
5.  DISCUSSION AND FINDINGS 

Research findings are emerged when results derived through the data analysis were 

logically arranged. The most important findings of the quantitative analysis were 

discovered as a result of validating the test hypotheses. These results can be 

considered as the key outcome of this entries research. Though most of the results 

confirmed the initial predictions a few exceptions were also emerged. The findings are 

discussed in details during this Chapter and recommendations will be made on the 

basis of these findings. 

 
5.1  Bank Specific Results 
 

Most of the SMS based services are implemented through mutual relationship 

between bank and operators. In general researcher has found out that the Sri Lankan 

banking industry does not face any regulatory barriers with regard to the SMS based 

utility payment and baking services even though the prior approval is required from 

CBSL. Almost all banks accept the fact that these services can benefit the bank only 

as an value addition opportunity to their customers.  

5.1.1 Commercial Bank 
 

Commercial Bank of Sri Lanka is one the largest licensed commercial banks privately 

incorporated in Sri Lanka with over 150 branches and ATM machines across the 

island. The bank owns an asset base of Rs 210 billion as at September 2006 [5]. For 

last few years technology had given them the edge over other banks and they continue 

investing more on new technology to stay ahead in the industry. 

 

Few years ago they launched a SMS alerts on account transactions to Dialog 

customers before they launched ‘Com-eLoad’ facility with the same operator in late 

2005. Later in early 2007 they extended the facility to Mobitel’s subscribers as 

described in Section 2.5.3. The facility is available to Dialog’s prepaid subscribers 

while Mobitel’s both prepaid and postpaid subscribers can benefit from the facility 

[27]. 
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Commercial Bank’s IT infrastructure is using standard protocols and speed of the 

WAN and LAN is capable of integrating with external SMS based mobile 

applications. IT infrastructure of the bank has gone through a major overhaul recently, 

with the upgrade of both production as well as backup machines to latest models. The 

bank has a strong concern on information security for SMS based applications and 

they continuously upgrade their LAN and WAN with latest security technologies.  

 

According to the Section 4.5.2, Commercial Bank customers have shown the highest 

service reliability for electronic and mobile base services offered. The same research 

findings have also revealed that the Commercial Bank customers have shown highest 

security confidence on SMS based utility payment services. According to these 

findings highest awareness and highest service usage were also shown by the 

Commercial Bank customers. This is easily understandable because Commercial 

Banks ‘Com e-Load’ is the highly advertised service offered by all 4 banks. 

5.1.2  Hatton National Bank 
 

Hatton National Bank is another leading private licensed commercial bank, which 

owns an asset base of Rs 187 billion as at September 2006 [5]. HNB too has an island 

wide branch network of over 150 branches. 

 

HNB has launched a SMS banking, postpaid bill pay and prepaid reload solution for 

Mobitel subscribers in year 2005. They have launched a SMS banking and prepaid 

reload solution for Tigo subscribers very recently in August 2007. In addition to this 

the bank has launched another operator independent SMS based product few years 

ago, which can be accessed by subscribers in all mobile networks in the country. 

 

It was found out during the study that the bank is troubled by some internal policy 

issues when launching SMS based utility payment and banking application with 

certain operators. 

 

According to the Section 4.5.1, researcher’s quantitative study has yielded the result 

that HNB customers are heavily used to SMS transactions in comparison to other 

banking customers. However Section 4.5.3 says HNB customers have show one of the 

 65



lowest security confident on SMS based utility payment and banking services among 

4 bank’s customers. 

5.1.3  Seylan Bank 
 

Seylan Bank too owns more than 100 branches and banking centers spread across the 

country with an asset base of over Rs 130 billion as at September 2006 [5]. The Bank 

has launched SMS banking services with Dialog, Mobitel and Tigo few years ago. 

They have also launched a SMS alerts solution on account transactions as well as on 

credit card transactions some time back. 

 

However the bank has not made any significant investment on creating awareness 

among bank customers on these services.  

