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ABSTRACT
Commercial banks in Tanzania have been quickly transforming and automating their operations to cater for the pace of technological advancement. The current study investigates the influence of digitalization on the performance of digitized commercial banks, more specifically, CRDB Bank Plc, on its head offices, which is one of the banks that automates quickly. More specifically, the study extracted the level of service digitalization in CRDB Bank Plc and how influential mobile banking, internet banking, atomated teller machines, and point of sales are to the performance of CRDB Bank Plc. The study used a quantitative approach and primary data, which was drawn from a sample of 80 staff in various CRDB Bank Plc departments in head quarters, processed in the SPSS program, and analyzed using descriptive statistics. The sample from the population was selected through a purposive sampling technique. The results showed that there is a very strong positive relationship between mobile banking, Internet banking, ATMs, and POS systems against banks' performance. The study recommends that banks embark on educating and creating awareness among their customers on the benefits of electronic banking and the charges involved. They should also invest more in electronic banking to reach more customers electronically by introducing other digital platforms and increasing their operations. The study has shown that digital banking has a positive influence on bank performance, thus they should offer more targeted online services as well as come up with more technology-based services that are easily reachable by customers.
Keyword: Service, Digitalization, Performance, Commercial Banks.
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CHAPTER ONE
INTRODUCTION
1.1 Study Overview
This study aimed to investigate the influence of digitalization on the performance of digitalized commercial banks in Tanzania. This chapter givesa background information, aproblem statement and justification, the significance of the study, objectives, hypotheses, and research questions.
1.2 Background of the Study
The financial system in Tanzania remains profitable, sufficiently capable, high level of efficiency and improved product quality. In addition, the branch network expanded to 960 from 878 in 2018/19. Despite the expansion of the branch network, the number of financial institutions and other banks decreased for 59 years 2019/20 from 61 years 2018/19, of which 50 are banks and 9 are non-banks, and all the reason for growth is the result of innovation and diversification of financial services, including an increase in the number of Banking, mobile marketing and digital security platforms (Bank of Tanzania (BOT), 2020).
Digitalization has obtained significant attention to businesses and establishments including commercial banks endeavor to embrace better and increasingly viable strategies for providing services to their customers and everyday clients. Notwithstanding the undeniable move to digitalized strategies for administration arrangement and conveyance, it is relevant to take note that some money-related establishments despite everything consider the procedure of digitalization as hazardous and troublesome (Carbo-Valverde et al., 2009). Reasonable advancement of monetary frameworks in a quickly changing world straightforwardly relies upon a productive arrangement of the issue of quickened variation to the unique innovative climate prerequisites, to the intricate cycles of the computerized economy change (Zaytseva et al., 2019).
Researches have shown that mobile banking adoption can also be inclined by consumers' perceptions and attitudes toward a variety of services, such as safety, quality, accessibility, security, efficiency, impact on society, affordability, convenience, cost, competitive advantage and performance.(Abdinoor& Mbamba, 2017; Yu, 2012).This has implications for the social, cultural and economic life of the nation, by promoting access to important services and improving productivity and efficiency across the nation(Okeleke, 2019).
Banking is one of the ventures being influenced in this current digital atmosphere. It is brought up by Zaytseva et al. (2019) that organizations declining to push ahead with computerized change might lose 35 per cent benefit, while banks that are up to speed with developing innovations could increase 40 per cent or more. As Solis et al.(2014)proposed that banks have around three to five years to show some signs of life, yet sadly, numerous banks are just in the starting phase. 
Digitalization has acquired a critical thoughtfulness regarding organizations and foundations including business banks attempt to accept better and progressively feasible methodologies for offering types of assistance to their clients and ordinary customers. Despite the obvious move to digitalized techniques for organization plan and transport, it is pertinent to observe that some cash-related foundations regardless of everything think about the system of digitalization as unsafe and inconvenient(San José Ruiz de Aguirre et al., 2020). 
Abbasi and Weigand (2017) spotted that data and correspondence advances haveachieved a lift in the monetary division explicitly with the help of banking administrations, hazard the board and increment inefficiency and these variables have urged budgetary establishments to expand interests during the time spent digitalization. They additionally repeated that the act of digitalizing assistances completed by money-related establishments gives another go to support arrangement and make for better consumer loyalty because of decent variety in providing service. 
Diffusion interferes with the process by which innovation is discussed in some way over time by members of the relationship (Rogers, 2003). 
Rogers (2004) noted in diffusion innovation theory that not all discoveries are easily accepted even if they are authentic. Sometimes it takes a long time to get approval. Banks have embraced every new change even though they are doing well. Acceptance and use depend on many factors. If the bank sees the new technology as effective, it will accept it. Also, according to Lettice and Thomond (2006), in disruptive theory, "destructive innovation" includes products, services, or business models that have been successfully developed and have greatly changed current market demand and destroyed former key players, which ultimately increases the financial capacity of the business.
Like different businesses, business banks and monetary areas are progressively trim to new shape this is a direct result of the quick upgrades to digitalization and innovation. The path of digitalization in business banking and monetary area in Africa is intensely affecting cost-saving potential and making new income sources (Olanrewaju & Abdul-Aziz, 2014). These administrations were not an issue to standardize and according to immense banks, these plans cut down the customer's constant visit to banks. As shown by Barclays Bank Africa, which was one of the pioneer banks to see the potential in digitalization and progressed banks, after they moved to on the web and flexible banks, their customers by and by visiting the bank's workplaces multiple times every month in light of everything, and the rest of the days they use the administration of compact monetary multiple times every month (Kaya et al., 2016). 
1.3 Problem Statement
Commercial banks are not protected from the effects of digitization. The market is constantly changing and especially through changing consumer needs. Financial sectors have become more competitive, and financial companies need to design internal and external models that improve performance, create products that satisfy their customers, and build long-term relationships with customers(Lyoba, 2020). Banks have contained the digital platforms, through the application of various technologies that have allowed them to rise their revenues, reduce costs and improve overall business governance. Moreover, to meet the challenge more important than the similar market of services and products provided, there is a need to differentiate by the application of new technologies(Parasuraman & Grewal, 2000).
Banks have become more innovative, responsive, effective, and efficient in their operations thus a competitive advantage. Through the use of technology, the banks have had new product development, reduced lead time in service delivery, and improved customer satisfaction as well as expansion across borders. The use of technology is appealing to service providers as it reduces labour costs, standardizes delivery of services, and expands delivery options (Parasuraman & Grewal, 2000). However, banks can differ in practicing digital banking through different platforms, different banks can have different digital platforms depending on the need in the market. 
The difference in digital platforms may result in different output on the banks' performance. Also, the digital platforms on the same bank can yield different results, thus, identification of the contribution of each digital platform that is used by the bank is very important to make the bank prioritize its financial investment on the platform that shows high contributions on the performance of the bank.  There are insufficient reviews of thedigitalizationinfluence on the performance of digitalized banks in Tanzania. Also, the few available studies such as Lyoba (2020), did not indicate a level of service digitalization as well as the contribution and the challenges of each of the available digital platforms on the performance of the bank. Therefore, to cover the gap the study onthe influence of digitalization on the performance of digitalized commercial banks in Tanzania was conceived based on the level of service digitalization used by the bank, the contribution of each digital platform on the bank performance, and the challenges associated with each digital platform.
1.4 Objective of the Study
The study is organized into general objectibes and specific objectives.
1.4.1 General Objective
The study generally aimed to investigate the influence of digitalization on the performance of digitalized commercial banks in Tanzania. 

1.4.2 Specific Objectives
i. To determine the level of service digitalization in CRDB Bank Plc.

ii. To determine the influence of Mobile banking on the performance of CRDB Bank Plc.

iii. To determine the influence of Internet banking on the performance of CRDB Bank Plc.

iv. To determine the influence of ATM on the performance of CRDB Bank Plc.

v. To determine the influence of POS on the performance of CRDB Bank Plc.

1.5 Research Questions
i. What is the level of service digitalization in CRDB Bank Plc?

ii. What is the influence of Mobile banking on the performance of CRDB Bank Plc?

iii. What is the influence of Internet banking on the performance of CRDB Bank Plc?

iv. What is the influence of ATM on the performance of CRDB Bank Plc?

v. What is the influence of POS on the performance of CRDB Bank Plc?

1.6 Scope of the Study
The study is limited to the CRDB bank headquarters in Dar es Salaam, Tanzania. Also, the study is limited to four platforms, such as mobile banking, internet banking, ATMs, and POS.

1.7 Significance of the Study
The results would assist the CRDB management in the evaluation of their digital banking performance towards the performance of the bank by enhancing their profitability. The bank management might gain more awareness of the position of digital banking from the link between digital banking and the commercial banks’ performance. The results can assist policymakers, particularly those in the banking industry, in determining the current practices of mobile banking and the extent to which the technology affects the banks’ performance. Knowledge among policymakers can make them come up with an effective policy that may increase the adoption of new trends, something that can lead to improvement in banks’ performance, which acts as the key drivers of the Tanzanian economy. 
The findings of this study are expected to provide a wider understanding of the influence of digital banking on the performance of commercial banks in Tanzania: a case study of CRDB bank. Also, highlights of the study on the influence of digital banking on the performance of commercial banks in Tanzania would help stakeholders in the banking industry to shape their banking strategies more precisely.

 The study is also expected to provide an expanded research base for future studies. Since the researcher is working within the banking industry, it would also sharpen the researcher’s performance skills and knowledge of all matters related to this research.
1.8 Organization of the Study
This research is organized into six chapters where chapter one illustrates the background of the study, problem statement, objectives, research questions, significance, and the scope, and organization of the study. Also, chapter two covers a literature review which comprises theoretical and empirical reviews, while chapter three covers research methodology. Moreover, chapter four includes data analysis, and presentation of findings, while chapter five is the discussion of findings, and chapter six includes a summary of the findings, conclusions, recommendations, and areas for further research.
CHAPTER TWO
LITERATURE REVIEW
2.1 Introduction
The chapter includes an analysis of two aspects of bank digital theory and comprehensive information about empirical reviews that deal with specific topics of research. Moreover, the study gives the definitions of the key concepts a conceptual framework related to the digitalization and performance of banking.
2.2 Definitions of Key Concepts
2.2.1 Banking
This refers to financial services, such as sending and receiving money from financial institutions, especially banks. Improving the security of consumer accounts (Charles, 2018). On the other hand, mobile banking is termed as the application of mobile phones in the financial markets. It is a service that allows users to access their bank accounts and streamline transactions using their mobile phones or other mobile devices (Qiu et al., 2018).
2.2.2 Digitalization
The term "digitalization" may be illustrated as the usage of technology with the purpose of creating or rather making a new business model, providing additional revenue, and also creating opportunities. Also, it is the way in which businesses move to do business digitally, taking into consideration the digital technologies' impact on daily life (Gartner, 2013). Digital change, increased market competition, and recent changes have transformed financial services, leading to a shift from the traditional face-to-face use of technology, thus increasing efficiency and reducing costs (Mori & Mlambiti, 2020; Gosavi, 2017). As this represents a shift, its adoption has been slow, particularly in sub-Saharan Africa. Thus, authentication of bank accounts, which means that consumers endorse and use mobile phones, is essential to the business of the company (Singh et al., 2020). Recent studies have reported that the number of consumers who prefer to use mobile banking for business applications has doubled from 2008 to 2012 (Ramadan & Aita, 2018).
2.2.3 Digital banking
Digitalization is of vital rank to storage, data processing, and transmission since it “allows information of all kinds in all formats to be carried with the same efficiency and also intermingled". Unlike digital information, which always loses some quality each time it is copied or moved, digital data can, in theory, be rendered permanently without fraud (Gartner, 2013). Advanced banking is the transition to web-based financial management where banking management is conveyed over the web. The banks' focal points and consumers' giving more prompt and helpful financial administration. 
The transition from accredited to computerized banking has been very slow and should be better represented at the level of digitization management beyond planning in and out. It includes key levels of technology integration and energy management and can include APIs that support collaborative service delivery of products and the provision of exchanges. It provides customers with the ability to access financial information through the workplace,  portability, and ATM management (Chiou & Shen, 2012). 

