs project at Stanbic bank; Dar es Salaam

ii. To explore the impact of strategy execution in the implementation of ATMs project at Stanbic bank; Dar es Salaam

iii. To examine the operations done in executing the implementation of ATMs project at Stanbic bank; Dar es Salaam

1.5
Research Questions

The study was guided by the general and specific research questions as hereunder;

1.5.1 General Research Question

What are the effects of theory of execution on the implementation of automated teller machines (ATMs) project at Stanbic bank; Dar es Salaam?

1.5.2 Specific Research Questions

The study was guided by the following specific questions;

i. What is the impact of people/personnel in executing the implementation of ATMs project at Stanbic bank; Dar es Salaam?

ii. What is the impact of strategy execution in the implementation of ATMs project at Stanbic bank; Dar es Salaam?

iii. What are operations done in executing the implementation of ATMs project at Stanbic bank; Dar es Salaam?

1.6
Significance of the Study

The findings from study might help Stanbic Bank, Dar es Salaam to look at areas where the draw backs highlighted have led to customer dissatisfaction and so the need for improvement. Also, the conclusion and recommendations of the study would help the banking industry on the ways of improving services using ATM system for the enhancement of services. Likewise, this study might be of great importance for knowledge generation to future scholars who would pursue research in the field related to ATM system implementation for banking and customer service satisfaction. The study would be used as a partial fulfilment for the award of a master’s degree in Project Management from the Open University of Tanzania.

1.7
Organisation of the Study

This study consists of five chapters. The first chapter presents the background of the study. The second chapter presents the literature review. The third chapter presents the research methodology. The fourth chapter presents the results and discusses the findings while the fifth chapter presents the conclusion and recommendations of the study.

CHAPTER TWO

LITERATURE REVIEW
2.1. 
Chapter Overview
This chapter presents the literatures that were reviewed. It commences with presenting the conceptual definitions, theories that guided the study, empirical reviews, research gap and finally the conceptual framework. 

2.2 
Conceptual Definitions
2.2.1  Theory

A theory is a supposition, or a system of ideas intended to explain something, especially one based on general principles independent of the thing to be explained or a set of principles on which the practice of an activity is based (Oduor, 2012). A theory consists primarily from concepts and causal relationships that relate these concepts. They describe various functions of an explicit theory in project management in terms of several roles of a theory; provides a prediction of behaviour basedon which tools can be built, when shared, provide a common language i.e. pinpoints the sources for progress  and leads to learning in practice. Further, it is stated that a theory of project management should be prescriptive, it should reveal how action contributes to the goals set to it (Narteh, 2015).

2.2.2 Execution

Execution means carrying out of a plan, order or course of action or the act or mode or result of performance. In project management this is the stage of theproject where everything your team has planned is put into action (Sanda and Arhin, 2011).Itis the performing of the project scope of works and activities in accordance with the project baselines, plans procedures and resources for the project interface, change, schedule, cost, risk, quality, safety and environment management, and other contractual requirements (Rose, 2010). The key success factors for the project execution are well defined project definitions, and roles and responsibilities, organised and building the team works, and accurate status reporting including forecast, timely decision making under the leadership of the project managers controls within internal and external organisations (Oduor, 2012).
2.2.3 Implementation

Implementation means the carrying out, execution or practice of a plan, a method, or any design, idea, model, specification, standard or policy for doing something. In project management it consists of carrying out the activities with the aim of delivering the outputs and monitoring progress compared to the work plan (Sewpersad, 2010). 
2.2.4 Automated Teller Machine
This is a computerized telecommunications device that provides the customers of a financial institution with access to financial transactions in a public space without the need for a human clerk or bank teller. Patricio & Cunha (2011) argued that use of Automated Teller Machine system of banking brought efficiency in the banking industry majorly in terms of speed, data processing and storage which is anticipated to induce customer satisfaction through instant cash withdrawal, balance enquiry, bill payment, cash and cheque deposit, saving and credit account on a 24 hours basis.Rose (2010) cited by Abor, describes ATMs as an ATM combines a computer terminal, record-keeping system and cash vault in one unit, permitting customers to enter the bank’s book keeping system with a plastic card containing a Personal Identification Number (PIN) or by punching a special code number into the computer terminal linked to the bank’s computerized records 24 hours a day. Once access is gained, it offers several retail banking services to customers.
2.2.4 Project

This is any undertaking, carried out individually or collaboratively and possibly involving research or design, that is carefully planned (usually by a project team) to achieve a particular aim (Rose, 2010).
2.2.5 Project Management
This means application of knowledge, skills, tools, and techniques in commercial banks project activities in order to meet or exceed needs and expectations from a project.

2.3 Theoretical Review
According to Kothari (2004) a theory is a coherent group of tested propositions commonly regarded as correct that can be used as principles of explanation and prediction for class of phenomena. Regarding the theory of project, according to Koskela (2000)the (partial) models of operations as flow and value generation add the consideration of time, variability and customer to the conceptualization provided by the transformation model. This study was underpinned by three theories of planning, execution and control. Moreover, the theory of execution was mostly be considered. 

According to Johnston and Brennan (1996), the theoretical foundation of project management has extended to the theory of planning, the approach of management-as-organizing that adds the idea of human activity as inherently situated. The theory of planning focuses on structuring the environment to contribute to purposeful acting. With regard to managerial execution, the language/action perspective, originated by Winograd and Flores (1986) conceptualizes two-way communication and commitment, instead of the mere one-way communication of the classical communication theory. 
Similarly, the scientific experimentation model of control of Shewhart (Shewhart and Deming 1939) focuses on finding causes of deviations and acting on those causes, instead of only changing the performance level for achieving a predetermined goal in case of a deviation. The scientific experimentation model adds thus the aspect of learning to control. Therefore, the following theories that aided the study are explained hereunder.

2.3.1
Theory of Planning

According to Ballard (1999), this theory focuses on the term last planner referring to the hierarchical chain of planners, where the last planner acts at the interface to execution. It concentrates on the detailed planning just before execution, rather than the whole planning process. The method of last planner distinguishes planned tasks according to can, should and will modalities. The tasks pushed from the higher planning levels belong to the “should” category. In looking ahead, planning (with a time horizon of 3-4 weeks), becomes the prerequisites of upcoming assignments that are actively made ready, in other words, they are transferred to the “can” category. This, in fact according to Ballard (1999), is a pull system that is instrumental in ensuring that all the prerequisites are available for the assignments. 