 

Analysis of the responses of this research participant has revealed that the Seylan bank 

customers are least used to SMS transactions in comparison to other banking 

customers. According to the same findings Seylan bank customers have shown the 

lowest service reliability as well as lowest security confident among 4 banks for the 

electronic and SMS based services. In addition to that Seylan Bank customers have 

shown the worst results for social influence, easy usability, awareness and the service 

usage according to same findings. 

5.1.4  Sampath Bank 
 

Sampath is the bank, which first introduced ATM technology to Sri Lanka in year 

1987. Currently the bank has an island network of over 100 branches and ATM 

machines. The bank owns an asset base of Rs 100 billion as at September 2006[5]. 

According to the researcher’s observations Sampath bank has implemented highest 

number of electronic and mobile applications among these four (4) banks. They were 

again the first among these 4 banks to launch Internet banking services as well SMS 

alerts service on account and credit card transactions. However the researcher has 

found out that the bank’s investment on creating awareness on new technology is not 

up to the satisfactory level in comparison to some other private licensed commercial 

banks. 

 

 66



SMS alerts on account transactions was introduced by the banks in late 2003 and was 

later extended to the credit card transactions in year 2005. These services were not 

even available in some of the developed countries at that particular time. These 

services are also available for subscribers in any mobile network in Sri Lanka. 

 

Sampath has launched SMS banking services with Dialog, Tigo and Mobitel, which 

enable Sampath savings and current account holders to inquire balance, transfer funds, 

etc. However they have launched SMS prepaid reload and postpaid bill pay services 

only to Mobitel subscribers. 

 

Sampath Banks IT infrastructure too is capable of integrating with any external SMS 

based mobile applications. They too have a greater concern on the security of the 

information transmitted between the bank and mobile operator. . The bank always 

tries to secure the network with latest security technologies. Similarly they expect that 

the mobile operator also to follow the same procedures. 

 

As described in Section 2.6.3 Sampath’s latest mobile based product ‘Mobile Cash’ 

was launched in late August 2007. 

 

Researcher’s quantitative study has revealed that the Sampath Bank customers have 

shown the best results for the social influence as well as for the easy usability of SMS 

based utility payments banking service transactions. 

5.1.5 Other Banks 
 

Some other private licensed commercial banks such as HSBC and NDB have started 

to invest heavily on electronic and mobile technology as well as on the awareness in 

recent times. As described in Section 2.6.2, highly publicised NDB’s eZ Pay with 

Dialog is the best example for it. However the researcher has found out that even after 

the three (3) months since the product launch, it has not reached the satisfactory level 

of success expected at the beginning. One of the main obstacles faced by these banks 

is the unavailability of an island wide branch network as their services are still 

restricted to major urban areas in the country.  
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5.2  Operator Specific Results  
 
Though the quantitative survey was carried out with a sample selected from Mobitel 

subscribers, status of the SMS based utility payment and banking services of all four 

(4) existing mobile operators were investigated by the researcher during the qualitative 

study. Though the researcher possesses adequate contacts in all 4 current mobile 

operators, it was extremely difficult to gather information due to highly competitive 

nature of the industry. 

 

Mobile industry too does not have any regulatory requirements with regard to the 

SMS based utility payment and banking services. But all mobile companies believe 

that they have potential revenue enhancement opportunities through these services. 

However in most of the mobile networks, communication up to the SMSC is protected 

with 3-DES encryption technology but the information transmitted between SMSC 

and mobile applications may be not that protected. Nevertheless the transmission 

between mobile operator application and the banking application is again protected 

through secure VPN links. 

 5.2.1 Dialog 

Dialog Telekom is the leading mobile telecom player in the country, which owns more 

than 50% of the Sri Lankan mobile market as stated in Section 2.1.3. 

 

Dialog has launched SMS Banking service with Sampath Bank and Seylan Bank. The 

SMS based services include account balance inquiries, fund transfers, credit card 

status inquiries, etc. Dialog recently launched SMS based mobile payment solution 

with NDB in August 2007, which has been described in details in Section 2.6.2. The 

company has very recently launched a SMS based product named ‘eZ Reload D2D’, 

which enables transferring credit between 2 Dialog mobile numbers. 

