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Abstract

The objective of this study is to assess the strategic Impact of Information,
Communication and Technology (ICT) in the rural banking sector and the
benefits of introducing ICT in Ghana. SPSS and Microsoft Excel were used to
analyze the responses. The study reveals that the Atiwa Rural Bank lacks the
desired technologies to support its operations but also had the advantages of
limitation of customers’ waiting time, fast business with customers, cut down
on its operating costs, provision of convenient banking services to its cus-
tomers and attraction of a large customer base thereby increasing its revenue
volume and also experiencing a sharp increase in its profit level since the
deployment of Information, Communication, and Technology into its sys-
tems. Again, Lack of funds, as well as restrictive ICT policies by supervisory
bodies like the Bank of Ghana and the ARB Apex Bank, were found to be in-
fluencing against the utilization of Information, Communication, and Tech-
nology. The study recommended that the management of Atiwa rural banks
should attempt to bring on board more innovative technologies to help the
bank survive the current wave of competition in the banking industry so as to
contribute its roles to the economic development of the nation.
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1. Introduction

1.1. Background

A nation cannot boast of development without having Information and Com-
munication Technology (ICT) as its backbone. Therefore, a country’s develop-
ment is measured in terms of its overall social, political, and economic progress.
Information and Communication Technology (ICT) is in recent times the high-
way on which the success of every Nation or organization relies and cruise. It is
because of this that is why there is an everyday encouragement of every Country
to improve the economic, social, and political relations. There is no doubt that
ICT infrastructure development determines the rate of growth of a country or an
organization as said by Lucas (2008), the ability to manage and maintain the ICT
infrastructure effectively is key to the success of a Country and an organization
and managers have vital roles to ensure that. Rural Banks existed to offer bank-
ing services to rural communities in which they operate. According to Kettinger
et al. (1997), Rural Banks channel its investments mainly in the agricultural sec-
tor of the economy and in small and medium scale enterprises. Again, Laudon &
Laudon (2001), also said that banking as a form of the business venture was in-
troduced into Ghana in the year 1896 by the colonial masters in the then Gold
Coast to help in the governance of their colony. They are designed to serve the
needs of rural communities.

Clearly, it could be seen that the Rural Banks are primarily established to
render banking services to the rural communities in which they operate. The
channel’s investment is mainly in the agricultural sector of the economy and
small and medium scale enterprises. And in doing so, the bank Managers per-
form a crucial role in ensuring successful banking operations and performance.

Again, they are specifically designed to serve the needs of rural communities.
History has it that during Ghana’s pre-colonial era, the system of trade among
the people was termed barter trade whereby goods were exchanged for goods.
Likewise, objects like shells, cowries, beads, etc., were adopted as a means of ex-
change. But as society grew more complex, these crude methods of exchange
became unsatisfactory. According to (Guru et al., 2001), Coins and paper notes
were later introduced, and this made it easy for any amount of goods and servic-
es to be acquired at the exchange of such coins and paper notes.

Because of the above-stated occurrence, the bank of Ghana conducted a study
into the rural carry system in the 1970s. The study showed a noticeable gap in
the existing banking and credit system “with insufficient funds flowing through
the systems to a large number of rural borrowers who needed credit most”
(Guru et al., 2001). The study recommended the establishment of rural banks in
the country and delegates from the Bank of Ghana were sent to the Philippines
to study the operations of their rural banking system. The Philippines was se-
lected for the reason being that, it was one of the few countries which have suc-
cessfully operated such banks on a reasonably large scale. More so, their stage of

development was vital to ours. Rural Banks were first established in Ghana in
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1976 to provide banking services to the rural inhabitants, giving credit to
small-scale farmers and businesses and supporting developmental projects in
rural communities. In 2002, one hundred and fifteen (115) rural banks had been
established and they were supervised by the clearing bank ARB Apex Bank un-
der the regulation of the bank of Ghana which owns shares in the banks (Tsa-
menyi & Shazad, 2008).

In trying to serve this community efficiently and effectively, there is the need
for these Rural Banks to introduce ICT in its operations and management so as
to achieve this goal since this modern age has to do with ICT. The role of tech-
nology in the “Information Age” is well recognized by the business, industry,
and government and is completely woven into their organizational structures
and strategic planning processes. Furthermore, the integration of strategies, or-
ganizational structures and business processes by the use of specialized informa-
tion technology is considered a vital part of performance management concept.
Additionally, the important element of management is information processing
and thus information technology systems are expected to heavily influence

banking management.

1.1.1. Rural Banks Management in Ghana

As in other Sub-Saharan nations, Ghana has traditionally had a series of setbacks
such as low-income levels, low domestic savings, low productivity, unemploy-
ment, just to mention a few. It is by this that, in 1976, the government of Ghana
through the BOG established rural banks to provide credit to productive rural
ventures and facilitate rural development. Thus, rural development is a strategy
intended to improve the quality of life and economic well-being of people living
in relatively isolated and sparsely populated areas. The government of Ghana in
June 2006 published its second growth and poverty reduction strategy (GPRS II)
for the time period of 2006 to 2009. The GPRS II is directed by the goal of
doubling the size of the economy within the decade and bringing the average per
capita income of Ghanaians to middle-income country level by 2015. Hence-
forth, this Annual Progress Report (APR) is the first assessment of progress done
in the implementation of policies defined in the growth and poverty reduction
strategy (GPRS II) and cover progress in 2006. So, with the establishment of ru-
ral banks as well as the introduction of ICT in its operations, management are
expected to put in more effort to get the best results in the next assessment on
the (GPRS) by the (APR).

1.1.2. Functions of Rural Banks
Rural banks have the mandate to undertake the business of banking following by
the limitation and the manner provided for in the banking act 5. It has the fol-
lowing as it cores mandate or functions;

1) Offering financial advice to its customers and others in rural areas. Banking
Act 1970 (Act 339).

2) To offer credit facilities to small scale farmers, fishermen and other eco-

nomically active people in the rural areas.
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3) It renders funds management services.

4) It Develops credit assessment procedures and monitors loans and advances.

5) It gives cash and receives excess cash.

6) It identifies viable industries in their respective catchment areas for invest-
ment and development.

7) To mobilize resources locked up in the rural areas into banking systems to

facilitate development.