Moreover, in conventional project management, the plan pushes tasks to execution and therefore, only the “should” category is recognized. Another principle is to maintain a buffer of tasks, which are sound for each crew. Thus, if the assigned task turns out to be impossible to carry out, the crew can switch to another task. This principle is instrumental in avoiding lost production (due to starving or suboptimal conditions).Theoretically interpreted, look ahead planning aims at alignment of plan and situation. The “should” represents the tasks in the plan, and “can” represents those tasks that realistically will be possible to start in the situation (Wang et al., 2003). Thus, look ahead planning subscribes to the view of human action as situated - a foundational assumption of managing-as-organizing, while also acknowledging the significance of plans for action - as advocated by managing-as-planning.

2.3.2
Theory of Execution

The underlying theory of execution turns out to be similar to the concept of job dispatching in manufacturing where it provides the interface between plan and work. This concept can be traced back to Emerson (1917). The basic issue in dispatching is allocating or assignment of tasks or jobs to machines or work crews, usually by a central authority. According to a modern definition, job dispatching is a procedure that uses logical decision rules to select a job for processing on a machine that has just come available (Bhaskaran and Pinedo 1991). The theory of execution consists of two elements, decision (for selecting task for a workstation from those predefined tasks that are ready for execution), and communicating the assignment (or authorization) to the workstation. However, in the case of project management, that decision is largely taken care in planning, and thus dispatching is reduced to mere communication; written or oral authorization or notification to start work. 

The theory of execution is a structured procedure, where the managers together with their subordinates execute their tasks. Here the principle is that the assignments should be sound regarding their prerequisites. This means that work should not start until all the items required for its completion are available (Staughton and Johnston, 2005). In this theory only tasks in the “can” category are transferred to the “will” category. This procedure contrasts to the conventional project management, where execution just consists of task authorization; where managers notify their subordinates that the task should be started. Theoretically interpreting, the execution phase in last planner is similar to the language/action perspective model in that communication is a two-way process, and commitment is created for the realization of the tasks within the planning conversation where plans prepared by one crew are understood as promises to others and through the obligation to report on the completion of the task.

2.3.3
Theory of Control

This theory consists of measurement of the realization rate of assignments, investigation of causes for non-realization and elimination of those causes (Idris, 2014). Here a metrics called Percent Plan Complete (PPC) is used. In conventional project management, main control consists of comparing progress with the performance baseline, expressed in money or hours. Theoretically interpreting, last planner is using the scientific experimentation model of control (Oduor, 2012).

2.3.4
Theory of Reasoned Action

This theory was developed by Martin Fishbein and Icek Ajzen in 1963.Theory of Reasoned Action proposes that an individual’s behaviour is determined by his/her intention to perform the behaviour and that this intention is, in turn, a function of his/her attitude toward the behaviour and his/her subjective norm. The best predictor of behaviour is intention that the individual has. This intention is determined by three things; their attitude toward the specific behaviour, their subjective norms and their perceived behavioural control. The theory of planned behaviour holds that only specific attitudes toward the behaviour in question can be expected to predict that behaviour. In the context of this study, this theory puts forth that intention of the bankers and the management affect their behaviour towards the technology to be adopted (Oduor, 2012).

2.4
Empirical Review
2.4.1
General Studies

Sewpersad (2010), in his study asserted that Automated Teller Machines (ATMs) is a computerized telecommunications device that provides the customers of a financial institution with access to financial transactions in a public space without the intervention of a human clerk or a bank teller. He found that such transactions are done by inserting a personal bank card into the machine and the client/customer accessing his/her bank account using a personal identification number (PIN) which is inserted into the machine before the transaction can continue. 
Moreover, a study by Narteh (2015) reported that over the last few decades, the automated teller machine as part of self-service technology (SSTs) has emerged as a major channel for routing banking services to customers. Reasons for the introduction of ATMs in retail banking include lower labour cost, efficiency, greater consumer involvement, standardization of service delivery, customer satisfaction and loyalty.

According to Zhotel(2009) the study establishes that ATM services enhance operations and customer satisfaction in terms of flexibility of time, add value in terms of speedy handling of voluminous transactions which traditional services were unable to handle efficiently and expediently. The machine can enable customers to deposit and withdraw cash at more convenient time and places than during banking hours at branch. A study done in Pakistani by Hokanson(2011)asserted that in the banking industry, customers have put the criteria of customer satisfaction towards service quality provided by their banks. For example; fast and efficient service, confidentiality of bank, speed of transaction, friendliness of bank personnel, accuracy of billing, billing timeliness, billing clarity, competitive pricing, and service quality are the key factors which significantly affect customer’s satisfaction. 

2.4.2
Studies in African Countries

Studies have been documented on project implementation with varying empirical conclusions. For instance Alu (2013)in his study argued that without proper project implementation, the chances of a project failing is inevitable since the set goals and objectives will be forced to change and thus new implementation phase should be arranged. FurtherAlu (2013) also argued that the role of information technology in the banking industry cannot be overemphasized with the argument that information technology has contributed immensely to the growth and development of banking sector.

Ogbuji (2012), observed the Automated Teller Machines (ATMs) is one of existing replacements of the cascading labour-intensive transaction system effected through what is popularly referred to as paper-based payment instruments. An automatic teller machine allows a bank customer to conduct his/her banking transactions from almost every other ATM machine in the world. The ATM, therefore, performs the traditional functions of bank cashiers and other counter staff. It is electronically operated and as such response to a request by a customer is done instantly.

In Kenya, a study carried out by Wambui (2012) indicated that most commercial banks in Kenya face challenges in implementing new technologies as a strategic response to customer service delivery in the changing business environment.Colevin (2013) conjure that the bank employee accessibility to solve ATM problems is a key element of customer satisfaction since it shows a positive relationship between the customer and the provider of the products and services i.e. banks. Thus, both product and service quality are commonly noted as a critical prerequisite for satisfying and retaining valued customers. Previous research has identified many factors that determine customer satisfaction in retail banking sector, and that there are differences in how consumers perceive services across countries and cultures that cannot be generalized. 
A survey conducted on college students in Kampala Uganda by Apollo (2012)indicated that young customers place more emphasis on factors like a bank’s reputation, friendliness of bank personnel, convenient location, 24/7 ATM, and availability of parking space in selecting their banks. A study by Dobrea (2010) offer that the concepts of monitoring and evaluation are usually approached together, as a function of project management, which provides a real perspective upon the stage of the financed project, in order to make all the adjustments necessary in the project implementation process such as ATMs projects. 

