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Introduction & Purpose:  

Banking can be viewed as one of the most traditional and sophisticated sectors in the 
economy and business markets. However, over the past decades, developments in 
technology has been changing dramatically the way that retail banks conduct their 
business and this change has also been accelerated due to the introduction and 
evolution of internet banking. The aim of this thesis is to get a better understanding 
about what factors are important to have impact on the internet banking 
implementing.  

Method:  

In this thesis, Qualitative method is used to conduct the research. To collect data and 
information, two interviews with two bank managers from China and Sweden are 
conducted. Both single case and cross case analysis method are used in this thesis to 
analysis the collected information. 

Findings:  

From both perspectives of customers and companies, there are several factors that will 
have impact on internet banking implementing. Furthermore, from the comparison of 
Sweden and China, we can find some differences from both perspectives of social 
norms and national cultures. 

Contribution: 

This study can be used by Nordea Bank and ICBC Bank to help both banks 
understand their customers’ behaviors and the difference between the counterparties 
of different nations. This study will also provide useful information for other banks 
and other financial institutions. 
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1. Introduction 

Since the beginning of the global economy emergence, banking and financing 
sectors have been playing an important role. And with the development of economy, 
the importance of the role that banks and financial institutions play has become more 
than before. In modern market, no matter domestic or international ones, banking 
and financing is one of the major forces in business trades activities. In other words, 
banking can be viewed as one of the most traditional and sophisticated sectors in the 
economy and business markets. However, over the past decades, developments in 
technology has been changing dramatically the way that retail banks conduct their 
business and this change has also been accelerated due to the introduction and 
evolution of internet banking (Ceren and Simon, 2007). The emerging e-business 
including business-to-business (B2B) and business-to-consumers (B2C) provides the 
opportunity that the online transaction can be developed. Because most of their 
products are intangible and will be easily transected and delivered through internet, 
there is not too much barriers for banks to implement internet banking systems. This 
is the topic that will be discussed in the paper. How are the internet banking 
developing and what kind of the problems will be faced during the process? In the 
following chapters, two countries, China and Sweden, will be compared in order that 
a comprehensive understanding about online banking can be gained.  

1.1. What is internet banking 

First of all, what is the internet banking? According to the report of comptroller of 
the currency, the definition of internet banking is described as below: 
 
“Internet banking” refers to systems that enable bank customers to access accounts 
and general information on bank products and services through a personal computer 
(PC) or other intelligent device. (Comptroller’s Handbook, 1999, 1) 
 
From the definition described above, internet banking is not only delivering service 
and products based on computers and internet, but also combining all kinds of 
intelligent devices such as computers, cell phones and etc. the services and products 
of internet banking can be divided into two categories: Wholesales and retail & 
fiduciary. Some services such as cash management, automated clearinghouse (ACH) 
transactions and bill presentment and payment are belonging to the category of 
wholesales. And the retail and fiduciary category usually include balance inquiry, 
funds transfer, loan applications, investment activity and some other value-added 
services (Comptroller’s Handbook, 1999, 1-2). 
 



Nordea Bank versus Industrial and Commercial Bank of China -A comparison of internet banking adopting 

- 2 - 

In Milind Sathye’s (Milind Sathye, 1999) article, internet banking was described 
from the perspective of consumers: 
 
“Internet banking” involves consumers using the Internet to access their bank and 
account, to undertake banking transactions. 
 
According to Milind’s opinion, the term of “internet banking” can be viewed as a 
two-level concept. At the basic level, internet banking means setting up a web page 
by a bank to give information about its product and services. And at the advance 
level, it provides financial facilities such as accessing accounts, funds transfer, and 
buying financial products or services online (Milind Sathye, 1999). 
 
The precursors of modern internet banking were those distance banking services, or 
so-called home banking. They delivered services through electronic media in early 
1980s. The term of “online banking” started in New York in 1981 when the four 
major city banks provided home services through videotext system (Mary J, 1997, 
P41). However, most of the services never became popular due to the commercial 
failure of videotext system. France and United Kingdom were two exceptions then. 
The UK’s first online banking was operated by the Nottingham Building Society 
(NBS) in 1983. The system was based on the UK's Prestel system and used a 
computer, such as the BBC Micro, or keyboard (Tandata Td1400) connected to the 
telephone system and television set. Only several limited functions were available 
through this system such as the on-line viewing of statements, bank transfers and bill 
payments (Mary J, 1997, P41). However, as mentioned above, it is predicted that the 
internet banking will transform this traditional banking industry. According to Laura 
and Kate’s research (Laura and Kate, 2003) the past four decades have witnessed 
acceleration in technological innovation within the banking industry. This increasing 
in innovation adoption is a largely defensive measure against increasingly 
sophisticated and highly demanding consumers, escalating competition, and the 
necessity to control and reduce rising costs. Besides of this, there is more potential 
competitive advantage of internet banking existing in the areas of satisfaction of 
consumer needs through enhanced interaction, data mining and customization. 
 
As a new coming technology, internet banking has its own developing life cycle. In 
Laura and Kate’s article (Laura and Kate, 2003) the theory of diffusion of innovation 
is used to explain the development of internet banking. In this theory, more than one 
factor will affect the innovation, such as achievement of competitive advantage, 
reducing costs, and protecting an organization’s strategic position. Besides of this, 
organizational structure and size, number of previous adopters and entry of new 
competition to the industry may also affect the uptake of a particular innovation. 
 
According to the diffusion theory, not only the positive factors will affect the 
innovation process, negative factors will also have its place in the process of 
developing. From the demand perspective, there is some consumer demanding for 
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facilities of internet banking, such as the users and participants of e-commerce. And 
form the supply perspective, protection of reputation, competition, cost savings, 
mass customizations, enhancement of marketing and communication activities, and 
retention and attraction of consumers have been cited as influential factors on the 
diffusion of Internet banking (Laura and Kate, 2003). Besides of the positive factors 
mentioned above, Laura and Kate (Laura and Kate, 2003) supposed that some other 
factors will also impact on internet banking development. Among which security 
concerns have been highlighted as the most important issue delaying the diffusion of 
Internet banking. Lack of user-friendly technology, high initial set-up costs, and even 
the different cultures have also acted as delay factors. Therefore, as the new coming 
technology, internet banking will have totally different development in different 
environment. That’s why this paper is going to compare two different countries to 
gain a better understanding of online banking. China as a developing country in East 
Asia has a quite different environment from Sweden. In the following part, the 
development of internet banking in these two countries will be discussed.  

1.2. Swedish internet banking 

Nordic countries, especially Finland and Sweden are the world leaders in the field of 
internet banking with more than 30% of the customers today dealing with their 
business with banks through internet (Matti, 2001, p5). According to Sweden 
Bankers’ Association (SBA)’s report, the first internet bank came into existence in 
Sweden in 1996 (SBA, 2003). And from then, Swedish customer who has accessed to 
internet banking has increased by 4 million out of total 9 million private customers in 
Sweden. For some reasons, Sweden had more difficulties than its neighbor, Finland, 
in developing private customers at the beginning. First, the Swedish banks did not 
develop their PC-banking solutions as early as their Finnish peers. And second, in 
Sweden the use of such ATM’s never became as common as it in Finland (Matti, 
2001, p6). However, with the increasing penetration of PCs in Sweden in general and 
the fact that home computers usage is extending to new groups, ages and classes of 
users, Sweden has gained a continually increasing numbers in the industry of internet 
banking (ISA, 2002). Nowadays, according to ISA’s another research in Oct 2004, 
Sweden has become the largest e-banking leaders in the Europe and global e-banking 
stage. Therefore, there will be plenty of experience of successful implementing 
internet banking and this is why I choose Nordic country, especially Sweden, as one 
of the contrast sides.  

1.3. Chinese internet banking 

As a developing country, China has a rapid growth in its industry of high technology, 
especially the IT industry. In 1997, China Merchants Bank firstly launched the 
internet payment system in China. After that, banking through internet and telephone 
system spread rapidly within mainland China (Sylvie & Xiaoyan, 2005). According 
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to AC Nielsen’s research, although internet banking is still in its infancy in China, 
the Chinese domestic banks are quite confident with the convenience, safety 
efficiencies and the potential profit of the online banking. Therefore, they are eager 
to accelerate the process of implementing internet banking and to gain the 
competitive advantages. (AC Nielsen Consult, 2002).  
 
In 2002, China became the largest internet and the biggest mobile phone market in 
the world, which has approximately 59.1 millions internet users and 200 millions 
mobile phone users (Wong et al., 2004). Besides of this, according to Nielsen 
Consults report (AC Nielsen Consult, 2002), from the second half of 2000, Chinese 
internet banking has grown 56 percent. With all of the information, it is not hard to 
assume that if well conducted and developed, mobile banking and internet banking 
can gain a successful result given the huge population and potential customers in 
China. 
 
However, there is also some other negative factors. As the diffusion theory 
mentioned above, the development of new technology is affected by several of 
factors including negative ones. According to Sylvie & Xiaoyan’s research, the lack 
of market place influence and government restrictions are the main factors hindering 
the development process, which will limit the ability of private firms and individuals 
to contribute to internet infrastructure (Sylvie & Xiaoyan, 2005). Furthermore, the 
lifestyle of local people, traditional concept and habits of personal financial 
management and, the low prevalence of internet in some areas of China will also 
have the negative impact on Chinese internet banking development. 

1.4. Problem Statement 

As mentioned above, the aim of the study is to compare the internet banking 
implementing between China and Sweden. Customers’ behaviors and attitudes, 
motivation and cultural influences will be evaluated. Besides of this, following 
chapters will discuss the research methods, the discussion and result of the research 
and the findings and suggestions for the further study.  
 
China’s accession to WTO in 2001 has changed the whole landscape of its domestic 
banks. More foreign international banks has begun to look forward the opportunities 
to enter the China’s domestic market, and thus all the domestic banks are facing 
competitions with the worldwide competitors. To gain more benefits from the 
competitions and to better meet customers’ need, it is predicted that banks all over 
the world will employ the advanced IT technologies and jumped on the bandwagon 
of launching internet banking (Sheshunoff, 2000). Therefore, China’s domestic 
banks are predicted to lunch the internet bank in order to hold the competition 
advantages. In fact, one of the main strategic considerations of foreign banks in 
China is internet banking investment (Ming-te Lu, et al., 2005). This study will make 
a comparison between China and Sweden. Sweden is considered one of the most 
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successful internet bank implementing countries. What kind of the experience can be 
learned? What are the most important factors to become a successful internet bank? 
And what is the gap now between Chinese and Swedish internet banking? All of 
these are the main issues to discuss in the study. Finally, given the more intensive 
competitions in the China’s banking sector and the internet bank implementing as 
well, the following problems will be mainly discussed and researched in this study. 
 
1. What are the main factors that will have impact on adopting of internet banking? 
 
2. What are the main differences of Chinese and Swedish customers when they 

using the internet bank? 
 
3. Compared with Swedish internet bank implementing, what kind of problems 

should be concerned for Chinese internet banking implementing?   

2. Literature review 

2.1. Innovation adoption theoretical framework. 

2.1.1. Diffusion of innovation theory 

According to Laura and Kate’s article, there has been numerous models have been 
developed facilitating the mapping of diffusion of innovation within various 
industries (Laura and Kate, 2003). All of the studies in this field have identified 
some main factors that would have impact on the diffusion of an innovation, which 
include the achievement of competitive advantages, reducing costs and protecting an 
organization’s strategic position (Johannessen et al., 1999). These studies indicate 
that the adoption of an innovation is determined by multiple factors, not only one or 
two factors that can decide the performance of a new technology or innovative 
products.  
 
