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\B R\CT 

The third-party logistics mark t b _ r "in • . II o c1 tlw world, with an increasing number or 
organizations opting to out our Ill t\1 tht'H' s11ppl ·hain to lo >istics specialists so they 

Kl'llYllll 

twt {ln ., II\ 1· 11 th 

ti iti~:i. P10V1sion of' ATM services is consic.kred a non 

t VII. ·:-,. In March 2005 lh<.: Pes a J>o i nl concept "as 

vas an opportunity within Lhi:! market, and l'ar too fe, 

a h throu 1h ;\ '1M scrvicl.!s l.!ithl.!r hecause their h<ll1k'i did 

nl. pia cd in a few locations. Only 24. lilwncwl institution-. ol tlh: 

• I in lh • ned up to the network. OnL: way ol' <.kknnillillg "") o1ll\ <1 k\\ 

liu.tu ·ial in tituti 111.: ha\e j ined the PesaPoint network was throu gh a stud of perception-. of' 

d -cisH.11l mak r_· in the c n emed banks. 

l'h' ·tud~ \\a m deled on a de riptive survey design, the aim being to determine the percL'ption 

of m:mag rn nt in finan tal inslitutions. A sample site of 5, commercial hank-.. II 11onhank 

financial in titution. _ microfinance institutions and 4 buildin, societies \\as u~cd. P1illl:ll\ data 

l d u ing a t!mi tru turcd que tionnaire. One rc pondent I rom ead1 in .... titulton "ho 1 

lark ung manager or Information 'I echnolog) mana 'l:l' or it ·qui\ .dent "" 

t thc.: at,. B th th\.: !--mail • tern, nd .. ro1 md pi ·1\ l.th't .. 111 ·tho I' ·r u ·d to 

till! ripth • tati til 

%. 

und th t th t. 

r 



From the findings of thi ·tud), it 

perception of customers and th r 

institutions). on the adoption of third 

then ht: madt: h ·twc n in li 

inlltH.:netll • thcil 1 JopiH n 

I ' PC" ol' pt odlll'l 

f ')Jl1Jl1Lndl'd th:lt l'urth 'I' Sllltlit.:S ht.: COndUC(Cd 011 

nd u l't (.llld not IllS! manag~m~.:nt stall tn linanctal 

I -.ll\ ll' l'~ <1f'kr ·d by P~sut>oint. Comparisons can 

,tlld <<11p01:1t~· l'll'i(OI11~1'-. in t~I'I11S ol' the f~IC(l\r'o 

lot "'<'kct 111g AIM servic~s prm id~rs, and the 

10 h U'i fill. 



CH.APT R ONE 

I RODll TlON 

1.1 Background 

Liberali zation and globalintti n f ' <tid ~·, ()l)()mil.!s hav~ pos~d vanous c hall ~ngcs to 

orpanizalintt\ op~tH.:d up nwrk'.!ts . Matty tt '.!w phyers have e11Lercd 

stv ·t·ul iudu td · ·. Wi1h 

'I he cll~ct of' thi s has b'.!'.!n intense competiti on in 

1 1on. con~umcr., have a wider choi ce ol' products. Saks prolits 

11panic have gone down drastica ll y. 

Coupkd "tlh comr edti n. ompanies have to cope with accelerated tccllnnlogi<:t~l advuncc-.; , 

r ·dm lo.;~ 1· er~ d~ nami . and for these companies to survive, they have to keep up'' tth tll<.:'>L' 

·hang ·. The con- lidation. re tructuring, and modernization of the banking scc.: tor and the 

de\ elopm nt f apital market and financial institutions arc both imporl<lllt in aL·cckt atitl~' 

·~onom1 • gr \\lh. Finan ial en·ice industries around the "orld havl: bcl:n undcrgotng rapid 

change· to-rered b\ globalization and technological ad anccs. Banking ..,~stems ~trt: 

·on lid:ning in man~ mark t and bank extending their prl:'>CilCl: across bordl'r'>. (Han h . .lanH:s. 

apn and Le\ ine. _oo I). '' financial sef\ ice pr \'idcr~ arc cmcrgi ng. on fi nan~ ial 1.'111 ittL''>. 

in lu ing tete ommuni ation and utilit~ ompame:-.. arc al. cmcrin' th~.· linan ·inl ... en iCL' 

mark t. I h" nnp ton in ·umbcnt tin, n ial institution of th1..· ' ·triou l1rlll i 1 11 ti ·ul:ul l.u • • 

ha 

m 

t limited t indu. trialin:d ~l untri md th~.· 1\ ,m · ~.·I \: m ., •111 • m.u k •t • I ut 

in 

rn 

t m n~ d Hl1pin 
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When it comes to customers, it i their p r eptions nf the qual it ol' s~rvicc that companies arc 

offering that determ ines succes of th tirm. I h~ linn I nwasurc ol' qua lity customer se rvice is 

simply how the customer perceh c~ it. 

Organi;:ations worl<.h\ id 

loyult y .., incc it 

l'SPL't'i tlh it l th 

m on 'n~t o 111 't Slttvcys so as to increase their custom er 

11 tnin:thk con1pctiti vc advantage the) ca 11 posses. 

time:-; ( l{ctchhcld , 200 ) ). ( 'uslomcrs '" iII h ll\ e to he 

the product/~crvit.e adds value to their li ves or hu s1ness I hi -; 

u marketing strategies aim ed at creatill !' awa reness on " hat th l' 

improving the qua lity of products. 13 ) 1 dent i l)·i n , Lustomer .., 

an impro c their ~erviccs to meet the demands ol'th is d) namic \\orld. 

1.1.1 The on umcr .\dopti n Pro e s 

\ ccordmg t Roger and hoemaker (1971 ). adoption is makin' l'ull and re •ulnr ll"\t' nl' a 11l'\\ 

idea or produ t a· the be t cour e of action available. It is the proce s h) "hich un individunl 

b ·c nP com mined to continued u e of an innovation. It occurs at the micro k' ~:I. he111 • the 

mdi \ idual' de I ion proce, leading to adoption or rejection or (I produ~.:l. In ll' hnolo '). 

ndt)ption and diffu ion ar~ t\\O interrelated concqll . Dilfu ion o 't:ur at a mal'ro lc\cl. 1 ·in, th · 

pr ~.: ~ b) \\hkh ad pti n pn:ad through a pc ilic culture (l·rnmha h. ]UJ l>iflu ion a a 

i l ntiti 

th r 

pt 

i n t \ id nt n n indi\ i u, I ha i hut • n b 

mm ng 

en in 1 •r up ,fp·o,l· \\ho ' Ill' 

II 

put U( 1 I 1rn •r 
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"innovators," whereas "laggards" i th t rm appli ~d to those \ ho wait to adopt or who never 

adopt an innovation . The percenta_, "' of mnt'\\ .Hor:-. in tlw liSL'r popul:rtion ''ill determine the 

initial success of an innovation ·1 h u Lf11.1~'L' t)f l:l•'•':ll·ds p:H·tl determines the asymptotl! ol' 

the cumulative adoption cur ' I. I d impl . tlwrl~ is a pro -innovation bias in much ol' the 

work that ha<> studied inn 

product ~ art oltcn <k 

S(liiH.' '(111 ·j ·t 'Ill 

.1nd drf!u..,ion . Innovators arc encouraged . e\\ 

1hc 1 quitmwnts ol'tlle innovators. Innovation Jil'l'u sion 

·md' a on cfkcts a., others emulate the innovators. I aggards 

. A further imrlication of' these labels is that there should lw 

of innovative users and ol laggards. Adoption or 111novation 

."l'l'lll" ((l l · illt,lti 11\ 1 inn \3tion pccific. An innovator f'or one product lllll) he a Ia 1 •ard lor 

.uwt111.:r I 'I'·'' ·r. tudi that ha\e carchcd for con'listl!nt pl!rsonalily traits """ocratcd "ith 

inmwmh ·n~- ha' 'n t fi und them (Robertson & Kcnm:dy. I <J6H) . 

CompJnit!. ar ad pting the ID (Attention. Interest. Desire and ction) 111odcl so as to 

promot their ·ale through ad,erti ing. This hierarchical model f(>llo\\ til~ del'i!iion makin 1 

proce · from lighting the lamp for people. through to the sale itself'. t caril h:\cl in till' pnH.:css 

the number ofpe pie dramatically reduce . o that those "ho take artion arc a malllr:rl·tion of' 

tho c \\ho are 3\\are of or intere ted in the product. I inn arc concerned about til~.· a lopllllll 

procc bc,au e it giH~- them in~ight into ho\\ their product and en icc arc h~.:in • ., ' l'CJHI:d h 

thl! market. A g od under tanding \\ill in tum l·ad to rcation tnd. or maintcwm · • til • I· ired 

product and c£'\ i F~.:rr II. H rtlir11.: nd 1i h I. _oo . 

1.1. I hi ,rtl P trt~ \utomutcd 'Jcllcr ~l:tl'hine '1\\orks 

n 

id 

n ut r m hin~.: A I I i m ut nz 

m 

llllllUJll lh ll pr 'rd 

llh Ul th ' 



The third-party logistics market i gro\\ing all mer the \\orld, \vith an increasing number of' 

organizations opting to outsource el m nt ftheir supp l t'hain to logistics specialists so they 

can concentrate on their core busin '::.s. ,11\ lltl's Provisi()t) or !\'I'M servicl!s is considered a none 

core issue, just like the provision ol I -.nin! 1 stiVIl'l'S. This is the opportunity l'or an organitatio11 

to provide !\I M t:rvic n 1.11 institllli<Hl . It lil!s in the l ~tcl that an /\'I'M network 

requires H uh tunti d c tpH d utl1 Hat invcsttnl.!lll i11 t ~.:c linology. The nwnap.cmcnt ol · the 

n twork owncrs as opposcd lo the linancia l institutions 

nncl to manage th~.: 1\'1 Ms. Speciali:t.ed operation-.. b) the third 

!\'1M lk ·t is kit 1\l 

l'lltplt1yiu • t • ·hnPill, 

Pllll) l1pl'rtllH l·td 11 1 t r cffi icncics and lowers co.,ts, which tile linancial institution-.. Ill:!) 

not b · .tll· lll •tlj 1) due to their ficus on core banking activities. Use or a third pmt\ '\ 1 f\1 

net\\ or!--. can ul·o lead t an injection of unexpected revenue '>trcants through transaction kc-. . 

l'hird P,trl~ \ T 1 _ em rks TP ) enable financial institutions to improve the di-.tt ihutton ol 

gt\e the financial institution a greater and wider reach or the nwrkl.!t 

Thi: al·o gi\e the bank or acco an opportunity to penetrate n~.:" ami. m dilli.Tcnt 111arkL·t-.. . 

II " '\cr. 'U ·romer- \\ill ha e to pay more for using third party ' I M nct,\ork :-. ( i\ lar~hall and 

\\ ilc~. _QQ_). 

1.1.4 Financial In titution in Kenya 

t a agent th t pro\' ide finnncial en tee li.lr their lietll . l 1111nunl~ p· 

Of finan i:.1J institution include hank:-,, building () icliC , Cf •dit lllliOil~. tock hr 1kc 

111 na llll:nt lim1. and oth r imilar bu. in· I inan ial lll'>titution 1 rm 1 h.· 1 

intenn di n 1\1 

In 

II 

I I 



liquidation agents in restructuring the r mammg bnnks under statutory management (CHK 

Quarterly June, 2006). 