According to Chiou and Shen (2012), a digital bank is a virtual system that includes both online and offline transactions. As an end-to-end platform, digital marketing must include a comprehensive view of customers and a comprehensive banking view through servers, dashboards, and intermediaries. Ultimately, digital banking must support all levels of financial institutions' work across all service providers. In other words, it should have all the functions like headquarters, corporate office, online service, bank cards, ATMs, and vending machines. A digital bank denotes a computer-generated procedure that includes internet banking and the past. As a start to the final stage, electronic banking must incorporate the front end that shoppers see, the financiers see through their servers and managers, control boards, and the middleware that links these hubs (Rahman, 2018). 
Eventually, digital banks ought to encourage every single utilitarian degree of counts on all help conveyance stages. (Skinner, 2014). The reason that digital banking is something other than a versatile or online stage is that it incorporates middleware arrangements. Middleware is programming that extends working frameworks or databases with different applications. Financial industry office, for example, risks the executives; item development and promoting must also be remembered for the center and back end to truly be regarded as a total digital bank. Monetary organizations must be at the front line of the most recent innovation to guarantee security and consistency with government guidelines (Fehér & Varga, 2017).
2.2.4 Information and Communication Technology
ICT is the integration of information with information technology. Improvements in material collection, storage, handling, transportation, and distribution have impacted all aspects of the bank's operations. ICT is one of the ten major forces of change in the information industry. Technology has changed the way banks operate and enter the global market (Qureshi, 2005).
2.3 Theoretical Review
This part provides an examination of the theories, which have a close association with the objectives. Also, there is the presentation of all theories and models from the reviewed literature that relate to the study. This part examines the theory linked to the objective of this study. The study applied disruptive innovation theory and innovation diffusion theory.
2.3.1 Disruptive Innovation Theory
In terms of business, disruptive innovation is the innovation that creates a new business and value network and ultimately impacts the existing network and value, eliminating the need for outreach firms for marketing, product launches, and partnerships (Rahman et al., 2017). The term was first interpreted and analyzed by the American scientist Clayton M. Christensen and his collaborators in 1995 and has been called the most profitable business concept of the twenty-first century (Bower & Christensen, 1995). 
Si etal. (2020) described this period to determine the impact of research and technology on more than 65 million books, certificates, and software products during the period 1954-2014. The theory explains innovation under the two main categories of innovation including disruptive innovation, and radical innovation. The more radical the innovation, the more difficult it is to estimate the acceptability and potential of the market. The growing complexity and market dynamics have created a huge knowledge gap between practice and theory. Many banks are randomly organized and unable to provide new opportunities for thinking, knowing market stops, quickly adapting to changing market conditions, or causing market changes first (Miles et al., 1978). 
Disruptive innovation has changed the rules of the game. They attack existing businesses and provide tremendous opportunities for new financial performance and profit growth. Only radical innovation can result in banks’ performance (Thomond & Lettice, 2006). According to Lettice and Thomond (2006), destructive innovation includes products, services, or business models that have been successfully developed and have greatly changed current market demand and destroyed former key players, which ultimately increases the financial capacity of the business. Radical innovation comprises a process, product, or service with extraordinary performance features or conversant characteristics that can provide substantial action or charge developments to change current markets. This argument also shows that innovation has increased the market base by creating more marketing approaches through innovative ideas.
Disruptive innovations are often due to a mixture of emerging features of many different ideas based on different observations of the world, challenging predictions, expanding boundaries, identifying challenging goals and thinking unthinkable, and challenging our basic mental model (Christensen et al., 2015). According to Christensen et al. (2015), innovative models appear in a fractal form, embedding smaller decision cycles into larger decision cycles, where they identify key development steps on their way to business performance. Development, planning, and implementation are the guiding principles. In this perspective, the disruptive innovation process is research rhythm, selection, exploration, experimentation, learning and cancellation, and divergent and convergent cycle thinking (Woomer et al., 2015).
According to Christensen et al. (2015), all innovations are not disruptive, even if they are changes. For example, the first car of the nineteenth century did not interfere with innovation, because the first car was a luxury that did not affect the bicycle market. The transportation industry remained unchanged until the beginning of the period when prices were lower than the Ford Model T in 1908. The large cars that were produced were a barrier to innovation, as they changed the way transportation was inserted or when the first car was thirty years old, the car did not.

Clearly, previous analyses could shed light on digital banking adoption, financial take-up, hypothetical strategies included, and understanding for new information security, but they are not aimed at improving bank execution.
It has not been put clear to the degree to which the bank's performance is affected by the newly adopted digital banking technology, with ongoing exploration in digital banking examining just that: quality, consumer loyalty, and faithfulness (Amin, 2016; Ali & Raza, 2015). There is a requirement for worker and client commitment, to comprehend client needs and experience. The goal of the test is to create a coordinated system.This gets significant so representatives' perspectives can be lined up with banks' capacities and client recognition for the fruitful structure of digital banking services to address client issues and improve banks' exposition.
2.3.2 Innovation Diffusion Theory
Rogers advanced Innovation Diffusion Theory (IDT) in 1962. IDT focuses on the why, how, and how new innovative concepts and techniques are introduced in relation to them. Regarding the concept of change, IDT uses a different approach to research change. Rather than concentrating on persuading people to change, he sees change as mostly about shifting or "redesigning" products and behaviors so that they are better off. the needs of individuals and groups. In the expansion of change, change is not human, but change themselves (Robinson, 2009). 
The introduction of new concepts into the industry encourages the action of the industry because adoption sees the businessperson in a different way than they did. An important foundation for bringing a new concept to market is that a person must accept the idea or product in accordance with the new concept (Everett M Rogers, 2010). As reported by Olexová (2014), IDT thinking focuses on the characteristics that influence the acceptance of innovation because IDT thinking provides a comprehensive model of technology on which the effects of society can be modelled.

Diffusion interferes with the process by which innovation is discussed in some way over time by members of the relationship (Rogers, 2003). Rogers (2004) noted that not all discoveries are easily accepted even if they are authentic. Sometimes it takes a long time to get approval. Banks have embraced every new change even though they are doing well. Acceptance and use depend on many factors. If the bank sees the new technology as effective, it will be accepted (Rogers, 2003).
2.3.3 Indicators of Bank Performance
The business performance indicators or measurements can be both quantitative and qualitative (Ismail et al., 2010). The quantitative measure of performance can be derived from financial success (Return on Asset (ROA) and Return on Equity (ROE)); productivity (number of products sold, the ratio of operational cost); market (customer numbers), market share, and efficiency. The qualitative measure of performance can be checked from non-financial aspects such as goals’ achievement quality, discipline, leadership perceptions of business results, effectiveness, and customer's behavior in the business (Purnomo & Lestari, 2010; Falshaw et al., 2006).

Moreover; the common indicators that are used to measure bank profitability are ROA and ROE (Alexandru, 2019). 
ROE is a financial comparison that indicates how much a company earns compared to the total amount of a member's investment portfolio. This ROE measures the ability of the banks to produce revenue through owners’ equity (shareholders fund). ROE measures the banks’ capability to produce income through owners’ equity (shareholders’ fund).   It is also equally referred to as “shareholders' rewards”. A business with a high RO is more likely to generate cash.  ROE  reflects the effectiveness and efficacy of bank management (Khrawish & Al-Sa’di, 2011). It is calculated by the company's earnings divided by the average number of common stockholders. It ascertains how much net income was earned out of each common stockholder's equity value after deducting taxes (Havryliuk, 2017). The Formula for ROE = Net Profit after Taxes/Common Stockholders’ Equity (Share capital)
On the other hand, ROA also indicates the profitability of a bank. It measures the amount of income generated from the use of assets. This is one of the indicators of commercial bank performance, which shows how the banks generate profits in relation to their total assets. It demonstrates to users of financial statements how the bank's management is efficient in utilizing its assets to generate revenues. Higher ROA indicates efficient utilisation of assets by management (Olweny & Shipho, 2011). ROA is calculated by dividing net income after deducting Taxes to the total assets of the Bank (Havryliuk, 2017).
The Formula for ROA = Net Profit after deducting Taxes/Banks Total Assets

                                     = Asset Turnover x Profit Margin

                                     =Sales/Total Assets*Net Profit/Sales

2.4 Empirical Review
Kingu (2021)assesses the impact of digital banking services on bank customers in Tanzania. It was primarily concerned with determining how many bank customers have used digital bank accounts, lending services, and other digital banking services. In order to acquire information from consumers of digital financial services, probability sampling, specifically purposive sampling, was used. A total of 100 people who employed digital technologies to obtain banking services were surveyed. Primary and secondary data sources were employed to obtain information from respondents, which was then examined using mixed data analysis methodologies. According to the data, bank users had easy access to bank accounts, lending services, and other digital banking services. Finally, the report advises that bank and financial institutions raise public awareness about the issue. 
Lyoba (2020) researched Tanzanian commercial banks' performance as a result of digital banking. The data collection methods employed by the researcher were structured questionnaires and interviews. The data was gathered and analyzed using descriptive and correlation analytic techniques, with a sample size of 80 people. The outcomes of the study demonstrated that the direct association between digital banking and the CRDB bank's efficiency was positively associated. This implies that digital banking and CRDB bank efficiency are inextricably linked. The study also found a favorable correlation between the selected variables (sales growth, increased revenue, market penetration, and customer satisfaction) in describing the relationship between digital banking and sales performance of the company. 
These findings suggested that there is a substantial link between digital banking and the CRDB bank's sales performance. The findings of the study also demonstrated that there is a strong link between digital banking and the CRDB bank's profitability. Despite the fact that CRDB bank calculates its profitability using return on asset and return on equity, the researcher proposes that it should also include market share, overhead ratio, deposits/assets, and loan/assets when determining its profitability. 
In a case study at Tanzania Postal Bank, Kiwanuka (2019) evaluated the service quality and customer satisfaction of internet banking service in public commercial banks. The study's goal was to see how tangibility, assurance, empathy, responsiveness, and reliability affected the quality of internet banking and customer satisfaction. The study employed a service quality model to evaluate the quality of internet banking and customer satisfaction. 
On the basis of a service quality questionnaire, 80 respondents were given a questionnaire to complete in which they were asked to rate their satisfaction on a scale of 1 to 5. The data was evaluated using a computer program, and the findings were displayed in tables with frequency and percentages, as well as a mean score and average mean, to determine the usefulness of each dimension. In comparison to tangibility, responsiveness, reliability, and empathy, assurance was determined to be the most impactful dimension on quality of internet banking and consumer satisfaction. Finally, a recommendation for methods to improve internet banking service was explained, as well as a suggestion for a future research subject. 
Muze (2014) used a case study of selected Tanzanian commercial banks to investigate the impact of mobile banking on customer satisfaction in the banking industry. The study specifically looked at the impact of mobile banking service quality on customer satisfaction. It also identifies the services supplied by mobile banking services in Tanzania, examines the benefits of mobile banking services in Tanzania, and determines the potential challenges associated with mobile banking operations in Tanzania. Both qualitative and quantitative methods were used in the research. 
A total of 126 people from two banks took part in the study. Only 120 people completed and returned the questionnaires. Customers are content with m-banking services when they suit their needs, but they are dissatisfied with the greater cost of using m-banking, according to the study. Furthermore, the survey discovered that m-banking offers a variety of services, including account balances, fund transfers, transaction status, bill payment alerts, and location-based services. In addition, the study discovered that mobile banking has removed barriers to accessing banking services, particularly those associated to geographic regions. 