Besides the factors mentioned above, some other factors are also regarded as the 
important ones for an innovation in some other studies, which include the 
organizational structure and the size, the number of previous adopters and entry of 
new competition to the industry and so on (Tushman and Anderson, 1986). Among 
all of the studies, one of the most frequently cited was that conducted by Rogers in 
1983. In this study, the relative advantage, compatibility, complexity and 
observations of an innovation were identified to influence the overall decision to 
adopt innovation (Rogers, 1983).    
 
There have been few studies of diffusion of innovation within the field of internet 
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banking. According to Laura and Kate’s article, both demand and supply side has the 
impact on decision of adoption of internet banking. On the supply side, the 
protection of reputation, cost saving and mass customizing has been regard as the 
influential factors and on the other hand, security issues, lack of consumer-friendly 
technology and high initial set-up cost as well as the lack of customer demand acted 
as the delayed factors (Laura and Kate, 2003).  
 

2.1.2. Technology acceptance model 

The Technology acceptance model (TAM) has been regarded as a powerful and 
parsimonious framework for explaining the adoption of IT by the users (Davis et al., 
1989). TAM supposes that user adoption of a new information system is determined 
by the users’ intention to use the system, which in turn is determined by the users’ 
beliefs about the system (Yi-Shun Wang et al., 2003). Like the term of awareness of 
innovations and “ease of use” in the theory of innovation adoption, TAM further 
suggests two beliefs – perceived usefulness and perceived ease of use – are 
instrumental in explaining the variance in the intention of the users (Yi-Shun Wang 
et al., 2003). 
 
According to Yi-Shun Wang and his partners, previous research on TAM has found 
that individual differences are important external variables. Individual difference 
variables play a crucial role in the implementation of any technological innovation in 
a wide variety of disciplines, including information systems, production, and 
marketing (Harrison and Rainer, 1992). Some of individual difference variables have 
been studied, which includes demographic and situational variables, cognitive 
variables, and personality-related variables (Zumd, 1979). And several individual 
difference variables, like gender, age, level of education, and computer self-efficacy, 
may have a significant impact on users’ acceptance of internet banking. However, 
only computer self-efficacy can be manipulated by practitioners through promotion 
and training approaches. Hence, computer self-efficacy is chosen as the only 
individual difference variable to influence the constructs of TAM (Yi-Shun Wang et 
al., 2003). 
 
In sum, although TAM has been applied to a wide range of IT (Venkatesh and Davis, 
2000), seldom studied the acceptance of internet banking through the TAM 
framework. Furthermore, the target user groups of internet banking usually have a 
more diversified education and socio-economic background than those of other 
information systems. Thus, it is necessary to research the acceptance of new 
technologies with different user populations in different situations (Hartwick and 
Barki, 1994). 
 
In general, prior research has suggested a positive relationship between experience 
with computing technology and a variety of outcomes such as an affect towards 
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computers and computer usage (Harrison and Rainer, 1992; Agarwal and Prasad, 
1999). A related construct called computer self-efficacy is defined as the judgment of 
one’s ability to use a computer (Compeau and Higgins, 1995). It has been confirmed 
that computer self-efficacy plays a critical role in understanding individual responses 
to information technology. There exists empirical evidence of a causal link between 
computer self-efficacy and perceived ease of use (Agarwal et al., 2000). However, 
computer experience might be positively related to the existence of concerns 
regarding the privacy and security of online exchanges, implying that computer 
self-efficacy will have a negative effect on perceived credibility of the Internet 
banking (Yi-Shun Wang et al., 2003). 

2.1.3. Technological Readiness Index 

Technological readiness index is a framework of innovation adoption which was 
developed by Parasuraman in 2000. The theory framework contains four dimensions: 
 
1). Optimism, which mean that people with a positive view of technology believe it 
offers increased control, flexibility and efficiency in their lives; 
2). Innovativeness, which means that people are technological pioneers and thought 
leaders; 
3). Discomfort, which means that people perceive a lack of control over technology 
and feel overwhelmed by it; 
4). Insecurity, which means that people distrust technology and are skeptical of its 
ability to work properly (Parasuraman, 2000). 
 
According to Parasuraman, the first two factors, Optimism and Innovativeness, are 
the drivers of technological readiness and meanwhile the last two factors, discomfort 
and insecurity, are inhibitors. The study results show that the readinesses of 
customers are important to implementing a new technology. Customers will not 
express the optimistic and innovative if they are not get ready for the new services or 
products and will feel more discomfort and insecurity about that (Philip et al., 2006). 
 
At the time Parasuraman was developing the TRI framework, there is another factor 
the author had ever concerned, which was identified as appearance. However, 
because of its insufficient capacity to predict the customers’ likelihood to continue 
purchasing from a website, the factor was not more used by the author. In Philip and 
his partners’ study, they found the study in the field of internet banking is not quite 
same from the broader spectrum of service and product market that Parasuraman 
studied. When using the internet banking, customers are obliged to keep on using the 
website again and again to deal with their transactions. Therefore, the factor 
“appearance” is essential for the study of internet banking, although it was justified 
and excluded from the TRI framework by Parasuraman (Philip et al., 2006). 
 
Although TRI, TAM and diffusion theory have their unique characteristics, the three 
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frameworks have some common themes. It should be noted that researchers 
investigate their study from different aspects of the three frameworks and this will 
lead to the different results being given the same factors. Next is a table of the 
comparison of three frameworks.  
 
Table 1: Comparisons of TRI, TAM and Diffusion Models 

TRI                     TAM                 Diffusion 
(Parasuraman,2000)           (Davis, 1996             (Rogers, 1962) 

Discomfort 
Optimism 

Innovativeness 

Ease of Use 
Usefulness 

Complexity 
Relative advantage 

Innovativeness 
Compatibility 

Trialability 
Perceived risk 
Social issues 

 
(Sources: Philip et al., 2006). 

2.2. Adoption of innovation: 

The term of adoption here is the acceptance and continued use of a product, service 
or idea (Milind, 1999). When the innovation products or technologies come up to the 
public, how to make customers accept and adopt them are the main issues for the 
companies or organizations to concern about. According to Rogers and Shoemaker 
(1971), there is a certain process that customers will go through before they get 
ready for a new product or service. In the process, it will include the knowledge, 
persuasion, decision and confirmation. In fact, the decision of adoption or rejection 
is made when the consumers becomes aware of the product (Rogers and Shoemaker, 
1971). Therefore, to get the consumers adopt and keep using the products, 
companies and organizations need to make the customers access and aware about the 
innovation product or service. For adoption of internet banking, it is necessary that 
the banks offer the opportunities that make the consumers aware about the 
availability of such a product and explain how it adds value relative to other products 
of its own or that of the competitors (Milind, 1999). Another study concucted by 
Howard and Moore (1982), also emphasized the aware of product is important for an 
innovation. In their article, they mentioned that “Consumers must become aware of 
the new brand”. In a conclusion, an important characteristic for any adoption of 
innovation services or products is creating awareness among the consumers about 
the services and products (Howard and Moore, 1982). At the first step of internet 
banking coming to the public, it can be viewed as a mix of innovation products and 
services. It is quite important to make the customers aware about what it is for and 
what kind of added value can be gained from it. In another word, the awareness of 
customers is quite important for internet banking establishing when it first emerges 
in the market. 
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From the viewpoint of customers, the second factor that will influence the adoption 
of innovative service or product is the ``ease of use''. A study conducted by Cooper 
(1997) found that “ease of adoption” or “ease of use” can be viewed as one of the 
three important characteristics from the customer's perspective for adoption of 
innovative service (Cooper, 1997). Moreover, another finding of Wallis Report 
identified that technological innovation “must be easy to use” so that the customers 
can be ensured to take-up or accept, which is the same opinion as Cooper’s study 
(Wallis Report, 1997).  
 
According to Milind, the third important factor that consumers will consider before 
adopting an innovation is the level of risk involved (Milind, 1999). In the context of 
Internet banking, the level of risk means that the security and reliability of 
transactions that will be involved over the Internet. In Cooper’s study, he identifies 
“the level of risk” as an important characteristic from a consumer's perspective in the 
adoption of innovation (Cooper, 1997). Meanwhile, in Wallis Report it was stated 
that if security is improved, households will conduct their financial transactions over 
the Internet (Wallis Report, 1997). Rothwell and Gardiner, who developed the 
framework of user needs in innovations, identify “safety in use” as one of the factors 
that influences potential users (Rothwell and Gardiner, 1984). Daniel also stated that 
“security” is a factor that will influence customer acceptance (Daniel, 1999). 
 
Another factor that influences the consumer adoption of innovation is the price or 
cost factor (Milind, 1999). In the context of Internet banking, two types of costs are 
involved. First is the normal cost associated with internet activities and second is the 
bank cost and charges. Generally speaking, one of the innovative products 
characteristics is that often having superior price or performance (Cooper, 1997). 
Rayport and Sviokla also emphasize the “pricing” aspect for electronic distribution 
of goods and services are a main issue for customer to concern before they get ready 
for adoption (Rayport and Sviokla, 1994). The Wallis Report states that for 
consumers to use new technologies, the technologies must be reasonably priced 
relative to alternatives (Wallis Report, 1997). 
 
Finally, availability of access to computers and internet is a prerequisite for adoption 
of Internet banking (Milind, 1999). It is obviously that more widespread access to 
computers and internet, the greater the possibility of use of Internet banking. 
O’Connell identifies lack of access to computers and internet as one of the possible 
reasons for slow adoption of Internet banking (O’Connell, 1996). The Wallis Report 
states that as the internet becomes more widely accessible, households will conduct 
their financial transactions over the Internet (Wallis Report, 1997). 

2.3. Trust Commitments 

In the relationship building and business transaction, trust can be viewed as a 
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meaningful construct catalyst. From the perspective of relationship marketing, trust 
has been conceptualized as existing when one party has confidence in a partner’s 
reliability and integrity (Ranaweera and Phrabu, 2003). Moreover, when being 
conceptualized in the TAM, take internet banking for an instance, trust has 
significant impact on users’ willingness to engage in online exchanges of money and 
personal sensitive information (Wang et al., 2003). Therefore, besides of the two 
terms in TAM, perceived ease of use and perceived usefulness, trust play another 
important role in TAM to reflect customers’ intention of adopting internet banking 
(Eriksson et al., 2005). From another perspective of service quality, trust is defined 
as “trust of service itself”. In resent research, such a relationship based on trust is 
quite necessary and it is not adequate to maintain the long term customer 
commitment with customer’s satisfaction along. Some other variables that will 
enhance the retention such as trust will also be concerned (Ranaweera and Phrabu, 
2003). This view is consistent with researches on marketing channels. Those 
researches suggest that not only satisfaction firms should concern but also 
developing trust is important to ensure economically viable, long-term relationships 
(Morgan and Hunt, 1994). In a research on online banking customers, Mukherjee 
and Nath find trust as a driver of customer relationship commitment. In their 
research, they found that customer trust has a significant impact on online banking 
and their relationship commitment (Mukherjee and Nath, 2003). It means that where 
customers maintain a long term contractual relationship with their banks, trust will 
play an important role in of customer relationship commitments (Norizan et al., 
2006).   
 
In the internet baking context, the trust concept can be divided in two parts. First part 
is the antecedence of trust. There are three elements in this part, which are shared 
value, communication and opportunistic behaviors (Mukherjee and Nath, 2003). 
Privacy, security and ethics, which belong to shared values, are essential for internet 
banking. The usage intention of internet banking could be affected by users’ 
perceptions of credibility regarding security and privacy (Wang et al., 2003). 
Security refers to the protection of information or systems from outflows. Recent 
research shows that fear of lack of security has become an important reason that will 
affect the use of internet banking. Privacy refers to the protection of various types of 
data that are collected during users’ interactions with the internet banking system. 
And this may also affect the usage of the systems. There is also evidence to suggest 
that there are many ethical issues pertaining to financial services, many of which 
relate to the disclosure of information (Bejou et al., 1998).  
 