Yaghootkar and Gil (2011) observed that developing a successful project usually involves the development of monitoring and evaluation systems and workflows. By including monitoring and evaluation from the pre-project stage, both the project manager and the project team will be providing themselves with thorough and on-going feedback systems that will allow them to make timely management decisions without waiting for the results of an evaluation. By combining the monitoring and evaluation activities and following the succession of the combined results for both processes, the decision maker obtains the logical path of the monitoring and evaluation work breakdown structure.

A study by Adeniran (2014) found that among the development in the banking services delivery is the introduction of Automated Teller Machine (ATM) that intends to decongest the banking halls as customers now can go to any nearest ATM outfit to consummate their banking transactions such as: cash withdrawal, cash deposit, bill payments, and transfer of fund between accounts. The research made use of across-sectional survey design that questioned respondents on ATM services. The findings revealed that, the impact of ATM services in terms of their perceived ease of use, transaction cost and service security is positive and significant. However, the result also indicates that the impact of ATM services in terms of availability of money is positive but insignificant. 

In a similar study Idris (2014), is of the view that Automated teller machine (ATM) among others was one of the services introduced by banks with the objective of providing customers quick access to their finances, as well to reduce cost of such access. The research investigated the perceived customer satisfaction towards introduction of automated teller machine (ATM) in Nigerian banks. The researcher used questionnaires and descriptive statistics to analyze the study. This covered perceived ease of use, perceived accessibility and perceived security in order to measure customer satisfaction in relation to ATM service quality. The result indicated that the customers with agreed responses on perceived ease of use and perceived accessibility has higher mean and standard deviation, while the perceived security responses has higher mean and standard deviation of disagreed responses.

2.4.3
Empirical Studies in Tanzania

Wise and Ali (2009) in their study argued that many banks in Tanzania want to invest in ATMs to reduce branch costs since customers prefer to use them instead of a branch to transact business. The financial impact of ATMs was found to have a marginal increase in fee income substantially offset by the cost of significant increases in the number of customer transactions. The value proposition, however, had a significant increase in the intangible item customer satisfaction. The increase translates into improved customer loyalty which results in higher customer retention and growing organization value. Internet banking is a lower-cost delivery channel and a way to increase sales.

A study by Staughton and Johnston (20005) found that there are five basic operational performance objectives that are considered to apply to all types of operations. These all-pervasive operational performance objectives are quality, speed, dependability, flexibility and cost and they provide the key incentive for operations management tools and techniques, such as kanbans, Statistical Process Control (SPC), Enterprise Resource Planning (ERP), and just-in-time (JIT), all of which are directed on doing things better, faster, more efficiently, and more cheaply.

2.5
Research Gap
The reviewed studies have discussed various developments in the utilization of ATMs in banking sector. Yet, the studies such as Sewpersad (2010), Narteh (2015) and Alu (2013) focused on how ATMs have enhanced customer satisfaction, enhancing growth and development of banking sector and the operations thereof. The study by Idris (2014) found that ATMs resulted into a quick access to finance. Moreover, few or no studies focused on the effects of the theory of execution on the implementation of automated teller machine projects. The study seeks to fill this gap that exists.

2.6
Conceptual Framework

A conceptual framework is a tool the researchers use to guide their inquiry. It is a set of ideas used to structure a research, a sort of a map (Kothari, 2004). It is a researcher’s own position on the problem and gives direction to the study. It may be an adaptation of a model used in a previous study, with modifications to suit the inquiry. Aside from showing the direction of the study, through the conceptual framework, the researcher can be able to show the relationships of the different constructs that he wants to investigate (Rose, 2010). As shown in Figure 2.1, there exists a relationship between independent and dependent variables in this study. 
Independent variables
Intervening variables
Dependent Variable








Figure 2.1: Conceptual Framework

Source: Adopted and modified from Ivatury and Mas (2008)

2.7
Theoretical Framework

In this framework, the theory of execution implementation through the utilization of personnel, strategies and operations is independent variable and performance of ATMs is dependent variable. The independent variables focus on the execution theory where Automated Teller Machines usage is operational zed through; increased cash deposit, increase of speed of service and balance inquiry while the dependent variable is operationalized through; reduction of cost of operations and reliability of service. The intervening variables include accessibility of service and shortage of skilled personnel.

2.8
Summary
This chapter has provided the review of literatures that has resulted into the gap filling. Moreover, independent and dependent variable relationship has been established among variables used in the study. The chapter that follows is the research methodology.

CHAPTER THREE

RESEARCH METHODOLOGY

3.1
Chapter Overview
This chapter presents the research strategies, the population surveyed, study area, sampling design and procedures, variables and their measurements, methods of data collection, data processing and analysis, expected results, work schedule and work plan; budget, references  and tools attached.

3.2.
Research Strategies
This study adopted a cross-sectional research strategy whereby questionnaire and interview guide were used to solicit information. According to Zheng (2015), cross-sectional research strategy is a research approach in which the researcher investigates the state of affairs in a population at a certain point in time. Very often, the elements in the sample surveyed are selected purposively or at random to make inference about the population as a whole. The purpose of a cross-sectional study is to establish whether two or more variables are related in order to examine the effects of the theory of execution on the implementation of ATMs projects at Stanbic bank.

Yin (2003) defines a cross-sectional design or strategy as an empirical inquiry that investigates a contemporary phenomenon within its real-life context, especially when the boundaries between phenomenon and context are not clearly defined. Cross-sectional design is especially useful in situations where contextual conditions of the event being studied are critical and where the researcher has no control over the events as they unfold. Therefore, given the interpretive position adopted in this research and the nature of the research questions, the cross-sectional design was considered the most appropriate design to employ because it provides a systematic way to collect data, analyze information and report the results, thus understand a particular problem or situation in great depth. Cross-sectional design makes use of multiple methods of data collection such as questionnaires, interviews, FGDs, document reviews, archival records, direct and participant observations and subsequently thick descriptions of the phenomena under study (Yin, 2003).
Moreover, the study applied mixed approach that utilizes both qualitative and quantitative approaches to obtain the required data. Qualitative approach aims to explore and to discover issues about the problem on hand, because very little is known about the problem. There is usually uncertainty about dimensions and characteristics of problem. It uses soft data and gets rich data (Cresswell, 2009). According to Myers (2007) qualitative approach is designed to help researchers understand people, the social and cultural contexts within which they live and perform their works. Such studies allow the complexities and differences of worlds-under-study to be explored and represented. With qualitative approach, different knowledge claims, enquiry strategies and data collection methods and analysis are employed. Qualitative data sources include observation and participant observation (fieldwork), interviews, documents and texts, and the researcher's impressions and reactions (Cresswell, 2009). 
3.3
Population and Sample Size
Burns and Grove (2003) state that population includes all elements that meet certain criteria in the study. A population in statistics is the specific parameter about which information is desired and it may include a set of people, services, elements and events, group of things or households that are being investigated (Kothari, 2009).According to Mugenda and Mugenda (2003), 10-30% is a good representative of the population which also helps in reducing sampling errors.