The development of the 'I , 1 m r 1 . nth\t lw VH.'W ·d s ·parately frotn cltan ge!:-. that arc 

occurring in the finan inl 

consolidatttl •, Blink 

l:Vl'll "" tltcv in~·t · 1 

llll'l' 'l'l bl'l\\ ''II 

. Ollc ll\:l.Jor ·lwn 1 l~ is tl1<tl Lite industr) is rnpidl) 

i< ~~ fiJillS Ill'~.! 1\lel' 1 i11 g, reducin g tile lllllllbcr 01' lirt11 S 

H., to provide crv iccs to cardholders. l · .. g. I he itnpcndlllg 

tanbic Hank (Mr.Subrajyoti <lho'>h . ()etH.:ral ~<lll:l~·cr Cl (' 

Hunk. tiwbi>. I h • mum h llcngc faced by third party A J M '>Crvice provtdct'> i !:-. the 

·'me lin n ial in titutions to usc the service despite not ntccttllg tltc11 

cu·tom~:r..;' d ·mun(L \llh ugh Pe aPoint A'I Ms arc well-known in Ken ya. the uptake ol the11 

s •n ic ·~ ha been ' I '' becau e of the perception held by sonH; li nane ia I i nst i tut iolls tm\ .trd-. 

th~ir en ice~ \luch f the huge profits made by banks arc detwcd !'rom dwrgcs. sul'h as tilL' 

\ r I tran action fee Bu ine - analysts say that leasing or ., M s<.:rvkcs \\ill lll\\L'I' till' 

tran Jction co t to a little~ hI~. based on economics of scale a~ dcri\ cd li·otll the lllllllhcr ol 

cu·tomer· (~latthe,\man B. 2006). Joining the PcsaPoint ncl\\ork do<.: not meal\ th, fin:t111.:ial 

in tituti0n ar• l0~ing d "" th ir AT, 1 point . 'I 1 \\ithin their huildin 1 111d •I '""l'll' 

remain fun ·uonal. , l::tn) p oplc al o queue l(lr long hour or tr:l\ cl fi" I on 1 li!-.t.ln c 1 , • ·t 

\I~ r\ I \\hil th rc"aihllc. 

1.1.5 J>c aPoint Kenya Limited 

Ill l I h ) . It i p.111 I th . p I 11 'l Ill lll 



foreign issued cards. This has been made possible with th~ acceptance or internationally 

renowned brands MasterCard, JCB t]apan r dtl Burcnu), t\ivll ~ (t\meric<tn l :xpn.:s-;) and Vis<t 

cards on the network. 

PcsuPoint Kenya Ltd, i th · 1 t In lqwndlnt th11 d party t\Tivl operator \·\ltich begu n its 

btnl'lit wtth th · I' · 

~i 'II up H" tm:rub ., 

1 II hn in~t. ll·d 11 2 PesaPoint Al'Ms coutllr)" ide. The "-e: 

ct\\Ork is that a~count holders ol' linancial institution" tlwt 

their money at any or tile 11 2 PesaPoint branded t\T 1 rnachinc'l 

l'ountry\\ tlk. 1 h · · 11111 an ned by a strategic investor and management, The board sits in 

K.cn~'tl ,md \)P 'tuti 111 • arc dri en locally via an cxc<.:utivc management lcant "hich irH.:lude'> 

initiul rounder: of th~ bu inc . Paynet Kenya provides ;\I M ouhoun.rn • '>en rcc~ and 

rnanagt?m 'Ill -.;en ice· to Pe aPoint which own the ;\'I "vls and deployed rnlra'ltrtrcttll'l' . llw 

compan~ management j- optimi tic that more banks, ~accos. building societies, coopcrati\L·s :111d 

other tinancial in titution \\ill sign up to the PesaPoint nctv.ork in thl! nl!ar J'trture. Curn.·ntl). 

there are a total of _6 financial institutions that have signed ur with the Pl!!>a Point 111.:t\\mk. 

Th~-e ar ti t d in appendi:--. lii. hey include all Visa. Master( ard, .IC B and Alll · l'nnhkd 

card . 

C omp •tition among \'1 i\ 1 O\\ ncr o ur at mo lc\ d . l·or hank . 1\ I I ·tr • (lfl • \II til llll':tn 

b \\hi h in titution ompdc f,)r bank u tom rs. Bank 111'1) omp 11: on the ha i < thl· ir 

md rang..: of th ir p pridary nd\\ rk. th..: k\ I of their lorci 'II fc • . , nd th ·•r 

I 1cr..: ore. i \\ d 

in Ill 

r t I 11 hi! th 

•n 

lr 11 



experience in related novel senice rna) a tuall~ gnin additional benelits !'rom outsourcin g. lh.: 

result of this study will as i t th r" :tr her ;md tlw 1\'s:tPoinl management to kno\\ the 

perception of management in curr·nt ~md f' 1~1111.11 fin:IIWi:l l institutiOilS lO\Vllrds tiH.: ir SL:rViCL:S . 

1.2 Statcmcut of tht· p, ohl ·u• 

linn s Hnd all 

b"nkitt' 111 int · '' d p 

' 1 niiH.mt tol· in tlw payrm:nt sys tcnt in the cou ntr) \II 

f bank sctvicc:-, to conduct tlu.: ir husim:ss. ' I hi s ha'> made 

so h.:ty. ( onsc(.j uctlll y. linancia l in stitutions ha' c had to 

t·ornp1.:t · , i '\)1'\)ll h 1 ll13 t u :t mer . Stiff compclttion is a norm in the indu '> lt) and hanks 

han· h,t l tt) d ,, i " ' l un i\e. 1 his has bc<.:n achi l!vcd through cn.:at ton ol lle\\ pmduch 

and ·en 11.: • • and k' mg abrea t 'ith changes in tedmo lot'Y· Paynet "l'll)a itllrodun:d :1 

r rodu~.:t m ~arl) _o :.. PesaPoint. a third party A'! M network art~..:r itll!ntil)·in • a nil'lll' i11 thi s 

mark~t. Ho\\e\ ~r. member hip to date has been s low. Onl y 24 linan cial institutiotb ol' the 5J in 

the marl-- 't hJ\ e •:::ned up to the net\\Ork. One way of dl:lerm i 11 i ng "h) on I) :t l'l''' li r1arlL' i:d 

in titullon ha\e JOined the Pe aPoint nCl\\Ork is through a .stUd) or J'l!ITI:plillll'i or dL'l'isinn 

ma"-er. in the on erned bank . Ac ording to Kotler (2000), r~:t-r~:ptiol1 i.s till' 111ajor h:tl'tlllrrt 'llll 

of bu) er choice . B) under tanding con umer per cption, PcsaPoi11L <.:, 11 impr m L' it Cl\ iL'l'S :111d 

incrca c the demand and u age ofthcir fle t of AT • L. 

math. und 

(I t "h\.:n inn ' 

h c 

JC 7 . nd lu hmm uHJ \n ·• 11 

build in • on •• i tin' firm kill ·m ·r 111 mJu 11 •• li11n "nh 

the. ha ' th 
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Research shows that external partner an h~lp firm:-. gnm i'ast ·r (Sivadas and 1)\\ )er. 1 000) and 

more extensively (Zahra and 1 'iels h) 1 1()\ 1din1:1 :1ccess tn enpahi litics that lill ,oido.; in 

resource endowments (I ecce, 19 IL'"'L'.IIt'h -.IlL'.'> intL'1'11:1l inertia . overconlitknce. or :1 

too strong customt.:r fo u a .111 in~, k.1din' linn-; to in110vatc lco.;s aggrco.;si\ el~ 

I' 97). AltiHllt '" th ·sc 1\\Cclwni sms ol"ll:r 111sigllts into 

than thl.ir stmll~•el counterparts. research has railed to 

in' a p:nt of' tile ..,tntteg1c ar..,enal that 1111 glll aid \\taker 

lir t' orld has been uillbe11l to what is e;...rected i11 Kenya tod:l\ 

(Leonard-Barton , 1992 

when wcakct fittn 111 i 

L'n vi wrtm cnt. 

incrcn c in cultures and in legislation and general!) the macro 

l'hc proll ·m t)f cu t mer continued wastage of' time queu1n, to get scr\L'tl h) tilL'i1 

mercrtnHkJ \ T\1 c ntinue \\hile it's well known that the '>UI11e can he cr\ed h) third pail) 

r\ )' I n 'l\\Or if them ther bank can prescribe for those service . 'IIH:sc studies haH· lllll) IWL'Il 

done in the tir·t \\Orld. u h a tudy ha not been done in Kenya hetinL·. In Kcn):t -.ll!diL'" 011 

perception. e g b) Ki)eng. (2003 . have been chiefly on I-.-commerce in thL· hankin 1 indu-.try. 

and mo. tl) on per eptton of con umer to\\ards their rrodU<.:t and en ices 1\ Tordin 1 to th~o.· 

managmg direct r of Pc a Point. fan he\\ man B (Januar) -007 . there i he itnn · • in 1 1 • ·r ihrn • 

f{ r third part) t\ I ~I d\ h: .. If Pc Point ·an kn fl r u h 1 '<Ill 

ppropri tt~ tr, tcgic arc dortcd to II ilitnte th • a iotti n < 1 th · thit 1 

part) i\.1 finan i I in tituti n that ha\ ril c I t it. I h 

fin m i tl in tituti n rn 

K 11) fth third part .. f n l\ < rk crcd b. P P< 1111 rn ur bt 

rmrn 

Ill HUll 11 l flll II 
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1.4 Importance of the Study 

The findin gs of thi s study will be b n fi i I tu the Co llo' in •l:-

i) PcsaPoint will gain in'>i ht im C cttH$ n lf~· ~· tin p ~1doption or liH.: ir se rvices by so me 

fi nancial institution , m. fln,llhl in:-. tiltlt ions <llld savi11 gs a11d credit cooperat ive 

sot ttl ic It i lurth 'I h that the wi ll lind the results ol' the stud use l'ul to their 

Ill rc~carch also sought to make r-cco n1rnenda tion-. I{H· 

in tiluli1.1111l han c lo mtcnsify marketing so as to enhance or change the li rwnc ial 

in titutit1n.:: p rcepti n . 

ii) titer im re red panie who may find the PesaPoint network usd'ul "" a rnL·diurn or 

dt:tnbuting their products. e.g. Payment or utility hills (elcctricil) arld tckpiHlllt'). 

mone\ tran fer opportunities like M-Pesa, and mobile phone airtinH: top ups . 

iii) holar~ - the re earch ill assist any cholars "ho mi!.!ht ha' c an irltcrc-.t 111 

de\ eloping the finding further or as a source or rdl:rcncc. 



CH PT RTWO 

LI R-\ TlmF. RF. lEW 

2.1 Consumer Adoption Pro ~ 

The /\ 'f M has both prodtt(.:t und 

I C)91; I lumphn.:y, 199l; lit 11 • 

innc) :111<)11 chnr:1 'I •ris ti ·s (In ,ham and l'hompson, 

ml I hcu11p on. )()()0). /\s a product inrwvatior1. tlw !\ l'f\ 1 

ll·o1n bnutrh · · 

r t<, not plc.!vicHrsly available, such as 24 hours-a-day cush 

nd bill p;~ymen1 a1 botiJ branches and remote locations mvav 

inn ation. an ;\'I M o;ub<>titutcs capital ror labour. particular!) l(lr 

arborough and Lannon , I 0SS). 

lmportuntl) . .\ r 1- I ''er the transaction costs associated with the need to "ithdr:l\\ ca"h 

un . p~clantl) al p. 1990: fatatues and Padilla, 1994). Consequently. deposit holders ohtarn 

higher benefits thr ugh the large the number of geographically disrersed /\I ~s ln1111 "hrch tilL') 

can acce ·- their ac oum- ( aloner and Shepard. 1995) .. , he source or these pntcntiul nct\\ork 

benefit: i- the omplimenting nature betv .. een the TM harc.J\\are operated h) til~.· finanL·ia l 

in ·ritution and the ompatible ~ofmare held by the deposit holder as n.:prc~cntL·d h lht• debit 111 

·r~dit ard. 

(Ji\en the nature ofth~.: technolog}. t\'J f. haH been adoptt.:d clu i\l'l) h} hank and Htillin• 

s i~tic in the K. 'I h~ diOu i n of AI h in the UK ha on i tc I ul three li tu1 1 1 ·111 1 . 

imil r t ri n I in tht.: lJ '' . I ) I n l l'r 1 ' ·r. 1 nm th • 

Od\\ rk 

th u h n fit in Ill' 
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establishment of shared net\\orks, chara terized h~ the usc n r wit hdrawa I and i ntcrchan ~c fees 
.... 

for transactions between nval n 't\\ork. 111 onkr tn limit the Sllbstitulabilit ) eiTects ol' 

compatibility. 