Communication in internet banking refers to giving timely communication, fostering 
trust by assisting in resolving disputes and ambiguities, and aligning perceptions and 
expectations (Etgar, 1997). From the definition, it is obviously that well established 
communication channel or environment is good for developing trust and customer 
commitment. Such a communication has some particular characteristics, which are 
openness, speed of response, and quality of information. All of these will help to 
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enhance the ability of website to address and meet online customers’ need 
(Mukherjee and Nath, 2003). With an efficient communication, it can be expected to 
urge more customers to the internet banking.  
 
At last, it is not hard to imagine the substantial information asymmetries and lack of 
sufficient regulations and controls will cause the depression of customer’s trust. In 
another word, opportunistic behaviors in online banks may lead to low levels of trust 
in the internet banking (Bejou et al., 1998).  
 
The second part of trust concept is the consequence of trust, which refers to the 
long-term relationship and customer commitment. Commitment means that one 
party in a relationship feels motivated to some extent to do business with another 
party. Commitment has also been defined as enduring desire to maintain a valued 
relationship (Moorman et al., 1992). Therefore, to achieve such a customer 
commitment, firms have to be customer-oriented and the relationship should be 
based on the mutual benefits. From a general perspective, long-term oriented 
relationship should increase or accelerate the business between two parties. However, 
it is not quite that true, there may also be negative effects of long-standing 
relationships that makes customer look for alternative solutions (Norizan et al., 
2006). Curiosity or boredom may be such reasons. Customer wants to experience 
other alternatives for a change. One possible explanation could be that overlong 
relationships with one service provider may create certain blindness (Gronroos, 
2001). Therefore, only trust is not adequate to ensure the long-term customer 
commitment. Linking between attraction and commitment is another important issue 
that for a company to be concerned (Norizan et al., 2006).  

2.4. Decision-making process and styles 

The most outstanding study within the field is the model developed by Driver in 1979, 
which is called maximiser-satisficer model. It is a contingency model relating to 
information search (Mark, 2004). According to Driver and his partners’ psychological 
research over many decades, there are satisficers and maximisers and that various 
decision styles exist within these broad categories (Driver et al., 1998). Decision 
styles means the learned habits or patterns of decision making that result from 
fundamental differences in information gathering and information use tendencies 
among individuals (Driver et al., 1996). Driver suggests two factors that belong to 
decision styles, Information use and Focus. 
 
According to Driver, Information use means that how much information will be 
finally considered when making the decision. In satisfying mode, minimum of the 
information is used and which is the base of making a decision. And on the other hand, 
all the relevant data is used when in maximizing mode. The second factor is Focus, 
which means that the number of solutions to be considered. In uni-focus mode, 
information is used to determine only one course of action and the people belong to 
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this mode are usually those who exactly know the way that matters is going. On the 
other hand, in multi-focus mode, information is mostly used to come up with many 
alternatives. Peoples who belong to this mode tend to see more pros and cons in any 
course of action or state of affairs (Driver et al., 1996). 
 
In his maximiser-satisficer model, Driver combines the two aspects, Information use 
and focus, to establish a framework of five categories, which represent five basic 
decision styles (Driver et al., 1996). 

 
(Figure1: Source: Mark, 2004) 

 
The characteristics of the five decision styles are described as following (Driver et al., 
1996): 
 
First is the decisive style. Decision here is made of the minimum amount of 
information so that a solution can be more rapidly gained. Decisive appreciate action, 
speed, efficiency and consistency. If they made a decision, they will stick with it. In 
dealings with people the characteristics of the decisive style are honesty and loyalty. 
 
Second is the flexible style, which is similar with decisive. The flexible style moves 
fast, however, the emphasis of which is adaptability. All information is seen as 
holding more than one meaning or implication. When having problems requiring 
action, flexible style rapidly identifies a series of movement and if it seems that 
doesn’t work; they quickly propose a second solution. A key issue for people with this 
style is to keep options open and never get trapped by over-committing to any one 
course of action (Mark, 2004). 
 
Third is the hierarchic. The people of this group will use much information to evaluate 
a problem and then a carefully construct a very detailed and specific plan will be 
made, and this will be the base for them to make decision. They evaluate more 
thorough analysis and quality of outcome of their plan. Hierarchic people appreciate 
mutual trust and respect and prefer deep long term friendships to acquaintances and 
these are the base for them to form relationships. The hierarchic may feel more 
comfort when conducting face-to-face interactions. 
 
Forth is the integrative. Like the hierarchic type, those people belong to this group 
will also evaluate situations based on much information. However, their tendency is to 

Decisive Hierarchic 

Flexible Integrative 

Systemic 

Unifocus 

Multifocus 

Satisfacer Maximiser 
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explore a problem from many perspectives to come up with a variety of alternatives 
(Mark, 2004). Creativity and exploration are highly important for them and methods 
and plans are never fixed. The most that integrative do are planning on several tracks 
simultaneously and are particularly suited to working in groups. They prefer best in an 
environment of co-operation and trust. 
 
Finally is the systemic. This category of people is a later complementing to the Driver 
model. Some decision makers are between both the integrative and hierarchic styles. 
According to Mark’s study, there is a two-stage decision process for these people 
(Mark, 2004). Stage 1 involves the systemic approaching a problem as would an 
integrative – using lots of information, sizing up the situation, laying out alternatives. 
In stage 2, the systemic shifts into a more hierarchic mode and orders or evaluates the 
alternatives according to one or more criteria. The final result is a prioritized set of 
strategies for dealing with the situation (Mark, 2004). 

2.5. Hofstede’s Culture Dimensions 

Five dimensions are discussed in Hofstede’s book, which are Power distance, 
Individualism, Masculinity, Uncertainty avoidance and Long-term Orientation. 
Coping with the inevitable uncertainties in life is partly a non-rational process. 
Different individuals, organizations and societies will resolve all of these in different 
ways, including the application of law, religion, rituals, rules, and uses of technology. 
All these cultural inventions can make life seem more predictable or less uncertain. 
Uncertainty avoidance measures the extent to which countries deem the pursuit of 
certainty important. We expect cultures with high uncertainty avoidance scores to 
reveal a preference for long-term predictability of rules, work arrangements, and 
relationships as well as an avoidance of risk taking. On the other hand, a low 
uncertainty avoidance score suggests a higher tolerance for uncertainty and, 
therefore, an acceptance of more informal actions such as ad hoc negotiation for the 
settlement of disputes (Hofstede, 1984; Trompenaars, 1994), and a willingness to 
take risks. High uncertainty avoidance cultures include Germany, Japan, and Spain 
while low uncertainty avoidance cultures include Denmark and the UK (Mark Pagell 
at el., 2005). 
 
Reflect to the literature the dimension describes a society's "time horizon," or the 
importance attached to the future versus the past and present. There is a theory about 
this dimension says values associated with Long Term Orientation (LTO) stand for 
the fostering of virtues oriented future rewards—in particular, thrift and 
perseverance; Its opposite pole, values associated with Short Term Orientation are 
respect for tradition, fulfilling social obligations, and protecting one's 'face’. 
(Hofstede, 1984)  
 
The dimension of Long-term versus Short-term orientation refers to the extent to 
which a culture programs its members to accept delayed gratification of their 
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material, social, and emotional needs. So this dimension does not oppose East and 
West; it divides the world along new lines. Business people in long-term oriented 
cultures are accustomed to working toward building strong positions in their markets 
and do not expect immediate results. Managers (often family members) are allowed 
time and resources to make their own contributions. In short-term oriented cultures 
the “bottom line” (the results of the past month, quarter, or year) is a major concern; 
control systems are focused on it and managers are constantly judged by it. This state 
of affairs is supported by arguments that are assumed to be rational, but the cultural 
distinction reminds us of the fact that this entire rationality rests on cultural – that is, 
pre-rational – choices (Hofstede, 1984). 

3. Theoretical framework 

Previous chapters have reviewed the literatures that have connections with this 
paper’s topic. This chapter will formulate the theoretical framework of this paper. 
The aim of this paper is to know the functional factors that will have impact on 
customers’ behaviors on using internet. And through the comparison between China 
and Sweden retail bank, we can find the differences between these two countries 
within the field of internet banking. In this chapter, we will start by presenting 
theories connected with the first questions: “What are the main factors that will have 
impact on customers’ behaviors of using internet banking?” And this will followed 
by theories connected with the second questions: “What are the main differences of 
Chinese and Swedish customers?” And through our study, the answer to the last 
question will be formulated.  

3.1. The adoption of internet banking 

In previous chapters, three theories are discussed when concerning innovation 
adoptions, which are Diffusion of innovations formulated by Rogers, TAM models 
formulated by Davis and TRI models formulated by Parasuraman. Diffusion theories 
state that the adoption of an innovation is determined by multiple factors, not only 
one or two factors that can decide the performance of a new technology or 
innovative products. And according to studies of diffusion of innovation within the 
field of internet banking, protection of reputation, cost saving and mass customizing 
has been regard as the influential factors and on the other hand, security issues, lack 
of consumer-friendly technology and son on acted as the delayed factors. In the 
following part, to make the structure and problems clearly described, the term of 
“hypothesis”, which is mostly used in science research field, will be used to 
represent the factors formulated from the theoretical discussion above. The aim of 
doing this is to make readers understand that these points are not author’s conclusion 
but some assumptions based on the literatures review above. 
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TAM models supposes that user adoption of a new information system is determined 
by the users’ intention to use the system, which in turn is determined by the users’ 
beliefs about the system (Yi-Shun Wang et al., 2003). Previous research on TAM has 
found that individual differences are important external variables. Individual 
difference variables play a crucial role in the implementation of any technological 
innovation in a wide variety of disciplines. However, only computer self-efficacy can 
be manipulated by practitioners through promotion and training approaches. 
Therefore only individual difference variable is considered to influence the 
constructs of TAM. Besides of computer self-efficacy and perceived ease of use, 
some evidences show that computer self-efficacy will have a negative effect on 
perceived credibility of the Internet banking. 
 
Finally, Parasuraman developed four dimensions in his TRI model: Optimism, 
Innovativeness, Discomfort and Insecurity. Besides of these four dimensions, one 
more factor “appearance” will be added, which is considered to have impact on 
internet banking adoption. According to these theories, we will formulate 
“hypotheses” as following: 
 
H1.The need of banks, such as protection of reputation, cost saving and mass 
customizing; will have positive connection with adoption of internet banking. 
 
H2. Security issues and perceived risks will have negative connection with adoption 
of internet banking.  
 
H3. Computer self-efficacy will play a more positive variable for adoption of internet 
banking. 
 
Besides of the three models, there are some other factors that have impact on 
adoption of internet banking. First is the awareness of customers. At the first step of 
internet banking coming to the public, it can be viewed as a mix of innovation 
products and services. It is quite important to make the customers aware about what 
it is for and what kind of added value can be gained from it. Based on the discussion 
of this, the following “hypothesis” can be formulated: 
 
H4. Customer will be easily adopting internet banking if they have awareness of 
services and benefits it offers. 
 
The second factor that will influence innovative service adoption is the “ease of use”, 
which is also the important factor of TAM model. Some researches show that 
technological innovation “must be easy to use” so that the customers can be ensured 
to take-up or accept. According to this, the following “hypothesis” can be 
formulated: 
 
H5. Customer will be easily adopting internet banking if they find it is ease to use or 
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ease to adopt. 
 
Another factor that influences the consumer adoption of innovation is the price or 
cost. Two types of costs are involved in the context of internet banking, normal cost 
associated with internet activities and bank cost and charges. Some studies 
emphasize the “pricing” aspect for electronic distribution of goods and services are a 
main issue for customer to concern before they get ready for adoption. According to 
this, the following “hypothesis” can be formulated: 
 
H6. Customer will be easily adopting internet banking if the cost is reasonably 
prized.  
 