In this study, personnel from Stanbic bank, Dar es Salaam were used to examine the effects of the theory of execution on the implementation of automated teller machines project. The respondents were sought from the four branches in Dar es Salaam including, Centre branch, Main branch, Industrial branch and Peninsula branch. Out of 120 personnel, a sample size of 40 respondents which is equivalent to 33% of the population was involved in the study. This came from five departments from each branch namely; planning (2), marketing (2), customer care (2), corporate (2) and personnel (2) [i.e. 10 respondents from each branch summing up to 40]. This affirms the argument by Mugenda and Mugenda (2003) who recommends a sample between 10 to 30%. Moreover, respondents from planning, marketing and customer care departments were provided with questionnaires while respondents from corporate and personnel department were interviewed.
3.4
Study Area
This study was conducted at Stanbic bank, Dar es Salaam focusing its four branches of Centre branch, Main branch, Industrial branch and Peninsula branch. The study concentrated into five departments namely; planning, marketing, customer care, corporate and personnel. Moreover, Stanbic Bank Tanzania was established in 1995 by Standard Bank group to take over operations of the defunct (non-operational) Meridian Biao Bank Tanzania limited. Stanbic Bank Tanzania is one of the members under the Standard Bank group. 
In up-country the bank has the following branches that include; Arusha branch and Arusha collection centre, Moshi branch, Mwanza branch and Mwanza collection centre, Mbeya branch and Mbeya collection centre and Dodoma branch. The reason for choosing Stanbic bank is that a number of projects in Tanzania banking sector (Stanbic in particular) show that successful project implementation seems to be problematic. Failure to such projects impacts negatively on the customers’ expectations on service delivered as customers do not acquire what is required resulting into business loss and customer embarrassment. It is from this background that this study examines the effects of the theory of execution on the implementation of ATMs projects in Tanzania with reference to Stanbic Bank, Dar es Salaam.

 3.5
Sampling Design and Procedures
Purposive sampling procedure was used in this study. This involved selecting two respondents from each department in order to solicit information regarding the matter in question. The purposive sampling procedure was used by focusing on respondents with good knowledge and understanding about the effects of executing the ATMs project at Stanbic bank and those possessing key information regarding the matter were given an upper hand in order to attain the study objectives. Moreover, questionnaires were administered to 24 respondents from the three departments (planning, marketing and customer care) while interview guide being administered to 16 respondents from the two departments (corporate and personnel).

3.6 
Variables and Measurement Procedures

The study examined the impact of Stanbic bank personnel in executing the implementation of ATMs project, explored the impact of strategy execution in the implementation of ATMs project and finally examined the operations done in executing the implementation of ATMs projects at Stanbic bank, Dar es Salaam. Yet, data sources were obtained from the respondents through the administration of questionnaires and interviews as well as Stanbic bank operational guide books and documents. With regard to the execution of project using personnel; issues such as skills and knowledge among personnel to enhance cash deposits and customer base were important; while proper utilization of strategies that increase the speed of service were targeted and scrutinized. Finally, operations done by the bank towards attaining profit and sustainability were of focus.

Furthermore, questionnaires and interview guide were used in the study. Structured questionnaires were administered to personnel in three departments to get information. Copies of questionnaires were organized based on the prerequisites of a good questionnaire, i.e. short and simple, and organized in a logical progression moving from relatively simple to more difficult issues as recommended by (Yin, 2003).On the other hand, the researcher used face to face interview to personnel in two departments in order to solicit information concerning the matter. Yin(2003) states that the interview guide is very important source of getting information and it is supportive in administering cross-sectional study related matters as the study design indicates.

The validity and reliability of tools were tested. Internal validity was achieved by ensuring that questionnaire items are answering the research questions. The answers in questions were verified or clarified. The questions were phrased logically and sequentially in simple language. Expert opinion was sought from the supervisor in order to ensure validity. Further, a pilot study was carried out to determine the reliability of the questionnaires and interview guide. Reliability analysis was subsequently done using Cronbach’s Alpha which measures the internal consistency by establishing if certain items within a scale measure the same construct. Kothari (2004) noted that the accepted alpha value is 0.7, thus forming the study’s benchmark.

3.7
Methods of Data Collection

Primary and secondary data were collected for the study. Primary data were collected through questionnaire and interview guide administration among respondents. Secondary data were obtained from Stanbic bank published and unpublished reports regarding the ATMs project. Moreover, before leaving for data collection in the field, the researcher got the permission from the authorities such as permission from the University and Stanbic bank. The permission allowed participants to sign the consent to participate in data collection process. In this study the data storage, tapes and transcripts were not labeled in the way that would compromise anonymity and confidentiality of the data provided by the participants. Also, participants’ freedom to participate was observed to involve or withdraw from the interview session.

3.8
Data Processing and Analysis

Quantitative data were summarized after data collection from the field where the filled-in and returned questionnaires were edited for completeness, coded and entries were made into Statistical Package for Social Sciences (SPSS version 21). Coding is technical process where raw data are transformed into easily tabulated form by way of assigning symbols. This helps in condensing the responses into few categories for the purposes of data analysis. Descriptive statistics was used to analyze the data. Then, data were presented in the form of frequency distribution tables, graphs and pie charts that facilitated description and explanation of the study findings. Qualitative data from interviews were analyzed using content analysis focusing observer’s impression. Content analysis involved recording the verbal discussions with respondents followed by breaking the recorded information into meaningful smallest units of information, subjects and tendencies and were presented as a text.

3.9
 Expected Results of the Study

To create a competitive edge and improve operational performance, the study assists Stanbic bank management to invest more in the technology as it contributes immensely to its operational performance. On completion of the study, I expect that, personnel and other stakeholders such as customers of Stanbic bank be aware on their roles to play for the implementation of ATMs project for the respective bank. Although, the objectives focus on examining the impact of personnel in execution the project; exploring the impact of strategy execution and the operations done at Stanbic bank; the quality of service provided was assessed thereof.  
The study is expecting to display results on how personnel, strategy and operations done at Stanbic bank would impact the services. The study comes up with the solutions towards profitability and sustainability of the bank where managers would adopt the strategy and encourage the bank in using automated teller machines to improve the effectiveness and efficiency of the banking sector.