Agboola et al. (2019) in Nigeria investigated how digitalization upgrades the presentation of business banks embracing the purposive strategy and basic irregular examining choosing 370 -non-managerial workers from a business bank. A self-organized survey was utilized as the significant instrument for information assortment and was investigated utilizing SPSS adaptation 25. From the outcome, it was found that there was a mellow noteworthy and positive connection between the digitalization procedure and business bank execution (r = 0.114*; p< .05). Additionally, there is a positive huge connection between the innovation of products and execution of business banks in Nigeria (r = 0.186; p< 0.001). The examination suggests that digitalization forms assuming sufficiently and effectively executed will have a critical positive relationship on the exhibition of business banks in Nigeria ceteris paribus.
Njogu (2014) carried out an investigation, which aimed at determining the effect of electronic banking on the profitability of Kenyan commercial banks. The objective was to determine the extent to which the profitability of commercial banks of Kenya has been affected by electronic banking. The commercial banks used in gathering information were the Central Bank of Kenya and Commercial banks. Relapse investigation was accomplished for the period to decide the impacts of electronic putting money on the gainfulness of business banks in Kenya. A total of 5 years of investigation was carried out which was from 2009 up to 2013. 
The discoveries on the coefficient of assurance, the investigation found that the changes in the monetary presentation of business banks in Kenya could have been brought by changes in web banking, purpose of deals, programmed teller machine, portable banking, and size of the bank at 95% certainty stretch. The study found that there was an existing positive connection between electronic banking and the budgetary execution of business banks. The other thing that was found to have an impact on Kenyan banks was the size of the banks. 
Business banks in Kenya have been able to reduce expenses through the application of innovations that have been brought by electronic banking. This has in turn resulted in an increase in the adaptability of banks to clients., this has empowered business banks to be exceptionally quick in embracing electronic financial which has empowered business banks to be universality in inclusion, adaptability, intelligence, and with more noteworthy openness contrasted with regular financial channels, for example, ATM, Point of Sale Mobile banking and web banking which impact the monetary; execution of the bank. Electronic fiscal aid gives accommodation and speediness to customers alongside cost reserve funds. Furthermore, banks are in a better position to increase market growth through interacting with their customers via the internet. The investigation further uncovered that the P-esteem was under 0.05 in all the factors, which shows that the entire autonomous variable was measurably critical.
Maiyo (2013) in Kenya undertook a research of the electronic banking effect on the commercial banks’ financial performance. This investigation was trailed to explicitly set up the issues of electronic putting money on the presentation of business banks in Kenya. The exploration focused on forty-one (41) enrolled business banks in the financial business in Kenya where essential information utilized. The investigation applied relationship and relapse insights for breaking down with the SPSS. Regression analysis was additionally used in deciding the ramifications of the connection between the distinguishing factors. 
The examination utilized a spellbinding plan since it upgraded productive portrayal that was as substantial, dependable, and precise however much as could reasonably be expected with respect to the reactions. The outcomes uncovered that the general model was a superb fit because the balanced R squared had an estimation of 0.654. This connotes a solid connection between Electronic Funds Transfer, mobile banking, and operations. This demonstrates all the factors thought about the reason as a variety of 65.4 % on the execution of Kenyan-based business banks. In this manner, the examination suggests the advancement of the proposed model through the inclusion of more factors that are significant in explaining the differentiation. This examination has likewise prescribed further exploration to include examinations in other monetary foundations like SACCOs and microfinance.

The study by Kombe and Wafula (2015) was carried out with the purpose of determining the extent to which the performance of financial institutions in Kenya is affected by mobile banking. The investigation embraced an unmistakable study structure. The objective populace contained 31 representatives of KCB, Treasury Square in Mombasa Kenya. Information assortment was done using surveys and examined utilizing the statistical instrument. From the examination, it was uncovered that the effect of ICT appropriation on the exhibition of banking part chiefly alludes to time decreases and quality enhancements, as opposed to cost decreases as announced by numerous analysts.

The study by Mwangangi (2017) in Kenya was based on the influence of digitalization on the performance of financial institutions. The target population of this study comprised 623 senior employees. Respondents of the study were selected using a stratified sampling technique. The study discovered that the main platforms used in digitalization would lead to an increase in the performance of commercial banks. Therefore, the conclusion drawn from the study was that performance of banks was positively affected by platforms used in digitalization. The study was able to establish that a unit increase in the main platforms used in digitalization would lead to an increase in the performance of commercial banks. 
Nyangosi et al. (2014) led an examination entitled "Digitizing Banking Services" an observational investigation of client's reception and utilization. This examination concentrated on the appropriation and saw the handiness of clients on digital/Internet banking (IB) and mobile banking (MB) in India. Data was collected from 250 respondents from north Indian urban communities. The outcome affirms that appropriation of IB and MB is on the ascent however there is a requirement for mindfulness programs as clients think of it as reasonable. 
The specialists further indicated that the Internet and versatile advancements of ongoing years have picked up force and are affecting the working of each procedure including money-related administrations. These advances have even led to increased attention among budgetary specialist co-ops including banks. In the embodiment, existing circumstances and conditions in the market have made it obligatory especially in striving to fulfil the needs of clients.  
Ogare (2013) came up with an investigation, which intended to examine the influence of e-banking on the performace of Kenyan financial institutions. The basic aim of the study was to measure whether there is an existing relationship between the independent variable of the study and the dependent variable. Profit after tax was used as an indicator of performance while the number of ATMs, number of point of sales terminals, number of debits, the level of usage of mobile banking, and credit cards issued to the customer were used as indicators of the independent variable. The information concerning performance was obtained from annual reports of banks as well as information from the Central Bank of Kenya. 
The examination utilized both distinct and inferential insights in investigating the information. The findings from the study revealed that e-banking had a crucial impact on the performance of banks in Kenya. It means that banks were able to improve their performances as a result of the adoption of the technology. The huge test indicated that the impact of bank developments on bank benefit was measurably noteworthy implying that the joined impact of the bank advancements in this exploration is factually critical in clarifying the benefits of business banks in Kenya.
Also, another study in Jordan was carried out by Khrawish and Al-Sa’di, (2011), which had the objective of explaining the extent to which the performance of banks of Jordan is influenced by the adoption of e-banking. The period covered by the study was ranging from 2000-2009. All domestic banks of Jordan were included in the test and were isolated into 3 groups; Non-web access suppliers, those who adopted the administration early, and those who adopted the administration late.  Proportions, which were used in testing the impact, included ROA, ROE Margin of Interest as gainfulness measures. 
Different proportions are utilized as autonomous factors, which are: loan/assets, deposits/assets, Market share, and Overhead RATIO. Relapse examination is utilized to test the impact of e-banking administrations on the benefit. The relapse investigation demonstrated that there is no huge impact of e-banking administrations on the benefit of late adopter's banks regarding ROA, and ROE. It gives a marker of high costs and cost-related with applying these administrations. In contrast to Margin, it is altogether influenced by e-banking services. Those who adopted the technology early had superior results as compared to those who were late to adopt the technology. At long last, Internet banking 24 is new and evolving quickly, and in this manner after-effects of exact examinations on Internet banking may change extensively with various examples and techniques for investigation.

Njeru and Omagwa (2018) conducted a study entitled, “Mobile banking and Profitability of commercial banks in Kenya”. The motivation behind this investigation was to decide the impact of versatile betting on the gainfulness of level 1 business banks. The examination was educated by three types of portable banking (autonomous factors) that is exchanges, electronic subsidizes move services, and customization through the benefit was estimated through productivity proportions. The investigation received an illustrative research structure. The objective populace for the examination was six top-level 1   commercial banks. Essential information was gathered from 60 respondents through an organized survey. Information was examined utilizing enlightening examination and numerous relapse investigations. 

The study found that exchanges had a factually huge impact on productivity while electronic finances move administrations and customization did not significantly distress Kenya commercial banks. Notwithstanding, clear examination proposes some connection between versatile banking and productivity dissimilar to discoveries on numerous relapse investigations. The examination further found that most clients were doing most exchanges using their cell phones and along these lines positively affected gainfulness when contrasted with electronic supports move services and customization. The examination reasons that business banks ought to in this way deliberately underwrite more exchange services to offer their clients quality services and subsequently will keep on getting a lot of income from versatile banking as clients do an ever-increasing number of exchanges on the mobile program.
2.5 Research Gap
The studies that have been reviewed have had their focus on specific digital platforms that fall under digitalization. The digital platforms on which the previewed studies concentrated include internet banking, mobile banking, and agency banking. However, there is still limited usage of a single type of digital platform among commercial banks in Tanzania. These banks have been using different kinds of digital platforms. As per the researcher, there have been no local or international studies that have assessed the extent to which commercial banks’ performances in Tanzania have been affected by digital banking. Despite the fact that the majority of commercial banks in Tanzania are transitioning to digital banking services, no studies have linked their performance to technology.This gap will be filled in this study as an assessment will be made on the influence of digital banking on the performance of commercial banks in Tanzania.
2.6 Explanation of the Conceptual Framework
The interrelation between the independent and dependent variables can be clearly shown in Figure 2.1, whereby digital banking is seen to have an influence on the performance of commercial banks in Tanzania by being specifically associated with the efficiency of bank operations, transaction costs, and profitability of the bank. In this study, the dependent variable is digital platforms represented by mobile banking, internet banking, ATMs, and POS, and the independent variable is bank performance.
A bank or other financial institution's mobile banking service and internet banking allows consumers to execute financial transactions remotely using a mobile device such as a smartphone or tablet, which ultimately increases the bank’s performance. Also, an ATM is a type of electronic banking machine that allows consumers to conduct simple transactions without the assistance of a teller or branch personnel, while POS permits merchants to accept payment cards as a form of payment. Both ATM and POS extend the base of customers to enhance the bank’s performance.
Independent Variables                                      Dependent Variable




Figure 2.1: Conceptual Framework

Source: Researcher Conceptualization (2021)
2.7  Research Hypothesis
i. Mobile banking has significance influence on the performance of CRDB Bank Plc.

ii. Internet banking has significance influence on the performance of CRDB Bank Plc.

iii. ATM has significance influence on the performance of CRDB Bank Plc.

iv. POS has significance influence on the performance of CRDB Bank Plc.