In 2000, A' I M net\.\ ot k on urH·kr th~ I INI 11 •twork <l ttd witlldrmval Ices b) members 

till ~·xi~t and arc set by LI NK. Since :woo. the grtmth 

dcrloycd by tile ltld epettd ent /\'I'M deplo) ers ( ID/\s). 

ocicty provtder., ol' ;\ '1M services. /\t the c11d or 1 lJ7.J 

t branchc and by th\! end of' I <J!P thi s had Itt! len to l)\ 0. 0 ( p CC.... 

. 59% of bank and building society 1\ I Ms un.: located at or in 

..: . Adoption ha!) not been straighlf(>rwarc.J, r\!quirine the de' cloptllCIH ol' 

were removed, althou 'It iut ·t 

itt /\ '1M ttlltllb ., It 1 

wltkh 11 • 11\lll b tnk 

lOO~>v \lf' 

- 000). 

brum:h\!s t \P 

lnt-;t in tcdmolog) and '' illingnes to modify behavioural strategies in a <.:r) .,cnstlt\ c domain. 

that f p 'r nal finan e. Re earch has monitored this period. helping us to tllltkr~tatld 111ajor 

dri\ r and inhibitor to\\ ide pread adoption. 

-.2 Technol g) doption 

Te hnolog) adoption and diffu ion are l\\0 interrelated conc~pts. t\dottion i tlh: pro\;\.'~" h) 

''hich an indi\'idual be orne committed to continued u c ufan intHl\Jtion. It n · 'l ll s at till" 111icto 

k\cL being the individual" de i ion pro c~s h:ading to adoption {JI' re · ·tion I rumb,t ·h. JlJlJ 

DitTu i n o' ur :.11 a rna ro k' ·I bdn J the pr b. \\hi h •tlopti< n 1•~ad tht u •h ,1 

p dtic uhurc. 
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can be explained by differences in the ont '\I ''h~r~ t~'hnology is used. In a work envi ronment. 

one can use technology despite a n ~att \ , llitud~ hL'L':1llSl' it is use l'ul ; while in a rerso nnl 

context the role of attitud become. m r~ tdl .lnt. 

2.3 Perception 

Pl!rtl'pliott t ·•a ptot· · of 1111 nlhlll( n ,. lt:H tion hy which peoplc selel:t. or l:l ttt tl: und ittll:rp 1·L·t 

ul .md coh~.:r~.:nt ricture or the world ." ( lkrelson and Sll:it1CI. 

rd, it i how rcorlc make sense out ol'thc "'orld around tlwm. 

Hu"td tJtlth · l~ll'ttlnlJ 1 cpti n i highly influenced by person's interest.., , belie!\ . attitudes and 

oth T p\:r ·lm,d uttril~ute that a ically make us individual. it may be conc luded that perception i-; 

htghl) ,· ul_J\:ctiH~ and_ lee he (Run~on. 1977). We se lect our rcn.:crtions at ottL' ol' t\\o kH·Is: 

lo\\-1 ,, d {p ·rc~ptual, igilance) or high-level (perceptual defense) (1\ssuel. I IJX. ). I hi-.. sck~.:t 1 n 11 

takl:· pia ·e an r ''e re eive stimuli and begin the next phase tn inlhrmation processitP': 

regi tration. lt i during the registration phase that we arc utiliting past interpretation-.. 10 h1.:lp u~ 

·ete thO\\ top r ei\e the urrent stimuli (Travers, 1970). Durtng this pha~L· of infin111ation 

pr e --ine. \\e determine at \\hich level the timuli belong and. l:Vcn llHll'l' intport:ulll). \\l' 

determine if it belong to u at all. 

E\ idcnce of Jo\\ -I , cl. or. 'igilant perception. can be found in the "a "c r • pon I to ·utiL'Ill 

acth itic :::-oin!! on around u. in th pr cnt. fhi I \ ~1 i primaril) 

afct) and in rp rat t< tiller out ,h.n i n In" i ·d to a hi'''-' th · 11 k ,11 h 111 1 

hu . thi f tirnuli i u u ted t th b that h 

11. mu 

th It II 
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According to Merleau-Ponty, (2002), in rder t tind n relation ship between stimulus and 

perception we need to quantif) per pti ll!> 1 :'1 lll:mti( perc 'ptinns we need to kno\V a liull:: 

about numbers. There are four dtff r nt t\ pc or nwnlwr :-~e n! 's thnt ca n he used to measu re 

perception, some providin ' mo inf rm tr<lll tlwn otlwrs . l 'll c si111pk:st or scnlcs i-., tile 

k. llllllliWt't nr~· 11scd orlly as labels, l(lr c\arn p lc. the 

c n<t c, 1~ '"til· o1dinal sca k . The ordinal '>Calc i'> u'ied to 

httn each other. for <.:Xampl <.:, th e ratin g ol' the plea'i<Jilllle'>'t oi' 

ol between the a.,~ign<.:d numbers arc rn <.:ar lir1gkss. A third ... calc 

nominal /categorical cal,, 

numlwrin' ol' J(,otb dl pit • 

odor~ . Wtth tid 

is lht till ·rv,\1 inter al ale is concerned wi th equalit y ol' inter\td 'tldi fTer'L'nLT'> 

n e ample of an interval scak is Lcrnpcraturc '>C<Ib. 111 I .tlm:llli<.:ll 

or Cd ·iu ·. rt11: final .. ~ale L the ratio scale. which too has mcaningl'ul intL'Isals ThL· dil'll.·i'l'llt' l' 

let\\ 'Cil t111!:- xak and the inle('\al cafe is that the ratio scale has an ab-.olull! /l!ro a-.;., thl.· C:l'-l' 

''hen mea urmg length or ''eight or density (Stevens. 1951 ). 

2.-t. Third Party Automated Teller Machine ctworks 

Third pan~ pro e or provide bank. e peciall) mallcr one~. ''ith a compctiti'e <HitCl.' l'ot 

\ T~l pro e ing. Equall) important. third party procc sor offer a channel for thl.' cnlt) ol 

ompeting regional T I nemork (Bidgoli. 200-l). 'J hinJ part) proccs or. 1 pi til) m,tint·tin 

onnt.:l:lil n. to e\ era I n:gional 1\1 1 nd\\Ork . and tho n '" rk th ·rclnr • 'Ill rc.1 h 'Ill ol tit· 

bank. onncctcd t r. Ac rdin I). the l ol nd I .trn 'I to ·ntr nl 

II .. 

In d iti n third p n. p nt nt B 1 tim 1 ·" . 

pr r uld 
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drives that particular ATM and tran mit the Pl nnd the ac ·ount information . The processor 

determines which institution i ued th 3rd 'flnl .Ws it nnd works throu gh nil the vnlidntion and 

authorization routines- such as 1'1 limits t)ll withdr:1wals and w hether there me 

suffic ient f'unds in the account If lith~ 1 utuws :ll'l' l' . l'l'llll'<l success l'ttl ly. til e proeco.;o.;or -;iurwlo.; 

the A'l M to complete the l• an \\hit~.·!~.· · 00 ~ ). 

'l'o \.:t ilT)' out tltr tn k n Ill \ M 1tans;H...tion, ca<.:h r1w<.:hine is typical!) connected to 

1-'t'V\:1'111 t'(llnput ·t 11 •t" lfk II th 1 owned by a b<.Jn k it wi II be on the hanks O\\ 11 net" ork. 

In <~lklllnln , th · \I I 1 u uall~ onncctcd to a shared networks the largest or \\hil.:lt. J>Ju s and 

Cirru~. m · run h til' m ~ r rcdit card association..,, VISA and Muster c~1rd IT'>JKcti\ cl) . 

r) pil:all). the c 1111puter dri' ing the Al \.1 will use the lowest level that can complct~: tile ll.l'>i... 

rhr rom1 ut 'r ·heel-..: fir -tto ee \ hether the card was issued by the bank that 0\\lls tile \ 1 \1 II 

the ·ard \\.1..: i·..:ued b~ the O\\ner bank. the transaction is knov.n as an ··on-u:.'"tnlll..,arttnn. 11 till· 

trun:action j • n t "'on U .. but the issuing institution is a 111e111bcr or t!J~o: ll' 11ll1Htl Clllllpllll"l 

nem rk the pr ce -or '"II transmit the transaction infotmation eJtiH.:r tllrou •h till' ..,llllll'd 

r~gional net\\ rJ.. mputer or directly to the A'l M processor or the curd i suin • in ... tituttotl . 

( \\ hiteley _QO") . u h a tran action i!) kno'' n as an .. off us'' transaction. B) p.t ~in• thl· tc •ional 

nem rk b) conta ting that pro c · or dire tl) i ailed uh ~"it ·bin• . 

lfth~: i u r fth rd i not. m~:mb r of th~: n.: •i nnl n~.:mork . nc of l\\O tlun• an o · ·u1 

orn tim "ill ha' h oth r' 

p r1 f th.t 

b 
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technology based services has intimal d that per~ei\ ed attributes ol' technology pia; a critical 

role to determine whether the cu tom r re \\ill in~ tn llSL' these options or not (Meutcr ct ~11. 

2000; Dabholkar, 1996). Accordin~ t I . hh ))k.lr ( 19%), ll·om <1 ·ustomcr point ol' view, speed, 

control, and ease of us ar all im n. nt . lltthllks in nwnsmin, adoption ol' third party !\.I 'M 

networks. 

titnL' it tuk · 11 

th.H cxp~o:e1cd ~reed of' delivery is an i1npolla11l l.t ·tm l\1r 

·based service options. Foky et al. ( 1990) suggt:st tlwt the 

certain task is one of' the most important f'c.tctors when u-.;er~ 

~valuulc lh, quulil) f ' mputer technology. cveral empirical stud ies have provt:n spet:d ol ' 

ddi' ~!') .md \\Uitinh time to be important factors in customers· evaluation ol hotil sL·II-st:n iu~ 

and r ronnd-based eni e. Per eption of management in linanc1al institutions on tilL· spt: ·dol 

· nice ddl\ en ) third part) M network e.g. A'J M repait. cash loauing. lm.:atio11 etc. llla) 

inl1uence their adoption or reje tion of the services. 

A per·on \\ill percei\ e a en ice a easy to use when it \\on ' t requm.: <Ill) c t1a ~flints 1'10 111 

him1her. Thi~ an prompt th per on to adopt or recommend other to tdopt 01 , ·j 'Lt .111. 

t ·chnolo 'i al innO\ation. 'I he de!!rce to "hi han innmation i p"rcci' cd a rclmi,eh dilli •tdtto 
::: - . 

undeuand and u n th ref or hamper it p d o Hdoption. I)·" 1 I< J 1 cl:um th.tt an 

application, hi h i per l:i,cd to bl: ca icr to u c than .nothct i m llo...' likcl to I ·a· 'L'It ·d 1 ~ 

t m r cr' i · 1 • th • • 1 i 'I 11 ' ill I · f< 1 th · 

ll nd th rcfc n.: th • hi 'h •r th • pre I dhdll 1 1 th 
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by rai ses, promotions, bonuses, and other re\\ards Pfeffer, 19R2; Schein , 1980; Vroo m. 1964 ). 

The rationale behind this is that ifth )~t m r s ~. n icc wi ll~.' nh :1n ·' pcrsnn's job pcr l(mml11cc it 

will be considered as useful and thu . ('lt.1~<)11 will hnw hi oh ' r inc ' nti vc to adopt or even 

recommend others to usc th • s~ t ·m 1 l'f\ ll"-' ~Is it lw lps to >nin <l positi ve usc- pcr l(mnancc 

rc lati onsh ip. 