CHAPTER FOUR

RESULTS AND DISCUSSION OF FINDINGS

4.1
Chapter Overview

This chapter presents the results and discusses the findings. It focuses on presenting the findings as per objectives by examining the impact of personnel in executing the implementation of ATMs project, examining the impact of strategy execution in the implementation of ATMs project, and examine the operations done in executing the implementation of ATMs project at Stanbic bank; Dar es Salaam. 

4.2 Impact of Personnel in Executing the Implementation of ATMs Project at Stanbic Bank
The first objective of the study was to examine the impact of personnel in executing the implementation of ATMs project at Stanbic bank. Respondents’ views were sought from administering the questionnaires and interviews. To obtain data on this aspect, the researcher asked respondents to express their views on the matter by indicating if they agreed or disagreed with the statements presented while providing additional views through interview. The results were obtained and summarized in Table 4.1as shown hereunder.

The results in Table 4.1 show that 33.3% of respondents agreed while 66.7% of others strongly agreed that one of the impact of personnel in executing the implementation of ATM project at Stanbic bank was the management of cash at the ATM. It was found that there are cases when ATMs get cash shortage as customers withdraw something that necessitated personnel concerned with ATM operations to perform their duties. 

Table 4.1: Impact of Personnel in eExecuting Implementation of ATM Project

	Statements
	Strongly disagree
	Disagree


	Undecided
	Agree


	Strongly agree

	
	Freq
	%
	Freq
	%
	Freq
	%
	Freq
	%
	Freq
	%

	Management of cash at the ATMs
	-
	-
	-
	-
	-
	-
	08
	33.3
	16
	66.7

	Enhancing reliable communication infrastructure for ATMs
	-
	-
	-
	-
	-
	-
	06
	25
	18
	75.0

	Maintaining regular and comprehensive service to ensure ATMs are in good working condition
	-
	-
	-
	-
	-
	-
	-
	-
	24
	100




Source: Research data, 2021

One of the interviewees was of the following view;

It is the responsibility of the bank’s personnel responsible for the management of ATMs that customers don’t get shortage of cash. Thus, it is found that at Stanbic bank such inconveniences don’t exist something that results into improving the bank’s services (Respondent from Industrial branch)

On the other hand, the results in Table 4.1 show that 25% of respondents agreed while 75% of others strongly agreed that the availability of personnel in executing the implementation of AMT project at Stanbic bank has enhanced reliable communication infrastructure for ATMs use something that attracted more customers. It was found that at Stanbic bank, communication among personnel responsible for ATM project has been intensified to the extent of enabling esteemed customers to enjoy the service. This implies that whenever there are any complaints at ATMs, urgent solutions are taken while making sure that cash to withdraw is available. 

One of the interviewees was of the following view;

Stanbic bank has enhanced its communication methods to let customers access ATMs service without challenges. Such strategy that is implemented well by its personnel has been facilitated by decisions done by the management while communicating various assignments to its personnel to aid customers who get into challenges (Respondent from Peninsula branch)

The statements above concur with Necolas (2009) who reported that the use of ATM technology in line with the theory of execution has tremendously stimulated expansion of the banking networks and the range of the offered services including electronic payments of bills, loan repayments, deposits and withdraws, that have become heavily dependable on information and telecommunication technology. 

Furthermore, the results in Table 4.1 show that 100% of respondents strongly agreed that personnel had impact on the implementation of ATM project as they maintained regular and comprehensive service to ensure ATMs are in good working conditions. It was found that at Stanbic bank all the ATMs are maintained and serviced every week and at any time a challenge occurs, personnel responsible for ATMs are ready to solve the challenge. This implies that, Stanbic bank has been at the heart of serving its customers to the extent of maintaining its quality service provision. 

One of the interviewees was of the following view;

I always make sure that all personnel responsible for ATMs maintenance are well organised for any faults that come by. This has been our strategy in order to retain our esteemed customers (Respondent from Main branch)

The statement above concurs with Tillya (2014) who asserted that the reasons for the introduction of ATMs in retail banking include lower labour cost, efficiency, greater consumer involvement, standardization of service delivery, customer satisfaction and loyalty. It is concluded that the theory of execution that emphasises decision and communicating assignment has enabled Stanbic bank focus on personnel in executing the implementation of ATM project from the fact that there has been efforts to enhance the existence of reliable communication infrastructure when customers utilize ATMs something that attracted more customers, that is accompanied with regular and comprehensive service to ensure that ATMs are in good working conditions always.

4.3 Impact of Strategy Execution in the Implementation of ATMs Project at Stanbic Bank
The second objective of the study was to explore the impact of strategy execution in the implementation of ATMs project in Stanbic bank. Respondents’ views were sought from administering the questionnaires and interviews. To obtain data on this aspect, the researcher asked respondents to express their opinions on the matter by indicating if they agreed or disagreed with the statements presented while providing additional views through interview. The results were obtained and summarized in Table 4.2as shown hereunder.
The results in Table 4.2 show that 16.7% of respondents agreed while 83.3% of others strongly agreed that strategy execution had impact in the implementation of ATM project at Stanbic bank by managing security at ATMs. It was found that security of both ATMs and customer money was taken seriously by the bank in order to enable thorough service provision and standards needed. This implies that, without focusing on security matters; the bank could not manage to achieve its goals. 

Table 4.2: Impact of Strategy Execution in the Implementation of ATM project

	Statements
	Strongly disagree
	Disagree


	Undecided
	Agree


	Strongly agree

	
	Freq
	%
	Freq
	%
	Freq
	%
	Freq
	%
	Freq
	%

	Managing security at the ATMs
	-
	-
	-
	-
	-
	-
	04
	16.7
	20
	83.3

	Development of alternative use of ATMs
	-
	-
	-
	-
	-
	-
	19
	79.2
	05
	20.8

	Taking Measures against ATMs fraud
	-
	-
	-
	-
	-
	-
	02
	8.3
	22
	91.7



	Training of staff and customers in using ATMs
	-
	-
	-
	-
	-
	-
	04
	16.7
	20
	83.3


Source: Research Data, 2021
One of the interviewees was of the following view;

Maintaining security of ATMs was among the strategies that Stanbic bank highlighted. So its enhancement and maintenance according to the standards needed was and continues to be of great focus. With such strategy, customers have been able to trust the bank’s services and enable it perform better (Respondent from Central branch)

The statement above concurs with Kishore et al., (2011) who reported that information technology, of which Automated Teller Machines are part of, has been the core tool and strategy for competitive advantage used by successful organizations for gaining competitive edge over others. Moreover, trust in service among customers has been addressed as a key issue to retain loyal customers.