1.2. Statement of the Problem

There have been series of problems and limitations associated with the manual
system of banking as seen over the decades in banks some years past, internet or
electronic banking is currently used in almost all the banks in Ghana. Notwith-
standing, there is less firsthand information with regard to the extent of adapta-
tion of Information and Communication Technology, its bad or good impact on
rural banks, its importance to both clients and the bank as well as the challenges
it brings to the banks and its clients or customers. The banking sector in Ghana
has seen great changes linked with the developments in ICT in recent years. The
desire to live, global benefits, maintenance of existing market share and sustain-
able advancement has made exploitation of the many benefits of ICT through
the use of automated devices vital in the industry or sector.

Thus, the purpose of this study is to examine the impact on Ghanaian Rural
Banks Management using ICT as a tool in the banking sector, evaluate the de-
gree at which they have taken and deployed innovative technologies and analyze

the resultant impacts of these technologies in their operations or duties.

1.3. Research Objectives

This work aims at addressing a particular objective in developing the investiga-
tion for further analysis. Henceforth, below are the objectives of the study;

First of all, it seeks to identify the benefits of introducing Information and
Communication Technology. As a matter of factor, everyone is aware of the
numerous benefits of ICT in our daily life activities. And so, for life to be easy,
there is, therefore, the need to introduce ICT in the rural banks to help educate
both literate and illiterate to help make the process of banking easier, faster, and
efficient.

More so, know the mode of operation before and after the introduction of In-
formation and Communication Technology (ICT). This will, in turn, help the
rural banks to compare and contrast the results with regards to the introduction
of ICT in its operational management.

Finally, it seeks to look out for the challenges of introducing Information and
Communication Technologies (ICT). Every enterprise looks for success when
trying something new in its organization or firm. Also, one tries to find out the
problems that face a specific thing introduced and the way it can help bring the

organization to the light.
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1.4. Research Questions

In reference to the background information given to the problem, stated ques-
tions will be answered and addressed.

How was the mode of visitation before and after the introduction of Informa-
tion and Communication Technology (ICT) in rural banks? Has ICT impacted
the mode of visitation negatively or positively when it comes to making a com-
parison between the years back and this modern time?

Any new thing introduced has some problems or challenges. Hence, the re-
searcher tries to look at the challenges which have affected ICT in banking since
its introduction. What are the challenges of introducing ICT in rural banks?

There is no doubt that ICT has numerous positive benefits as against the neg-
ative ones which of course makes banking transactions far easier, faster and
straightforward for customers. Notwithstanding, it looks like most customers do
not know the importance of ICT in rural banking. Do customers know the im-

portance of ICT?

1.5. Significance of the Study

1.5.1. Theoretical Significance

A comprehension of the use of Information and Communication Technology in
rural banking management is key in enhancing customer satisfaction; it is ar-
gued that studies on ICT and bank operations management are needed. Not-
withstanding, the rapid developing impacts of ICT in rural banks have been ig-
nored, and also limited research has been done on bank penetration. Previous
studies of ICT adoption have mostly been based on other commercial banks,
henceforth, the recent research attempt to fill the theoretical gap and this re-
search are of good assistance to the management of Atiwa rural bank and other
related banks to enhance upon their ICT usage to facilitate customer needs and

satisfaction.

1.5.2. Practical Significance

It is emphatically clear that ICT advancement helps payments and also creates
options for cash and cheque for making banking transactions. This new practice
has brought the development of a truly global, seamless and internet-enabled
24-hours banking. ICT advance in payments is of benefit for the reason being
that it is possible and practical to outsource quite a number of the bank’s duties
in the payment system. Moreover, rural banks’ regulation can be more technolo-
gically dependent and better concentrated rather than concentrating on theoret-
ical or conceptual guidelines. With regards to practical significance (Akinuli,
1999), said, ICT revolution both in terms of innovation rate, speedy operation,
and cost per unit (portraying reduction in average total and marginal costs) has
made a good number of banks embrace the use of ICT infrastructure in their
operations. But there may be some little challenges at a time because of network
failures, which of course may hinder a customer from carrying out transactions

at a point in time yet this little problem can not in any way compare to the years
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back when banking halls were characterized by long queue because of delays in
the traditional banking operations.

An understanding of these practical significances of the adoption of ICT in
rural banks helps management to put in measures to ensure that the ICT infra-
structures are always in good shape and maintained to ensure quality customer

service, delivery, and satisfaction as well as efficiency in its operations.

2. Literature Review

2.1. Theoretical Review

In the previous decade, there has been a strenuous effort towards automation in
Ghana due to the speedy improvement of Information and Communication
Technology (ICT). Agreeing to Nayak et al. (2010), ICT can be understood as
“technologies that facilitate communication and the processing and transmission
of information by electronic means”. Hence, Gupta & Yadav (2017) meant to
focus on the customer’s perception of technology being used for delivery of fi-
nancial products and services and how the customers can understand the effect
of ICT in our daily life. Computers have offered organizations with different
means to their transactions, accounting, payment and personnel management
undertakings. Computerization is the foundation on which the prospect of the
Ghanaian economy, especially the financial segment is being designed. Compu-
terization of the activities of banking establishments is thus the standard of the
day, international. Unlike commercial banks, rural and community banks halt
late with respect to the usage of such technology, precisely computers, and net-
working. Rural banking is the means of managing banking transactions out in
the nation where bank offices are too distant away to be of use. Thus, Rural
banking is common for small towns and farmers who live far away from areas of
the more expensive populace and cannot make the effort to these places when-
ever they want to use banking facilities. Normally, a representative of the bank
will visit these rural zones and bid to make transactions in an authorized ability
(Ampah, 2010). Rural banks in Ghana have been given the main obligation of
offering banking services to rural and community Peoples. These services com-
prise banking and generating interest for funds deposited, making loans available
to qualify rural people especially those in agri-businesses, petty trading and
small-scale manufacturing (Bank of Ghana, 2004). According to Basweti et al.
(2013) investigated the effects and challenges of ICT adoption in the banks. Their
report establishes that there is a requirement for bankers to teach the public in
the usage of online banking goods, invest more in ICT infrastructure and the
government to decrease the duties of ICT devices. In modern eras, the dynam-
ism within the Ghanaian banking industry has created high levels of competition
(Buchs & Mathisen, 2003). Nevertheless, irrespective of the improvement in
ICT, much of the functions of the rural banks are still undertaken manually.
This problem has thereby reduced their competitive superiority in the industry.