CHAPTER THREE

RESEARCH METHODOLOGY

3.1 Introduction
The methodological part of the research comprised of all methodologies, which in one way or another influenced the achievement of the study. The methodologies in this chapter include the research paradigms, study area, the research design adopted, the population, sampling techniques, sample size, data collection methods, data analysis, validity, and reliability of data.
3.2 Research Paradigms
A research paradigm is a systematic way of dealing with a research problem (Johnson & Onwuegbuzie, 2004). The study applied a positivist paradigm. The positivist paradigm of social reality exploration is based on the premise that observation and reason are the best ways to explain human behavior. True knowledge, according to the positivist paradigm, is founded on sensory experience and can be attained through observation and experiment (Yvonne Feilzer, 2010). Therefore, positivist paradigm was applied  since it uses quantification to systematize the knowledge generating process, which is necessary for improving precision in parameter descriptions and determining their relationships. 
3.3 Area of Study
The research was located at CRDB bank's headquarters, located on the 3rd floor of the CRDB Bank Headquarters building, along with Azikiwe Street in Dar es Salaam. The geographical coordinates of the bank’s headquarters are 06°48'53.5" S and 39°17'15.5" E (Latitude: -6.814861; Longitude: 39.287639). The researcher proposed this examination region in light of the fact that CRDB bank is one of the main business banks in Tanzania that has received the utilization of advanced banks. As it was additionally suggested by Mugenda and Mugenda (2008) that scientist desires to evade areas that limit the chance of getting to the necessary information. 
3.4 Research Approach
This research employed a quantitative approach.  As indicated by Kothari (2004), the quantitative approach includes the generation of data in a quantitative form that can be exposed to quantitative analysis formally and rigidly.  The quantitative approach was selected as it grasps more participants and the interaction is much earlier than the qualitative method (Dawson, 2002). 
3.5 Research Design
Research design is normally determined by the nature of the research problem to set the overall strategy of integrating different components logically, thereby ensuring that the research problem is well addressed (Bryman & Bell, 2011). The study employed a case study design. A case study is defined as, “is an empirical inquiry that investigates a contemporary phenomenon within its real-life context” (Mangal & Mangal, 2013). This research applied a case study design since it helped undertake an in-depth analysis of the problem under study. Second, the researcher reduced the scope of the study from a broader view to a single and easily field area. 
3.6 Study Population
A population is the totality of the objects under investigation. It is a set of all cases of interest. With respect to this study, the target population was 100 CRDB staff at the head office.
3.7 Sample Size of the Study
The sample refers to the members’ number in the study being studied (Hair et al., 2015). The researcher guaranteed that a critical sample size was taken from the examination populace, which thusly gave a general image of the whole populace upon investigation. Davies and Hughes (2014) contend that, for any substantial investigation to be conducted, its sample ought not to be less than 30% of its populace. The estimating formula is as follows by Yamane (1967): 
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3.8 Sampling Design
Before the selection of respondents who would represent others, the researcher employed a non-probability sampling technique called purposive sampling. Since not every individual in banks has relevant information on the topic, this technique was appropriate to ensure the inclusion of relevant staff in the sample for the study. The relevant staff included all staff who could provide useful information for the study. Also, the sample unit of the study was employees at the CRDB bank head office. The unit was selected after a careful decision was made by the researcher before selecting the sample for the study.
Moreover, a sampling frame comprised a rundown of staff at the CRDB bank head office. The specialist (researcher) drew its example of staff by considering their respective working departments (separate working offices), which incorporated 15 respondents from the advertising division (marketing), 8 respondents from the financial department, 12 respondents from the procurement department, 15 respondents from the human resource department, and 17 respondents from the information and technology departments. The sampling frame for this investigation considers those people for whom there was adequate information for them to be reached.
3.9 Data Collection Methods and Sources of Data
Data collection methods refer to "gathering specific information aimed at providing or refuting some facts" (Merriam & Tisdell, 2015). The researcher used suitable methods for data collection in accordance with nature and the type needed. The study used a questionnaire as a data collection method. The specialist utilized the elite of clear inquiries, which were planned ahead of time, to acquire more information. By utilizing surveys, more information could be gathered from roughly a huge example. The questionnaires were administered straightforwardly to the staff of the CRDB bank's head offices. This technique assists with maintaining a strategic distance from predisposition and guarantees the assortment of substantial and exact information. Also, the vital reason (advantage) for applying this tool was to allow the researcher to attain more information from numerous participants.
Moreover, the researcher used primary data sources whereby essential information was gathered through questionnaires (surveys) to guide questions. Primary data sources were considered because of the fact that they give crude data and proof from an assortment of sources. What is more, the kind of information given by primary data is ongoing, so with primary data, the analyst has the option to approach the latest information when conducting primary research. Moreover, the secondary information was attained through unpublished and published materials such as books, journals, magazines, and various reports.
3.10 Data Analysis
The data processing by using SPSS took place before the analysis of the data. Analysis of data was tied in with inspecting the discoveries of the study examination, which had been gathered during the information assortment measure (Ott & Longnecker, 2015). In this study investigation, information (data) gathered was analyzed using descriptive statistics. The descriptive analysis was used to present the participants’ responses in tables and graphs where frequencies and percentages were useful to indicate the level of participants’ responses. In descriptive analysis, three specific objectives with the questions in the Likert scale data form were analysed to show percentages and frequencies of the answers from the bank, and these responses were presented in graphs. 
Also, linear regression techniques were applied to assess the relationship between the ATM, internet, mobile banking, and POS performance and the bank's performance. The results were presented using percentages, frequency, standard deviations, and mean. Thus, a regression model is expressed as:
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Where:

Y= Bank performance

X1= ATM

X2=Internet banking

X3=Mobile banking

X4= Point of Sales (POS)

The coefficients β0 =Y intercept

While coefficient β1----- β4 are regression coefficients

3.11 Reliability and Validity Issues
3.11.1 Reliability of Data
As indicated by Kothari and Garg (2014) this is a metric that determines the accuracy of research and data acquisition methods. Researchers translate the questions in the tool for all interviewees in the same way to avoid errors in the data collection process, thus ensuring consistency and accuracy of research. In addition, the method of preparing the questionnaire allows the interviewees to provide effective answers.

3.11.2 Validity of Data
Validity is evidence of the quality of an instrument used in research to be accurate, correct, true, and meaningful, and right (Kothari & Garg, 2014). Validiity is spent seeking to resolve the question of whether a research scale measures what to measure, and so the feasibility of this study is the basis of a set of questions, research, design, design and purpose of asking the questions. To ensure the accuracy of the research, a pilot experiment was conducted where samples of questions were tested before heading to the field directly to collect the required data.
3.12 Ethical Consideration
Kothari (2008) defined ethics as a pattern or pattern of behavior that leads to honest choices about our behavior or our relationships with others. In research, ethical decisions are very important because not everyone wants their way of knowing, like names that can be found everywhere in science. As a result, the world was aware of these matters so as not to bother the respondents. Thus, the investigator investigated the confidentiality of the information provided by the defendants by anonymizing them and the investigator was as open as possible by freeing data from the defendants. Therefore, every fairness decision was made at every stage of the data collection process.
3.13 Response Rate
The research aimed to sample 80 respondents in the process of collecting information. Out of the 80 respondents that were approached during the study, only 72 respondents responded to the questionnaires. Therefore, this signifies a response rate of 90%, which is significant to give reliable findings for this study. This rate agrees with Glaser (2008)who stated that the response rate that is above 50% is adequate for analysis and reporting. 

CHAPTER FOUR

PRESENTATION OF FINDINGS

4.1 Introduction
This chapter, analyses, interprets, and presents, the gathered information. The first part presents the respondents’ background information and the second part presents the findings based on the study-specific objectives. Also, data cleaning was performed before analysis by eliminating gaps caused by data entry.

4.2 Response Rate
The research aimed to sample 80 respondents in the process of collecting information. Out of the 80 respondents that were approached during the study, only 72 respondents responded to the questionnaires.  Therefore, this signifies a response rate of 90%, which is significant to give reliable findings for this study. This rate agrees with Glaser (2008) who stated that the response rate that is above 50% is adequate for analysis and reporting. Table 4.1 indicates the response rate of the respondents. Therefore, the analysis involved 72 respondents from the returned questionnaires.
Table 4.1: Response Rate
	Response
	Frequency
	Percentage (%)

	Responded
	72
	90

	Not responded
	8
	10

	Total
	80
	100


Source: Field Data, 2021
4.2 Demographic Information of the Respondents

The first part presents the background information of the respondents and the second part presents the findings based on the specific objectives of the study. The researcher asked the respondents to respond on their personal information including gender, age, education level, work experience, type of digital platforms in the bank. Table 4.2 indicates the demographic information of the respondents.
Table 4.2: Demographic Information of the Respondents (Customers) (N=72)
	Demographic                
	           Category
	Frequency
	Percentages (%)

	Gender
	           Male
	43
	59.7

	
	           Female
	29
	40.3

	
	           Total
	72
	100

	Age
	           18-30 years
	12
	16.7

	
	           31-40 years
	36
	50

	
	           41-50 years

           51 years and above                   
	24

-
	33.3

-

	
	           Total
	72
	100

	Education Level
	           Certificate
	-
	-

	
	           Diploma
	14
	19.4

	
	           Bachelor
	39
	54.2

	
	           Master
	19
	26.4

	
	           PhD
	-
	-

	
	           Total
	72
	100

	Work experience
	< 5 years
	15
	20.8

	
	           Between 5-10 years
	39
	54.2

	
	          More than 10 years 
	18
	25

	
	           Total
	72
	100

	Type of digital platform
	           ATM

           Sim Banking

           Internet Banking

           Point of sale

Total 
	72

72

72

72

288
	100

100

100

100

400


Source: Field Data, 2021

Table 4.2 indicates the gender of the respondents. The gender attribute assisted the researcher to understand the gender distribution in the selected sample. Results show that most of the respondents, 29 (40.3%), were females, and 59.7% (43) of the respondents were males. Findings show that among the selected respondents in the study, more males than females were selected. Moreover, results revealed that there was the participation of both males and females in the study.
Also, the respondents’ age was studied. Results depicted that numerous respondents were in the age between 31-40 years and above with 50% (36) respondents followed by 41-50 years with 24 (33.3%) respondents, and 31-40 years and above with 12 (16.7%) respondents. Results display that numerous respondents were in the working-age categories. Results in Table 4.2 show the education level of the respondents. Results show that 54.2% (39) respondents had bachelor, 26.4% (19) respondents had master's degrees, 19.4% (14) respondents had a diploma level of education. This gives the confidence that the responses of the sampled customers are valid as all participated respondents in the study had at least education which assisted them to understand the questions and give valid answers.