!\ sysl l ' l1 1 will b · 11 h~l Ill I 1f 11 ''cc n1ributcs to acco1n pli shing th e end- user's purpose" 

the innovation as om:r in g va lue ovcr alll;rnati\ c \\ <l) s or 
aid & Pra~ad 1 t)')C)). 1\s long as tht: syo.; t<..:m . 01 !\ I f\ 1 -;en I LT. 

~.:o n tribul, lt' C\111 ·urn ·r· a ompli hmcnt of a c<..:rtain purposc or il' tllc custo111crs kcls tl1a1 

\\hl'n p·rl\.1rming the .:arne la k. this y tern or service will give hilll liH.:r h1 d11.'1 ,alu~.· or 

.:uti:laction. th n the ) tern or ervice will be perceived as uscl'ul. In this \\<I)'. a person "ill 

h;n e u higher in enti\e to u e a _stem or service as it helps to accomplish ccnain task anJ •a111 

positi'e \alue and -ati faction. Hence. perceived uscrulncss "ill lead to po:-.iti'l' u:-.a 'I.' 

intemion -. 

orne tinan ial in -titution rna~ lack th need to join third pan~ ;\I \1 nct\\ork !.IIH: • nw 1 ol 

the1r cu-tomer either u e credit card or debit ards (plastic money).< thl.'r 1111) pe1 ·i\l~ that , 

lot of time i. \\3 ·ted in lme at har(;d nct\\ork . Control 111 an th1.· , mount ol ontwl th 11 

u t mer fc 1 the~ h:l\ c O\ cr the pro c . and th u11.: m ·t 11 ( 1 < 'I 

ontr >I i the m 1 imp n nt C. tor or u tom in u ing te hnolo •il . ( ont r I a 1 < m1 1 

t rm nd liz d m lt I 11 
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that make customers more resistant to innm ati n in g~ nl'ral : l'hcsc nrc. functional risk, which i~ 

the fear of performance uncertaint) , n mi ri~k. thl' 1(-:w nrc 'onomic loss, soc ial ri sk., "hich 

is the fear of social obstructiOn and lin II~. p~)cho\()t'IC:ll risk , w hi ·II is the km ol' ps) chnln~! lc ~\1 

di scomfort. 

PHrusuramu11 ct al. (I<>!< ) t ur th.u th~, sak1 hank custOIIl l!rs l l:~.: l when conducti 11 g their 

busin<.·ss Hl ,111 ttllotntlt th more likely 1llcy arc to usc the 1\ I M. Rcliabilit) ha-, a 

p()Sittw d 'l · 'l\lll ·n t · IU ht • me fimmcial Institutions 111ay Jclay joi11in • tllll'd part) \ 11\1 

m·twod\ b ''Ill 'lh '\ p Cl C the network to lx: llnSUh.: ill lcrlll S of their lillUilCilll Clll11111itllll~l1h 

(c 1sh d 'Pt) it . tlr u~tual u age of the A"J M on site by members of' the institution . 

I ~sign 1':1 ·tot .. are qualitie uch a phy~ical appearance and nwd~.:mity ol the cquip, 11 cnl. 

Ph) ·icJI appe.1rance has an etTect on adoption or rejection of a th inJ pan v T:\ 1 o.;cn lt'C'- . Som~· 

re.:ear·he b gun to e~plore per onality and demographic factor~ n.:latcd to the :1~~·~.· 1 11: 111 ~~· ol· 

le ·hnolog) -ba · d en i e. Dabholkar ( 199 I) personality !'actor ... need 1!11 i11lc1 act ion .. "nil :1 

en ice pro' ider. had a ignificant negative effect orne financial institution \\ould p1di.·1 10 

tran a t '' ith ut the u e of TM o that they can ha\ c direct contat·t "ith thL·ir customL·r~ to 

facilnate Jo) alt). A r are perc i\cd a techno log) . Prcndaga t and i\ la11 (I\)() I J u •g • t that 

banking cu tomcr r it tc~hnology b au c the~ prd't;r hum,n llltcmction . I \:til .ml Blll\\11 

t that afct) and m cnic.:n ·~.: ~~rc imponant fact H . 
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n n. ): 

1r· 
n t nl 

# lh 

int ri urn • thi 



of privacy during use and convenience Th hnllcngl'~ to the linancial in stitllti on r<Jngc !'rom 

educating customers on the ne\\ Cl\ ' t ·) l.ck of Ct)nt rn l in th ' di stribution stmteg), i.e. the 

placement and location of TMs. Oth r 1 :-lll:s mcl udl' op ·rnt ion;lli sing (;Onlru(;tuul agreements, 

technical adaptation to nc\v s :-.t ·m:s md 'nlltt ttnp j)<) li ·i 's nnd procedures between the TP/\N 

and the fin ancial institutio11 . 

2.7 SumuHtr CJI tit · 1, 11 ' Hil l t I \' '' 1 

Mo~ t tl t' tlt t r · · 11 h 111 ·uti' ned as a springboard for l'uturl.! n.:scarch on the pcn:eption ol' 

F l ~ l lll th ird p ul\ \ f 1 n t' rk . ll mu t however, be remembered that most previous stlldies 

huv~: b ·~:u (tmdu·t ,din the UK or in the USA, thcrt:l'orc thcst: nwy not m;ccssarih bc n..:llccti\\.: 

oi'Lhc t)p' orr ..:ult that \\OUid be yielded by this ~tudy. Due to the f'act that Kcllya lws dilll.·rL'Ilt 

detnographi-.: ·. the aim of thi tud) is to identify which ol the l~1ctor-. discovcn:d i11 the other 

·tudie· are ·alt nl t the Ken)an context Improvements to th~.: p~.:rsonal and intL·racti\l· ll:ltlln: ol" 

,\ T l might re·ult in the u e of TMs by non-users as wt:ll as increased usa ,c hy c. isting 

cu·tomer· . laim Roger et al (1996). thus leading to many Fls hook1ng up" ith othcr net\\urks. 

It i important to under tand that consumer "ill not pcn.:ciH: the . <lllll' 111 

marketing ommuni ation . Then.: fore. the tud~ of per cption i impon:111t in or i 'I to make 

ea h me· ag~: rcinfor c po iti\e imaec in cum.:nt u cr ' min 1 thus incrca in• pre ripti 111 )r 

man p opl ·to th~.= I PA ·uJi~.: 

that thcr i li I pro e in' 
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Conceptual Framework 

Figure 1: Factors Influencing th 
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3.5. Operationalizing the Dimensions of Third Party ATM Networks 

The perception of management in financial institutions tovvard s the adoption ol' the Pcsai>oint 

ATM network was measured using the followin g dimensions; Speed of delivery. reliabilit). case 

of use, behavioral control, cost of u e, physical appearance and convenience. l"hese ha ve been 

operationalized on Table I. A 5 point Iikert scale was used to measure the extent to \\ h ich 

managers perceive these dimensions. 

Table 1: Operational Dimensions of a Third party ATM network 

Dimension Relevant Issues 

. peed of delivery 

l: ase of usc 

Be haviora l Contro l 

Co 'it 

Reliability 

Physical ppearance 

l onvcnicn~c 

s (J Ill c 11 : R ,. ' t' tl fl' It ,. ,. 

Cas h di s pen s in g 

Cas h re pleni shm ent 
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4. J Introduction 

'I his chapter present th • ltn ln 
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olll ' ,,.d flll<lll •IJ Ill · ust: of' qut:stionn<JirL''> and 

f ht d.11.1 1:111!ncd ll :h h ' '11 ~uwl y;l:d using th e 'iW tJ -;tic;tl 

111\: li alcd in thi s study. llle qucstionna 11·c.., \\ Cr L' 

rent financial insti tution s sckt:tcd as the stud ) populatiort. 

(1Ul l1l'\\hrch I hi tran latcs to an SIUJ%, n:sponsc rate. We eon ... ider th1s response 

-'·- B~td.oround Information 

l'ht: name financial in . titution picked for their identity arc u<.,cd to .,ignil) in 1 s1wci:tl and 

langibl~ thmg . 'lth~r li\ ing. a in the ase of a per on or an animal . or inani111ate. as in the c.t.,L' 

of J piJ ,~ r .1 on ~pt arne of bu ine ses also have meanings; the) could hL' 1cl,ucd to thL· 

naturL' of bu me or a at h~ phrtbe \\hich act a a rnarkctin 1 lo •an . I he a111pl 1 linanci.al 
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Majority of the sampled financial in titution. " ere in orpmatcd the nf't ~ r th ~ year 2001 . Those 

that were incorporated in between th ~ · r I 1-_000 \W r ' pr 'scntcd at 17. 9<Vr>. het11 ccn the 

years 1980-1990, 12.3% financial in tilllll n. \H'Il' ll1l' l l tpor:lkd , wllik .~ J .. J<h 1vc rc lll Corpmatcd 

in the year 1971- 1980 Only I•U o I th<- I<.'~J)<)t1< k t1 1.'\ r~~spond cd thut th ·ir in stitut ion-; \\ CIT 

formed bcl(m: the year 1970. I h · •r hI dm ~ttllllllnri;:cs the findin gs of' thi s stud y. 

Graph I: Fiu:andaJ lll,tltutwn' · 'c ~ r nf In ·orporation 

y f Incorporation 

2001 and after 34.3% 

1991-2000 

1980-1990 
i 

1971-1980 21 .4% 

1970 and before 14.1% 

ource: fi eld data 0 10 20 30 40 

I inancial in titution cxi t in diffl rent form ha d on their ll'l!ur ol op '!'Ilion 111 I li ·en l' 

\\ ardcd b) th ' g \ rnmcnt. 

Inn e • 

findin ' 

p ·rati c 

. . 

build in 

1 rnm ·rcial bnnk 

I Ill' 

n. 1 

I "'11~.1. 

Ill thl . 
rn. 1 

mtl I Ju 

II 

Ill 



Most Kenyan financial institution ar· l...n \\11 I) be I )l' 'll. thnl is, mu_jority shm~holding i ~ held 

by the government in the form of a para t ttl l'.:' 1\)Sl hnnk, K~n y: 1 commcrcial bank m cvcn 

National bank of Kenya, or th ) ar ' n~.; I h\ md1 id11:lls '·L' · l::unily hank. !\ -;~.:cti 0 , 1 or ti 1 c~c 

financial organizations is <mn·d b) int lll . ll<)ll.ll ..,tnkL•holckrs such as th ~.: United Kingdom's 

Barclays or South 

OWill'I'S (ll' 't>rdin' It> th 

-
Tn · of 0" n ·nhtp 

L cal 

Both I cal and f reign 

Total 

ource: field data 
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operations quarterly status report and plan f ::tction or the br~mch, rcvtcws ami vulidatc~ 

documents/reports and subsequent loan and m. imai n harmon in us rcbtt ionsh ips with the starr 

and funding agencies 1 he rc ear h r al f un lth:ll hmnch m;tnng ·rs provide t imcl) n;porls to 

Deputy General Managcr/Gencr, I ll .It lhl hl·ndqtt:ll't~_•rs. l"h · dut ics or a branch manager 

were l(>und to he l<mllululion llHlll'lld.tll<lll~ to ltllprovc da to duy opcr~tlion or the 

branch, 11101ttlllt ill' of tb lh .111d d1. wloptllCill, lllOililoritl g of' ll1Cil1ber~· indivtdual 

tpdatcs. facilitalin!! weekly starr tlHX:Lin' und branch st~tiT 

111plcmcntation. ·r hey arc a!.,o involved in the provision ol'technic:t! 

taff. preparation of cash vouchers, weekly colkctibk.., and '>Uilltll~tr) or 

loan r ·ll: 1 ·~· pr'pJ.rati n of financial reports fc>r submission to the lwadquart ers. tnonitorino nl' 

colkction r nuttan ·e_ b~ tatT. and are responsible for the rccruitrm;nt and llHIIW 'etlh.'tll o!' loans. 

l'h~ chart bel \\ ummarize the findings. 