It has, thus become common to see the giant commercial banks increase their

DOI: 10.4236/ajibm.2020.1010106

1686 American Journal of Industrial and Business Management


https://doi.org/10.4236/ajibm.2020.1010106

J. Wiredu et al.

activities to cover target markets reserved for rural banks to increase their client
base, thus bringing strong competition to the rural banks. Information and
Communication Technology has widened the scope of banking practices and
changed the nature of banking as well as the competitive atmosphere in which
they operate. A comprehensive opening has been experienced around the world
for banks and they are presently taking proper advantage of these innovations to
provide improved customer services in the face of competition and faster servic-
es that enhance productivity (Akinuli, 1999; Ovia, 2005).

2.2. Empirical Studies.

Managers cannot overlook Information Systems because they play a crucial part
in the modern organization. The application of information and communication
technology ideas, techniques, policies and implementation strategies to banking
services has become a topic of basic significance and concerns to all banks and
truly a requirement for native and worldwide competitiveness. ICT directly af-
fects how managers choose, how they plan and what products and services are
presented in the banking industry. It has persistent to change the way banks and
their corporate relationships are structured global and the variation of innova-
tive devices available to improve the speediness and quality of service delivery.

And so, for the rural banks to be able to compete well, they have to enhance
their services by improving upon their technical infrastructure and human re-
sources. Alabar & Agema (2014) examined the impact of ICT on customer satis-
faction in the Nigerian banking industry. The report adopts an empirical ap-
proach in determining the relationship that occurs between the present state of
ICT and customer contentment in the industry. The following suggestions were
henceforth made banks should repeatedly study the possibility of raising the
standard of ICT based systems and services, strengthen efforts in meeting up
with international operational systems and prove a high sense of reliability, res-
ponsiveness, and reliability in the application of ICT in their operations. More
so, the rural and community banks need to be officially joined into normal
banking services. By regulation, they have to be able to comply with the Central
Bank of Ghana’s policies of cheque clearing and management information re-
port sending. These requirements led to the formation of the Association of Ru-
ral Banks (ARB) and later the ARB Apex Bank Ltd (Addeah, 1989; Agyei, 2001;
Steel & Andah 2003).

Again, another researcher by name Amaoko (2012) contributed positively to
the provision of banking services and the growth of the Ghanaian banking in-
dustry through ICT. Morufu & Taibat (2012) researched banker’s perception of
electronic banking in Nigeria purposely to find out how bankers see the profits
and threats associated with electronic banking by examining bank employees’
perceptions of electronic banking and its consequences on bank service delivery.
At the end of the study, Morufu et al. came to the deduction that electronic
banking and ICT as a whole play a key role in the banking industry and this as-
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sists the banking industry to develop. Amaoko (2012) in his study on the impact
of ICT on banking operations in Ghana, ICT has contributed positively to the
delivery of banking services and the progress of the Ghanaian banking industry.
Internet banking and on-line banking is not yet developed in Ghana. The study
suggested that banks should develop user-friendly systems and applications for
the general population. Hence, the government and banks should play a vital
role in improving ICT infrastructure, put in place incentives like tax reduction,
make computers (PC) available and cheap for every Ghanaian. A study about
employee perception towards technology in banking sector found that the bank
employees feel that the management plays an important role in promoting the
adoption of technology at the workplace and the factors, such as training, em-
ployee learning, management support, and coordination play an important role
in positively orientating the employees towards technology at the workplace.

All these empirical studies put forth by the various researchers point to the
fact that indeed ICT cannot be overlooked as much as development in the
banking industry is a concern and therefore recommend that rural banks should
adopt ICT in its operations to ensure rapid progress and quality customer deli-

very.

2.3. Rural Banks Management in Ghana

As in other Sub-Saharan nations, Ghana has traditionally had a series of setbacks
such as low-income levels, low domestic savings, low productivity, unemploy-
ment, just to mention a few. It is by this that, in 1976, the government of Ghana
through the BOG established rural banks to provide credit to productive rural
ventures and facilitate rural development. Thus, rural development is a strategy
intended to improve the quality of life and economic well-being of people living
in relatively isolated and sparsely populated areas. The government of Ghana in
June 2006 published its second growth and poverty reduction strategy (GPRS II)
for the time period of 2006 to 2009. The GPRS 1II is directed by the goal of
doubling the size of the economy within the decade and bringing the average per
capita income of Ghanaians to the middle-income country level by 2015. Hen-
ceforth, this Annual Progress Report (APR) is the first assessment of progress
done in the implementation of policies defined in the growth and poverty reduc-
tion strategy (GPRS II) and cover progress in 2006. So, with the establishment of
rural banks as well as the introduction of ICT in its operations, management are
expected to put in more effort to get the best results in the next assessment on
the (GPRS) by the (APR).

2.4. Impact of ICT on Rural Banks’ Financial Performance

Fundamentally, all the traditional banks in Ghana are spending huge sums of
money in gaining of ICT equipment, networking their various branches and
employing IT personnel to manage them. These coupled with the huge cost of

training staff to use this IT equipment negatively affect the balance sheet of the
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banks in the short run. And so, these traditional banks acquire several ATMs,
Computers, and very expensive software, issuing of electronic cards, and the
rest, all at a cost to the banks.

Rural banks in Ghana have lately embraced the computerization of their
businesses like these traditional banks. Henceforth, it has become needed to find
out whether ICT impact positively on the performance of these rural banks to
merit the cost related to it. Most of the managers of the several rural banks in
Ghana are now thinking of adopting ICT for their daily operations. The question
now is; what is the impact of ICT on the mobilization of deposits in the rural
banks? Is there a meaningful relationship between ICT usage and the profitabil-
ity of rural banks? Has ICT usage any impact on the credit administration of the
rural banks? The main objective of this study is to assess the impact of the use of
ICT on rural bank management. The specific objectives are; to examine the im-
pact of ICT on the mobilization of deposits; to evaluate the impact of compute-
rization on the recovery of loans; to examine the impact of computerization on
the profitability of the rural banks. The study focuses on the impact of ICT on
rural bank management as perceived by the staff and management as a result of
the adoption of ICT.