There are two more factors, safety in use and availability of access to computers, 
which shared some similarities with our hypotheses. And not more hypotheses about 
these two factors will be formulated. 
 

3.2. Differences between China and Sweden 

The differences between these two countries will be discussed from two dimensions, 
first is from the social norms and styles of decisions. And the second is from the 
perspective of national culture. 
 
In the relationship building and business transaction, trust can be viewed as a 
meaningful construct catalyst. Furthermore, trust and commitment is an important 
factor in the TAM models. In the context of internet baking, the trust concept can be 
divided in two parts. Here we will only use the first part of it, which is the 
antecedence of trust, which include three elements shared value, communication and 
opportunistic behaviors. Privacy, security and ethics, which belong to shared values, 
are essential for internet banking. The usage intention of internet banking could be 
affected by users’ perceptions of credibility regarding security and privacy. 
Communication in internet banking refers to giving timely communication, fostering 
trust by assisting in resolving disputes and ambiguities questions, and aligning 
perceptions and expectations. And at last, it is not hard to imagine the substantial 
information asymmetries and lack of sufficient regulations and controls will cause 
the depression of customer’s trust. Based on the discussion above, following 
“hypothesis” can be formulated: 
 
H7. Internet banking adopting will be positively related to the enhancing of shared 
values and communications and negatively related to opportunistic behaviors.  
 
The most outstanding study within the field of decision-making styles is the model 
developed by Driver in 1979, which is called maximiser-satisficer model. It 
including five dimensions: decisive, flexible, hierarchic, integrative and systemic. 
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Different ways of using information and planning activities are the main criterion to 
divide the five categories. According to Driver, Information Use means that how 
much information will be finally considered when making the decision. In satisfying 
mode, minimum of the information is used and which is the base of making a 
decision. And on the other hand, all the relevant data is used when in maximizing 
mode. The second factor is Focus, which means the number of solutions to be 
considered. In uni-focus mode, information is used to determine only one course of 
action and the people belong to this mode are usually those who exactly know the 
way that matters is going. On the other hand, in multi-focus mode, information is 
mostly used to come up with many alternatives. Peoples who belong to this mode 
tend to see more pros and cons in any course of action or state of affairs, given the 
difference between Chinese and Swedish cultural and social background, the 
following “hypothesis” can be formulated: 
 
H8. The differences between different culture backgrounds will have impact on their 
citizens’ decision making styles, which will in turn influence their internet banking 
adopting.  
 

 
Figure 2: the Theoretical Framework 

4. Methodology 

4.1. Research purpose 

To conduct a research, there are many methods that can be used. Most of these 
methods can be classified into three categories. How much the researchers know 
about their topic before investigation is the criterion for the classifying. According to 
Yin (1994), there are three categories of research strategy that can be used when 
facing the research problems, which are exploratory, descriptive, or explanatory.  
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Exploratory Research is designed for investigators to just “look around” with respect 
to some phenomenon, with the aim being to develop suggestive ideas (Reynolds, 
1971). The purpose of this strategy is to collect more information of a given situation 
or problem. When the problem to deal with is not well known, such an exploratory 
investigation strategy will be used. Descriptive research is used to provide the 
description of certain phenomenon of individuals, situational or any other events that 
occur. The purpose of such an investigation is usually to develop empirical 
generalizations. And the theory formulation will be led when the generalization begin 
to appear (Reynolds, 1971). Furthermore, the descriptive method is often used in the 
case that the problem is well structured and the case/effect relations are not necessary 
(Yin, 1994). It is recommended to use descriptive method in description a clearly 
structured problem with secondary data. Explanatory Research is used to develop 
precise theory and through which the empirical generalizations can be explained 
(Reynolds, 1971). According to Yin (1994) the study should use explanatory method 
when the focus is on cause-effect relationships. An exploratory case study is 
characterized of high flexibility and it is suitable for dealing with the difficult 
demarcated problems. The method can be used when there is not a clear apprehension 
about what model should be used (Yin, 1994).  
 
The purpose and questions formulated in previous chapters of this thesis indicate that 
this study is primarily descriptive because our aim is to describe the field of research 
and draw some conclusions from the collected data. The specific factors and problems 
will be described as data is collected and analyzed. And then it will turn to somewhat 
exploratory to provide both a course for the task at issue and an insight into existing 
theories within the field. And finally when the research questions are answered, the 
study can also be classified as partly explanatory. 
 

4.2. Research approach 

Research Approach refers to the method to collect and analysis data in the research. 
There are many methods can be used, however, from the perspective of social science, 
two main methods are mainly used: Qualitative and Quantitative method (Yin, 1993). 
The two methods share some similarities, and there is one significant difference 
between them. Generally, speaking, quantitative approach is based on the data and 
numbers presented in the figures. Qualitative approach is based on the words 
description for an event. Both methods have their weakness and strength, and which 
method to be used depends on the kind of problems need to be solved and the 
information needed. Sometimes, the combination of two methods is also suitable for 
the research (Tull & Hawkins, 1990).  
 
Quantitative approach refers to the search for knowledge that will measure, describe, 
and explain the phenomena of our reality (Graziano & Raulin, 1997). Quantitative 
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approach is usually associated with studies within the nature study field and is 
characterized as formalized and well structured. In this kind of research, data 
collected from samples and observations are quantitative, which means that it can be 
expressed in numerical mode but not word mode (Tull & Hawkins, 1990). To find the 
answers to research problems, the broad surveys with already set alternatives are used 
and this method is specially used tin the research with wide investigations (Yin, 
1994).  
  
Qualitative method refers to the research that need the understanding the phenomena 
from an inside perspective and investigating, interpreting is supposed to be used 
(Graziano & Raulin, 1997). Besides of this, according to Yin (1994), the qualitative 
method is mostly used in case study. The aim of that is to gain a deeper understanding 
of the research problem.  
 
Qualitative research is the search for knowledge that is supposed to investigate, 
interpret, and understanding the phenomena by the means of an inside perspective 
(Graziano & Raulin, 1997). Furthermore, Yin (1994) states that qualitative methods 
are often related to case studies, where the aim is to receive thorough information and 
thereby obtain a deep understanding of the research problem. Qualitative research is 
characterized as mainly through researchers’ own description, interpretation and 
reaction. To gather the high quality information, qualitative method is prefer to use 
case studies and interviews. Through this way, no already set alternatives are offered 
to the interviewees (Yin, 1994). 
 
Based on the discussion above, the method of this study should be of qualitative style, 
because the answers to the questions formulated can not be expressed in numerical 
mode. The purpose of the study is to gain a better understanding of internet banking 
adoption in different countries. Therefore, the aim is not to make the generalization, 
which is viewed as characteristic of quantitative method, but to provide a better 
understanding of the perceptions and attitudes. According to this, qualitative approach 
is the best choice for this study. 

4.3. Research strategy 

The research method of this study is discussed in the previous chapter, and now it 
will turn to the choice of research strategies. According to Yin (1994), there are five 
primary strategies within the society study field: experiments, surveys, archival 
analysis, histories, and case studies. All of these strategies have their own advantages 
and disadvantages, which will be shown in the following table (table 2). 
 
Table 2: Situation for different research strategies 

Research  
Strategy 

Form of Research 
Question 

Requires Control 
over Behavioral 

Events 

Focus on 
Contemporary 

Events 
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Experiment How/Why Yes Yes 
Survey Who/What/Where 

How many/ 
How much 

No Yes 

Archival/Analysis Who/What/Where 
How many/ 
How much 

No Yes/No 

History How/Why No No 
Case Study How/why No Yes 

(Source: Yin, 1994) 
 
Given the fact that the aim of the study is to get an understanding of internet banking 
adoption in different countries, the requiring of control over behavioral events is not 
necessary. Therefore, the strategy of experiment can be excluded. Besides of this, 
another subject of this study is to describe the customers’ using of internet banking 
nowadays, and according to this history strategy is not suitable for this study. 
Strategy of survey and archival analysis is suitable for studies that the aim is to 
describe phenomenon or the result can be predicted. The questions for this study are 
not like that. Therefore, the only strategy available for this study is case study. 
 
A case study research can be conducted on a single case or multiple cases; however, 
the case study is mainly used in the research with small amount of units. The data or 
information used in the case study should be more qualitative, which should be 
explained and discussed in a more understandable way (Yin, 1994). As showed in 
the table 2, the case study is advantageous to be used in the situation that “how/why” 
questions about being asked. According to Yin, the questions should be about a 
contemporary set of events over which the investigator has little or no control (Yin, 
1994). Moreover, Yin continues stating that case study should be used in the 
situation that there is blurs or confusing on the boundaries between phenomenon and 
the context (Yin, 1994). In this study will conduct a case study of two single cases. 
Firstly, the analysis within each single case will be conducted and compared with the 
existing theories. Secondly, the two single cases will be crossly analyzed and 
compared with each other. 

4.4. Data collection 

According to Yin, there are six sources for data collection: documentation, archival 
records, interviews, direct observations, participant-observation, and physical 
artifacts (Yin, 1994). All of these will be resented in the following table (Table 3).  
 
Given the fact that the study is using qualitative approach but not a quantitative one, 
archival Records or documentations will not be used as the resources evidence. 
Besides of this, due to the reason of lack of time and financial resources, direct 
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observations and participant observations are also ruled out from this study. 
Furthermore, because of the unnecessary of technical operations for this study, 
physical artifacts will not be used in the study. Finally, only interview is left 
available for this study. According to Yin (1994), Interview is one of the most 
significant resources for case study. Two main positive aspects of interview are 
stated by Yin: targeted and insightful, which means that interview will concentrate 
more on the research topic and will provide a perceived causal result to the 
investigation (Yin, 1994).  
 
Table 3: Sources for Data collection 
Documentation Used for collecting secondary data from, for example, statistics, 

official publications, letters, diaries, newspaper, journals etc. 
Archival Records Also used for collecting secondary data from, for example, 

service records, organizational records, maps and charts, survey 
data, and personal records. 

Interviews 1. Open-ended nature. To ask key respondents for the facts of a 
matter as well as for the respondents’ opinions about events. 
2. Focused interview. To interview for a short period of time. 
3. Structured interview. In lines with a formal survey. 

Direct Observation Used for providing additional information and increasing 
reliability. It usually involves observations of meetings, 
sidewalk activities, factory work, classrooms, and the like. 

Participant- 
Observation 

A special mode of observation that investigator is not only a 
passive observer, but take a variety of roles or participate in the 
events being studied. 

Physical Artifacts a technological device such as tools or work of art etc. 
(Source: Yin, 1994) 

 
For an interview, there are three kinds of question methods: questionnaires, 
telephone interviews, and personal interviews. According to Yin (1994), 
questionnaire means to send respondents the questions they are going to answer 
without any interpretation and explanation. Telephone interview can be conducted by 
asking more complex questions and explaining misunderstanding. However, the time 
reason will often be a limitation. Personal interview means contacting with 
respondents face-to-face, which will avoid misunderstanding and compared with 
telephone interview, it can be longer.  
 
The type used in this study is the combination of both personal interview and 
questionnaire. Both respondents are asked the same questions. Because one of the 
respondents is now in China and it is not easy to arrange appropriate time for 
telephone interview, a questionnaire is directly sent to the respondent and the result 
is given back after 1 week. Another respondent is in Sweden, and for this respondent, 
a personal interview is conducted. Before the interview, a same copy of 
questionnaire is sent to the respondent as a guide of interview, which was developed 
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from the theoretical framework (Appendix 1). Based on the reasons mentioned 
above, the questionnaire interview can be seen as structured interview and the 
personal interview in Sweden can be seen as an open-end interview. 
 

4.5. Sample selection 

It is impossible and impractical to collect information from all potential units. 
Therefore, a small amount of unit, sample, is selected to represent the whole set of 
units. Given the fact that samples can not precisely represent all the members in the 
group from which they are selected, researchers can not be sure the result generalizes 
all the populations (Graziano & Raulin, 1997). 
 
