
6.  CONCLUSION 
6.1  Summary 
 

It has been identified that Sri Lankan mobile industry has grown up in millions of 

subscribers in recent times with modern development of the technology. General 

public is always looking out for the convenience with ever increasing busy life style 

with the present day world.  With the technology being available, the banking or 

making payment through a simple SMS on the move is expected to create a huge 

transformation of the society. However it is not the reality in Sri Lanka as explained in 

Section 4.1. Even at least 1% of the mobile subscribers in the country are not 

interested about this technology, which is already available to them. 

 

Researcher’s main objective during this research study was to evaluate the critical 

success factors of the SMS based utility payments and banking services in the Sri 

Lankan context. It was expected to identify the barrier that has caused these services 

to be unsuccessful in the country. It was also expected to create a model that can be 

used to promote the services in the country as well as provide recommendations to the 

banking and mobile telecom sectors on successful implementation of these services. 

 

Research process was executed according to the plan to achieve these objectives 

defined in Section 1.6. Initially a comprehensive literature review was conducted for 

global research findings on mobile payments, SMS banking and payments. Then the 

conceptual framework was developed based on the literature and local industry 

observations. These concepts were then opeartionalised in to the pilot questionnaire as 

explained in Chapter 3. During the qualitative study most of the industry related 

information were gathered and the quantitative study was performed through a survey, 

conducted with the selected sample of mobile and banking consumers. The main 

objective of the qualitative study was to identify the influential factors pertaining to 

mobile operator perspectives as well as banking perspectives applicable to the entire 

country. User perspectives were intended to be identified during the consumer survey.  

 

Data collection from the selected user sample is the most difficult tasks undertaken by 

the researcher during this study. Researcher had to translate the questionnaire in to the 
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native language to get more accurate responses. Most of the respondents were needed 

to be reminded or even assisted over the phone to fill up the questionnaire. 

 

Data gathered during the survey were analysed using SPSS statistical tool. Correlation 

test was performed to identify the positive or negative correlation between variables. 

Hypothesis testing and model building was performed using multiple linear regression 

tests.  

 

Since this research was undertaken by the researcher as a student, there were number 

of limitations in terms of resources and time. However the researcher would be 

satisfied with the outcome of this research with the available resources and time 

frame. 

 

6.2 Results 
 

It was found out during this research that SMS based utility payment and banking 

services are not aligned with the business strategy of both mobile operators as well as 

banks in Sri Lanka.   Most of the organisations have implemented the services just as 

a hygiene factor for their respective consumers. Out of the 4 selected banks 

Commercail Bank is well ahead of others banks in SMS based utility payment and 

banking services in Sri Lanka. Sampah Bank is little behind the Commercial Bank 

mainly due to the lack of commitment towards awareness up to now. Seylan Bank has 

posted the lowest success for these services among the selected banks. 

 

There must be a social influence or a common force towards these services in the 

society, just like the general trend towards the eChannelling, for the services to be 

successful in the country. This research findings has confirmed that the social 

influence is depend on the confidence on security, the reliability of the services and 

the SMS usage intensity among the general public. However the social influence alone 

would not help expand the development of services, proper awareness also an 

essential requirement. Easy usability has no impact on the increase of the service 

usage in Sri Lanka. 
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