Graph:!: Re pondent' Po ition in the inancial Jn~titution 
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branches where higher prices exist to com ~ :m ur scn le image. /\lithe finan ·ial institutions that 

participated in thi s study are located\\ 1thm :mob1 

4.2.2 Services offered bv th R 'P'liHl~..• •lh 

11\<. s: lllll' 'll'I'Vi ·~s which l' ~lll !e rr0111 ope lllll !l or 
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di ~l't >llnllll • ,,r Bill nat bu incss clients or thosl! dea lin g with imporh and c\.ports. 
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custod~ ,_.an ther:. nice offered b~ these financial organi ; ations. (,enf..!J'a lly. a majorit) or the 

·en ice:. otlered b~ the \i ited organi7.ations require A'! M fl.tcilitics. 
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4.2.4 ATM Fleets Owned by the Financiat ln. titutions 

ATM facilities have become a mark t n_ 1 :·II .1111l)l1~' linnncinl O!'_l~ll1i;.ations . Th~ hi gh~r th~ 

number of A'l Ms, the better it is tor t1 r_ .. ni7.1ltl)l1 71.0°o or lin~111 ·ia l institutions had /\'I'M 

machines totaling bct\\ecn Q._o, 1- )() machin~s represented 

lj .S<% repondcnt~ . lh· r·t, 

machines. 1111 i111pli 

H) but kss th~tn <10 1\ I M 

n '·'' o ':111int1 10il 'i vnlltc J\TM services. 
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Table 5: Bank ATMs that are Linked to othe r Bnnk Nl'''' orl..s 

Link to other Networks fr qu n y Percent 

Yes . 1 73 0 

No 10 2700 

fotal 7 100 0 
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Table 6: Speed of Delivery 

l)imcnsion All the financial { ummer ·ia l b<tnl.., \lit•rn Finllnl'l' Sa, in g~ and Crrdit 

in~litutiun ~ 
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When all the support systems are properl) fun tioninQ, th ') can access their money whenever 

and wherever they need it. This howe\er I'> n :H al\\:1\:-. th· case. Sometimcs the!\ I'M s hreak 

down disrupting bank operations Cu tom •rs h,n l l' (\nlid~.·n · ~.· in systems that take less time to be 

repaired incase of a break down or Ill) lllh 't jtohl·rn . I h~o· :-.t ud y findin gs indicate that 70.(><% or 

the respondents perceived that 1\.·-. tPui111 \I 1 .., •r 1 • providers are el'licient in deliverin g all 

their services c.g. n:puit of th · 11 'l\\\11 k .md t ·load1nl! of money . Majority() of' saving and credit 

institutions rut ·d lhl· r · Pl'lt · • 111 1 • tir t f network and reloading of moncy as hi gh. Thi.., '"1.., 

l'ollowcd b micro linan · · in tituti n .lt 75.0'Yo while 7S .3°1cJ commercial hanks had a posit1ve 

perc ·ption. Ruling \\a.· ll.1und t be intluence by the abi lity of financial institutions to purchase 

thcir0\\11 r Is .md thctr IC\CI fdependency with out<,ourced third party!\ I M net\\ork.., . 

In general. 67.7% financial in-titution perceived that PesaPoint AIM.., di'>pcnse cash l'as t. 

mong thi -. -.7°o \\ere from a\ing and credit, 78 .3% were from commercial hank<., \\hilc 

7 .0°1o \\ere from micro finance institutions. 

The en ice offered at Pe aPoint A TMs were perceived to be po">itivcl) 'aricd and cu-.;tomcr.., 

f cu ed e.g. ca h \\ ithdra\\al etc by 50.0% re pondents from all the ..,amplcd linanc1al 

in titution . The av ing and credit institutions ·cored vcr) h 1 gh at 7 I .<1 <~u. 1111c ro li nancc had 

6-.0°'o \\hile commercial banks had 47.8%. 

Table 7: a e of · e ---l>imcn,ion ~\I~ lh~ fi~ancial ( ommcrcial Bank 
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When technology is user friendly, it attract man) ·li~n t s sincl' th 'Y will have no problem usin g 

it. When it becomes so technical and dtrti ·ult t l u~~.'. \l'l') ll.·\\ eli ·nts will be willin g to make usc 

of the same. Perceived case of us· ha'> t t.Ju~. I [)\hliiW ~.·l'h~ t on int~.:ntion to adopt or rc_jcct 

PesaPoint 1\TMs. Majority of' the 1 ''P >tl l·r11 ( • .X%) 111di · m~.:d that PesaPoint A'I'Ms arc cas) 

to usc. This was runkt:d Vt:t · hi •h h) ol <t in~~ and credit i11 stitution s f'ollo\\tcd by 7.s.ooo 

micro finance instituti <) fl ". "ith ·pmm ·r i.ll banks being the last at 65.2°;(, . 

To operate un rl\ I llhtchin • ·fli icntl~. one need~ to understand th t: instruction provided. 

Institutions prm iding \I I ·en i e ha c tried as po<>sible to make usage in struct ion simpk and 

·traight fomard . rhe) h:l\e e\en gone a step a head and incorporated national languages like 

wahili for u ·er not quite good in English. This helps in making surt: that no customer care 

per on ar required during tran actions. According to the research findings. 71 . c;o,o ol the 

re ·pond nt found u ·age in truction at PesaPoint J\TMs cas). I his vic\\ \\a<.; rated ver> hiuh h) 

5 . 0°~0 micro finan e manager follo\\ed b)' 78.7% management of savings and credit and n.1uo 

management of ommercial banks. 

Marketing principle fa,or the u e of graphics that are user friend!). Ciraphic-. that g1,e out 

certain information. rather than u e of ab tract graphics that arc wmpk:~ lor thL· U!->cr-. to 

comprehend encoumge u ers to adopt or r~jl:ct the services heing ofkrL·d PL· a Point \ 1 \1-. ha\ c 

graph 1cs that arl: user frrcnd ly a "a. indicated h) 76.:u~ n:-.pondcnt . I hi" c kll1L'rH ":r" rat l'd 

\Cry high by , -.7% managers of a\ ing and credit in titution 0°u lro111 1111 'l'<l lill,lllll' 

in titution and :. -% from omnH:rcial hanb. 'I hi lind IHm that thou •h not 111111 ) fl\ 
111 

, 

an h, pr un.:d n 1u: from Pc 1Point. ma'orit) l r th • lll.IIHI 'Cilll'l\1 h,1 a po'lltl\l' 

n 'I\ rk ' I it h td h ·lp I them ra. th i r I i Ill "i th lll ll . . .tr) h,l\ Ill l 
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TableS: Behavioral Control and Con,eniencc of PcsaPoint ATMs 

Dimension All the finan cial 

institutiom 

Mean Standard 

Swre~ l>e~ iation 

PcsuPoint 0 111 l 

AIMs 111 1: 

lm: ut~o·d 111 
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COil\ ~1\ICill 
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management from commercial bank \\hilc the 28.7°o sa\ing and crcdu nt.tnagcrncnt rated It 

lcmc 1. The <.lifTcrcncc in rating frnm dilh:rcnt linandal institution "ill hclpl'cS<tPoint m,utcun • 

team to knO\\ lhc marketing tratcgic the) nct-d to adopt when dcaltng \\ uh c h catcgur) ul 

financial institutions. 

Tublc 9: Cos t 

duugcs are 

not 

protubiuve 

\lun "'lndard 

'core\ Ut\taliun 

\lu r11 I tno~nn• "''"'"I! untl ( r .. dtl 

lk••·'""" 

•12SUO 0 SOO 

While price in most ca-;c-, is determined b) demand and suppl). it abo tn -.omc C:\tcnt dctcnninco; 

the usage \I ~1 nct\\orks that charge more than thl! pn..:Htiling m~trkct wtcs Htc not .ttlt.tl'ltH' to 

lhl!rs. I he finding of this stud) shm\ that chargl!s Jc, icd on c.t:-.h "ithdnmal at PcsaPmnt 

t\ I ~b \\Ds not prohihiLi'c as indkatcd by 67.6~o of the rcsp,>ndcnt:.. I Ius lll.t) ha\C ~untnhuh:d 

lU the fact that more financial tnstituttons are no\\ joining thl! net" ork. 

Table 10: Reliability 
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'J he dependability of a product or s~n ic\.: ,., \Cr) important ~.;pcciall) in th..: <.·urr\.'nt gcnl·r.lt ulll 

''here competition is the ord..:r of the day. ·r he hi~her the rcliabilit). the bcucr the product and 

thl.! more auractivc it becomes More so. customers do not ltkc A I 1\ls that ln.:qucntl) hrcuh. dm'n 

or quickl) run out of mone) . Rdtabtlll) ol the A I~~ nl.!t\\orJ.. becomes kc) tn pulhng cu tomcr ... 

to tll! A 1M user.,. Pc!<iaPoint A I"Ms \\Crc rated to bl! reliable b) 97 Jo,, rcspt>n(knts. \mong 

them majorit)o (I 00.0) "ere from micro finance institution f(,Jio\\Cd b~ 8"~ · ' ~ from :-.a' ing anJ 
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credit institutions while 34.8% were from comm r inl banks. Since most commercia l banks 

already have their own A'l Ms netv.ork though "-< m~ nr th~m has procured PesaPoint serv ice 

while others will join later, the research tinding-.. -..htm-.. that th 'Y per ·c ive their own network to 

be superior. This belief was f(nmd to b · ·f·t~.•tH "tth th~.· s:1vin 1 and credit management and 

microlinance insti tutions mana •Cill 'Ill iu mo-..t of tlwm have no their own network httt 

depends on outsourcin •. 

Table II: Phy~icnl pp•aran· 

l>imcn~ion \lllhl' lmunciul I 11mm ru<~l H<~nk \licro-1· ina nee ~"' ing and ( red it 

in,tilutitHI' 

\It till \t,tnthtnl r \lean tandard VI can ~tand:ud \lean :-.tandanl 

Score~ DeHJit n I 
cure Oe\Jation ~C()fC\ De' iation ..,l"III"C\ lln 1:111un 

n 0 I n u 

PcsaPoinl 2.91 I 026 2.6522 0 5 -1.5000 () '577 "Wi7 1 I 1 I ~ 

\ l ~Is ha\c 

state or the 

an features - ----~- I 
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them, 55.0% who were the majority were from mi ·ro finance institutions, followed h) 52.3°1{) 

from commercial banks while 42.9% \\cre from a\ ing and ·rc iits institutions . 

Physical appearance ha'> an effect on udopti m 01 r~t~-' 'linn tll' a third purty /\TM scrv1ccs. 1 0 

some customers, physical appearance of \I I t::-. .1 ~.·r im port(lnt l ~1ctor consic.krcd hel'ore 

adopting it. They will as such I· ·I pm il 1
\.' I to lw 111 su ·11 n ·tworks that have attractive 

ap!)carance. Hanks conttnue to 1111k • lh ·it \I h ' ., · attractive pltysically to attract customers 

and retain those tit· ' h!l\i,: I h · Ill I~ h und out that. Pc..,a Point /\ '1 Ms ha ve a ~ood ph: -;ical 

appcurance (ll't'OI'dill, (\l 6/ I'' I> \ 1r lh' I • pc ndl.!nts. Majority ( I oo.o<Yt)) were from mi cro lin a nee 

institutions l(l lltml·d b\ (10 (1 11 It 'Ill ( mmcrcial hanks while 42.9°/c) we re f'rom sav in g undcredit 

institutions. It is us-;um ·d th.ll the nc" concept of off site A'l M locati ons in the loca l market rna) 

take a while for the market t under tand and appreciate the dynamics or the ph ys ical t'caturcs or 

Pc ·a Point in ·tallution ·. 

rhe perception of a majorit) of the rc pondcnt who participated in thi.., '>tud) i11dicate!-> that the 

branding of the Pe aPoint T 1 is good as was indicated by 79.4% respondents. ll <mc"er, there 

i needed to keep on revie'' ing thi with a view to maintaining and improvin g it. since hranc.lin~ 

ha an effect on adoption and continued u age ofa sen,ice. <:,pccilicall). H7."'1 1~'o -.;m 111 o and Lrl:dlt 

rated thi ' ver) high. tollo\\ed b) 8-.ooto management ofmtcrotinanu.: tn~tllutto 11 .., "hill: / X.1oo 

wen! from commercial bank 

When the re ·p ndent~ \\Crt.: a !..ed to indi ate the c. tent to which the PesaPoint 1\ 1 i\ 1 ha\ . tlw 

be t 1 1 fo )t print in "-cnya. 82.4% n!!->pondents indi ah:tl that PcsaPoint had thl· hc~t t\ 1 i\ 1 

foot print in airohi and 111 Kcn)a a a ''hole. I hough . Otlll' comml·n.:ial I ank hmc their 0 ,"1 

ncl\\ork , ma· )fit) 7 . % bclil:,· that Pc~ aPoim 1\ I ha thl: hc. t fo )t pt int 111 "·n .• r. I ht 

m) b ttribute t th f< t thm P P lint deal rq . .., a it COil' hu inc "1111 • 

th r finan i I in tituti n ha oth "a h ·I I "a I o h ·I I I ' 
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holders knows the limits of the contract. The tud) un ·m cn.:d that most or the stake holders 

found the clause wanting. 1 here were tho '' h tl:-lt 1h:11 the procedures to be l'ollowcd were 

long and tedious. Others said that although th' 'l ,tu~~.'~ \VI..'r' tou gh, they were lll <.lllagcabk. 