In this study, the samples are selected from both China and Sweden. Both of the 
samples are the middle-level managers in their workplace. The banks they are 
working at are the leader bank in their own countries and have plenty experience of 
operating internet banking in their own countries. The Sample from China is the 
manager of customer supporting department of Industrial and Commercial Bank of 
China (ICBC). The questionnaire was sent to his email address on April 17th and the 
answer was sent back on April 24th. This person has been on this position more than 
three years and the reason of choosing him as a sample is that his daily work is 
taking responsibility of communication with customers about the problems of 
internet banking. Therefore, he holds both experiences of communicating with 
customers and internet banking adoption. Another Swedish sample is also a manager 
of customer services department of Nordea bank in Sweden. Like the first sample, he 
also has both experience of handling customer and internet banking problems. The 
interview with him was made on April 26th in his office and the duration of this 
interview is about 40 minutes. 

4.6. Data analysis 

Aim of data analysis is to pick the useful information from the mass amount of 
collected data and based on which to draw a compelling conclusion. According to 
Yin (1994), the analysis process involves examining, categorizing, tabulating and 
recombining the collected data. Two main strategies can be used here to for 
analyzing: theoretical propositions or case description. The main criterion of 
choosing the strategies is the amount of previous studies/researches. Theoretical 
propositions means to formulate questions according to the existing literature and 
previous studies. The result of study is used to compare with the previous researches 
and dra a conclusion. Case description is only used in the case that seldom previous 
studies have been done (Yin, 1994).  
 
According to Miles & Huberman (1994), data analysis usually involves the 
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following three activities: data reduction, data display and conclusion 
drawing/verification. Data reduction can not be part from analysis, it is helpful to 
sharpen, sort the data and based on which a final conclusion can be drawn (Miles & 
Huberman, 1994). Data display is the second stage that the reduced data will be 
displayed organized and compressed. It is particularly useful when conducting a 
multiple cases study. The last stage is conclusion drawing and verification. 
Researchers in this stage will state what kind of different findings found and notes 
regularities explanations, possible configurations, casual flows and propositions 
(Miles & Huberman, 1994).  
 
In this study, the process of data analysis is going to follow the three stages process 
developed by Miles & Huberman. As discussed above, this strategy is a suitable one 
to guide the case study. The data will be presented in next chapter and the reduction 
and analysis will be combined following. Finally, a conclusion will be drawn in the 
final chapter.  

4.7. Validity and reliability 

Two useful concepts one should keep in mind when conducting researches, which 
are validity and reliability. Validity refers to the ability of an instrument to measure 
exactly what concepts it is supposed to measure (Yin, 1994). And another concept 
reliability refers to that the results of researches should be consistent if use the same 
research technology repeatedly (Yin, 1994). Validity includes three dimensions, 
which are construct validity, internal validity, and external validity. Characteristics of 
the validity and reliability are shown in following table. 
 
Table 4: Validity and Reliability 
Construct Validity Establish correct operational measures for the concept to be 

studied. 
Internal Validity Establish casual relationships, which show that other 

conditions leads to other results. 
External Validity Establish the field where the findings can be generalized.  
Reliability The research can be repeated through same technology and be 

with same results. 
(Source: Yin, 1994) 

 
In this study, validity and reliability are always the two criteria for conducting the 
study. Firstly, large amount of previous literature and researches have been gone 
through in order that the reasonable questions and hypotheses can be formulated. 
Secondly, the methods and strategies that will be used in the study and collect data 
have been discussed and explained in this chapter. Thirdly, before the interview, the 
interviewees have been told the interview topic and the questions that will be asked 
during the interview are sent to the respondent in advance, so that the respondent had 
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time to prepare the answers. Furthermore, when choosing samples, some criteria 
have been concerned. Both samples have experiences on both aspects of customer 
knowledge and internet banking operation, which make sure that the answers of 
respondents contain more useful information and thus increase the reliability. 
 
About construct validity of the study, multiple sources evidences are used in the study, 
which are interview and documentation. Besides of this, the results of the interview 
have been sent back to respondents to make sure that the misunderstanding is avoided. 
Moreover, the questions and hypotheses are formulated according to existed studies 
and literatures, and the whole study is based on these existed theories and models. 
According to Yin (1994), internal validity concerns mainly causal or explanatory 
studies which is not suitable for this study and will not be discussed in the following. 
To increase external validity, in this research, a multiple cases study is conducted and 
this may form a base of generalization better than single case study. 

5. Empirical presentation 

5.1. Case I: Nordea Bank 

5.1.1. Overview of Nordea.com 

Nordea is the largest financial services group in the Nordic and Baltic Sea region and 
one of the five largest listed Nordic companies. Besides of this, in terms of market 
capitalization Nordea qualifies within the 25 largest European financial institutions. 
The recent Nordea Group was established in 2000, but its origin banks and insurance 
companies from Nordic region can be derived as far back as the early 19th century. 
Nordea now has around 10 million customers and 5.2 million of which are also 
e-customers. It has approximately 1400 branches offices and also with more than 
34000 employees in the Group. The stock of Nordea has been listed in Stockholm, 
Helsinki and Copenhagen. The business of Nordea includes three areas: Retail 
Banking, Corporate and Institutional Banking, and Asset Management & Life 
(Nordea Annual Report, 2008). 
 

The vision of Nordea is to be the leading Nordic bank creating superior value for 
customers and shareholders. Their values include three dimensions: “Great customer 
experiences”,”It’s all about people” and “One Nordea team”. According to this, 
Nordea’s aim is deliver all products and services through all distribution channels. 
Therefore, customers of Nordea can choose the channel most appropriate, such as 
local branch office, the telephone or the Internet. There are many types of facilities 
offered by the bank via internet, like get current account balance at any time, transfer 
money between accounts, pay bills, investments, loans etc. The orientation of 
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Nordea is on the customer, users can choose to deal with their online transaction at 
any time any place (Nordea Annual Report, 2008). 

5.1.2. Website of Nordea.com 

Before going through the interview result of Nordea, the website of Nordea.com 
should be presented briefly. It is the main place where customers deal with their 
online transaction. Three factors of Nordea website should be examined: information 
content, interactivity and navigation. Product information is available for customers, 
which include the introductions of Nordea’s products, services and the handbooks of 
using them. It is easy for customer to find the information they need. Most of the 
information can be viewed through HTML mode or downloaded with PDF mode. 
Some important report, such as the annual report can also be downloaded from the 
website and there are the options for languages in the most of information. The 
website is designed with mainly white, gray and blue colors and there is few moving 
element on it. It is quite simple but useful enough.  
 
About the interactivities, the bank email and manual address can be found under the 
title of contact, which can be found in most of its pages. In the product and services 
introduction page, some flash demo can also be found which will guide the user 
through using the products or services. Besides of this, some other useful tools are 
also put on the website, such as the rate converter.  
 
Last is navigation, navigation of the website is quite simple and clear. Users can 
reach homepage through the homepage hypo links in most pages. And in most of its 
page, Nordea maintain a consistent style of the page: same logo, background and so 
on. A horizontal form of links can be found in most of the pages. According to my 
observation, there is no dead-end page in the website. The search engine is on the 
righ top corner of the website in most of pages. 
 

5.1.3. Interview result of Nordea 

According to the hypotheses formulated previously, fourteen questions are asked 
when conducting the interview. The first question is to know what kind of impact 
that internet banking adopting has on the bank’s operation. About this question, the 
respondent mentioned several dimensions. Firstly, internet bank has been 
implemented in Sweden more than 10 years. Nowadays, it is a part of the daily live 
in Sweden, which can not be excluded. Approximately half of the customers deal 
with the transaction through internet. If now Nordea cancel the online service, it is 
huge disaster to both the bank and customers. And at the beginning, as he knows, 
internet banking firstly adopting in Nordea is to meet customers’ need and keep the 
competition advantages with the competitors. Nowadays, the successfully adoption 
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of internet bank has significantly helped bank save cost and through which, more 
customized need can be met. 
 

Security issue is another important aspect about internet banking adopting. 
According to the respondent, there are not big problems about security issues 
happened in Nordea online system. But the respondent noted that they have always 
been paying much attention on the security of online banking. An advanced 
encryption technology is now designed to be used in online transaction. And besides 
of that, a basic method but effective one, which is called “challenge response logic”, 
is used to protect the online system from being attacked. The system provides a 
unique code for each online transaction and also a confirmation for it, which lists all 
the transaction detail in private account page. The respondent also mentioned 
another simple method to protect safety. After the user login to the account and not 
to take any activities for a moment, the system will automatically logged off, so that 
the private secrets will not be seen by the others if the user left with the account 
logged on.  
 
Anyway, the respondent also emphasized the importance of security issues of online 
banking. And he agreed with that security issue is a main barrier for some one not to 
use online transaction. He thought that not only a single bank has the ability to 
eliminate customers’ fear of security. The legal system of the industry and country 
also play important roles, only this, the confidence of consumers’ internet using can 
be increased. However, the respondent also told some about how to maintain 
consumers’ confidence. First of all is the innovation and updating of the technology, 
it is the base for every thing. Then, the attitudes towards customer is important, bank 
has the responsibility to protect customers’ benefits from being destroyed. Besides of 
this, customer supporting services is also important. According to the respondent, 
around 30% of the accidents of using internet banking is because of the customers’ 
wrong behaviors, but the bank has the ability to help customer to save the benefit or 
at least help them to reduce the loss to a minimum.  
 
About computer self-efficacy, the respondent talked from two aspects. Firstly, from 
internal the bank, they have a quite briefly and informal training program for those 
newly access the online system. However, they have very specified and detailed 
dictionary for the employees to use. When asking if this will increase the efficiency, 
the respondent’s answer is definitely yes. And when being asked if the employees 
have the chance to access customers’ private information, the respondents mentioned 
that they have very restricted rules and regulations for this kind of behaviors, if 
someone was found to do this, he or she will certainly be fired and the bank will also 
inquire for the legal treatment for these behaviors. No such behaviors have ever ben 
found according to the respondent. And for the computer self-efficacy of customers, 
the respondent thought that the level of customer’s computer proficiency would not 
have too much impact on their operation. They have different kind of services to all 
kinds of people, and seldom feedback about this issues they have ever received. But 
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personally the respondent thought it was a good thing for internet banking adopting, 
as the customers are better at using computer, they are supposed to know how to 
protect their benefits better, and to some extent it is a help for bank’s work. 
 
About how to encourage customers using online banking, the respondent talked as 
above. He though internet banking has been introduced in Sweden for more than 10 
years. Most populations now has accepted the using of online transaction, and it dose 
provide convenience to the customers. They have well defined customer 
segmentation and they designed particular strategies to all segmentations to attract 
the customers. For those customers without much computer proficiency of 
confidence to the online transaction, they will provide more assistance. However, he 
did not deny that still many people are not going to use online transaction but prefer 
the traditional ways better. Security issue is a reason, and for now, what they did is 
trying to promote their product more to the customer and try to develop more 
products or services that will offer more values and conveniences to customers. 
Besides of this, the respondent notes that they will also develop the instruments 
besides of internet, such as SMS or phone bank, and try to through this to provide 
more values to the customers. 
 
About the ease of use, what the respondent said is similar with the previous part of 
Nordea’s website. There is not too much glaring elements in the website as well as in 
the user account page. The only two criteria for Nordea is usefulness and safety. The 
respondent though that the simple page will not create much trouble to those without 
computer using proficiency. And to most of their products and services online, there 
is vivid flash demo on the website and users who are not familiar with the products 
can use it as a demo. 
 
About the charge fees, the respondents explained that to the normal customers, there 
is no extra fee except the annual fees. Actually it saves much cost than those who do 
not have an online account. 
 