On the other hand, the results in Table 4.2 show that 79.2% of respondents agreed while 20.8% of others strongly agreed that strategy execution resulted into development of alternative use of ATMs such as balance search and pin change something that added value on the use of ATMs. It was found that, ATMs were for withdrawing money something that went into the other step of incorporating other services. This implies that when services get enhanced, customers become attracted hence bank’s performance.

One of the interviewees was of the following view;

The alternative use of ATMs at Stanbic bank has attracted many customers to the extent of increasing the speed of service. This emanates from the measures taken to maintain and service the ATMs for the purpose of attaining profitability (Respondent from Industrial branch)

The statements above concur with Idris (2014) who asserted that projects such as automated teller machines in commercial banks are now directed towards serving customers more efficiently and effectively and reduce costs for the banking institutions. Furthermore, the results in Table 4.2 show that 8.3% of respondents agreed while 91.7% of others strongly agreed that strategy execution impacted the implementation of ATMs project from the fact that Stanbic bank took appropriate measures against ATMs fraud. As fraud cases were reported among commercial banks, Stanbic bank was among the commercial banks that intensified its security measures in order to save its customers from fraud practices. 

One of the interviewees was of the following view;

There have been reported fraud practices in commercial banks that involve people specialized in information technology. Such people have caused harm to a lot of customers who in one way of the other get into trouble with the use of ATMs. Yet, with Stanbic bank, such cases are either not there or found to be in rare cases. Thus, the appropriate measures put by the bank have necessitated the alleviation of such fraud practices (Respondent from Peninsula branch)

Additionally, the results in Table 4.2 show that 16.7% of respondents agreed while 83.3% of others strongly agreed that strategy execution impacted on the implementation of ATM project at Stanbic bank through training of staff and customers in proper using ATMs. It was found that at Stanbic, whoever gets its first time ATM card has to be trained on how to use it by the bank’s personnel. Also, Stanbic personnel have been able to provide alert information to customers in order to keep their personal identification numbers and informed of fraud practices that can befall them.

One of the interviewees was of the following view;

In the first time to get the ATM card, I got trained on the way to use it. However, it has been a custom to get alerts from the bank on the way to accommodate the temptations that arise from fraud related threats (Respondent from Main branch)

The statements above concur with Alu (2013) who argued that without proper project implementation that incorporate the management of fraud cases, the chances of a project failing is inevitable since the set goals and objectives will be forced to change and thus new implementation phase should be arranged to suit the challenges that come by. Similarly, when respondents were asked to identify if they ever used Stanbic bank ATMs, the majority (70%) agreed that they used the ATM. Moreover, the number of times they utilize the ATMs, various answers were given ranging from 6 to 10 years usage. Likewise, with regard to how they came to learn about using Stanbic bank ATMs, the majority (86%) of respondents reported that they learned through ATM customer guide or the security guard found at the ATMs. Nonetheless, with regard to frequent use of ATM options, respondents were able to give their opinions as shown in Table 4.3 hereunder.

Table 4.3: Frequent use of ATM options

	Statements
	Often
	Rarely


	Never

	
	Freq
	%
	Freq
	%
	Freq
	%

	Cash Withdrawal
	19
	79.2
	05
	20.8
	-
	-

	Balance Enquiry
	08
	33.3
	16
	66.7
	-
	-

	Mini-statement
	-
	-
	24
	100
	-
	-

	Cash / Cheque Deposits
	-
	-
	-
	-
	24
	100

	PIN Change
	-
	-
	24
	100
	-
	-


Source: Research Data, 2021
The results in Table 4.3 show that 79.2% of respondents oftenly used ATM option for cash withdrawal while 20.8% of respondents used ATM option as cash withdrawal rarely. This implies that ATMs are used in most cases for cash withdraw. Likewise, 33.3% of respondents utilized ATMs for balance enquiry oftenly while 66.7% of respondents utilized ATM option rarely for seeking balance enquiry. However, 100% of respondents utilized ATMs rarely looking for mini statement while 100% of respondents never used ATM options for cash or cheque deposits, but 100% of respondents utilized ATMs options rarely for PIN change. This implies that respondents never used ATMs for mini statement and rarely utilized ATMs to change their personal identification number. It was found that these options aided customers to have services that could be done through the use of ATMs. 

One of the interviewees was of the following view;

ATMs use options at Stanbic bank have been helping customers access the services with easiness. This enabled the bank to retain its loyal customers (Respondent from Main branch)

The statement above concurs with Tillya (2013) who asserted that the reasons for adopting ATMs include; reduction of customer service delivery time, improvement of quality of service, bringing services closer to customers and cutting on cost of operations to enable customers get served equitably.

It is concluded that impact of strategy execution in implementing ATMs project at Stanbic bank contributed in managing security at ATMs, resulted into development of alternative use of ATMs where appropriate measures against ATMs fraud were taken. Likewise strategy execution resulted into training of staff and customers in proper use ATMs while others learning to use ATM from customer guide book or the security guard found at the ATMs in case of seeking for balance of enquiry and cash withdraw. These strategies resulted into improving the quality of service, bringing services closer to customers and cutting on cost of operations to enable customers get served equitably.

4.4 Operations done in Executing the Implementation of ATMs Project at Stanbic bank

The third objective of the study was to examine the operations done in executing the implementation of ATMs project at Stanbic bank. Respondents’ views were sought from administering the questionnaires and interviews. To obtain data on this aspect, the researcher asked respondents to express their views on the matter by indicating if they agreed or disagreed with the statements presented while providing additional views through interview. The results were obtained and summarized in Table 4.4as shown hereunder.

The results in Table 4.4 show that 100% of respondents strongly agreed that the operations done in executing the implementation of ATMs project at Stanbic bank resulted into management of cash for use on the ATMs among respondents. This implies that customers were able to utilize well the ATMs as required and avoid unnecessary misuse of the machines. It was found that management of cash went hand in hand with avoiding fraud practices. The statement above concurs with Mahaney & Greer(2014) who assert the in response to the demands for quick, efficient and reliable services; industry players are increasingly deploying technology as a means of generating insights into customers’ behavioural patterns and preferences while minimizing the challenges that come by the technology.