Results in Table 4.2 depict the working experience of respondents in the bank. Results indicate that 39 (56.2%) respondents had 5-10 years of experience, 25% (18) respondents had more than 10 years of experience in the bank, 20.8% (15) respondents stated that they had less than 5 years. Results expose that the majority of the business in a study had work experience of between 5-10 years in the bank. Moreover, the findings in Table 4.2 show types of digital platforms in the bank. The study aimed to identify the types of digital platforms that bank uses to serve its customers. Results show that 100% (72) respondents indicated that the bank uses ATM, Sim Banking Mobile App, Internet Banking, and Point of Sales (POS). This shows that the bank has a wide range of digital platforms to serve its customers. 
 4.3 The Level of Service Digitalization on CRDB Bank Plc

The study aimed to know the level of service digitalization in the bank. The main digital platforms that are used by the bank include ATM, Mobile Banking, Internet Banking, and Point of Sales (POS). The respondents were asked to indicate to what extent do these digital platforms are used in the bank.
4.3.1 The Level of ATM Services on a Bank
ATM is among the digital platforms that bank uses to serve customers, thus, the study aimed to know at what extent does ATM is used in the bank to serve customers. Findings are shown in Figure 4.1.
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Figure 4.1: The Level of ATM Services on a Bank

Source: Field Data, 2021

Results in Figure 4.1 show that many respondents 38.9% (28) indicated that ATM is used to a high extent, 31.9% (23) respondents indicated very high extent, 15.3% (11) respondents indicated medium extent, and 13.9% (10) respondents indicated low extent that ATM is used in the bank. Therefore, findings indicate that the majority of the respondents indicated that ATMs are used in the bank to a high extent, and these results reveal that AMT is used in the bank to a great extent.
4.3.2 The Level of Mobile Banking Services on a Bank
Mobile banking is among the digital platforms that bank uses to serve customers, thus, the study aimed to know at what extent does mobile banking is used in the bank to serve customers. Findings are indicated in Figure 4.2.
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Figure 4.2: The Level of Mobile Banking Services on a Bank

Source: Field Data, 2021

Results in Figure 4.2 show that many respondents 36.1% (26) indicated that mobile banking is used to a very high extent, 34.7% (25) respondents indicated a high extent, 16.7% (12) respondents indicated medium extent, and 12.5% (9) respondents indicated low extent that mobile banking is used in the bank. Therefore, findings indicate that the majority of the respondents indicated that mobile banking is used in the bank to a very high extent, and these results reveal that mobile banking is used in the bank to a great extent.

4.3.3 The Level of Internet Banking Services on a Bank
Internet banking is among the digital platforms that bank uses to serve customers, thus, the study aimed to know at what extent does internet banking is used in the bank to serve customers. Findings are indicated in Figure 4.3.
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Figure 4.3: The Level of Internet Banking Services on a Bank

Source: Field Data, 2021

Results in Figure 4.3 show that many respondents 50% (36) indicated that internet banking is used to a high extent, 22.2% (16) participants depicted a very high extent, 12.5% (9) participants indicated medium extent, and 8.3% (6) respondents indicated low extent, and 6.9% (5) indicated very low extent that internet banking is used in the bank. Therefore, findings indicate that most of the participants indicated that internet banking is used in the bank to a high extent, and these results reveal that internet banking is used in the bank to a great extent.

4.3.4 The Level of POS on a Bank
POS is among the digital platforms that bank uses to serve customers, POS shows a spot whereby customers makes payment (via online or traditional means) for offered by the bank service thus, the study aimed to know at what extent does internet banking is used in the bank to serve customers. Findings are indicated in Figure 4.4.
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Figure 4.4: The Level of POS on a Bank

Source: Field Data, 2021

Results in Figure 4.4 show that many respondents 45.8% (33) indicated that POS is used to a medium extent, 28.8% (15) respondents indicated a high extent, 28.8% (15) respondents indicated a low extent, and 12.5% (9) participants indicated a very low extent that POS is used in the bank. Therefore, findings indicate that the majority of the respondents indicated that POS is used in the bank to a medium extent.

4.4 The Influence of Digitalization on the Performance of CRDB Bank Plc
Digitalization enables the bank to move from the traditional method of serving customers to modernized banking to satisfy customers and simplify the bank's daily operations to increase bank performance. This study is therefore aimed to determine the influence of digitalization on the performance of the bank. The respondents were asked to indicate whether digitalization (mobile banking, internet banking, ATM, and POS) influences the performance of the bank. 
4.4.1 The Influence of Mobile Banking on the Performance of the Bank
The study aimed to determine the influence of mobile banking on the performance of the bank by looking at whether mobile banking allows accessibility of the bank services 24 hours a week, mobile banking provides room for many transactions as it takes a short time to access bank services, and mobile banking offers low transaction cost. Results are indicated in Figure 4.5.
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Figure 4.5: Mobile banking and Bank Performance

Source: Field Data, 2021

4.4.1.1 Mobile banking and Transaction Cost
The study sought to know whether mobile banking offers low transaction costs. Results in Figure 4.5 show that 59.7% (43) respondents agreed, 22.2% (16) respondents neither agreed nor disagreed, 13.9% (10) participants neither agreed nor disagreed, and 18.1% (13) respondents strongly agreed that mobile banking offers low transaction cost. Results depict that most of the participants displayedu that mobile banking offers low transaction costs. The low transaction costs help the bank to attract many customers as the lower the transaction costs the higher the customer satisfaction in using the bank services. Mobile payment helps banks penetrate other financial markets without their physical presence in these markets. Bank customers use mobile banking to handle their day-to-day banking themselves, thus, banks can save costs by using digital platforms.

4.4.1.2 Mobile banking Provides Room for Many Transactions
The study aimed to know whether mobile banking provides room for many transactions. Results in Figure 4.5 show that 43.1% (31) respondents agreed, 41.7% (30) respondents strongly agreed, 11.1% (8) respondents neither agreed nor disagreed, and 4.2% (3) respondents disagreed that mobile banking provides room for many transactions. Results depicted that the most of the participants showed that mobile banking provides room for many transactions. Since mobile banking gives a customer a short time to access bank services, then, the customer can make many transactions within a short period of time.

4.4.1.3 Mobile banking allows Accessibility of the Bank Services 24 Hours a Week
The study sought to know whether mobile banking allows accessibility of bank services 24 hours a week. Results in Figure 4.5 show that 41.7% (30) respondents strongly agreed, 38.9% (28) respondents agreed, 15.3% (11) participants neither agreed nor disagreed, and 4.2% (3) respondents disagreed that mobile banking allows accessibility of the bank services in 24 hours a week. Results depicted that the most of the participants showed that mobile banking allows accessibility of the bank services 24 hours a week. Since the customer can access the bank services through mobile phones, then, the accessibility of the bank services is 24 hours a week.
4.4.2 The influence of Internet Banking on the Performance of the Bank
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Figure 4.6: Internet Banking and the Performance of the Bank

Source: Field Data, 2021

The study aimed to determine the influence of internet banking on the performance of the bank by looking at whether internet banking has simplified the bank operations, internet banking has allowed the bank to retain clients through competent service delivery, internet banking offers low transaction cost, and internet banking enables the bank to provide bank services 24 hours a week. Results are indicated in Figure 4.6.
4.4.2.1 Internet banking provides Bank Services 24 hours a Week
The study sought to know whether Internet banking enables the bank to provide bank services 24 hours a week. Results in Figure 4.6 show that 38.9% (28) respondents agreed, 31.9% (23) respondents strongly agreed, 11.1% (8) respondents neither agreed nor disagreed, and 11.1% (8) respondents strongly disagreed, and 6.9% (5) respondents disagreed that internet banking enables the bank to provide bank services 24 hours a week. Results depicted that the most of the participants showed that internet banking enables the bank to provide bank services 24 hours a week. These findings show that in 24 hours customers can access bank services without depending on bank schedules; thus, the accessibility of the bank services through internet banking gives the chance to the customers to transact any time throughout the week as long as the internet is available.

4.4.2.2 Internet banking Offers Low Transaction Cost
The study sought to know whether internet banking offers low transaction costs. Results in Figure 4.6 show that 51.4% (37) respondents agreed, 29.2% (21) respondents strongly agreed, 9.7% (7) respondents strongly disagreed, 8.3% (6) respondents neither agreed nor disagreed, and 1.4% (1) respondents disagreed that internet banking offers low transaction cost. Results depicted that the most of the participants showed that internet banking offers low transaction costs. The low transaction costs give relief to the customers when customers make many transactions within a day.
4.4.2.3 Internet Banking has Enabled the Bank to Retain Customers
The study aimed to know whether internet banking has enabled the bank to retain customers. Results in Figure 4.6 show that 51.4% (37) respondents agreed, 34.7% (25) respondents strongly agreed, 8.3% (6) respondents neither agreed nor disagreed, 4.2% (3) respondents strongly disagreed, and 1.4% (1) respondents disagreed that internet banking has enabled the bank to retain customers. Results depicted that the most of the participants showed that internet banking has enabled the bank to retain customers. Internet banking creates an enabling environment for payments and creates flexible transaction chances for customers. The online channel also appears to be the most reliable, because customers can bill online or make balance inquiries every day, hour or minute.
4.4.2.4 Internet Banking has Simplified the Bank Operations
The study aimed to know whether internet banking has simplified bank operations. Results in Figure 4.6 show that 45.8% (33) respondents strongly agreed, 40.3% (29) respondents agreed, 9.7% (7) respondents neither agreed nor disagreed, 4.2% (3) respondents strongly disagreed that internet banking has simplified the bank operations. Results depicted that the most of the participants showed that internet banking has simplified bank operations. 
Since internet banking activities involve online channels, then, the customers perform one transaction and reduce physical contact with the bank officers, this gives the bank the chance to monitor well the inflow and outflow of transactions. Since, the bank customers use internet banking for bill payments, processing their accounts, handle investments without having to visit the bank, then, the banks use internet banking as strategic tools to influence the bank's income structure. Therefore, internet banking makes it easier for bank employees to get closer to customers and is becoming more and more popular with customers.
4.4.3 Automatic Teller Machines 
The research meant to determine the influence of the Automatic Teller Machines (ATM) on the banks’ performance by looking at whether in 24 hours a week, the bank provides ATM services, ATM has enhanced the easier availability of bank services, ATM is friendly to both bank and customers, ATM has increased the profitability of the bank. Results are indicated in Figure 4.7.
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Figure 4.7: ATM and the performance of the bank