Another group of respondents ~inglcd out th' ti~1111~· r~.·-.olt1tion dausc and said that it was in 

favor or PcsaPoint. Man) other-. ( /'1 , ,v r .... , Oil knt-. "nid that the contractua l clau se-. \\ere all 

inclined to li1vor PcsuPoint. I h11 • "h 1 ti I that th • p!<H..L'durcs to he f(lllowcd were lon g nnd 

tedious rcpn.:scntl.·d I~ 6~'v \ll th · 1 • 1 ml•nt 'hilc those who said the clauses were tough but 

manageable r ·rn:sl'llll: i . ',, ,,, th rc pondents same as those who iso lated th e dispute 

resolution clm1s1.: and aid it \\U in fa, or of PesaPoint (5.4(YcJ). 'I his findin g rndicate'> that the 

contrm:tuul cluust's on prL) ·cdurc to bl.! followed in operationa l phase ol' the rrojcct arc 

unpopulur "ith most tin:.mcial in 'litution. 

4.3.1 ompany Procedure in Financial In titution that are in Conflict with the PcsaPoint 

y tcm 

For tho e financial in titution that ha e joined PesaPoint nct\>\ork. company''> rroLcdurc'> and 

policic · are re\ i ·ited to make ·ure no conflict persist with PesaPoint sy'>tcm'>. \llajorit~ ()' ;(~ 0 of' 

there pendent did not ha\.1.! company pro edure~ that an: 111 conllrll \\llh the 1\.:~aPurnt ")~tell\. 

!lowe\ cr. '29.7% re pendent indicated that thi wa a bit hard but manal!.cabk "ithout chanl!.ino 
~ ~ 

any of their policie . Tho ·e \\ho had to change orne of their pol1cics to meet the requirement or 
PcsaPoint rcprc cntcd .I% of the respondent . ·1 hcsc findings \\ould tlt'l.!l'St that not man~ 

om panics ha' e pro cdurc and policic that arc in conflict'' ith Pc~aPoint and the k\\ that hm e 

arc able to accommodate Pe aPoint. 

4. ·-'I h Manaf.!cment of Oisput~ 

tin f\1 • di put ut nd n~.: t{ b • I lr' 

in 
th ·r 



m management of dispute is longer compared to other b:mks. l'his perception was made b) 
10.8% of the respondents. Another 54% of the re-..rl)n knts s:1id that the management or dispute 
was poor due to lack of faith and trust'' ith th' Pes,tP )1111 I low 'V 'r 2.7<X, or the respondents said 
that PesaPoint has been very helpful in th' 11\.'.1 111 dbput~· mann 1cment. Something has to done 
to improve on the speed ol' PcsaPoint 1i JUt ll' c lution . 

4.3.3 Cash l>l'posil RttJuir ·m •nl' In m I' 'a Point 

To join 1\:sttPtlinl I 1 lli..'l\Wik. ' 'h financial institution i-. rcquir<.:d to deposit 'iOI IIC monc~ 
with PcsuPoint \\l111:h ,tl ~) includ ) le pa)mcnts .. , he rcscan;h !indings indicate tltat this rather 
demanding ror man) financial in titutions. in addition to the opportunity cost. Accordin g to 
them. a ne\\ budget become ne e ary among other infrastructure bein g put in place . I he nc" 
budget alttr the e:-..i ·ting one · b) reducing them .-, he perception or a majority or th<.: IT'ipondent 
on en h depo · it requirement b) Pe aPoint is that the initial deposit required i'i ver) hi gh. Mmt ol' 
the organiLation had either to adju t their budgets to accommodate P<.:<.;aPoint or come up" 1th a 
ne\\ or additional budget. The e perceptions were received from 86 .5% o!' the r<.:sponc.l<.:nh "hilc 
1 .5o/o of there pondent aid that they had no challenge on PcsaPoint cash depo-.it requirement 

4.3.-t Limit of Liability on the part of Pe aPoint 

rhis po e. a great challenge to financial in ututions linked to 1\:sa Point. I inan ·ial in..,titutiun..., 
linked to the Pe JPoint A I ~1 nemork feel that liahilit~ should he equal for both partil'..., -;hould 
the unforeseen happ ·n. 'I he per eption of a majority of the respondents (61.9%) is that Pesa Point 
avoid liabilit\ and it tries to minimi:te liahilities as much as po~ ible. 'I hi lem c" the clit.:nt "ith 
th hi •her percl:nta l: o li bilit). IIO\\l:\er there arc tho ·clients \\ho Icc! that tiler· ,1rc no 

li bilit 

f: r I imit I iahiliti\: md the • rcprc "Ill 1 o 0 of tlw 
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4.3.5 Pricing of Transactions 

To attract customers and maintain those air ad) a· 1uir~ L financial institutions try to make -;ur-c 

that their services arc priced as rcasonabl s pth!\tbk. 1: ·n wh~ n linkin g up with PesaPoint, 

transactions pricing is constdcn:d . )n it-. ·n I, l\~.tPn1111 tr · to nwkc -; urc that it -; price-; ~trl' 

competitive and within tht: pn:sidin • 11\lrk 'I r.lll' t:tkin 1 into consideration K~nyan market is 

very price sensitive 'I hl· p 'tl'l'ptiPn '' 1 m,,',lil X'>. l'Yr, of'the resporltknts is that the pricin ~ ol' 

transactions b PtsnP(>int i t\1 1 hi 1h. hi contractual i'->sues should be l(>cused on the price 

sensitivc Kcn tHI S. lh · p ·r ·pti 111 i th l man people have avoided PcsaPoint because or the 

pricing. !lowe cr lO.l>0 o or the 1' p ndcnt ·aid that the pricing is not a chal lenge since it i!'> 

within the mark.ct rang· . I he 1 ricing of tran actions 'ihould be balanced '-> uch that the customer 

rcaliLe · the comcnience. de·pne the prices while PcsaPoint also gains. A lot ol'con 11 m1nication 

and renegotiation '' ith the finan ial institutions i~ required here because the trar1saLtio 11 c0 .., 1 1.., 

actually intlut d b) the \ariou financial institutions, sometimes by as much a.., xoo,
0 

ol the 

commi ion that Pe aPoint earn . To some financial in -titutions, PesaPoint ha.., !'aci 1 ita ted 

additional revenue tream . 

-'.3.6 Ob enancc of Agreed Tariff 

fhe per eption of a majorit) r 7%) of the respondents is that once the tari n-. we a~'ll.'L'd. the~ .liT 

·tri tl) ob ·ened . Thi ma~ b attributed to the fact that the tarills an: clearly '>llpulatcd and 

under to d prior to igning up to tht.: net\\Ork. IIO\\C\er 21.6% of the rcspontknts indicated the) 

had no challenge on obscn Jnce of tht.: agreed tan fl smcc alter the agreement. the~ go as per thL· 

plan \\hik _.7% resp ndc.:nt s~ud that thl: t, rilf though high 'r than other hank Ill' 1 . IH' 

oh n cd. 

4 .. 'I cchni ul D l.t)s dur·ing tlu: Pruj ·t Pha' · 

in di ~ r nt ' in rei lin. n 111 in tilution u h .1 h.mk 
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5.4% respondents indicated that there were technical deln)s du' to restricted sort codes in their 

organizations. Those who said the technical d Ia) \\l:t\~ iuc to the procedure or process being 

too long represented 27%respondents. Ther· \\ 'r )l:l ~lllO lh 'f l()t or respondents who attributed 

the technical delays to the fact that Pt:suP,Hnt !1) th)l :1ct immed iat ely in times ol ' crisis. The: 

represented 2.7<Yr, respondents sante '' th '"'w~~· rwrc •ption W<ts th at Pcsa Point docs not set 

Clear information in [<.:llllS 01' li11111 h' in lifted IJy their <.: lient, time to be taken and 

merchandise required . Tit· · · J ·In h uld b' explained to the cli ent in time and appropriate 

action tuk · li·on1 bt)lh ' td '" I hi i un lear a Pe~aPoint ad heres to a stri ct project plan which 

detail s cith 'I' party',· · 

4.3.8 Sharing of hlrketing and ommunications Budgets 

To pro ide the cu tomer \.\ ith infonnation such as promotions, launch ac ti vities or even 

acti ation, both Pe aPoint and other organization linked to their system share a budget. 1 hi s 

re ult in a complex relation hip gi ing way to diverse views from respondents . 1 0 !-.omc 

organization thi pia) a large part of advertising PesaPoint rather than their in!-.titut 1o11 . Other-, 

feel that it i good for both partie. haring of marketing and communication-, bud~ct shoulu not 

be left to one part) ince both partie stand to benefit from the contract. It ''cndd be prudent if 

both the partie agreed on thi budget p6or to igning up to the network . llcmcver it is arrarcnt 

that thi i ue i not clear in the Pe aPoint contractual documents -;incl.! .t major 1t> ()7 .()uu ol' thl' 

rc p ndent indicated that th re ''a· no clear mformatton on ho" the hud1.!l!t \\ould he -,harcd. 

IIO\\ H~r 24."% re-.pondl!nts indicated that the) had no chalkngc on thi~ is-,u~..· \\hill! X. loo 

respondent aid that m t of the hudl!t:t i. provtucd h~ the <.:ltl!nt. PcsaPoim tah·s lhl· k-.-,~..'1' 

pt!rccntagc. hcsc pen.:cpti n. Jl1:J) m l augur ''ell for Pc aPoint. It is important to rc\ ic" th~..· 

contra tual docum nt nd orne out clearly on ho\\ thi hud 'Cl should h1..· hare 1. \n l'l'fillt 

h uld b li nt under t 1nd the h, rin, prior to ·n •a 'in' into th • 

(I 1 1n 1 w OJ l'r.ltion .111 I 1{1 k 

r1 Ill Ill in n. I u 111 llu •u ·~ ml • • 

.. lllJrll 7 Ill 

ttl n 
1 n 



thus the risk of system downtime increa e \\ ith optimum usag~ . !"he rest ol" the r~spondcnts 

(13.5%) indicated that they had no chall ng·s on thi-., i-.,~ul' . It is important for J>cs<~J>oint to 

review its procedures and cut dO\\n on th unn '·c-.,-...11 \ htlll':ltll'r:t · to improve on managing 

operations and risks. I hey should also t tk • int .t <Htl\1 th • increasing volumes as the service 

gains popularity and take the nee'"' tt) 1 ·li 11\ hl ·" 01d th' s stem downtimes that may occur. 