The respondent thought that the customer trust or commitment was important, as the 
online banking is most the transaction of intangible products, such a trust will 
influence their confidence of online behaviors. The respondent mentioned that they 
seldom received customers’ complaint about the transaction process. Actually what 
the customer really worried about is not the bank and transaction processes, but the 
buyers and sellers whom are related to customers through the bank transactions. In 
another word, banks just play the role of media, and the responsibility of banks or 
online banks is to help deal with transaction smoothly and provide appropriate 
assistance. Once the bank done a good job like this, the trusts of customers are easily 
to be built.  
 
Besides of that, the respondent thought that all information that customers need can 
be found on the website, besides of that, the email, address and telephone are all 
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available to the customers. Due to the well established credit system, customers will 
usually find the appropriate information about the products and services they need 
and them they will determine whether it is suitable for him or for her. Then the 
decision is made. Especially for a bank group like Nordea, there is no need for them 
to be worried about the reliability.  
 
And for the last questions, the respondents thought that most Swedish accept the 
uncertainties with a medium extent, and with appropriate and reliable information, 
people will try the new thing if it is suitable for him or her. And to the internet 
banking, it refers to more benefits, therefore, the consideration of which will be more 
carefully. But still, although the risk of security is a significant reason to influence 
the internet banking adopting, but with enough information, some people will be 
persuaded to have a try.   

5.2. Case II: Industrial and Commercial Bank of China 

5.2.1. Overview of ICBC  

Since its foundation in 1984, Industrial and Commercial Bank of China has fully 
undertaken industrial and commercial credits and savings businesses which were 
originally transacted by People's Bank of China, therefore it has taken on the 
responsibility of accumulating the social wealth and supporting the national 
construction. In 2005, Industrial and Commercial Bank of China has reformed the 
shareholding system and officially changed its name to "Industrial and Commercial 
Bank of China Ltd." (hereinafter referred to as "ICBC"). In 2006, ICBC has been 
successfully listed in both cities of Shanghai and Hong Kong simultaneously. And 
now, it has spread its business to 13 countries and regions in the world and has more 
than 17000 branch offices and 380000 employees all over the world (documentation 
from http://www.ICBC.com.cn).  
 
The internet banking of ICBC takes the most shares of Chinese market. According to 
its annual report of the first quarter, the numbers of private and corporate users of 
ICBC are approximately 60 million and 1.6 million. Compared with the beginning of 
2009, the numbers increased 5million and 150000. the report also showed that 
although there were a few of accident happened to ICBC’s internet banking, the 
transaction amount of which is still increasing. And the trade amount of the online 
transaction takes account 44.5% of all of its transaction (ICBC Annual report, 2009) 

5.2.2. Website of ICBC 

Like the examining of Nordea’s website, the ICBC’s website will be also examined 
from the following three dimensions: Information content, interactivities and 
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navigations. Compared with Nordea’s website, ICBC’s website contains much more 
information, which including the introduction to the bank, the introduction to bank’s 
product and services and some other news or information about the industry and 
financial market. Most of news and information can be viewed both through English 
and Chinese versions, but some important report, like annual report only have the 
Chinese version. Most of information are published through HTML mode and cann 
ot download directly. Besides of that, there are some advertisements about ICBC’s 
products and services on its website. The website is designed with red and white 
colors, compared with Nordea, it contains more information and seems more 
complex. 
 
ICBC has very detailed introduction to its product and has the flash demo to thisas 
well. Besides of this, it has an online assistance which can provide more information 
and help according to customized requirement. Under the title of contact us, the 
address, email and phone number can be found. Moreover, the website contains 
deposit calculator, overdraft calculator and exchange rate converter. 
 
Navigation of ICBC website is not that clear. The whole homepage is divided to 
several parts. Each part has its own content and its own navigation hypo links. On 
the top of the home page there is a table of links for all the content. Most of the 
pages have the hypo links to the home page and there is no dead-end page in the 
website. The style of the website is almost consistent, which have the same logo and 
samecolor background. Search engine can be found in the top middle and the site 
map is on the bottom of each page.  

5.2.3. Interview result of ICBC 

The same questions are sent to the Chinese interviewee and due to the reason of long 
distance and time difference, the interviewee has to finish the questions without any 
explanation. Following is the summary of his answer. About the influence of internet 
banking, the respondent thinks that the adoption of internet banking saves huge 
amount of cost and has helped the bank to hold advantages to its competitors. He 
thinks that the biggest driver of adopting internet banking is the need of taking 
market shares and cost saving.  
 
When regarding the security issues, the respondent thinks it is the most important 
problems for China’s internet banking development. The lack of legal system 
support makes the online transaction not quite safe. He also mentioned that there are 
several stealing accidents of internet banking happened this year, although these do 
not have tremendous negative impact on their online business spreading, it is the 
evidence that there is some problems in the field of online banking. However, the 
respondent also mentions that given the fact that there is security problem in the field 
of internet banking, customers that are going to use internet banking is still 
increasing. The industry of internet banking in China now is experiencing a period of 
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rapid development. The respondent thinks that during this period, the problems of 
security issues may be concealed by the great benefits and convenience of internet 
banking. According to the respondent, all the technology being used in ICBC online 
system is the latest and updated.  
 
According to the respondent, most employees will get a training program not only 
about their daily work but also about the security issues. He also thinks that this kind 
of trainings program will increase the efficiency of workplace to some extent. And 
about the opportunistic behaviors and behaviors of exposure private information, 
they have restricted rules to treat the person who does this. And according to the 
exactly behaviors, they have the right to inquire for the legal solution. The 
respondent mentions that China now has a rapid growth of people who have the 
chance to access computers. However, the proficiency of the whole population is not 
high. If the computer self-efficacy of customer is promoted, they will have a better 
understanding on the security issues and know how to protect their own privacy and 
benefits on the internet. He thinks it is good for eliminating the opportunistic and 
illegal behaviors on the internet.  
 
The respondent notes that the segmentation of internet banking of ICBC is relatively 
narrow. Although the numbers of computer-using people is increasing, the amount of 
people who are going to use internet transaction is still small given the huge 
population of China. Through ICBC’s sruvey of internet banking usage in the ten 
biggest cities in China, more than 90% of people have heard about it. And about 
55% of people have experiences of using it. However, most of the people who 
claimed have the experience of online transaction are from the group between age of 
20 and 45. The respondent mentions that they have promotion and advertisements 
for the people of this segmentation, but for the other segmentations, they have 
seldom to do.  
 
About the ease of use, the respondent thinks that the functions of ICBC internet 
banking are plenty and there is not much complaint about not easy to use. He thinks 
that most of the transaction within the boundaries of China can be done through the 
internet banking.  
  
The respondent notes that the online transaction of ICBC is totally free. There is only 
the fees and charges for the transactions between different banks. However, 
customers can choose the different ways of accessing internet banking. The first 
method is to get a code card from bank, which is free to use. And another way is to 
get a USB equipment, which will be used at the time of online transaction. It will 
have some fees but will provide better protection.  
 
When regarding the customer trust and commitment, the respondent thinks it very 
important. According to the respondent, now the competition in Chinese internet 
banking market is quite intense, customer trust is the key to maintain the market 
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shares. The respondent mentions, to support customers, there are special personnel at 
most branch offices to answer customer questions. They have special hot line 
number to help customer to solve the problems they meet when using online 
transaction. Compared the early years, now they have improved the efficiency of 
solving customers’ problems. And the awareness of protecting customers’ privacy is 
also improved. For those who have frequently usage of online transaction, ICBC is 
going to establish a long term relationship with them. And for those new customers, 
ICBC provides detailed and careful assistance. The opportunistic behaviors are 
strictly forbidden in the bank.  
 
The respondent notes that Chinese customers are mostly sophisticated. For the new 
fresh things, most of them are not wiling to have a shot. Before they made the 
decision of using the new things, for example, they need to know most of the 
information from the bank and from the people who have experienced it. After they 
have a comprehensive understanding of it, they are going to use it. In this way, 
According to the respondent, on ICBC website there is not only the introduction of 
the products and services, but also the BBS for most of its products and services, 
some Chinese customers are more likely to get knowledge through this.  And about 
the risk, the respondent notes that he is not going to try some thing that he is not 
familiar, especially in the financial field. And he thinks that many of Chinese people 
hold the same idea with him, especially the elder people in the society. He thinks this 
is a main reason for those elder people not to use online banking.       

6. Discussion and result  

Eight hypotheses have been formulated in the previous chapter. In this chapter, we 
will go through these hypotheses again and find whether the supposed result is 
correct or not. Nordea case and ICBC case will be analyzed separately firstly, and 
then, a cross analysis between the two case will be presented.   

6.1. Within case analysis of Nordea Bank 

In this study, three models are used as the bases for analyzing innovation adoptions, 
which are TAM model by Davis, Diffusion model by Rogers and the TRI model by 
Parasuraman. Diffusion model states that not only one or two, but multiple factors 
affect innovation adoptions. Within the field of internet banking, protection of 
reputation, cost saving and mass customizing has been regard as the influential 
factors and on the other hand, security issues, lack of consumer-friendly technology 
and so on acted as the delayed factors. According to the interview of Nordea, the 
impact of internet banking is mainly to meet customer’s need at the beginning and 
now it is a significant instrument to help the bank save cost. The interview result 
shows that internet banking plays an important role to keep the bank’s advantage 
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against its competitors and it is now a part of banks daily work which can not be 
excluded. Therefore, the factors of saving cost, and protect reputation play important 
positive role for internet banking adopting, which is similar with the diffusion 
theory.  
 
In the diffusion theory, security issues are argued to play a negative role for internet 
banking adoption, which is also mentioned as perceived risk in the TRI model. 
According to Parasuraman, security issues and perceived risk will made people feel 
discomfort and insecurity. And one in such a situation means that he or she is not 
ready to accept the innovation adopting. From the interview result, Nordea always 
pays meuch attention on the security issues and protect customers’ benefit and 
privacy from being attacked and exposed. In another word, they are trying to keep 
the customer being as optimism and innovativeness. And there is not big security 
problems happen in Nordea history. This result shows that security is the factor that 
will delay innovation adopting, but to some extent the negative impact can be 
managed through the banks making effort and technology updating. 
 
In TAM model, computer self- efficacy has a positive relationship with the ease of 
use of internet banking, which will turn to influence customers internet banking 
adopting. The interview result shows that Nordea bank has training program for 
employees to improve their proficiency of using the system and they would like to 
see the improvement of customers’ computer using proficiency. This result is similar 
with the statement in the TAM model. However, in TAM mode another argument 
states that computer self- efficacy will more or less affect the perceived risk. And 
this is not seen in the interview results. The respondent thinks computer self-efficacy 
will play a more positive role in internet banking adopting and the country’s legal 
system and industry’s laws and regulations will restrict the opportunistic behavior 
through this. 
 
Besides of the three models, from customers’ perspective some other factors will 
affect internet banking adopting as well. Awareness of customers to the internet 
banking is the first one, which has also been emphasized as usefulness in TAM 
model. It means how to promote internet banking to customers and make customers 
know what kind of additional value can be gained from using internet banking. From 
the interview result, Nordea has the well segmentation definition of all of its 
customers and different particularized strategies will be used for all segmentations. 
More assistance will be done to help the customers understand Nordea’s products 
and services. Nordea puts the customers’ awareness in their developing strategies, 
which can be found from their values: “It’s all around people/ customer.”  
 