In general, current studies have established two positive impacts regarding the
relationship between ICT and rural banks’ financial performance; Firstly, ICT
can reduce banks’ operational costs (the cost advantage). Secondly, ICT can faci-
litate transactions among customers within the same network (the network ef-
fect) (Farrell & Saloner, 1985; Katz & Shapiro, 1985; Economides & Salop, 1992).
Truly, Saloner and Shepard, using data for United States commercial banks for
the period 1971-1979, showed that the concern of network effect is important in
the ATM adoption of United States commercial banks and this was also backed
by Milne (2006). Likewise, some studies are agreeing with the positive impact of
ICT spending to business value. Kozak (2005) assesses the impact of the progress
in ICT on the profit and cost efficiencies of the US banking sector during the pe-
riod of 1992-2003. The study shows a positive correlation between the levels of
implemented ICT and both profitability and cost savings. More so, a research
carried out by Maldeni & Jayasena (2009) also approves a positive linear rela-
tionship between ICT usage and bank’s performance (deposit mobilization, loan
recovery and profit). Shu & Strassmann (2005) studied 12 banks operating in the
US from 1989 through 1997 and discovered that although ICT has been one of
the most marginal productive factors among all inputs, it cannot increase banks’
profits. A study done by Maldeni & Jayasena (2009), assessed the impact of ICT
on bank branch performance. They explained that ICT usage at the bank branch
involves three elements; ICT application, ICT literacy of staff and customers,
and attitude of staff and customers towards ICT. They used Pearson’s correla-
tion coefficient to measure the linear relationship between variables. The analy-
sis showed that ICT usage has a positive linear relationship with financial per-
formance and quality performance of bank branches.

From the several empirical studies conducted, it could be seen that truly ICT
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has a positive impact on the financial performance of rural banks and could be

measured as significantly high.

2.5. Relationship between the Bank Performance before and
after the Training

I indeed, the success of any work is normally stated in terms of meeting three
major objectives: completion on time, completion within budget, completion at
the desired level of quality or technical specification (Tukel & Rom, 2001; Xiao &
Proverbs, 2003).

The background of this study is the adoption of ICT has influenced the con-
tent and quality of banking operations and staff performance even before and
after receiving training. From all indications, ICT gives great potential for busi-
ness process reengineering of Ghanaian Banks. Thus, investment in information
and communication technology should form an important part of the overall
strategy of banking operators to guarantee effective performance. It is therefore
imperative for bank management to strengthen investment in ICT products to
enable speed, convenience, and accurate services, or else lose out to their com-
petitors.

It is in this view that banks have spent millions of Cedis in organizing training
back-up on ICT every year in a bid to fully automate operations and services to
customers. The sector acknowledged that ICT was a major key to its develop-
ment. Furthermore, as a result of the improved demand for deposits, Ghanaian
rural banks have recognized the imperative of good and prompt customer ser-
vices. Besides, since some clients lost their deposits in the previous technically-
insolvent banks, they have now understood that one way in which they can offer
quality service is through the use of information and communication technology
(ICT). Therefore, there is a growing rate of adopting new technologies in Gha-
naian banking operations which in one way or the other has helped the banks’
performance as compared to the previous decades when ICT was not in place.
There is no doubt that, this has brought to light, the fact that ICT has boosted
competition within the industry than before. The awareness that the market size
is not actually increasing, has made banks more competitive. Similarly, the an-
ticipation of their customers is extremely high and in response, banks are using
ICT to satisfy the demand for quality services and products by customers hence
the need to frequently organize training back-up for stakeholders in other to
achieve higher performance than previously. As a result of attaching their opera-
tions on computer-based delivery systems, the rural banks have become very
profitable and also doing well in terms of performance especially as the day in
day out, stakeholders receive training to abreast themselves to meet this com-
puter age era. They have introduced combined banking systems using WANs
(Wide Area Networks), hence, their customers no longer have to carry cash for a
long distance. Atiwa Rural Bank Limited is a good example of banks that have

incorporated online, real-time banking systems.
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2.6. Challenges of Rural Banks Management

From the time of its assessment, rural bank management has been affected by
their exceptional functioning, financial problems, and challenges that have inhi-
bited progress and undermined the performance of its core functionality. In
light of this, the Bank of Ghana removed the banking license of twenty- three
(23) suffering rural banks in 1993/1994, another twenty-three (23) more rural
banks in 1999/2000 and three (3) other rural banks in 2008/2009 (Asiedu-Mante,
2011). A study by Asiedu-Mante (2011) states the most pronounced of these
suffering as those relating to liquidity, inadequate staffing, weak management,
low capitalization, lousy loan recovery and profitability, ineffective internal con-
trol and inadequate technology. He also generally groups the problems into four
categories:

1) Institutional Factors

2) Economic and Political Factors

3) Regulatory and Supervisory Factors

4) Fraudulent Factors

Nevertheless, Asiedu-Mante failed to admit the greater threat of providing
credit to rural individuals and businesses which is not compensated for through
high-interest charges. But, Credit facilities to enhance agricultural projects in
rural areas are usually at the mercies of the weather and other natural occur-
rences. Again, the economic activities in a local community might not be enough
to help the full operations of its regional rural bank. In as much as rural banks
make innovative solutions to the peculiar challenges they encounter in their ser-
vices; further capital investments can permit them to diversify their operations
to decrease risk and manage shocks. A research conducted by Nair & Fissha
(2010), gives several additional specific challenges and limiting framework of
rural banks in Ghana. In their report, they drew several fundamental factors like
the poor operating environments for most rural banks and capacity limitations,
particularly concerning finance. Their research work on rural banks in Ghana
shows that the condition of location-specific ownership enforced on rural banks
is a major disadvantage to the growth and network of rural banks. Also, profits
from scale economies, teamwork, better managerial and operational perfor-
mance in the sector are thereby lost. Furthermore, rural banks are also con-
fronted with the challenge of inappropriate keeping of records, particularly the
shares list that is crucial to association activities. These and other many under-
lying problems and challenges in the structure of rural banks in Ghana, make

association policies and choose a challenge in the rural banking division.

3. Research Methodology
3.1. Research Design
The research design for the study is an exploratory study. Thus, is a valuable

means of finding out what is happening to get new understanding; to ask ques-

tions and assess occurrences in a new light. Hence, it is carried out when a re-
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searcher wants to explore areas about which he or she has little or no knowledge.
One of the benefits of exploratory research is that it is flexible and adaptable to
change.

Basically, the form of research question decides the research approach to use.
In this case, the case study strategy is adopted as the most suitable research
strategy because the research questions about this study are “how” or “why”
questions which make the case study more suitable than a survey or an archival
analysis.