4.4.1 Buildiug Customt·t ( oufnl ·n · 

Th. generul lllldL·rstundill' i th ll luillin ll tomcr confidence in the usc or J>csaJ>oiltt lw-. not 

been very CU'>) "ith nw..,lt'l' the '~'l!•mization . flowcver there arc some who liH1nd it e<l'>~ 'iincc 

Pe ·a Point has cstallished ca h p 1111 in mo t of their distribution locations. ·1 he convenience or 

their cu ·tomtr ha ·been thetr ke) elling point. On the other hand some organi/ations csrecialh 

the main ·tream bank· ha\e found it \Cr) difficult to build customer confidence in the usc or 

Pe·aPoint r J· becau e the) ha\e \\ell established J\ ' f M network all over the countr) and 

Pe 'aPoint po e a, a major ompetitor. In this tudy. most organi/ations (53%) indic<~ted that the) 

face dirticultie in building cu tomer confidence in the usc or PesaPoint J\ I 'vts Slllle the 

Pe aPoint T 1 pricing i too high. Other (22%) re pendent said that the) arc unable to build 

cu tomer contidence in the u e of Pe aPoint TMs because they arc not rcliahk due to frequent 

default. Tho e \\ho aid that the) face difficulties in building customer confiucncc du~...· 
10 

the 

ht.: ti \\J) · of re ol\'ing di putc r~.:prcscntcd 2.7% or the rc-.;pofl(knt. Jlo\\ncr ..,.., ~~~~~ n!' thl' 

rc pondcnt indicated that they had no chalknge in building custom~:r L'o nlid~.:ncl' 111 thl· u c 
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notjoint the PesaPoint ATM network. These reprc ··ntt:d _7 .R0 o of" the respondents. 

4.4.4 Reasons for Not Joining the PesaPoint J I t' h ork 

Almost all the organizations that were \1 lie I . n I hnd not joint Pcsa Point /\TM network were 

co-operative S/\ CCOs. Mo-.t of them ( h . {l ind rcrt ·d the reason l(>r not .i oi n i ng the Pes a Point 

ATM network is II lot or bun· llli.'l I ') \\hi h h. to h' followed bcl(m; joining while I ].5 1X) said 

that PcsaPoint hus rwl c..h>lll' Jll\>p 'I 1111rk •ting to S/\C ·co.,. I here is read_y market "ithi11 the 

SACCOs und Ptsul\>int h >ul i dir • ·t their marketing energies to thi s market. 

4.4.5 Rcusons for Joining the P aPoint TM , etwork 

Those who had alread) joined the Pe aPoint ATM network had various reasons ol doing so. 1 he 

mt~ority 8, .8°o indicated that the) joined the net~ork for the convenienc<.: or their cu'>ton1cr'>. 

The Pe aPoint T 1 nemork i quite good and reliable. ·1 hose who said that the) JOIIlcd the 

PesaPoint T I network because their customers get easy access of their funds rcrrescntcd H. l ~x) 

of the re pendent while ~..f0 ·o respondent said they joined because the PesaPoint !\ 1M" ar<.: 

trategicall) located. There are tho e '' ho joined the PesaPoint /\TM nct\\ork hccausc PcsaPoint 

ha opened net\.\Ork \\ ith other banks and they represented 2. 7% or the re<.;rondcn t 'i. 



CHAPTER lYE 

DISCUSSION, CONCLUSIO 0 IMENDATIONS 

5.1 Introduction 

The main focu ~ or th is studv \\ l' lll I I '111\in~· till' IK'I •ption o!' ll iU IW[.!,C il lC I1l in litlallCi ~ li 

institutions towards adopllolt ol' t th i t I • ,trt) A I M 1wtwork oiTcn.:d by PcsaPoint in Na irob t. 

dct rminc wh t.: thc·r th . pt'l' ·pd lfl i ~r b ·tween the d i rrerent categori es of' fin ancial 

institutions: banks. S (.) · mi building ocictics and to determine th e r crceivcd chall enges 

th t.: linaneial institutiOn" Ia -~ 111 u ing third part) A.l M networks and to investi gate . lbscd oil the 

results obtaim:d in th · ·tud). thi ·chapter ummarize~ the resu lts. 

5.2 Di ·cu ion 

The iinding haY important implication for research, banks and third party A 1M serv1ce 

pro ider a ,, ell a tho e that are planning to enter the market to alTer the same t) rc ol' scr" icc .... 

!'hi· ·tud) ha · e ·tabli ·hed th pt:r ption management 111 linanci<d lll'>lltuttull.., ha, L' Lll\\ "'d-. 

Pe nP int \ T 1 \\ hich ha either hindered or accelerated their adoption procc..,..,e.., vhqmlt\ ol" 

the rc5pondent. percei\ed that Pe. aPoint T\1 are easy to usc. reliable located Ill '>ccu rc pl~lt:L''­

and on\enient to it · cu tamer . and haw· a good ph) ical appearance. 

Jhc rc carch ha further reveled that the Pc aPoint A I \h hm c stute of the art features and that 

the com pan) deli\ er qu1ck er\ I ·~ e.g. inLJ-.' or l'l.:pair:-. and r\:loading of ca 11. Pl· ,1p01111 

·y 1s \\ere further stated that the) ha\ the bl!st A 1, 1 I( ot print in k.cn ) a" hill: sOillL' financial 

in titutit n man, g m nt fdt that Pe ' Point A" l 1 ha' e goo I I mn lrng. Pc a Point \ 1 \1 \\ 'I C 

•tid to in tru tion . n crccn •ra hie ore u er friend!~ and that u n 'l' 

ll) linan i I in tituti< n llllll.t •em ·rH h.t Ito til\ • 
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Company's procedures and policies are revi ited to make ~ure no conlli ct persist with Pcsa i>oint. 

Banks using PesaPoint network have mixed feeling:- .lh )lit hn\\ Pcsai>oint deals with this issues 

such as customer funds reconciliation tssu • . 

Each financial institution is required to t1 ·p bit s \11h.' llhllll' with PesaPoint which also include 

cycle payments. According to th ·m, tn '" lui l't h1.· om ·s necessary among other infrastructure 
being put in place. 'J hl: n ·w blld • ·t tit· th l' ist111, ones by reducing them Pesa i>oint to limit 

liability on it part. this pos · 1 •t ·II hIll 'II 'C to financial institutions lit1kcd to Pcsai>oint /\TM 

network bc~.:mt~l· I{) ulNnb liubilit~ ,I it orne~. l· inancial institut ions lin ked to the Pesal\1int 

1\TM network kl'l tlhlt l1.1btlit~ lwuld be equal for hoth parties shmlid the unl(m:..,ccn h:tppcn 

ome managc1-- ll:lt th.ll "h~.:n technical delays occur PesaPoint docs not act in time to alleviate 

the problem· . To other. h '' are current members. they cited that they plays a large rart ol' 
ad ' crti ·ing Pe ·aP int rather than their institution while other felt that Pcsa Point ha'-. a lot or 
bureaucraq hence managing operation and risk becomes ver) d i nicult. 

5.3 Conclu ion 

ccording to mo t manager 111 financial institutions speed of service delivery h) 1 p 

provider i deemed a ke\ influence to the adoption of A'TM scr ices. Dahholkar ( 1996) inttiall) 

ugge ted that e:-..pected peed of deliv f) i an important factor for choos111~ anu L'\ aluating 
tcchnology-ba ed eni e option. The perception of management 111 lin:mcial in titutinll 

to\\ard third part) A 1 en 1 c pro\'iders has been itlentilied. I he~ include perLel\cJ r1.., • 

perceived ease of use. and p~.:rct:ived usefulness of PesaPoint AI i\1 among others. 1 he tuth 

further c tabli ·h~.:tl that rbk perceptions hy potemial users hirH.h:red the adoption of' PcsaPoint 

'J :\b. 
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5.5 Limitations 

Concerning the research, lim itat ion~ cannot b' tot.lll) a\ llllkd. I· irstl) , althou gh a third part; 

ATMs is not new in Kenya, it is still in its infan -~.inc~.: onl two ·ompanies' offers thi s type or 
services. 

i) During the co llection of lit 'lllllt • thl' .111thot found that th ere \\U 'i a lack of' rckvant 

ii) 

information ' I ht• Ot'i •ins of inhlltnalioll ill 'VItahly CO ille f'rom oth er co untri es, li ke the 

lJnit ~.: d Stol l'" \>I 111 ·d · 1 1ntl l:urope. ' I his may not acc urately de-;cribe th e 

phenoml..'l\(111 111 li itu 1ti' n m en a. c~rccia ll y with the cultura I d i l'l'e rencc~ in 

bel\\ccn. the h.cnyu und the fir t ''orld. 

ol kcti ng. data fn. m linancial institutions rrovcd to be ve ry d i l'li cu lt -; 1 nee mo'>l 

inronnation in the tinancial in titutions is rcgard<.:d confi(kntial. ami lll~llla t'c r -, ~ 111d t.tll 

tak.c an oath or confidential it). I o the financial institutions manager-. arc , cr) bu-., 

per · n · ,, ho had le time tore pond to questionnaires. 

5.6 uoge tion for Further Re earch 

Li mitation and hortcoming ofthis tudy pro ided implication lor future re~earch. 

i) The tud) on perception of adoption of third party I \1 -,en ices olkrL·d b\ Pl'-,,!Potnl 

can be e:\tended to cu to mer rather than the fi nanc ia I institutions manag~.:n11.:nt. 

ii) ompari. on can then be made beh\een individual customers and corporal~: L'u-,to1m·r..., 

in term of the factor influen mg their adoption deci'lions. the criteria fo1 -.eb:tin g 
1 1 -.en 1 cs providers. and the types of prouucts and -.er\ ILl:.., perceh cd to hl· uwrul 
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:1 i I'() hi ' 

'1'· 1: 07\() 777 18 2 

Sl 
I ' !\ ug us t , 2007 

Dear sir/Madam. 

RE: RE lJEST FOR RFSF \R 

I am a tina! yl:ar ll,..,tgrm.iume ·tudent in the faculty or commerce. lJn iver">i ty or Nairobi 

majoring in markding. I am undertaking a research on the perception of' management in financial 

institution· tO\\ ard · the ad ption of the third party A'f \11 net work o l'l'ered by Pc'>a Poi 11 L. 

In order to undertake th re ear h. you have been selected to form part or 111 ) stud). 1 hi.., is 

therefore to reque t your a i tance in filling the attached questionnaire a<, truthrully as )Oll can. 

The information }Oll give will be treated in the strictest confidence and i"> needed purel) for 

academic purpo e. \en \\here a name ha been pro 1ded. it \\ill not UIH.ki an) LlrcumstanLe.., 

appear in the final report. 

our a i tance and co-op ration ''ill b h1ghly appreciated 

Your sincere!) 

Kimani ~lhuru 



APPE 'DIX ll 

QUESTTONNATR~~ 

Section A: Background informatiou 

I. Name or linuncial instttllllOII 
2. Year ol'incorporutitlll 

Form or linum:iul insltlutitm. 

(a) Cc.:li111U\:iulluU... 

(b) l'v\xtg<. gt! hous 

(c) Bui I ding :~_x:i ely 

0 

0 

0 

(d) 1icrotinance in-ritution 0 

(e) aving and Credit Cooperati e ociety 0 

ny other plea e 'P cit) 

4. ature of O\\ nership 

(a) Local 

(b) Foreign 

(c) Both local and foreign 

n) other please -pecif) ___ _ 

- \\hat i. your po, ition in the organi1ation? __ _ 

6. Ph)' teal location of the organization 

7. Plea e li t the n i ~.: ) ou otTer to your chent 

ta) __ --~ 

(b)_--

0 

0 

m 

0 

0 

0 



Section B: 

2) Indicate the extent to which the PesaPoint network i. ~ndi 'inl to ynur current and potential customers on 
the following using a scale of 1-5, where: 5 ' 'I) hrg~.: ~\ll nt ; ·I 1\ l:lrgc extent ~ l To some cxtt.:nt; 2 
1\ small extent, and I ; 1 o no extent. 