Source: Field Data, 2021
4.4.3.1 In 24 Hours a Week, the Bank Provides ATM Services
The study aimed to know whether in 24 hours a week, the bank provides ATM services. Results in Figure 4.7 show that 41.7% (30) respondents strongly agreed, 36.1% (26) respondents agreed, 13.9% (10) respondents neither agreed nor disagreed, 8.3% (6) respondents disagreed that in 24 hours a week, the bank provides ATM services. Results depicted that the most of the participants showed that 24 hours a week, the bank provides ATM services. Since the ATMs most of the time are found near the customers, then, the customers can access the bank services 24 hours a week, and this timeless accessibility may increase the satisfaction of the customers.
4.4.3.2 ATM has Enhanced the Easier Availability of Bank Services
The study aimed to know whether ATMs have enhanced the easier availability of bank services. Results in Figure 4.7 show that 33.3% (24) respondents strongly agreed, 30.6% (22) respondents strongly disagreed, 19.4% (14) respondents agreed, 12.5% (9) respondents neither agreed nor disagreed, and 4.2% (3) respondents disagreed that ATM has enhanced the easier availability of bank services Results depicted that the most of the participants showed that ATMs have enhanced the easier availability of bank services. When a bank joins in an  ATM  network,  it can generate income from other banks’ customers that use its ATMs or from third parties that cooperate with it. 
4.4.3.3 ATM is Friendly to Both Banks and Customers
The study aimed to know whether ATMs are friendly to both banks and customers. Results in Figure 4.7 show that 58.3% (42) respondents agreed, 18.1% (13) respondents strongly agreed, 15.3% (11) participants were neutral, and 8.3% (6) participants strongly disagreed that ATM is friendly to both bank and customers. Results depicted that the most of the participants showed that ATMs are friendly to both banks and customers.
4.4.3.4 ATM has Increased the Profitability of the Bank
The study aimed to know whether ATMs have increased the profitability of the bank. Results in Figure 4.7 show that 25% (18) respondents strongly agreed, 25% (18) respondents disagreed, 23.6% (17) respondents agreed, 16.7% (12) respondents strongly disagreed, and 9.7% (7) respondents neither agreed nor disagreed that ATM has increased the profitability of the bank. Results depicted that the most of the participants showed that ATMs have increased the profitability of the bank.
4.4.4 Point of Sales 
The research meant to determine the Point of Sales (POS) influence on the performance of the bank by looking at whether POS system accepts various types of payment which increase bank performance, POS system increases employees efficiencies by reducing time spend on schedule enforcement, POS system allows the bank to monitor customer sales and stock turnover, POS system provides faster and accurate services. Results are indicated in Figure 4.8.
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Figure 4.8: POS and the Performance of the Bank

Source: Field Data, 2021

4.4.4.1 POS System Accept Various Types of Payment which Increase Bank Performance
The study aimed to know whether the POS system accepts various types of payment which increases bank performance. Results in Figure 4.7 show that 41.7% (30) respondents agreed, 37.5% (27) respondents strongly agreed, 20.8% (15) participants neither agreed nor disagreed that POS systems accept various types of payment which increase bank performance. Results depicted that the most of the participants showed that the POS system accepts various types of payment which increases bank performance. The bank through POS offers a variety of payment methods that can be used at POS, such as cash, checks, cards, or even mobile devices.

4.4.4.2 POS System Increases Employees Efficiencies by Reducing Time Spend on Schedule Enforcement
The study aimed to know whether the POS system increases employee efficiencies by reducing time spend on schedule enforcement. Results in Figure 4.7 show that 62.5% (45) respondents agreed, 20.8% (15) respondents strongly agreed, 16.7% (12) respondents neither agreed nor disagreed that the POS system increases employees' efficiencies by reducing time spend on schedule enforcement. Results depicted that the most of the participants showed that the POS system increases employee efficiencies by reducing time spend on schedule enforcement. With the POS, employees can more easily deliver the performance they need every day. Bank may expect employees to reduce checkout time without the help of POS.

4.4.4.3 POS System Allows the Bank to Monitor Customer Sales and Stock Turnover
The study aimed to know whether a POS system allows the bank to monitor customer sales and stock turnover. Results in Figure 4.7 show that 55.6% (40) respondents agreed, 23.6% (17) respondents neither agreed nor disagreed, 19.4% (14) respondents strongly agreed, and 1.4% (1) respondents strongly disagreed that the POS system allows the bank to monitor customer sales and stock turnover. Results depicted that the most of the participants showed that the POS system allows the bank to monitor customer sales and stock turnover. 
The POS system is the core of the business because it controls incoming and outgoing funds, records inventory tracks time, and helps customers check out smoothly. The POS system can easily save daily sales transactions and inventory records. If the bank has any kind of problems can easily print reports, which can be divided into different details, such as receipt numbers. The POS system analyzes sales data and measures the effectiveness of pricing or advertising campaigns. Using these systems, the bank can easily monitor its services to customers.
4.4.4.4 POS System Provides Faster and Accurate Services
The study aimed to know whether POS system provides faster and accurate services. Results in Figure 4.7 show that 43.1% (31) respondents agreed, 36.1% (26) respondents strongly agreed, 20.8% (15) participants neither agreed nor disagreed that POS system provides faster and accurate services. Results depicted that the most of the participants showed that the POS system provides faster and accurate services. With a POS system, it is easier to exceed the initial expectations of consumers by providing fast, accurate and efficient services. The POS system helps speed up transactions by reducing waiting time and speeding up the checkout process. This quick transaction improves customer satisfaction, which in turn leads to higher sales. The point of sale system also collects customer data to effectively promote its brand among the target audience.
4.5 Inferential Analysis
The research made diagnostic tests including normality, utocorrelation, reliability, and multi-collinearity to cross-check the data fitness of data. Also, the research made a Pearson correlation to see the relationship among variables.

4.5.1 Diagnostic Test
4.5.1.1 Reliability
The Cronbach Alpha was tested by including Likert scales. The recommended Alpha  standard is 0.7, which specifies that the amount of the scale is related to parallel situations and items. This specifies that from 0.7 and above, the item-scale is tallied as reliable. As Mallery (2003) indicated, the Cronbach Alphas’ thumb rules include:

[image: image11.emf]> 0. 9 = excellent, _> 0.8 = good, _> 0.7 = acceptable, _> 0.6 = questionable, _> 0.5   = Bad, and <0.5 = unacceptable.  


Table 4.3: Reliability Statistics
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Source: Field data (2021)
Cronbach's Alpha in Table 4.3 for Mobile banking, Internet banking, ATM, POS, and Bank performance is found to be 0.806. Since Cronbach’s Alpha Coefficient is above 0.7, hence the items for Mobile banking, Internet banking, ATM, POS, and bank performance are regarded as reliable (good).
4.5.1.2 Normality Test
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Figure 4.9: Plot Normal Q - Q of Standardized- Residual
Source: Field Data (2021)
The test of parametric including regression adopt that information is always normally distributed. Hence, this research applied Q-Q plots technique to determine whether the data was distributed or not. The results in Fig. 4.9 show that the points are located close to the line of diagonal. The dots are located near the diagonal line indicating that the residual is normally distributed and the assumption is attained.

4.5.1.3 Multi-Collinearity Test
[image: image14.emf]The high multi - collinearity problem can increase the variance of the coefficient estimate and  results in the estimate very sensitive to minor changes in the model, i.e. weak and difficult to  interpret. The diagnosis of a high multi - collinearity problem was   performed, and the results were  displayed in Table 4.4 that has the values of Inflation factor (VIF) and Tolerance (1/VIF). The  problem of multi - collinearity is present when a tolerance value is less than 0.10 and the VIF is  above 10. Results in Table 4.4   indicated no high correlation between the explanatory variables, i.e.  multi - collinearity problem does not exist.  


Table 4.4: Collinearity Diagnosis
	Model
	Collinearity Statistics

	
	Tolerance
	VIF

	Mobile banking
	.690
	1.448

	Internet banking

ATM
	.856

.737
	1.168

1.356

	POS
	.673
	1.486


Dependent variable: Performance of the bank

Source: Field data (2021)

4.5.2 Correlation Analysis
Results from Table 4.5 depict that, mobile banking had significant influence on bank performance at p-value (0.000) with R of 0.757; internet banking had significant influence on bank performance at p-value (0.002), with R = 0.355; ATM had significant influence on bank performance at p-value (0.000), with R = 0.518, and POS had significant influence on bank performance at p-value (0.000), with R = 0.746.
Results disclose that mobile banking had a strong positive correlation (R= 0.757) with bank performance tailed by POS (R= 0.746). Also, ATM had a moderate positive correlation (R= 0.518) with bank performance tailed by internet banking which has a weak correlation (R=0.355) with bank performance. This also reveals that mobile banking and POS play a big role in bank performance than ATM and internet banking. 

Table 4.5: Correlation Matrix
	
	Mobile banking
	Internet banking
	ATM
	POS
	bank performance

	Mobile banking
	Pearson Correlation
	1
	
	
	
	

	
	Sig. (2-tailed)
	
	
	
	
	

	
	N
	72
	
	
	
	

	Internet banking
	Pearson Correlation
	.098
	1
	
	
	

	
	Sig. (2-tailed)
	.411
	
	
	
	

	
	N
	72
	72
	
	
	

	ATM
	Pearson Correlation
	.475**
	.015
	1
	
	

	
	Sig. (2-tailed)
	.000
	.901
	
	
	

	
	N
	72
	72
	72
	
	

	POS
	Pearson Correlation
	.440**
	.359**
	.358**
	1
	

	
	Sig. (2-tailed)
	.000
	.002
	.002
	
	

	
	N
	72
	72
	72
	72
	

	Bank performance
	Pearson Correlation
	.757**
	.355**
	.518**
	.746**
	1

	
	Sig. (2-tailed)
	.000
	.002
	.000
	.000
	

	
	N
	72
	72
	72
	72
	72

	**. Correlation is significant at the 0.01 level (2-tailed).


Source: Field Data (2021)
4.5.3 Multiple regression results
Multiple regression analysis was used to test how independent variables (Mobile banking, Internet banking, ATM, and POS) influence Bank performance. Results in Table 4.6 specify the overall Pearson correlation coefficient (R) of 0.901 for all independent variables (Mobile banking, Internet banking, ATM, POS). The R size depict that there is a very strong positive relationship between Mobile banking, Internet banking, ATM, POS against banks’ performance.
Also, the results in Table 4.6 display the coefficient of determination (R-square) where mobile banking, internet banking, ATM, and POS explain about (0.813) 81.3% of the proportional change (variation) in the bank performance. The rest of the variation 0.187 (18.7%) is explained by other factors not considered in this study. 

Additionally, in Table 4.6, the test of Durbin-Watson was applied to examine the autocorrelation presence. Durbin-Watson figures must lie between 1.5 and 2.5. Since the value from Table 4.6 (i.e. 1.908) is within range, hence this tells that autocorrelation is absent.
Table 4.6: Model Summaryb
	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate
	Durbin-Watson

	1
	.901a
	.813
	.801
	.304
	1.908

	a. Predictors: (Constant), Mobile banking, Internet banking, ATM, POS

	b. Dependent Variable: Bank performance


Source: Field data (2021)
Also, the goodness of the model was tested by using ANOVA as shown in Table 4.7. The hypothesis for testing goodness that the model fit included;

H0: There is no goodness of fit. 