Again, the research approach in this study is selected based on the purpose
and the research questions set out to be addressed. So, in exploratory research
such as this, a qualitative approach will be adopted. Qualitative data are charac-
terized by richness and fullness based on the chance to explore a subject. The
kind of qualitative study is mainly to understand, not to explain. Therefore, qua-
litative research involves an emphasis on processes and meanings that are not
measured regarding quantity, intensity or frequency. The main characteristics of
qualitative research approaches have been described by (Miles & Huberman,
1994) as shown below

1) The aim of qualitative analysis is a complete detailed description

2) It is recommended during earlier phases of research projects.

3) The design emerges as the study unfolds.

4) The data is in the form of words.

The researcher adopted the qualitative approach to the study since he wanted
to have a greater understanding of the impacts of ICT in rural bank manage-
ment. The population is an important group of people under investigation for
the study and it comprises of the entire individuals and objects of interest or
measurement obtained from all individuals. According to Malhotra & Singh
(2007), the population is the aggregate of all elements, sharing some common set
of characteristics that involves the universe for the research problem. Thus, the
population for the study is made up of the highest-level management, interme-
diate and lower-level management workers, and customers of Atiwa Rural Bank
Limited in Ghana, West Africa. Henceforth, the research is limited to Atiwa
(Anyinam) Branch of Atiwa Rural Bank Limited. Altogether, three hundred
(300) respondents were sampled, consisting of the following groups of people
shown in Table 1.

1) Two hundred (200) customers were chosen at random from Atiwa to ask
for their opinions and feelings about the effects of information, communication,

and technology on banking performance.

Table 1. The sample of respondents.

RESPONDENTS TOTAL
Highest Level Managers 10
Intermediate and Lower Level Workers 90
Customers 200
TOTAL 300
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2) Ninety (90) intermediate and lower-level workers of Atiwa Rural Bank li-
mited in the area of study, to find out from them their opinions and views on the
impact of the computer on their performance.

3) Ten (10) top managers were chosen from the branch of the bank to find out
their opinions on the impact of the computer on their performance and whether
they have strategies for improvement in the future.

Different sampling methods were used for multiple respondents. And so, for
the customers, random sampling was selected. Thus, this sampling procedure
guarantees that each case in the population has uniform chances of being in-
cluded. This specific sampling method was used because it was found easier to
conduct and assess. Again, convenient sampling or haphazard sampling was
picked for the intermediate and lower-level workers. It is because that one is
simply available to the researcher by its availability that it involves haphazardly
those situations that are simplest to get for our sample. This sample was chosen
because the researcher got all or almost all the questionnaires back, so there was
a good response rate. The study used primary sources of data.

The primary data is the data gained directly from a source that was examined
and recorded by the researcher at the time it was taken. Hence, the primary data
in this research were taken from the questionnaires given to the respondents.
But the secondary data were collected through the internet, journals, and re-
ports.

The researcher used the structured method to get suitable information needed
to meet the goals of this study. This made use of structured questionnaires. The
questionnaire was the key research instrument used in collecting the data for the
study to achieve particular objectives and taking into consideration the sample
size. For an easy understanding and reading, the questionnaires were structured
into three parts.

Firstly, the questionnaires for the customers contained closed and open-ended
statements to ask personal information. Open-ended questionnaire was used to
allow respondents answer in open text format such that they can answer based
on their complete knowledge, feeling, and understanding. It also intends to at-
tain detailed and descriptive information on a subject (respondents). Closed-ended
questionnaire were used to allow respondents to choose from a distinct set of
pre-define responses, such as “yes/no” or among set multiples choice questions.
it is also intended to gather quantitative data from respondents. Also, Section B
is made up of five (5) items of closed and open-ended statements. Responses to
feeling, views, opinions, and attitudes were used to make submissions.

Secondly, the questionnaire for the intermediate and low-level workers is in
two (2) divisions. Section A contains five (5) closed-ended statements to ask
personal information, while section B is made up of ten (10) open and
closed-ended statements to seek information concerning the feeling, views, opi-
nions, and attitudes and to make submissions.

Furthermore, the third questionnaire was for the highest-level management

and is made up of (15) items of closed and open-ended statements in two parts.
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Part A contains five (5) Items to enquire personal information in relation while
part B is made up of ten (10) open and closed-ended statements to ask informa-
tion about feeling, views, opinions, and attitudes concerning the impact of the

computer on banking as well as to submit.

3.2. Data Collection Method

This chapter is organized around the research questions in chapter one. This
chapter presents a brief analysis of data along with a discussion of each research
question with corresponding statistical analysis. The objectives of the study were
to be used by the researcher as a guide in analyzing the findings obtained from
the fieldwork. This research work mainly focused on primary data.

A research instrument that were used was a survey, questionnaires, test, scale,
rating or tool designed to measure the appreciated characteristics or information
of interest, often a behavioral or psychological characteristic. For this research, I
resorted to both questionnaires and interviews as means of soliciting informa-
tion from the population as there were both literates and illiterates and as such
the researcher on few occasions used interviews mainly on some customers.

In that situation, the respondents were interviewed face to face using the
Asante Language and English to facilitate the full expression of feelings, views,

opinions, and attitudes.

4. Data Analysis and Discussion

4.1. Data Analysis

Here, the data for the analysis was obtained from the survey. Hence, descriptive
analysis was largely used for the analysis. To determine the impact of ICT on
rural bank management, descriptive statistics were used in the analysis of the
results. Also, the study used the Statistical Package for Social Sciences (SPSS)
and Microsoft Excel program to produce the outcomes or results. Because this
study is exploratory in nature, no thorough statistical technique was used in

examining the data.

Organizational Profile

Atiwa Rural Bank Limited, where this centered case study, is one of the leading
impressive rural banks in the Eastern region of Ghana and it was named after
the district within which it is situated—(Atiwa East District). The Atiwa East
District is one of the naturally gifted districts which are mainly made up of nu-
merous communities with farming as their main livelihood. The Atiwa Rural
bank was included as a Limited Liability Company under the companies’ code,
Act 179 of 1963 in January 2000 and it was licensed to begin a business in June
2001. It has its Head Office at Atiwa Kwabeng in the Eastern region of the Bunso
to Nkawkaw road and about twenty-five (25) kilometers from Anyinam shown
in Figure 1. Credit share capital, loans, investment, and assets had since in 2002
improved very considerably. From the initial staff of five (5), the bank now gives

employment to about a hundred staff, fifty-five (55) mobile bankers, and thirty
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Figure 1. Map location of Atiwa Rural Bank.