The second factor that will influence the adoption of innovative service or product is 
the “ease of use”, which is also the important factor of TAM model. Some researches 
show that technological innovation “must be easy to use” so that the customers can 
be ensured to take-up or accept. From the observation of Nordea website and from 
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the interview result, the only two criteria for Nordea are usefulness and safety. They 
think that the simple page will not create much trouble to those without computer 
using proficiency. Therefore, from this result, Nordea is agreed that ease of use is 
important for internet banking customer acceptance. Besides the “ease of use”, 
charge and fees is the third factor that will affect internet banking adoption. Some 
studies emphasize the “pricing” aspect for electronic distribution of goods and 
services are a main issue for customer to concern before they get ready for adoption. 
From interview result, Nordea’s fees of online banking is not expensive and 
compared those without online banking accounts, customer using online banking 
will save much cost and fees. In this way, it can be viewed as an advantage for 
internet banking against the traditional bank. 
 
According to Ranaweera and Phrabu (2003), trust can be viewed as a meaningful 
construct catalyst in the relationship building and business transaction. It has been 
conceptualized as existing when one party has confidence in a partner’s reliability 
and integrity. In the internet baking context, the trust concept can be divided in two 
parts. First part is the antecedence of trust. There are three elements in this part, 
which are shared value, communication and opportunistic behaviors (Mukherjee and 
Nath, 2003). From interview result, Nordea pay much attention on trust building and 
communication channel building. Not only through the website, but also the phone 
and email and manual address is used for communicating with customers. It is 
argued that well established communication channel or environment is good for 
developing trust and customer commitment. Besides of this, with appropriate 
assistance, Nordea is not hard to build customer commitment and trust.  
 
About the decision making style analysis, the main accordance is the study by Driver 
in 1979, which is called maximiser-satisficer model. In the model, according to the 
customers’ behaviors of using information and planning, they are divided into four 
groups. From the results of interview, Swedish customers that Nordea has are mainly 
belongs to the decisive style. According to maximiser-satisficer model, decision of 
this group is made of the minimum amount of information so that a solution can be 
more rapidly gained. Decisive appreciate action, speed, efficiency and consistency. 
According to the respondent, their customers are like this due to reasons of Swedish 
well established credit system and therefore, the opportunistic behaviors are 
restricted. 
 
According to Hofstede’s study (1984) on culture dimensions, culture can be divided 
to five dimensions. Uncertainty avoidance is one of them. It is expected that cultures 
with high uncertainty avoidance scores to reveal a preference for long-term 
predictability of rules, work arrangements, and relationships as well as an avoidance 
of risk taking. On the other hand, a low uncertainty avoidance score suggests a 
higher tolerance for uncertainty and, therefore, an acceptance of more informal 
actions. In hofstede’s study, Sweden is not a country with high uncertainty avoidance, 
in another word the accepted level of perceived risk to some extent is higher in this 
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country. And from the interview result, most Swedish accept the uncertainties with a 
medium extent, and with appropriate and reliable information, people will try the 
new thing if it is suitable for him or her. Therefore, although the risk or security 
issues are important reasons for customers to adopting internet banking, but 
sometimes it can be changed.  

6.2. Within case analysis of ICBC Bank 

From the result of interview, cost saving and keep the market shares are teh main 
reasons for ICBC to adopting internet banking in China, which is agreed with the 
diffusion theory that to save cost and protect reputation are the mainly positive 
factors that have impact on online banking adopting. Security issue is the most 
important problem that will delay ICBC’s internet banking development, which is 
same with the assumption of diffusion theory. However, because of the rapid growth 
of customers’ need of transaction online, the number of online users is keep on 
increasing even though there is the problem of security issues. And from the 
perspective of ICBC, they have made a lot of effort to try to protect their customers’ 
benefits not to be damaged. In this way, security issues can be managed and in some 
special periods of innovation development, take the rapid growth period at the 
beginning of development cycle, the negative impact of security issues may be 
concealed. 
 
According to the respondent, the attitudes towards computer self-efficacy is positive, 
which is the same with TAM model that computer self-efficacy can be promoted by 
training and will in turn influence innovation adopting. And another statement of 
negative impact of computer self-efficacy is disagreed with the respondent. From the 
interview result, He thinks it is good for eliminating the opportunistic and illegal 
behaviors on the internet. Therefore, computer self-efficacy will play a more positive 
role in internet banking adoption.  
 
Customer awareness is also concerned by ICBC. Because the computer using 
proficiency is not high among the population, they have a comparatively narrow 
segmentation of market customers. Activities of promotions are more concentrate 
within this segmentation and for the other segmentations which are not using online 
transaction, there is not too much work to do. From the observation and interview 
result, ease of use is concerned in ICBC’s work. However, like the customer 
awareness, this is only concentrated within the narrow customer segmentation. And 
about fees, customer is not need to pay extra money for using online banking but 
need to pay some fees if they want to get better protection. Compared with Nordea, 
the expense of the both bank are almost the same. 
 
Another concept need to be analyzed is the customer commitment and trust. From 
the interview result, the respondent agrees that the trust and commitment is 
necessary for the online banking development. They have facilitated plenty of 
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instruments to support and communicate with customers. And for those use online 
transaction frequently, they are going to establish the long term relationship with 
them. As discussed before, Chinese internet banking is experiencing a period of 
rapid growth at the beginning part of development cycle, the customers’ loyalty or 
trust is a key for the bank to maintain customers.  
 
From the interview result, Chinese customers are thought as sophisticated, which 
means that they need to know most of the information from the bank and from the 
people who have experienced it before they decide to use the online transaction. 
According to Driven’s maximiser-satisficer model, this kind of customers belongs to 
the hierarchic style. People of this group will use much information to evaluate a 
problem and then a carefully construct and very detailed and specific plan will be 
made, and this will be the base for them to make decision. They evaluate more 
thorough analysis and quality of outcome of their plan. 
 
Finally, about the perceived risk, Chinese culture maintains a high level of 
uncertainty avoidance, especially the elder people in the society. To some extent the 
perceived risk may be a barrier for people of using internet banking. However, from 
the interview result, with becoming more familiar with that, the barrier can be finally 
broken.   

6.3. Cross case Analysis 

The cross case analysis is based on the 8 hypotheses formulated in the following 
chapter.  
 
H1.The need of banks, such as protection of reputation, cost saving and mass 
customizing; will have positive connection with adoption of internet banking. 
 

Bank Influential factors 
Nordea Bank  Cost saving  

 Meet customers’ need 
 Keep competitive advantages 

ICBC Bank  Cost saving 
 Maintain market shares 

Table 5: influential factors of internet banking 
 
From the table above, cost saving and protecting reputation are the two main reasons 
that will influence internet banking adopting, besides this, the customized need is 
another important factor that will impact on Nordea’s internet banking. Therefore, 
According to the two interviews, the first hypothesis can be viewed as same with the 
reality.  
 

H2. Security issues and perceived risks will have negative connection with adoption 
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of internet banking.  
 
Both interviews of Nordea and ICBC are agreed with that security issue is an 
important issue for internet banking adopting and should be paid much attention on 
it. Therefore, the second hypothesis can be viewed as correct with the reality.  
 

Bank Security issues 
Nordea Bank  No big security problems  

 Technologies are updated and innovated 
 Legal system and industry laws help to 

protect the safety 
ICBC Bank  Some security accidents happened recently 

but not have big impact on development 
 Technologies are updated and innovated 
 Lack of legal system and industry laws 

Table 6: Security issues about internet banking 
 
The mainly difference here is whether there is the efficient legal system to support 
the protection of safety. And another factor should be noticed is that some security 
accidents have not big impact of ICBC’s internet banking development. The reason 
here may be that China’s internet banking is experiencing a period of rapid growth at 
the beginning of internet banking development cycle, and customers’ need of using 
internet banking is not sufficiently met by the suppliers. In this situation, the security 
issue may be concealed by the mass growth of internet banking development.  
 
H3. Computer self-efficacy will play a more positive variable for adoption of internet 
banking. 
 

Bank Computer self-efficacy 
Nordea Bank  Training program to employees 

 have very restricted rules and regulations for 
opportunistic behaviors  

ICBC Bank  Training program to employees 
 have very restricted rules and regulations for 

opportunistic behaviors  
Table 7: Computer self-efficacy 

 
Both interview result show that computer self-efficacy has a more positive impact on 
internet banking adoption. From internal of the bank, higher computer self-efficacy 
may lead to the increasing of internet banking efficiency. From the external of the 
bank, higher computer self-efficacy may lead to customers’ better understanding on 
security issues and will make customers better protect their own privacy and benefits. 
Therefore, the third hypothesis can be viewed as correct with the reality. 
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H4. Customer will be easily adopting internet banking if they have awareness of 
services and benefits it offers. 
 
Both interviews result show that when adopting internet banking, customers’ 
awareness is an important factor for banks to think about. Nordea bank has different 
promotion strategies for different customer segmentations and for those without 
computer using proficiency, Nordea provide more assistance. ICBC has the 
promotion strategy only for the segmentation of people who are online users and 
potential users, for those will not use internet banking, they do not have too much to 
do. However, both interviewees emphasized the importance of customers’ 
awareness.  
 
H5. Customer will be easily adopting internet banking if they find it is ease to use or 
ease to adopt. 
 

Bank Ease of use  
Nordea Bank  Simple website and will not cause any 

confusion.  
 Have the demo and instruction to all the 

services and products 
 Exchange rate converter  

ICBC Bank  Website contains mass of information; fresh 
users may feel a little confusion. 

 Have the demo and instruction to all the 
services and products 

 Many financial instruments 
Table 8: Ease of use 

 
As showed in the table above, both banks have good-working websites ad the bases 
for their online transaction. Compared with Nordea, ICBC’s website contains more 
information and instruments, which will certainly provide more conveniences to 
online users but to some extent may make the fresh users feel confusion about that.  
 
H6. Customer will be easily adopting internet banking if the cost is reasonably 
prized. 
 

Bank Fees and Charges 
Nordea Bank  Annual fees and no extra 

ICBC Bank  No annual fees 
 Fees for getting better protection. 

Table 9: Fees and Charges 
 
Fairly speaking, both banks are not totally free for customers to use the internet bank. 
Customers need to pay some amount of money to gain the services or protection. 



Nordea Bank versus Industrial and Commercial Bank of China -A comparison of internet banking adopting 

- 38 - 

However, both banks claim that the fees paid for using internet banking is not high 
and is much cheaper than dealing with transaction through the traditional ways. 
 
H7. Internet banking adopting will be positively related to the enhancing of shared 
values and communications and negatively related to opportunistic behaviors.  
 
Bank Trust and commitment 
Nordea Bank  seldom received customers’ complaint  

 help deal with transaction smoothly and provide appropriate 
assistance 

 the email, address and telephone are all available to the 
customers 

 information on the website is updated frequently 
 opportunistic behaviors are strictly forbidden 

ICBC Bank  Special personnel at most branch offices to answer customer 
questions. 

 Special hot line number to help customer to solve the 
problems 

 Not only the information published by bank but also the BBS 
 opportunistic behaviors are strictly forbidden 

Table 10: Customers’ trust and commitment 
From the table above, both banks have their own strategies to communicate with 
customers and maintain customers’ trust and commitment and think that customers 
trust is important for internet banking adopting. It is obviously that the trust and 
commitment building has positive impact on internet banking adopting. About 
opportunistic behaviors, although it has negative impact on internet banking 
development, both banks have the ability to control it efficiently. Therefore, the 
seventh hypothesis can be viewed as correct with the reality. 
 
H8. The differences between different culture backgrounds will have impact on their 
citizens’ decision making styles, which will in turn influence their internet banking 
adopting.  
 

Customer Behaviors of using internet banking 
Swedish  use appropriate information before 

making the decision 
 acceptance level of perceived risk is 

medium 
Chinese  use most information before making 

the decision 
 acceptance level of perceived risk is 

low 
Table 11: Customers’ differences 
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Compared with Swedish customers, Chinese internet banking users are more 
sophisticated due to the reason that legal and credit system within the field of 
internet banking is not sufficient. Compared Swedish customers, Chinese customers 
need more information before making decisions. According to Driven’s 
maximiser-satisficer model, Chinese customers belong to the hierarchic style and 
Swedish customers belong to decisive style. Acceptance level of perceived risk is not 
same between the two countries. Chinese customers score lower than Swedish 
customers. From interview result, these differences of culture and social norms have 
some impact on internet banking adopting. Therefore, the last hypothesis can be 
viewed as correct with the reality. 