STATEMENT 

(i) Pcsa J>oint AIMs arl' <:it-;)' Lo I 
usc 

(i i) P~.:sa J>(1i nt 

prohibitiw 

Uii) 1\:snPlli nt 

(iv) Pc<>ulllinl I h ,u ' I 
convcnicnlk) ·atLOil' 

(v) Pcsal\1int \ r Is baH~ tate of 
thc art l~atur~s 

( i) 

( ii) 

(viii) 

( i. ) 

-



Section C. 
1. Prior to signing up to the network, and n Jt)lnln•) th~ P~saPoint network durin g the 
partnership, what challenges did you have or ·1r' )tHI h;\\ 111!)' ith r ·gard to the l'ollowing areas : 

1. Contractual clauses on ptoc ·dw ·~I I · f 'll<l\v d 111 th ·operational phase ol'the project 

•••••••••••••••••• ••• ••••• 0 ···························· 
••••••••• •••••• ••• •••••• ••••••••••••••• •••••••••••••••••••••••••••••••••••• •••••••••••••••• 0 ••••••••••••• 

·················· ························································· ............................. . 
.... .. ............ ······························································· ....................... . 
········· ······························································· ................................ . 
········· ······························································· ········ ........................ . 

11 • Compan) 1 wccJurc unJ )li ic that arc in conflict with the Pe.,aPoint '>)'>tellls 
......... ·················· ································· ......................................... . 
······························································· ········· ................................ . 
·················· ·······························o•••················ ................ 0000 0 000.00 ... 0 ... 00 
····o••···················· ···································· .......................... 0 .. 0 000 ... 000 .. . 
······························································· ......... ········· 000 ................ 000 .. 
o••··································································••o ......... OOoOoo ... OOOoOO Ooo 000 .. . 

111. lanagement of di pute e.g. cu tomer funds reconciliation issue'> 
ooooooooo ... ·········o•• ·················· ········· .............. 000 ......... oooo 
····••o•••········ ··························· ···············•·· 000 000 ••• ·••••o ..•.••...•.. 

·················· oo•••······················································· ...•....................... 
••••••••••••••••••••••••• ••••••••••• •••••••••••••••••• ••••••••• ••••••••• ••••••••• ••••••••••••••••••••••• 0 

•·····························•·········•· ············ ·················· ...........• ooo ···•············· 
·····••o•••••··············································••o•••···••o••••···············••o••••oooooo •o 

1v. a ·h dcpo it rcquin:ments from PcsaPoint i.e. the amount and c~ ck ot' pa~ mcnt 
··········································································•o••••·············· 
.••••...••....••••••••...••...•.•.••...•••...•....•••....•. o .... o .. o •••••••••••• o •. o . 
• • • • • 0 ..................................................................... 0 .................................. . 

······································································•••o•••·········· 
·············································o•••·····································••o••··········· .. 
• • • • • • .. • • • • • • • • • • • • • • • • • .. • • • • • • • • • • • • .. • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • .. • • • .. • • • • • • • • • • • • • • • • • • • • 0 ••••• 

v. Limit f li ilit. 
. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .................... . 
. . . . . . . . . . . . . . . . . . . . . . . . ············ ········ ... 

. .. ········ ........... . ················ 
........ ····· 
. . . . . . . . . . . . . . . . . . ................................... 

. . . . . . . . . . . . . . . . . . . . '....... . 



v11. Observance of agreed tariffs 
......... ···· ······· ····· ····· ······ ················ ······ ··· ·· ··· ······· ······ ......... .. . .......... .... . 
.... .. ············ ······ ... ······ ··· .......... ··· ························ ······ ... ... .. .. ............. .. . . 
••• •••••• ••••••••• ••••••••• ••••••••• ......... ............................ ....... . ... .. 0 ••••••••••••••••••• 

•••••••••••••••••• ••••••••• • ••••••••••• ................................................ 0 ••• 0 •••••••••• • •••• 

········· ··················· .. ······ .............................................................. ......... . 
······ ... ········· ············ ·········································· ................................ . 
VIII. Technicnl d1.·lays duri11 • th · p• • t ph<J~ o asioncd by di ITcrcnccs in operating system s 

bctwe<.;n Pesal\1lltl 111 lth ·' 1u1 r ani~ation 
oootoooooOOtooootoOOttttO II I 

...................................................... ........... .... .. ... 
......... ················· ··································· ··········· .................... ... ......... . 
...... ············ .................. ............................ ............................................ . 
......... ········· ········· ... ............................................ ..... ................ ............ . 
························ ··· ............................ .. ...... . ......................................... . 
......... .............. ................................................... ....... .. .. . . .. . . . . .. .. ....... .. . 

L\ . haring of marketing and communications budgets e.g. Launch acti vities. promotions 
and actiYation 

·········· ········ ... ····························· ···· .......... .. ................ ····· ........ .... ······ 
········· ·················· ········· ·················· ......................................... .... .. ... . 
······ ········· ··························· ··························· .................. .. ....... .... ... . . 
············································· ········· .............. .. ................... ............... . 
········· ········· ......... ··········· .................................. ..... ... ............ ......... ... . 
·················· ....................................................................... .. .... ...... .... . 

x. . hallenge of adhering to ongoing Y tern and generally managing operations and risk 
...... ············ ········· ········· ······ ········· ............ ········· ······ ........................ . 
········· ············ ······ ········· ········· ... ············ ······ .............................. ... ······ 

····················· 
• 1• Building cu-,toml.!r on Iiden c in the u. c of PcsaPoint AlMs . 

................. . ............................. ······· ................ . 
. .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . .. . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . 
......... ................ .. ...... ......... ....... ................................................... 
............................................................................. ··········· ..... . 

• 11 • 1lt hin,) ur di stributi n tr·tll: ) "ith the P · aPoiut A 1 I f( ot 1 rint. 
......................................................................................................... 
. .. . . . . . . . . .. . . . . . . . . . . . . . . . . .. . . .. . . . . . . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . .. . .. . . . . . .. . .. . ..... . 
. . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . .. . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . . . . . . .. . .. .. . .. . . . . . .. . . . . . ..... . 
. . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . .. . . . . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . 
. . . . . . . . . . . . . . . . .. .. .. . . . . . . .. .. . . . . . . .. .. . . . . . . . . . . . . . . . . . . . . .. . . . . . .. . . .. .. . . . . . .. . . .. . . . . . . . . . . . .. . . . . . . 

jji, I 

······· .......... . . . . . . . . . . . . . . . . .. . . 



XIV. Has your financial institution joined the PesaPoint AT I nGt\\ ork.'? (a) Ya:; 0 

(b) No 0 

a) 1 f your answer is no, please state your chi 'f n:. 'n ,;,,, lh)t jl@inp lh L' 1\'s:r Pni nl /\'I'M net" ork 

... .. ... .... .............................. .................................................. .. ........... 
• •• ••• • •• ••• • •• • •• ••• ••• ••• ••• ••• ••• ••• Ill ••••

••••••••• ••••••• ••••••••• ''' •• ••••••• ' ••••••• • •••••••••••• 

''' ooo ,,, ,,, 000 000 too til 010111 ttl ttl Itt tit I I I It t Itt ttttlt I too tto too,,, ,,,,,, 0 , 0 0 ,, ,,, ,,, ,, , ,
10 

,,, 

''' ooo ooo ooo ooo ott ooo Ott oot ttl Ill tl Itt I t Itt I ttl t I tot ooo ttl too Ito' ''''''''''' o ot ''' ''' •to ' ' ' ''' ''' 

.................................... ''' ................................... ............................. . 

b) ll'ynurunswL'I'i" y~s . pka • lat) urchiefrcasonf{>rjoining thc Pcsaf>oint!\'IMnctwork 

••........•••.•.••••• '*' ............................................................ .. ................... . 

... ... ... ... ... ... ... ... ... ... ...... ... ...... ...... ... ... ... ... ... ... ... ... ... ... ... ... ... ... ... ... ... .. . 

... ... ... .. . ... ... ... ... ... ... ... ... ... ...... ········· .................................................. . 

... ... ... ... ... ... ... ... ... ... ... ... ...... ... ... ...... ... ... ... ... ... ... ... ... ... ... ... ... ... . .. ... ... .. . 

. . . . . . . . . . . . . . . . . . . . . .. . . .. . . .. . . . . . . . .. . . .. ~ .......................................................... . 

... .. . ... .. . ... ... ... ... .... ... ... ... ... ... ... ... ... ... .. . ... ... ... ... ... ... ... ... ... ... ... ... ... ... ... ... 

THA K YO U! 



APPE Dl 111 

List of PesaPoint Partner Financial In titutiotL 1, nt August 3 t st 2007 

1. African Banking Corporation BanJ... 1 L' 

2. Bank of;\ frica 

3. Bank of Baroda 

4. Commercial Bank 01 lit · t ( H \ 

5. Consolidntcd Bw1k 

6. Cnxlil Finan 'l' ( 'ot p )l 11h>n llmk 

7. Diumo11d Tru~"- B,ud.;: K ·m a 

8. East l'rkan Buildm • \)u 'l. LAB ) 

9. Eq uutorinl I ,m"-
10. Fin a Bun!-. 

I I. Ci uard inn Ban 1--

1-. llou·ing Finance 

I . Imperial Ban!-. 

14. lm e ·tment' and lortgage Bank (l&M) 

15. K- Rep Bank 

16. lwalimu acco 

17. ational Bank ofKen;a 

18. ational Indu trial Credit Bank (NJC) 

19. Paramount Bank 

20. Prime Ban!-. 

21. tandard Chartered Bank 

- . meri an ·:\pre 

24. Japan redit Bureau J 8) 

2- . Ia t •rcard 

_ . isa Jnt ·rrnational 



APPE DIX lV 

List of Financial Institutions to be vi ited 

1. African Banking Corporation Bank. ( \8 

2. African Development Bank, mrob1 

3. African Mercantile Bankm' Co. I i mit~.d 

4. Akiba Bank, Nairobi 

5. Bank of'!\ f'rica 

6. Hunk or 1~ Hroda 
7. Bunk ~11' lnd iu. Nu11t)t,t 

8. BunK. or Om11t. ,mobt 

9. Bunk. or l'ok.~ ll. ..tinlbi 

I 0. Bank.ers Tru ' l. airo 1 

I I . Banque lndo ' Uez. air bi 

1-. Barela) , Ban!.. of h.en) a . . airobi 

I . Bia hara Bank of Kenya. 'airobi 

14. Cha 'e Bank 
I . itibank. 'airobi 
16. Cit) Finance Bank. 1 ·airobi 

17. Commercial Bank Of frica (CBA) 

18. ommunity Bank 
19. Consolidated Bank of Kenya Limited 

20. ontinental Bank of Kenya. airobi 

21 . Cooperati\ e Bank of Kenya. 

_2. redit f-inan e orporation Bank ( F 

1 Development Bank. of Ken) a. airobi 

24. Oiam nd Tnt k Bank Kenya 

25 . Dubai Bank Ken) a l imitcd 

_6, l ~ a ·t African Building o tcty (EAB } 

_7. I· ·t 1\ fri ·m D~o:\ dopm~nt Bank. atrobi 
mm rcial B·111k 



43. Kenya Commercial Bank, Nairobi 

44. Kenya Women Finance Trust (K WFT) 

45. Kilifi Teachers Sacco 

46. Korea Exchange Bank, airobi 

47. K-Rep Bank Ltd, 

48 . Mashreqbank, Nairobi 

49. Middle l·:nst Ban k, anohi 

50. Mwnlimu Surn> 
51. Nut ionul Halt" or K ·n\ 1 

52. Nutionul lndu ~lt'l d 'r ·dit Hunk ( I r ) 
5 •. Pun li·kun H mh.. ,m 1 

54. Purumounl Bunk. 

5 . Postbunk. 
5 . Prime Bank. 

57. Prudential Bank.. 1airobi 

58. tanbic Bank.. airobi 

59. tandard Chartered Bank 

60. tima acco 

61. ictoria Commercial Bank. airobi 