(30) security staff. Additionally, the bank can also claim of eleven (11) branches
in addition to its Head Office at AtiwaKwabeng.

4.2. Discussion of Results

4.2.1. Socio-Demographic Data

The socio-demographics-demographics data was taken to know the personal in-
formation of respondents which was useful in understanding their satisfaction
with the bank’s ICT innovation. Therefore, the areas covered included gender of

respondent, the age distribution, marital status, and educational level.

4.2.2. Gender of Respondents

The results as specified by Figure 2 depicts that, out of the three hundred (300)
respondents, one hundred and forty-four (144) were males representing (48%)
whereas One hundred and fifty-six (156) were females representing (52%) which

shows the total representation by both sexes at the branch.

4.2.3. Age of Respondent
The age of respondents ranged from 20 - 35, 36 - 45, and 46 - 55. Table 2 shows
that the majority of the respondents fell within the range of 20 - 35 which

represents the total sample size.

4.2.4. Type of Job Respondents

The respondents who answered the questionnaires can be categorized into three
groups, namely: Unskilled or semi-skilled workers, trained office workers, and
vocationally trained craftsperson. A total number of one hundred and thirty-one
(131) representing forty-three percent (43%) are unskilled or semi-skilled work-
ers while a total number of ninety-two (92) representing thirty-one percent
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Gender

H Male

m Female

Figure 2. Gender of respondents. Source: Field survey (2020).

Table 2. Age of respondent.

RESPONSE FREQUENCY PERCENTAGE
20-35 113 37%
36 -45 110 37%
46 - 55 77 26%
TOTAL 300 100%

Source: Field survey (2020).

(31%) are trained office workers. On the other hand, seventy-seven (77) respon-
dents are vocationally trained craftsperson representing twenty-six percent
(26%). Figure 3 below gives the detail information on the type of job respon-

dents

4.2.5. Educational Level of Respondents
The BECE/WASSCE certificate holders from Table 3 and Figure 4 below
representing 49% were majority which clearly shows that the bank is not for the
elite only but thus open to all especially farmers, traders, businessmen, and
women, no matter the educational level. They were followed by the diploma
holders with 28%, degree holders with 17% and 6% representing those with a
postgraduate degree.

As explained earlier, the above table and figure depict the details of the educa-
tional level of the respondents.

4.3. Hours (Time) Spent at the Bank

Responding to how the bank was strategically using ICT in its operations, 100%
of the management staff respondents said they apply ICT to shorten customers’
waiting time. Ninety-two (92%) of the other staff members of the bank strongly
agreed that they used ICT to transact fast business with customers and with 98%
of the customer respondents strongly agreeing that less waiting time in the
banking hall was the basis of the attraction of the bank to them. Again, a further
98% of the customers stated that the less waiting time they spent in the banking
hall provided them satisfaction to continue to transact business with the bank.
Nonetheless, two (2) of the customers also stated that the hours spent at the

bank have not reduced with reasons that power and network failure sometimes
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Figure 3. Type of job respondents. Source: Field survey (2020).
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Figure 4. Educational level of respondents. Source: Field survey (2020).

Table 3. Educational level of respondents.

RESPONSE FREQUENCY PERCENTAGE
BECE/WASSCE 146 49%
DIPLOMA 84 28%
DEGREE 51 17%
POST-GRADUATE DEGREE 19 6%
TOTAL 300 100%

keep them waiting. Therefore, this implies that Atiwa rural Bank should focus its
efforts on those areas’ customers feel are most important such as timeliness.

They are shown in Figure 5 below.

4.4. Awareness of the Importance of ICT in Rural Banks
Management and Efficiency in Computer Usage (Workers)

When the respondents were asked whether they were aware of the importance
they could derive from Internet banking, 75% of them said they were aware of
the importance of Information, Communication and Technology whilst 25% did
not know the benefits Internet banking offered in the rural banks. But, the res-
pondents who appear to know the importance of Internet banking also recom-
mended to the company that is made available by the bank, because of the im-
portance of Internet banking such as making business transactions easy and
faster, saving time and cost, allowing for fast access to daily bank balances, and
enhancing communication. Nevertheless, about 90% of those who were not
aware of the benefits of Internet banking said they would not recommend it to
their banks whereas 10% said they would, however, recommend it to their bank.
Security concerns were the major reason cited for their decision not to recom-

mend internet banking to their banks. So, this implies that most customers are
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Managements staff response on the
use of ICT in its operations (i.e time
factor)
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Figure 5. Below depicts the overview of the above information concerning the hours (time) spent at the bank. Source: Field survey

(2020).

familiar with the basic importance of ICT in the bank and hence expects that
these new technologies will be user friendly.

Furthermore, in seeking information from customers concerning their views
in the efficiency of workers of the banks, two hundred (200) respondents
representing one hundred percent (100%) expressed their satisfaction in the effi-
ciency of the bank workers with the introduction of computers. On the other
hand, zero (0) people representing zero percent (0%) of the respondents were
not satisfied with the efficiency of the workers. Surprisingly when asked, the
reason was that, despite the few challenges associated with the introduction of
computers, they are still satisfied with the efficiency of the workers. Again, the
respondents said they are satisfied because the signature of top management had
been installed on the computer thereby making the cashier process documents
on time thus reducing the number of hours spent at the bank. Details of res-
ponses of customers on the issue of efficiency in the use of the computer by

workers of their Bank are contained below in Figure 6.

4.5. Discussion of Results

4.5.1. Research Question One (1)

How was the mode of visitations before and after introducing Information and
communication technologies (ICT) in rural banks? Has ICT affected the mode
of visitation positively or negatively comparing the olden days to this modern
era?

In response, the majority of the respondents said that they still visit the bank
even though the bank implements more ICT related products. Out of the ten
(10) management staff, 86% of them said they still visit the bank whereas 14%
said they would not stop visiting the bank even after the bank started employing
products such as Internet banking, Automated Teller Machines, E-Zwich, etc.
Thus, the reasons they cited for visiting the banks ranged from cheque book col-
lection, cash withdrawal, loan and facility negotiations, and cash deposit activi-
ties. This confirms the findings of previous researchers which have revealed that
Internet banking users still do visit the bank branches. (Yakhlef, 2001) for exam-
ple, thinks that one explanation for this is that, when customers have a problem
or a difficult transaction to deal with, they would rather prefer a banking rela-
tionship built on human interaction and as such there will always be some need

for traditional banking.
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Efficiency in Computer Usage
(Workers)

YES 100%

Figure 6. Efficiency in computer usage (workers). Source: Field survey (2020).