Table 4.4: Operations done in Executing the Implementation of ATM Project
	Statements
	Strongly disagree
	Disagree


	Undecided
	Agree


	Strongly agree

	
	Freq
	%
	Freq
	%
	Freq
	%
	Freq
	%
	Freq
	%

	Management of cash for use on the ATMs
	-
	-
	-
	-
	-
	-
	-
	-
	24
	100

	Quality repair and maintenance of ATMs
	-
	-
	-
	-
	-
	-
	21
	87.5
	03
	12.5

	Reliability of ATM to deliver service
	-
	-
	-
	-
	-
	-
	16
	66.7
	08
	33.3



	ATMs service monitoring to improve the availability of ATM network
	-
	-
	-
	-
	-
	-
	14
	58.3
	10
	41.7

	Speed of service provision
	-
	-
	-
	-
	-
	-
	10
	41.7
	14
	58.3


Source: Research Data, 2021
Furthermore, the results from Table 4.4 show that 87.5% of respondents agreed while 12.5% of others strongly agreed that operations done in executing the implementation of ATMs project at Stanbic bank resulted into quality repair and maintenance of ATMs. It was found that without maintaining ATMs customers who were conversant with utilizing ATMs at their own time and where they are allocated would opt to go to other banks searching for good and quality service. What Stanbic bank did was to enable customers get service to the nearby places or at the bank without challenges.

One of the interviewees was of the following view;

As the bank was able to distribute ATMs to our nearby places while enhancing their services, quality and reliable services became important. However, these were fulfilled by the bank as to remain in the business (Respondent from Central branch)

The statements above concur with Mitroff (2013) who reported that the automated teller machine (ATM) is an automatic banking machine (ABM) that allows the customer to complete basic transactions without any help from bank representatives. Yet, according to Idris (2014) there are two types of automated teller machines (ATMs); the basic one allows the customer to only draw cash and receive a report of the account balance. Another one is a more complex machine that accepts the deposit, provides credit card payment facilities and reports account information.

On the other hand, the results in Table 4.4 show that 66.7% of respondents agreed while 33.3% of others strongly agreed that the operations done in executing the implementation of ATMs project at Stanbic bank influenced the reliability of ATM to deliver quality services. It was found that with reliable ATMs the deliverance of service was guaranteed.  One of the interviewees was of the following view;

In many cases, ATMs reliability at Stanbic bank has been of assurance from the fact that the project investment was able to carter for enhancing customers’ service provision that focuses on profitability (Respondents from Industrial branch)

Similarly, the results in Table 4.4 show that 58.3% of respondents agreed while 41.7% of others strongly agreed that the operations done in executing the implementation of ATMs project at Stanbic bank impacted on ATMs service monitoring to improve the availability of ATMs network. It was found that monitoring of service through ATMs enhanced the programmes that were initiated by the bank something that attracted many customers.

One of the interviewees was of the following view;

We have been carrying out monitoring of ATMs to make sure that the network is always available to enable transactions and aid customers access the service without challenges. This has been the bank’s focus as to retain loyal and esteemed customers (Respondent from Main branch)

Additionally, the results in Table 4.4 show that the operations done impacted the implementation of ATMs project at Stanbic bank that resulted into speed of service provision. It was found that through service enhancement by Stanbic bank, customers were able to enjoy the speed of service something that influenced bank’s performance. The statements above concur with Tillya (2013)who reported that in trying to provide satisfaction for banks ‘customers; banks have provided ATMs with strategic focus to replace human deployment and which is envisaged to reduce cost and increase profit and customer’s satisfaction.

It is concluded that the operations done in executing the implementation of ATMs   project at Stanbic bank resulted into management of cash for use on the ATMs among respondents, influenced the reliability of ATM to deliver quality services, impacted on ATMs service monitoring to improve the availability of ATMs network and resulted into speed of service provision. All these let to the satisfaction for banks ‘customers ATMs replaced human deployment something that reduced cost and increased profit and customer’s satisfaction.

CHAPTER FIVE

CONCLUSION AND RECOMMENDATIONS
5.1 Chapter Overview

This chapter presents the conclusion and recommendations arising from the study findings. It commences with the conclusion, thereafter the recommendations follow. It finally proposes the further studies.

5.2 Conclusion

The study examined the effects of theory of execution on the implementation of automated teller machines (ATMs) project at Stanbic bank; Dar es Salaam. This theory of execution focuses on decision and communicating assignment that enabled Stanbic bank focus on personnel in executing the implementation of ATM project from the fact that there have been efforts to enhance the existence of reliable communication infrastructure when customers utilize ATMs something that attracted more customers. This observation was accompanied by regular and comprehensive service provision to ensure that ATMs are in good working conditions always.

Moreover, the impact of strategy execution in implementing ATMs project at Stanbic bank contributed in managing security at ATMs that resulted into developing alternative ATMs use with appropriate measures taken against ATMs fraud challenges. Likewise strategy execution resulted into training of staff and customers with regard to proper use of ATMs. It was found that while a few staff and customers got training others were able to learn using ATM from customer guide book or the security guard found at the ATMs in case of seeking for balance of enquiry and cash withdraw. These strategies resulted into improving the quality of service, bringing services closer to customers and cutting on cost of operations to enable customers get served equitably.

Similarly, with regard to operations done in executing the implementation of ATMs   project at Stanbic bank; the operations resulted into management of cash for use on the ATMs among respondents, influenced the reliability of ATM to deliver quality services, impacted on ATMs service monitoring to improve the availability of ATMs network as well as increasing the speed of service provision. All these influenced satisfaction of banks ‘customers using ATMs that replaced human deployment something that reduced cost and increased profit and customer’s satisfaction.