7. Conclusion and recommend  

7.1. What are the main factors that will have impact on 

customers’ behaviors of using internet banking? 

From the previous discussion about theories and data collected, this question can be 
answered from two aspects: from the perspective of bank and from the perspective of 
customer. There also some conjunctions between the several different perspectives 
and all of these will be presented following. 
 
According to this study, the most important factors that will accelerate banks to 
adopt internet banking are as following: cost saving, reputation protection and 
customized need from customers. Banks’ cost has a directly relationship with its 
final benefits. How to save and reduce cost is an important issue that a bank will 
concern. Internet banking transfer the traditional transaction at branch offices to the 
online transaction, which will reduce the cost of time and personnel of dealing with 
it and the efficiency, could also be improved. Besides of cost saving, reputation 
protecting is another factor that will influence adopting of internet banking. It has 
two forms according to this study: maintain the markets shares or maintain the 
competitive advantages against competitors. Finally, the last influential factor is to 
meet customized need. With the development of online business, online transaction 
is demanded by more and more customers. And because of the diversity of online 
business, transaction modes also need to be diversified. Compared with traditional 
ways, online transaction offers more flexibility and more efficiency, and this is why 
the online transaction develops. 
 
From the perspective of customer, awareness, “ease of use” and the transaction fees 
are the main factors that will affect internet banking adopting. According to the 
discussion previously, customers’ awareness to be built is the antecedence of 
successfully adopting internet banking. Banks should keep the customers’ awareness 
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in mind when implementing the online transaction. Furthermore, ease of use should 
be measured from both the website designing and interactivities through the website. 
For the normal customer, ease of use and not too complex is the antecedence for 
them to use the online system. Finally, the transaction fee is also important factors. 
Generally speaking, innovativeness must have the advantages of expense; otherwise 
it is hard to be adopted.  
 
Besides of the two aspects mentioned above, two other factors are also important, 
which are security issue and computer self-efficacy. According to the previous study, 
security issue plays a negative role in adopting internet banking. In this study, it is 
found that although security issue has significant negative impact, it can be managed 
through adjusting the attitudes, improving customer supporting and etc. and in some 
certain period of development cycle, as the beginning period of rapid growth, such 
an issue can be concealed by the fact that customers’ need can not be sufficiently met 
by suppliers. Computer self-efficacy is argued as the factor that will influence 
adopting of internet banking in TAM model. This argument has been confirmed in 
the previous discussion. It can improve the efficiency of banks’ operation and for 
customers, it can make customer protect their benefits and privacy better. And 
another argument about negative relationships between computer self-efficacy and 
internet banking adopting is not confirmed in this study. The opportunistic behaviors 
of which are concerned without much damage on internet banking adoption as they 
can be strictly managed.   
 
Finally, the last aspect that will affect internet banking adoption is customers’ 
commitment and trust. Among the three dimensions of building customers 
commitment and trust, communication is the most important that banks should pay 
much attention on it. According to the discussion above, different countries have 
different ways for communication and this will have relationship with the countries 
cultural and society norms, which will be discussed in the next part. 

7.2. What are the main differences of Chinese and Swedish 

customers when they using the internet bank? 

When using the internet bank, the customers’ differences between China and Sweden 
can be presented from two dimensions. Firstly, from the dimension of social norms, 
there are different styles of decision making in the two countries, which also lead to 
the different ways of using information. Compared with Swedish customers, Chinese 
customers are more sophisticated. According to Driven’s model of decision making 
styles, Chinese customers belong to the hierarchic style. People of this style would 
like to collect most information from all perspectives before making the plan. And 
Swedish customers belong to decisive style, which prefer speed and efficient and 
will use minimum of information before making decisions. The different ways of 
using information lead to the different ways of communication under different social 
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background. 
 
From the perspective of culture, Chinese culture prefers higher level of uncertainty 
avoidance, especially for the elder people in the society. Therefore, the innovation 
products and services need time to be familiar with before they coming to Chinese 
daily live. On the other hand, Swedish culture prefers medium level of uncertainly 
avoidance, which means that Swedish people have more chance than Chinese people 
to access and accept the new things. Therefore, innovation products and services 
may have the different promotion strategies in the both countries, and when 
customers using the innovation products, there will be the difference between the 
two countries.    

7.3. Compared with Swedish internet bank implementing, 

what kind of problems should be concerned for Chinese 

internet banking adopting?   

According to the discussion previously, two aspects that china need to do better if the 
success of internet banking adopting wants to be achieved.  
 
 Legal system and credit system are needed to be complemented. 
The most difference emerged between the two case is that Swedish customers’ trust 
and commitment are more easily to be built. The insurance and protection of 
country’s and industry’s legal and credit system is the key for that. And this is also 
the reason that Swedish people hold a comparatively higher acceptance level of 
perceived risk than Chinese people. Chinese internet banking is now experiencing a 
rapid growth period, the legal and credit system building in this field is quite 
necessary for the future development. Both banks and government need to make 
effort to achieve this goal. 
 
 Customer awareness needs to be concerned more than before. 
Compared with Sweden internet banking, China’s internet banking has a 
comparatively narrow segmentation of customers, which concentrate within the 
group between the age of 20 and 40. Chinese banks have already kept the customer 
awareness in the mind. However, due to the narrow market segmentation, it is not 
sufficient. Chinese banks need to explore more strategies to introduce more online 
products to the people belongs to other segmentations that have no plan to use online 
transaction now. What kind of additional values can be offered is important to 
concern about. And to those people without proficiency of using computers, what 
kind of assistance can be offered is a key to concern about.  
 
To draw a conclusion, some cultural factors have impact on Chinese customers’ 
adopting behaviors. And besides of this, China’s internet banking is still an emerging 
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industry in China’s financial market. If the insufficient can be complemented, it has 
potential opportunity to get a significant development in the future. 
 

7.4. Limitation and further study advice 

Three limitations can be defined for this study. First one is the barriers of language. 
Because both the author and the interviewees are not native English speakers, some 
misunderstanding may be created by them at different levels. Second one is the 
personal bias of the study. As the study is conducted with a qualitative approach, the 
personal bias towards the questions can not be ignored. Third one is the limitation of 
time and personnel, the study is finished by one people within no more than two and 
half months, some aspects of the problem can not be explored deeper. Data used in 
the study are collected from two interviewees. The lack of interviewees may make 
the study has more personal bias and lead the study comparatively less validity. 
Finally, as mentioned before, the term “hypothesis” is not quite suitable for the 
qualitative study within the field of business research. And it is insufficient to have 
only two interviews to examine these hypotheses. As discussed above, the aim of 
doing this is just that let readers understand that these points are the assumptions 
from theoretical discussion but not the conclusion made by the author.  
 
For further study, there are some suggestions. From overall perspective, it is better to 
interview more people of other positions or jobs. It is better to conduct a survey 
among customers. In this way the data collected will be more validity. This study is 
study the adoption of internet banking from the perspective of banks’ orientation and 
customers’ commitment, some further study may explore more from the perspective 
of the culture elements and from the perspective of customers. Conducting a 
query-base research is better to understand the customers’ perspective of internet 
banking adopting. Besides of that, to understand the hierarchy of the society is quite 
important for understanding the online banking implementing, especially in the 
market of China. People from different hierarchies of the society have their own way 
of thinking the internet banking. As mentioned in the interview in this paper, most 
users of Chinese internet banking are youth who lived in the city. This market has 
been understood by most of the competitors in this area. However, the other 
hierarchies in Chinese market, such as the elder people, the people who live in the 
country area, are still a market that has not been well studied and understood. 
Therefore, in the further study, I suggest to have a deep research on this market to 
study the opportunities of implementing internet banking in this market.  
 
Furthermore, employees’ competency is a valuable point when examining the 
differences between China and Sweden market, which is not discussed deeply in the 
work. As internet banking belongs to IT industry and meanwhile banking industry, 
employees in such industries are required to knowledge and abilities of both banking 
and IT industries, in another word, it requires more competencies than those of It or 
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banking industries. As mentioned above in this work, Sweden has longer history in 
adopting internet banking than China. Therefore, Swedish internet banking 
organizations have better programs to choose and train qualified employees. This 
situation will also lead to the differences between internet banking performances of 
these two markets.  
 
Last but not least, communication efficiency is another factor to affect the adoption 
of innovation that has not been discussed in this work. According to Hofstede (2004), 
China has a higher power distance (PDI) than most other Far East Asian countries 
and the world’s average level. This is indicative of a high level of inequality of 
power, information and wealth within the society. According to Hofstede (2004), this 
awareness of high PDI has been included in Chinese cultural heritage and therefore it 
will also have impact on Chinese companies and organizations. In the organization, 
higher PDI usually refers to the more hierarchies in the communication channel. 
According to a survey on communication in large scale project in China (S. Tai et al., 
2008); there are four factors that should be improved in the condition of high PDI 
and three of which can be used in the discussion of innovation adopting. First is the 
lack of good communication mechanism. Second is the weak of organizational 
structure and the last one is the lack of uniform standards. According to Tai and his 
partners (S. Tai et al., 2008), Most Chinese organizations are still traditional form 
which is a linear form. There are too many middle-level positions between the top 
manager and the final implementing employees. Any information or decisions have 
to go through a long and tortures channel. This will decrease the efficiency of 
communication and even though it will lead to information distortion. Therefore, in 
further study, this can be viewed as an important point. According to Tai’s survey (S. 
Tai et al., 2008); there are three ways to improve the situation: Establish new 
communication mechanism and uniform standards and transfer the traditional 
organizational structure to the new forms. In further study, researchers can examine 
what kind of organizational structure is more efficient when adopting the innovation 
and what mechanism and standards is suitable for innovation in Chinese market.   

7.5. Contribution  

This study can be used by Nordea Bank and ICBC Bank to help both banks 
understand their customers’ behaviors and the difference between the counterparties 
of different nations. This study will also provide useful information for other banks 
and other financial institutions. 
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Appendix- Interview Questions Guide 

Q1. What kind of benefit will the bank gain from internet banking adoption? Or, how will internet 

banking adoption influence bank’s operation? 

 

Q2. How do you think about the security issues when adopting internet banking? 

  

Q3. How will you manage the problems about customers’ lack of using internet banking due to 

the reason of security issues? 

 

Q4. What kind of method do you use to manage security issues? Like updating technology or 

tightly controlling? 

 

Q5. Will you provide any program for the employees to improve their skills of operating the 

system of internet banking? And this will help to increase the operating efficiency? 

 

Q6. Do you think that the experience of operating the system of employees will let them easier to 

access customers’ private information? 

 

Q7. Do you think it will help customer to understand and use internet bank better if customers 

are good at using computers? 

 

Q8. How do you encourage customers to use internet bank? If someone have never use internet 

bank before, how will you encourage them to use your online system? 

 

Q9. What kind of functions does your online system have? What kind of interactive method the 

customers can use during the time they are using internet bank?  

 

Q10. Is there any charge or fees for customer when they are using internet bank? 

 

Q11. What do you think the customer trust or commitment in the internet banking adoption? Is it 

important or not? 

 

Q12. How will you communicate with your customer? Generally, what kind of information can 

they get from your online system? How will you manage the feedback and complaint of 

customers? How will you treat the opportunistic behaviors of using online system? 

 

Q13. From what you know, what kind of information customer will prefer to use before they are 

decide to use internet banking? In another word, what are the accordance for customers to 
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choose internet bank? 

 

Q14. From your perspective, how do you think about risk and to what degree do you accept the 

risk? Do you think it is a reason for customer’s nonuse of internet banking? 
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