Hofstede (1985) considers Ghana as one of the countries with a low degree of
individualism. Therefore, Ghanaians feel more relaxed with others and want to
be connected to them. To be comfortable with others, cultures with a rich inter-
personal communication consider face to face interaction to be essential as it
consists of greater intensity thereof.

From the above results, it can be seen that ICT has not affected the mode of
visitation to the bank negatively because the majority of the respondents said
that they still visit the bank even though the bank implements more ICT related

products.

4.5.2. Research Question Two (2)

Every new thing introduced has some challenges. Hence, the researcher tries to
find out the challenges which have affected ICT in banking since its introduc-
tion. What are the problems of introducing Information and communication
technologies (ICT) in rural banks?

In response to the question of future prospects of banking, one hundred and
ninety (190) respondents representing ninety-five percent (95%) expressed the
view that the bank had a bright future. Some of the reasons were that, with the
use of a computer, the bank could cope with the competition in the banking in-
dustry. So, computer technology will in the 21st century become a key to sus-
tainable competitive advantage in Ghana. Another reason is that it will increase
the number of customers of the bank shortly because transactions will be af-
fected more quickly and efficiently because of computer networking. Whereas,
ten (10) respondents representing five (5%) percent also said that computeriza-
tion does not affect the future of the bank, because as one respondent put it
“computer is not flexible for example network failure refusing access to the
computer” etc.

Again, in response to the question of challenges that the bank faces, most of
the respondents answered that there are poor internet services, and power fail-
ure. And so, when one wants to engage in transactions, it becomes a problem.

Finally, on the question of the software being used by the bank, the staff men-
tioned Terminus 24, and others such as; Tally Accounting, Sage Pastel, Smart
Bank, Quick Cash, and Quick Books.

Also, since its inspection, rural banks have been affected by their exceptional

functioning, financial problems, and challenges that have inhibited growth and
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undermined the performance of its core functionality. Thus, the bank of Ghana
has had to revoke the banking license of twenty-three (23) distressed rural banks
in 1993/1994, another twenty-three (23) more rural banks in 1999/2000 and
three (3) other rural banks in 2008/2009 (Asiedu-Mante, 2011). Asiedu-Mante
(2011) states, the most pronounced of these distresses as those relating to liquid-
ity, poor staffing, weak management, low capitalization, bad loan recovery and
profitability, weak internal control and poor technology. He broadly classifies
the problems into four (4) categories: Institutional Factors, Economic and Polit-
ical Factors, Regulatory and Supervisory Factors and Fraudulent Factors

Nevertheless, Asiedu-Mante failed to acknowledge the higher risk of giving
credit to rural individuals and businesses which is not compensated for through
high- interest charges. Credit facilities to boost agricultural projects in rural
areas are normally at the mercies of the weather and other natural occurrences.
Again, much more than that, the economic activities in a local community may
not be sufficient to support the broad operations of its local rural bank. Even as
rural banks create innovative solutions to the particular challenges they face in
their operations, additional capital investments can allow them to vary their op-
erations to reduce risk and manage shocks.

Moreover, Nair & Fissha (2010) offer some more specific challenges and pre-
ventive framework for rural banks in Ghana. In their work, they drew some
causal factors like the poor operating environments for most rural banks and
capacity constraints, especially in terms of finance. Again, their study on rural
banks also in Ghana points out that, the requirement of location-specific own-
ership imposed on rural banks is a major weakness to the growth and network of
rural banks. So, gains from scale economies, collaboration, better managerial
and operational performance in the sector are thereby lost. Again, rural banks
are also faced with the challenge of improper keeping of records, especially the
shares list that is crucial to consolidation activities. Owing to the low level of li-
teracy in the operating environments in which rural banks operate, stock certifi-
cates are kept as certificates of honors and are perceived as loan baits. These and
many underlying problems and challenges in the structure of rural banks in
Ghana make consolidation policies and options a challenge in the rural banking

sector.

4.5.3. Research Question Three (3)
Information Communication and Technology (ICT) has more positive benefits
as compared to the negative ones which make banking transactions for custom-
ers very simple and straightforward. But it seems most customers don’t know
the importance of ICT in rural banking. Are customers aware of the benefits of
Information and communication technologies (ICT)?

The management of Atiwa rural banks understood that the introduction of
ICT is a key strategic component in firm profitability. Hence, the importance of
ICT and its effect on improving satisfaction and retention of customers, im-

proving sales and market share, and improving corporate image could not be
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ignored. Therefore, the study showed that the inculcation of ICT in the bank’s
operation had an appreciable positive impact on customer service. Information,
Communication, and Technology are now thought to hold the promise of a new
commercial revolution by offering an inexpensive and direct way to exchange
information and to sell or buy products and services. It was found that most
customers of Atiwa rural banks will still visit their bank regularly and find inte-

raction with human tellers very important.

5. Conclusions and Policy Implications

5.1. Some Conclusions

The following conclusions were made after interactions were made with cus-
tomers, intermediate and lower-level workers and management by the study
conducted in the Anyinam Branch of the Atiwa Rural Bank.

Thus, the customers expressed their awareness of the importance of the bank
(Atiwa Rural Bank) using computers. These assertions make it clear that the
bank, Atiwa Rural Bank uses ICT in its operations and most of its customers are
aware of its existence and importance.

Therefore, the analysis showed that higher numbers (51%) of the customers of
the bank are females while the least number (49%) are males. The study showed
that the females contributed a lot to the bank’s operation than the males. This is
so because the population of the traders and businesses in the country was
mostly women as compared to the males only dominating in farming. So, the
bank should put measures in place to motivate the males in these areas to tran-
sact more with them. Again, a greater number of the respondent (100%) ex-
pressed their satisfaction with the efficiency of the workers of Atiwa Rural Bank.
Nevertheless, some of the customers indicated that there is a need for modifica-
tion and improvement in their operations. Henceforth, since all the customers
expressed their satisfaction with the use of the computer by the bank, then the
bank (Atiwa Rural Bank) should continue with its operations using computers.
Yet, since some of the customers expressed some concerns about computer
usage, the bank should improve upon their operation. And this can be done by
introducing Automated Teller Machine (ATM) in other to enable customers to
have access to the bank after banking hours and when there is a network failure.