 

Company has a strong IT infrastructure and resource base capable of dealing with any 

external banking application. The company has a strong concern on the security of the 

information and they always try to secure their LAN, WAN with latest security 

technologies. 
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5.2.1 Mobitel 

Mobitel has already launched SMS based prepaid reload and postpaid bill pay services 

with Commercial Bank, HNB and Sampath Bank where Mobitel subscribers banking 

with any of these banks can re-load their prepaid account or pay their post paid bill 

through the above services. The business model applied here is that Mobitel pays a 

certain percentage of the paid amount as commission to these banks.   

 

In addition to this, Mobitel has launched SMS Banking service with HNB, Seylan 

Bank, Sampath Bank and Pan Asia Bank. The SMS based services include account 

balance inquiries, fund transfers, credit card status inquiries, etc. 

 

Mobitel too has recently launched product named ‘Smart Share’, which supports 

credit transfer between 2 Mobitel prepaid numbers. 

 

Currently Mobitel is the only provider, which offers the user friendly OTA SIM menu 

for SMS based services to its subscribers. This user-friendly menu eliminates the 

hassle of remembering a different short code for each and every application. 

 

Company’s IT infrastructure is capable of dealing with any external banking 

application. The company has a strong concern on the security of the information and 

they too always try to secure their LAN, WAN with latest security technologies. 

5.2.3 Tigo 
 

Tigo, previously known as Celltel, has launched SMS banking services with Seylan 

Bank and Sampath Bank few years ago. As Section 2.5.5 describes they have 

launched SMS banking and prepaid SMS reload services with HNB very recently in 

August 2007. However the company has not made any significant investment on 

creating awareness among Tigo subscribers on these services.  

5.2.4 Hutch 

Hutch has not launched any SMS reload/bill pay or SMS banking solution in 

collaboration with any bank up to now.  
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However their recently launched ‘Me2U’ service is considered to be a SMS based 

payment service as it will transfer money from one mobile number to another mobile 

number as described in Section 2.6.1.

 

5.3 Hypothesis Testing  
 

The first hypothesis investigated the relationship of the impact of social influence 

towards SMS based utility payments against three variables, security confidence, 

service reliability and the SMS usage intensity. The results of the linear regression 

analysis indicate that a significant linear relationship exists between social influence 

and all other three variables. The researcher thus rejects the null hypothesis (HO1) and 

accepts alternative hypothesis (HA1). It concludes that there is sufficient evidence, at 

the 5% level of significance, that a linear relationship exists between social influence 

and security confidence, service reliability and the SMS usage intensity. 

SI = Intercept+β1* SC+ β2* SR + β3* SI+  ε   ---------------------------- (Eqn. 2) 

Where:  SI = Social Influence, SC = Security Confidence, 

  SR = Service Reliability, SI= SMS Usage Intensity 

 

The second hypothesis investigated the relationship between the impact of awareness, 

social influence and ease of use on SMS based utility payments and banking service 

usage. The results of this linear regression analysis indicate that a significant linear 

relationship does not exist between SMS based utility payments and banking service 

usage and ease of use, which was then excluded from the analysis.   

 

The researcher thus accepts null hypothesis (HO2) and concludes that there is 

insufficient evidence, at the 5% level of significance, that a linear relationship exists 

between service usage and awareness, social influence and ease of use. 

 

SU = Intercept+β1* AW +β2* SI + ε  -------------------------------- (Eqn. 4) 

Where:  SU= Service Usage, AW= Awareness 

  SI = Social Influence 
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However the linear model shown in Eqn. 4, which shows a linear relationship between 

service usage, awareness and social influence, was accepted during the regression 

analysis in Chapter 4.7.2. 
 
5.4 Other Findings  
 

Majority of the respondents believe that the convenience and the time saving are the 

greatest benefits gained by using SMS based utility payments and banking services. 

Very few numbers of mobile subscribers believe that they can gain a cost benefit 

using the services. Majority of the respondents also expressed the lack of awareness 

and security confidence on these SMS based services. Certain set of respondents 

expressed the fact that they are not in a position to acquire these services since the 

mobile numbers is not registered to their own name. However these responses too 

should count to the awareness as there is no such mechanism between the bank and 

the mobile operator to validate the ownership of the mobile number. 
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