H1: There is a goodness of fit.
Since the p-value (0.000) is less than 0.005, then, the null hypothesis is rejected. These findings show that the goodness of fit of the model is significant at (F=72.586, p<0.05, N=72). 
Table 4.7: ANOVAa
	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	26.751
	4
	6.688
	72.586
	.000b

	
	Residual
	6.173
	67
	.092
	
	

	
	Total
	32.924
	71
	
	
	

	a. Dependent Variable: Bank performance

	b. Predictors: (Constant), Mobile banking, Internet banking, ATM, POS


Source: Field Data (2021)
Results in Table 4.8 point out that mobile banking, internet banking, ATM, and POS are positive statistically significant at (t=7.733, p<0.05, N=72), (t=2.630, p<0.05, N=72), (t=2.077, p<0.05, N=72), and (t=6.660, p<0.05, N=72) respectively. Furthermore, findings in Table 4.8 also show Unstandardized Coefficients where mobile banking shows a higher influence on bank performance at B = 0.599followed by POS at B = 0.453, internet banking at B = 0.178, and ATM at B= 0.117. This shows that every change of one unit in mobile banking, internet banking, ATM, and POS resulting in a change in bank performance by 0.599, 0.453, 0.178, and 0.117 respectively. 
Findings depict that internet banking and ATM have less influence on bank performance compared to mobile banking, and POS. Also, findings reveal that mobile banking and POS have a highly significant effect on bank performance with 0.492, and 0.429 values of the Standardized Beta Coefficient. Therefore, by using Unstandardized Coefficients from Table 4.8, the model of the study becomes; Bank performance = 0.755 + 0.599 (Mobile banking) + 0.453 (POS) + 0.178 (Internet banking) + 0.117 (ATM)
Table 4.8: Coefficientsa
	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	.755
	.185
	
	4.071
	.000

	
	Internet banking
	.178
	.067
	.150
	2.630
	.011

	
	ATM
	.117
	.056
	.128
	2.077
	.042

	
	POS
	.453
	.068
	.429
	6.660
	.000

	
	Mobile banking
	.599
	.077
	.492
	7.733
	.000

	a. Dependent Variable: Bank performance


Source: Field data (2021)

CHAPTER FIVE
DISCUSION OF FINDINGS
5.1 Introduction
This study intended to investigate the influence of digitalization on the performance of digitalized commercial banks in Tanzania. This section debates the findings of the study analysed in chapter four. Discussion of results is grounded on specific objectives which included to; identify the level of service digitalization on CRDB Bank Plc; determine the influence of digitalization on the performance of CRDB Bank Plc; examine the challenges associated with digitalization at CRDB bank.
5.2 The Level of Service Digitalization on CRDB Bank Plc

The study aimed to know the level of service digitalization in the bank. The main digital platforms that are used by the bank include ATM, Sim Banking Mobile App, Internet Banking, and POS. Findings indicated that ATM, Sim Banking Mobile App, Internet Banking, are used to a large extent, and POS is used to a moderate extent. Bank efficiently perform frequent and routine tasks via online channels, bank customers use the internet and mobile banking to handle their daily banking issues by themselves and bank customers use internet banking to pay their bills, handle their accounts, deal with their investments without the need to visit the bank.
The findings of this study are related to the findings of Mwangangi (2017) which argued that digital banking applications were created by the banks to improve customers’ abilities to transact money and therefore reduce the need for interaction between bank employees and customers. Through digital banking applications, banks can decrease costs and improve their customers’ experiences with the bank. Digital banking has helped banks penetrate other financial markets without requiring their physical presence in those markets, the bank serves a wide and ever-growing customer base with quality service,  fast,  efficient, and convenient manner through mobile pay, and through mobile pay our bank improves client’scapabilities to transact money,  dropping the necessity for contact between bank staffs and clients. 
The findings also are supported by Pohjola (2015) who indicated that frequently bank uses mobile and internet banking as a strategic tool that influence banks income structure,  bank technologies has created a possibility of bank services with banks customers, bank employees can be closer to customers more than ever as loan negotiations and personal investments through a digital platform,  bank digital channel concept allows banks employees to approach customers more easily and it has become more and more popular among customers, bank digital channels allow for contract signing in an online form securely and the bank can save costs due to use of digital platforms.  Moreover, these results concur with the results of Piirainen (2016) who indicated that an internet banking account is a gateway to other mobile applications and technological advances created by digitalization. All of the mobile applications available by Banks require an internet banking account, such as Mobile Pay, mobile, and tablet banking.
5.3 The Influence of Mobile Banking on the Performance of CRDB Bank

This research aimed to determine the influence of mobile banking on the performance of the bank. The respondents were asked to indicate whether mobile banking influences the performance of the bank. Findings reveal that mobile banking offers low transaction costs. The low transaction costs help the bank to attract many customers as the lower the transaction costs the higher the customer satisfaction in using the bank services, mobile banking provide room for many transactions, and accessibility of the bank services 24 hours a week. This enables the bank to retain customers as mobile banking creates an enabling environment for payments and creates flexible transaction chances for customers. 
The online channel also appears to be the most reliable, because customers can bill online or make balance inquiries every day, hour or minute. Therefore, mobile banking makes it easier for bank employees to get closer to customers and is becoming more and more popular with customers which strengthening the bank operations and increases the profitability of the bank. Furthermore, the study applied multiple regression analysis to determine the influence of mobile bankingon the performance of the bank. Findings indicated thatmobile banking is statistically significant. This shows that mobile banking has a significant influence on bank performance. Moreover, among the studied platforms, mobile bankinghas a high influence on bank performance compared to other platforms. 
These results are supported by Mwangangi (2017) who indicated that mobile banking, internet banking, ATM were statistically significant. Also, the findings of this study are supported by Njogu (2014), Maiyo (2013), Gakure and Ngumi (2013), Manyenze (2019) who observed that bank profitability is significantly influenced by innovations. Their study indicated that technological innovations such as mobile banking and internet banking have reduced costs among customers and increase earnings. Thus, as Kombe and Wakula (2015) indicated, the adoption of ICT in bank operations enhances the faster and more high-quality services of bank services. In their study, they indicated that digital banking enables the bank to increase its performance as it is convenient to both the bank and customers. 
Also, Njeru and Omagwa (2018) found that most clients were doing most exchanges through their cell phones and along these lines positively affected gainfulness when contrasted with electronic supports move services, and customization. The examination reasons that business banks ought to in this way deliberately underwrite more exchange services to offer their clients quality services and subsequently will keep on getting a lot of income from versatile banking as clients do an ever-increasing number of exchanges on the mobile program.
The results are similar with Kaaya (2020) who depicted that sim-banking /mobile phone have increased consumer access to banking services as users are more likely to manage remote financial transactions that are not always visit the bank. Consumers also enjoy a number of benefits such as simplicity, saving time, efficiency, improving business efficiency and eliminating checks or signatures as CRDB has integrated it with Airtel Money, M-Pesa, TigoPesa, and Halo Pesa. Based on the use and availability of online banking services, the results have reported that this new change leads to consumers gaining access to company services.

5.4 The Influence of Internet Banking on the Performance of CRDB Bank

This study is aimed to determine the influence of internet banking on the performance of the bank. The respondents were asked to indicate whether internet banking influences the performance of the bank. Findings reveal that internet banking offers low transaction costs. The low transaction costs help the bank to attract many customers as the lower the transaction costs the higher the customer satisfaction in using the bank services, mobile banking provide room for many transactions, and accessibility of the bank services 24 hours a week. This enables the bank to retain customers as mobile banking creates an enabling environment for payments and creates flexible transaction chances for customers.
The online channel also appears to be the most reliable, because customers can bill online or make balance inquiries every day, hour or minute. Therefore, internet banking makes it easier for bank employees to get closer to customers and is becoming more and more popular with customers which strengthening the bank operations and increases the profitability of the bank. Furthermore, the study applied multiple regression analysis to determine the influence of internetbankingon the performance of the bank. Findings indicated that internet banking is statistically significant. This shows that internet banking has a significant influence on bank performance. 
These findings are also parallel with Mbegu et al. (2019) who depicted that internet banking has a positive significant influence on bank performance. Internet banking can easily operate the bank by providing some services that were initially provided only within the bank, but now customers can access to them wherever they live. The number of consumers is also increasing because they are becoming more aware of the use of electronic company services. An increase in the number of consumers leads to an increase in revenue from the services provided to consumers and ultimately to the revenue generated by the bank.
Also, Simpson (2002) supported the survey findings, claiming that the factors that enhance electronic banking are the potential for reducing operating costs and maximizing operating income. When comparing online banking services in developed and emerging countries, it can be seen that developed markets have lower costs and higher incomes. In addition, Maiyo (2013) found that using the internet as a delivery channel includes the gradual reduction of indirect costs (particularly personnel, marketing, and IT), which translates into an improvement in banks' ability to profitability.
However, as indicated by Mwangangi (2017) the most crucial challenges which face banks in their operations are internet security and consumers’ privacy. Consequently, the use of internet banking services has been adversely affected by the fears which consumers may have of their personal information being divulged and also that the platform may not be completely secure.In supporting these findings, Ngalyuka (2013) also stated that "security threats might include exposure of confidential data, loss or destruction of data, modification of data, denial of services and errors in web applications." 
5.5 The Influence of ATM on the Performance of CRDB Bank

This study is aimed to determine the influence of ATM on the performance of the bank. The respondents were asked to indicate whether ATM influences the performance of the bank. Findings reveal that ATM offers low transaction costs. The low transaction costs help the bank to attract many customers as the lower the transaction costs the higher the customer satisfaction in using the bank services, ATM provide room for many transactions, and accessibility of the bank services 24 hours a week. This enables the bank to retain customers as ATM creates an enabling environment for payments and creates flexible transaction chances for customers. 
The online channel also appears to be the most reliable, because customers can bill online or make balance inquiries every day, hour or minute. Therefore, ATM makes it easier for bank employees to get closer to customers and is becoming more and more popular with customers which strengthening the bank operations and increases the profitability of the bank. Numerous researches done within and outside Tanzania depicted that ATMs contribute significantly to customer’s satisfaction for example, Olusanya and Fadiya (2015)established the effect of ATM service quality on customer satisfaction by using five key ATM service quality factors: efficient operation, convenience, privacy, security, responsiveness, and reliability, and discovered a strong connection between service quality of ATM and satisfaction level of customers. 
Also, Parvin and Hossain (2010)researched on debit card satisfaction for users and discover that debit card users on average were pleased and f proposed that the upgrading of network service, provision of receipt after transactions and prompt problem solving, banks can make their debit card users fully satisfied. Grounded on the numerous differences on key variables, it can be carefully stated that the enquiry of client fulfilment with ATM services is arguable and yet to be fully clarified in terms of factors that truly associate with customer satisfaction and the effect of each factor on customer satisfaction needs to be established. Furthermore, the study applied multiple regression analysis to determine the influence of ATM on the performance of the bank. Findings indicated that ATM is statistically significant. This shows that ATM has a significant influence on bank performance. Moreover, among the studied platforms, ATM has a low influence on bank performance compared to other platforms. The results of this research are parallel with  Kaaya (2020) who depicted that ATMs help reduce operating costs and improve return on assets, making it easier for consumers to make financial transactions far away. Technology has increased the profitability and efficiency of the bank. Technology has improved the profitability.
Also, the results by Jegede (2014) reported that the effect of ATM services on exchange rates, ease of use, and security of services is significant and positive. However, the results also show that the benefits of ATM services in terms of money availability are good but not worth it. Moreover, the findings of this study are in line withMukamunana (2019) who claimed that ATM had significant influence on bank financial performance.In addition, by using services that have been completed before, ATMs reduce the cost of assisting certain depositors. These benefits double when banks distribute their ATMs, depositing money at another bank to access their account through the ATM.However, as indicated by Mukamunana (2019), the security and convenience advantages of ATMs have unfortunately been eroded by the scams perpetrated by "plastic cash". 
The rise in the number of ATM users has also improved the potential for fraud by ATM perpetrators. Also, the researchdepicted concern about the lack of participation of banks in the fight against the emergence of ATMs implicated in the fraud now rampant. The research indicated banks' silence about fraudulent ATMs made it difficult for banks to disclose sensitive information that could help prevent fraud.
5.6 The Influence of POS on the Performance of CRDB Bank