Moreover, on the prospect of the bank, sixty-eight percent (68.0%) of the cus-
tomers expressed their views that the bank has a bright future in the area of
timesaving and work effectively. But, eighteen percent (18%) of the customers
also said that the bank has a bright future in the area of the efficiency of the
workers. Also, ninety-eight percent (98%) of the customers expressed that fewer
hours are spent at the bank with the introduction of computers and other ma-
chines since the employees do not have to cross-check through ledgers before
they are served. However, the remaining two percent (2%) of the customers
claimed that more hours are spent at the bank especially when there are power

and network failure.
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With regard to the attitude towards the use of computers, a hundred percent
(100%) of the managers interviewed indicated their happiness with the introduc-
tion of computers in the bank. On the other hand; a hundred percent (100%) of
the workers were also happy with the introduction of computers in the banks’
operations. About the challenges of computerization, respondents identified that
new software being introduced was more often a challenge. More so, another
challenge according to respondents is power and network failure which some-
times makes their work difficult.

Concerning the impact of computers on the output, all workers representing a
hundred percent (100%) confirmed that there had been an impact of the intro-
duction of ICT in the bank in the sense that the personal computer (PCs) allows
workers to get customer information easily. Additionally, the customer-worker
ratio had also increased relatively. On the efficiency of the computer usage, all
the ten (10) managers interviewed representing a hundred percent (100%) ans-
wered in affirmative indicating that computers have brought efficiency in the
bank’s operations.

All managers representing (100%) shared their views that the major problem
facing the banking industry, in general, is competitiveness.

However, the issues of capital and weak internal control play a major role in
determining the performance and profitability of Rural Banks. With the tech-
nological advancement of the general banking industry in Ghana, there has been
need for rural banks to adjust and build a costly infrastructure that will improve
service delivery to their clients. Whereas the strong loyalty of community inha-
bitants to the banks has helped the performance of the banks, especially in their
initial stages, it has compounded the challenges that are associated with raising
additional capital. The fundamental challenge will be to provide a solution that
will increase capital contributions to the Rural Banks and improve their control
structures without affecting their underlying mission to serve the rural com-
munities. One major option for rural and community banks to raise capital is
through unions and procurements. Some of the Rural Banks are struggling to
meet the new capital requirement of the Bank of Ghana which stands at GH
150,000. Thus, unions and procurement can offer the sector economies of scale
that will improve performance, efficiency, better control mechanisms as well as
provide operating capital to expand the operations of the sector to other locali-
ties. However, the unique governance structure and organization of the sector
poses a challenge to merger and acquisition activities. These include social fac-
tors like the importance of names in the sector, high illiteracy in the rural areas
and among shareholders, managerial and directors’ sentiments and the high cost
of engaging in mergers and acquisitions relative to their operational capital. And
so, if the option of unions and Procurements are implemented properly for the
rural banking sector, the sector will become more competitive and efficient. This
study concludes that though the Atiwa rural bank has limited technological tools
in place, the bank has been able to strategically use the very few technologies it

has as a strong competitive tool to cut down on customers’ waiting time, attract
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customers, deliver fast and convenient transactions, cut down on its operation
cost, support efficient management decision making process, increase its prod-
uctivity and profit levels since the deployment of ICT into its operation.

On the whole, the study concludes that ICT has a strong positive impact on
the bank’s operations and therefore serves as a strategic tool to attain a competi-

tive advantage in the banking industry in Ghana.

5.2. Implications

In examining the rural banking setting and the accessibility of investment capi-
tal, the study focused on the impact of ICT on rural bank management. Thus,
rural banks have a major role to play in our national growth and rural area de-
velopment. So, this study collected data from the relevant institution in the rural
banking sector and some experts’ opinion on findings ways of making the banks
more competitive and viable.

First and foremost, because the results of the study showed that Atiwa rural
bank, like other rural banks in the country, has very limited innovative technol-
ogies in place, against the background that the bank’s operations have seen
much improvement as a result of the few ICT tools it has deployed, the man-
agement of Atiwa rural bank should try to bring on board more innovative
technologies to help the bank survive the current trend of competition in the
banking industry so as to contribute its roles to the economic development of
the nation.

Again, the outcomes of the study further indicated that although Atiwa rural
bank has succeeded in strategically employing the few ICT tools it has installed,
the technology is not very functional resulting in the occasional break down in
service delivery to customers. And so, it is therefore recommended that the bank
should take steps to consult experts on powerful tools that can support its tech-
nology to ensure efficient service delivery.

Furthermore, with the discovery that lack of funds and unsuitable policies
were the main causes of the slow rate of technology diffusion in the rural bank-
ing sector, the study advocates that government should provide these banks with
adequate funding to assist them to acquire the necessary technologies to support
their operations and remain competitive.

More so, the study further recommends that the Bank of Ghana and the Apex
Bank should formulate policies that give the rural banks a free hand to decide
their fate on technology implementation issues since it was disclosed that these
bodies want all rural banks to roll out same technological platform which might
be unsuitable for some or too expensive for them to afford.

Moreover, the management of the rural banks should guarantee that they in-
volve their workers in any technology implementation discussion to ensure sys-
tem ownership by all those who are to ensure that the system works. Also, train-
ing support, top management commitment, and staff motivation should be

looked at to ensure that the rural banking sector sees shortly in an accelerated
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deployment of ICT in the sector to make the sector more competitive.

Lastly, the study suggests that the adoption of ICT by the rural banks in the
country has the potential of improving the performance of most rural banks as
well as providing them enough capital to meet their operational and expansion
needs. Hence, one way to boosts this phenomenon is through education, sup-
port, and sensitization. With regards to the high illiteracy rates that exist in most
rural areas in Ghana, it is recommended that the Association of Rural Banks or-
ganize seminars, forums, and general educational activities to inform rural per-
sons of the need for computerization, therefore training these people on how to
use the ICT related products the rural banks offer especially shareholders and
other stakeholders like the chiefs, customers, and others. This can be done at
their Annual General Meetings, management meetings, board meetings, radio

talks, and discussions, among other innovative ways.
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