5.3
Recommendations

The subsequent recommendations are put forward based on conclusion as follows;
i. The impact of personnel in executing the implementation of ATMs project at Stanbic bank was vivid and accompanied by regular and comprehensive service provision to ensure that ATMs are in good working conditions always. It is recommended that ATMs improvement is paramount to enable cost saving and shortening processing turn around time.
ii. The impact of strategy execution in the implementation of ATMs project at Stanbic bank contributed in managing security at ATMs that resulted into developing alternative ATMs use with appropriate measures taken against ATMs fraud challenges. It is recommended that ATMs placement in areas that necessitates bank’s profit needs to go hand in hand with managing fraud related challenges

iii. The impact of operations done in executing the implementation of ATMs project at Stanbic bank influenced the reliability of ATM to deliver quality services and impacted on ATMs service monitoring to improve the availability of ATMs network. It is recommended that maintaining quality service is to be emphasized to retain customers.
5.4 Further Studies

The study examined the effects of the theory of execution on the implementation of ATMs project at Stanbic bank, Dar es Salaam. It is advised that further studies be done on the following issues. The role played by the management in commercial banks in enhancing ATM projects for profitability
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APPENDICES

Appendix 1:
Questionnaires for Respondents (Planning, Marketing & Customer care depart)

A: Impact of people/personnel in executing the implementation of ATMs project at Stanbic bank; Dar es Salaam

[1. Please indicate your agreement or disagreement regarding the impact of personnel as follows; 1) SD=Strongly Disagree. 2) D=Disagree 3) U=Uncertain 4) A=Agree 5) SA=Strongly Agree ]

	
	Choice

	
	1.Strongly disagree
	2.Disagree
	3.Uncertain
	4.Agree
	5.Strongly agree

	Management of cash at the ATMs
	
	
	
	
	

	Enhancing reliable communication infrastructure for ATMs
	
	
	
	
	

	Maintaining regular and comprehensive service to ensure ATMs are in good working condition
	
	
	
	
	


What is the other impact you know? Specify

…………………………………………………………………………………………
…………………………………………………………………………………………
B: Impact of strategy execution in the implementation of ATMs project at Stanbic bank; Dar es Salaam

[1. Please indicate your agreement or disagreement regarding the impact of strategy execution as follows; 1) SD=Strongly Disagree. 2) D=Disagree 3) U=Uncertain 4) A=Agree 5) SA=Strongly Agree]

	
	Choice

	
	1.Strongly disagree
	2.Disagree
	3.Uncertain
	4.Agree
	5.Strongly agree

	Managing security at the ATMs
	
	
	
	
	

	Development of alternative use of ATMs
	
	
	
	
	

	Measures taken against ATMs fraud
	
	
	
	
	

	Training of staff and customers in using ATMs
	
	
	
	
	


1. What is the other impact of strategy execution you know? Specify

…………………………………………………………………………………………
…………………………………………………………………………………………
2 Have you ever used Stanbic bank ATMs? (a) Yes [ ] (b) No [ ] 

(i) If Yes, for how many years? [1] 0-1 years [2] 1-5 years [3] 6-10 years [4] 11 -15 years [5] 16 & above

3 How did you come to learn about Stanbic bank ATMs? 

[1] Through a friend [2] ATM customer guide [3] Bank personnel [4] Advert in the media [5] Security guard at the ATM [6] Through a family member

4 How frequent do you use the following ATM options?

	

	
	1=Often
	2 = Rarely
	3 = Never

	Cash Withdrawal
	
	
	

	Balance Enquiry
	
	
	

	Mini-statement
	
	
	

	Cash / Cheque Deposits
	
	
	

	PIN Change
	
	
	


C: Operations done in executing the implementation of ATMs project at Stanbic bank; Dar es Salaam

[1. Please indicate your agreement or disagreement regarding the operations done as follows; 1) SD=Strongly Disagree. 2) D=Disagree 3) U=Uncertain 4) A=Agree 5) SA=Strongly Agree ]

	
	Choice

	
	1.Strongly disagree
	2.Disagree
	3.Uncertain
	4.Agree
	5.Strongly agree

	Management of cash for use on the ATMs
	
	
	
	
	

	Quality repair and maintenance of ATMs
	
	
	
	
	

	Reliability of ATM to deliver service
	
	
	
	
	

	ATMs service monitoring to improve the availability of ATM network
	
	
	
	
	

	Speed of service provision
	
	
	
	
	


5 What are other operations you know? Specify

…………………………………………………………………………………………
…………………………………………………………………………………………
6 How often do you use Stanbic ATM? 

[1] Daily [2] Once a week [3] Twice a week [4] Thrice a week [5] Once a month [6] Once a year [7] Every other day

7 What are your favourite ATM ocations? (tick at least 3) 

1. Airport, 2. Butchery, 3. City Center, 4. Cinema Theatre, 5. Bus stand, 6. Estate, 7. Hospital, 8. Local Shopping Center, 9. Car Garage, 10. Bank branch, 11. Restaurant ,12. Market, 13. Petrol Station, 14. Shopping Complex/Mall, 15. Sports Club, 16. Supermarket

Appendix 2:
Interview Guide for Respondents (Corporate & Personnel depart)

i. What is the impact of people/personnel in executing the implementation of ATMs project at Stanbic bank; Dar es Salaam? (Specify)

ii. What is the impact of strategy execution in the implementation of ATMs project at Stanbic bank; Dar es Salaam? (Specify)

iii. What are operations done in executing the implementation of ATMs project at Stanbic bank; Dar es Salaam? (Specify)

iv. What action do you take in the event you come across Stanbic bank ATM not offering services? 

v. What is the reason for the ATM not offering services?

vi. Have you ever reported the ATM being down to nearest Stanbic Branch?

vii. Have you ever used the next non-Stanbic, ATM that is nearby?

viii. Did you ever adjust your plans/activity to fit into the cash you have on you?

ix. Have you ever waited for the ATM to resume services?

x. Have you ever sent a letter of complaint to a Stanbic Branch?

xi. Have you ever used the next nearest Stanbic ATM?

Appendix 3:
Work Plan

This work plan shows the activities carried out and the time to take for the activity as hereunder. 

	Activity
	Duration in Months of 2021

	
	J
	F
	M
	A
	M
	J
	J
	A
	S
	O
	N

	Preparation of  Research Proposal, Questionnaire and Submission of Research Proposal
	 SHAPE  \* MERGEFORMAT 




	
	
	
	
	
	
	

	Pilot study and Questionnaire testing
	
	
	
	 SHAPE  \* MERGEFORMAT 



	
	
	
	
	
	

	Field work and Data collection
	
	
	
	
	 SHAPE  \* MERGEFORMAT 




	
	
	
	
	

	Data Processing and Analysis
	
	
	
	
	
	 SHAPE  \* MERGEFORMAT 




	
	
	

	Dissertation writing and Submission
	
	
	
	
	
	 SHAPE  \* MERGEFORMAT 




	
	


Skilled Personnel resulting into


Increased cash deposit


Management of cash at ATMs


Maintaining regular & comprehensive service to ensure ATMs are in good working conditions

















Performance of ATMs


-Reduction of cost of operations


-Reliability of service








-Accessibility of service


-Shortage of skilled personnel











Proper utilization of Strategies to


Managing security at the ATMs


Increase the speed of service


Measures taken against ATMs fraud








Operations enhancement towards


Balance of Inquiry


Quality repair & maintenance of ATMs


Speed of service provision