This study is aimed to determine the influence of POS on the performance of the bank. The respondents were asked to indicate whether POS influences the performance of the bank. Also, findings reveal that the POS system increases employee efficiencies by reducing time spend on schedule enforcement. With the POS, employees can more easily deliver the performance they need every day. Thus, the POS system allows the bank to monitor customer sales and stock turnover, also POS acts as the core of the business because it controls incoming and outgoing funds, records inventory tracks time, and helps customers check out smoothly.
Furthermore, the study applied multiple regression analysis to determine the influence of POS on the performance of the bank. Findings indicated that all digital platforms POS is statistically significant. This shows that POS has a significant influence on bank performance. Moreover, among the POS results a high influence on bank performance compared to intenet banking, and ATM. These findings are supported by Mwangangi (2017) which depicted that POS has significant effect on financial performance of the bank.However, as indicated by Akhisar et al. (2015)the POS numberhas a negative impact on bank performance. This situation can mean, for example, that there is a difference in the use of POS in financial institutions and the culture of the consumer community in the nation. 
CHAPTER SIX

CONCLUSION AND RECOMMENDATIONS

6.1 Introduction

This chapter presents the conclusion of the study based on the findings as well as recommendations of the study.

6.2 Conclusion

This research intended to investigate the influence of digitalization on the performance of digitalized commercial banks in Tanzania. The study aimed to know the level of service digitalization in the bank. The study concludes that ATM, Banking Mobile, Internet Banking, are used to a large extent, and POS is used to a moderate extent. Also, this study aimed to determine the influence of mobile banking on the performance of the bank. The study concludes that mobile banking offers low transaction costs. 
The low transaction costs help the bank to attract many customers as the lower the transaction costs the higher the customer satisfaction in using the bank services, mobile banking provide room for many transactions, and accessibility of the bank services 24 hours a week. This enables the bank to retain customers as mobile banking creates an enabling environment for payments and creates flexible transaction chances for customers.  
Also, the study concludes that that mobile banking is statistically significant to the bank performance. This shows that mobile banking has a significant influence on bank performance. Moreover, this study aimed to determine the influence of internet banking on the performance of the bank. The study concludes that internet banking offers low transaction costs. The low transaction costs help the bank to attract many customers as the lower the transaction costs the higher the customer satisfaction in using the bank services, mobile banking provide room for many transactions, and accessibility of the bank services 24 hours a week. Therefore, internet banking makes it easier for bank employees to get closer to customers and is becoming more and more popular with customers which strengthening the bank operations and increases the profitability of the bank. Also, the study concludes that internet banking is statistically significant. This shows that internet banking has a significant influence on bank performance.
Furthermore, this study aimed to determine the influence of ATM on the performance of the bank. The study concludes that ATM offers low transaction costs. This enables the bank to retain customers as ATM creates an enabling environment for payments and creates flexible transaction chances for customers. Therefore, ATM makes it easier for bank employees to get closer to customers and is becoming more and more popular with customers which strengthening the bank operations and increases the profitability of the bank. The study concludes that ATM is statistically significant. This shows that ATM has a significant influence on bank performance. Moreover, the study concludes that among the studied platforms, ATM has a low influence on bank performance compared to other platforms.
Additionally, this study aimed to determine the influence of POS on the performance of the bank.The study concludes that the POS system increases employee efficiencies by reducing time spend on schedule enforcement. With the POS, employees can more easily deliver the performance they need every day. Also, the study concludes that POS is statistically significant to the bank performance. This shows that POS has a significant influence on bank performance. Moreover, the study concludes that among all platforms,  POS results a high influence on bank performance compared to intenet banking, and ATM .
6.3 Recommendations

i. To the Bank Management

First, banks should embark on educating and creating awareness among their customers on the benefits of electronic banking and the charges involved. Moreover, the bak should provide educations to customers to protect the password, PINS, and other sensitive information of their accounts to avoid thieves who can use this sensitive information to steal money from their accounts. Second, commercial banks should invest more in electronic banking to reach more customers electronically by introducing other digital platforms and increase their operations.
Third, the study has shown that digital banking has a positive influence on bank performance, thus they should offer more targeted online services as well as come up with more technology-based services that are easily reachable by customers. ATMs need to increase further in all branches with increasing numbers of businesses to lower the line. In addition, banks need to place ATMs in various places that be easily accessed by customers, thus managing services quickly and easily; Improve bank performance. At the same time, the continuing benefits of these ATMs need to ensure the reliability of the services.
ii. To the Customers

Regarding the problem of consumers not being aware of the use of electronic services in different devices such as ATMs, and bank services on mobile phones or computers, management should establish training for consumers of the use of a variety of utility services to improve the performance of the bank.

iii. To the Government 

Governments from regulators and BOT should review policies related to driving in order to improve the development and exchange of technology to ensure that every national financial institution is unique. are companies lending new technology so that they can reach even in areas where buildings cannot be rebuilt but people in that area have access to the services through their cell phone, personal computer, or other means such as automatic notification systems. By doing so, the government can benefit from technological change in many areas and ultimately the economic policy of the current culture will be achieved.
6.4 Recommendations for Further Research

First; the study used CRDB bank as a case study, therefore, further studies should include other banks such as NMB, Exim bank, Access Bank, and Standard Charted Bank. Second;the study is based on the responses from the bank officers, thus, further study should include responses from the customers to examine the influence of digital banking on their satisfaction. 
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APPENDIX
Appendix 1: QUESTIONNAIRE TO BANK STAFF
Dear respondent,

I am Elia Mapunda, a student at The Open University of Tanzania, pursuing a Degree of Master of Business Administration in Finance. The study is intended to get data on the “Influence of Service Digitalization on the Performance of Commercial Banks in Tanzania; A Case of Crdb Bank Plc Headquarters”.
Questionnaire No. [      ]

SECTION A: Demographic Details 
Please tick ([image: image15.png]


 ) the appropriate answer;

1) Gender

	Male
	Female

	
	


2) Age 

	Age group (Years)
	18-30
	31-40
	41-50
	51+

	
	
	
	
	


3) Work experience?

a) < 5 years          [      ]

b) 5 – 10 years        [      ]

c) > 10 years          [      ]
4) What is your highest level of education?

a) Certificate                                    [      ]
b) Diploma                                        [      ]
c)  Bachelor                                       [      ]
d) Master                                           [      ]
e) PhD                        [      ]
5) What type of digital platforms does a bank have?

a) Automatic Teller Machines (ATM) [      ]
b) Sim Banking Mobile App[      ]
c) Internet Banking[      ]
d) Point of Sales (POS)
e) Others...........................                    [      ]
6) SECTION B:The Level of Service Digitalization on CRDB Bank Plc
7) For each statement below put a tick (√) to state your level of agreement or disagreement (Strongly Agree, Agree, Neutral, Disagree, Strongly Disagreed).
	Platform
	Very Low Extent 
	Low Extent
	Medium Extent
	High Extent
	Very High Extent

	a
	Automatic Teller Machines (ATM)
	
	
	
	
	

	b
	Mobile Banking
	
	
	
	
	

	c
	Internet Banking
	
	
	
	
	

	d
	Point of Sales (POS)
	
	
	
	
	


SECTION C:The Influence of Digitalization on the Performance of CRDB Bank Plc
8) For each statement below put a tick (√) to state your level of agreement or disagreement (Strongly Agree, Agree, Neutral, Disagree, Strongly Disagreed).
	
	Statement
	Strongly

Agree
	Agree
	Neutral
	Disagree
	Strongly Disagree

	MOBILE BANKING

	a
	Mobile banking allows accessibility of the bank services in 24 hours a week
	
	
	
	
	

	b
	Mobile banking provides room for many transactions as it takes a short time to access bank services 
	
	
	
	
	

	c
	Mobile banking offers low transaction cost
	
	
	
	
	

	INTERNET BANKING

	a
	Internet banking has simplified the bank operations
	
	
	
	
	

	b
	Internet banking has enabled the bank to retain customers through the efficient service delivery
	
	
	
	
	

	c
	Internet banking offers low transaction cost
	
	
	
	
	

	d
	Internet banking enables the bank to provide bank services 24 hours a week
	
	
	
	
	

	AUTOMATIC TELLER MACHINES

	a
	In 24 hours a week, the bank provides ATM services 
	
	
	
	
	

	b
	ATM has enhanced the easier availability of bank services
	
	
	
	
	

	c
	ATM is friendly to both bank and customers 
	
	
	
	
	

	d
	ATM has increased the profitability of the bank
	
	
	
	
	

	                         POINT OF SALES (POS) SYSTEM

	a
	POS system accept various types of payment which increase bank performance
	
	
	
	
	

	b
	POS system increases employees efficiencies by reducing time spend on schedule enforcement
	
	
	
	
	

	c
	POS system allows the bank to monitor customer sales and stock turnover
	
	
	
	
	

	d
	POS system provides faster and accurate services 
	
	
	
	
	


9) SECTION D: The Challenges Associated with Digitalization at CRDB Bank
10) For each statement below put a tick (√) to state your level of agreement or disagreement (Strongly Agree, Agree, Neutral, Disagree, Strongly Disagreed).
	
	Statement
	Strongly

Agree
	Agree
	Neutral
	Disagree
	Strongly Disagree

	a
	Insecurity problem among mobile banking users
	
	
	
	
	

	b
	There is account hacking in both mobile and internet banking 
	
	
	
	
	

	c
	Network failure
	
	
	
	
	

	d
	Transaction difficulty for some customers that needs a bank to use more efforts to train them to be familiar with a digitalization
	
	
	
	
	


11) SECTION E: The Performance of CRDB Bank Plc
12) For each statement below put a tick (√) to state your level of agreement or disagreement (Strongly Agree, Agree, Neutral, Disagree, Strongly Disagreed).
	
	Statement
	Strongly

Agree
	Agree
	Neutral
	Disagree
	Strongly Disagree

	a
	Sales volume over the past 2 years on digital platforms have increased
	
	
	
	
	

	b
	Employee productivity on digital platforms has increased
	
	
	
	
	

	c
	Return on Assets over the past 2 years on digital platforms has increased
	
	
	
	
	

	d
	Return on Equity over the past 2 years on digital platforms has increased
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