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Casxcemak: bp3 pazeoj ungopmayuono — menekomMyHUKayuoHe mexHouozuje ymuyao je
U Ha OuHamMuuHe npomere y bankapckom cekmopy. Ilpeomem ooz paoa jecme ananusa
3ACMYN/beHOCMU eleKMPOHCKOo2 OanKapemeaa Koo bankapckux knujenama y Lpuoj Topu.
ITlopeo moea, y pady he bumu npuxazanu nooayu o Kopuuthiery pauyHapa u npucmyn
unmepnemy y npeoysehuma u ko0 Kyhe, Kao u nooayu o kopuwhery unmephem u
MobUIHO2 6aAHKapCcmea ca 0CcepmoM Ha MeHOCHYUje HUX0802 KPemarbd )y NPemxoOHum
2oounama. L{um paoda je da ce ysuou u ykasce Ha npeOHOCHU NpumMeHe eneKmpoHCKo2
bankapcmsa, kako 3a 6anke, mako u 3a kiujenme, 2oe cy Ham nooayu uz 2020. cooune
nokazanu 0a je y speme nanoemuje KOpoua eupycd, 3Ha¥ajHo nOpacmao Opoj KOpUCHUKa
yeayea e-oankapemea y 3emmu. C 003upom 0a ereKmpoucKo 6auKapcmeo ymuue Ha
egpuxkacrocm u 6p3uHy nociosarba usmely danaxa, 6anaka u KiujeHama Kao u came
banke, nompebHO je caenedamu uuHUOYe ClAOUje 3ACMYN/bEHOCMU UHMepHem U
Mobunnoz bankapcmesa y Llpnoj I'opu 'y 00nocy na Opyee sucoko pasgujere zemmwe Espone,
a cee y yumy KaAko Ou Npucmyn u muxoea ApumeHa Ouna MHO20 00/ba u euuie
3acmynsmenuja.

Kuyune peuu: banke, enekmpoHcko OaHKapcmeo, unmepHem u MOOUIHO OAHKAPCMEO,
MEXHONOWKE NPOMEHE, UHPOPMAYUOHA-KOMYHUKAYUOHA MEXHOL02U]d

YBO/JI

EnextpoHcko OaHKapcTBO 0OyxBaTa CKYIl Pa3HOBPCHUX HauWHa
u3Bohema (PUHAHCH]CKMX TpaHCaKIMja YNoTpeOboM HH(GOpMAIOHE U
tenekoMmyHukamuone texaonoruje (Kovacevic& Purovié, 2014). ¥V pany
jé yKazaHO Ha 3Hauaj, NPEJHOCTH KAao M Ha HEJOCTaTKe IpuUMeEHe
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€JIEKTPOHCKOT OaHKapCTBa y MOCIOBaky OaHaKa M OaHKapCKUX KIIMjeHaTa.
Takohe, npeacTaB/beH Cy ToJaK O KOpUIINewy padyHapa ¥ MPUCTYI
MHTEpHETY y npeayzehuMa um Kox Kyhe, Kao M CTaTUCTUYKHU MOAALHU O
KpeTamy Opoja KOpHUCHHKA HHTEpHET 1 MoOuHOT 1uiahama y LpHoj [Nopu
3a nepuon 2018-2020.roause.

up pama je ma ce uUCTpake W yBHJIIE NMPEIHOCTH yBohema u
NpUMEHE WHOBalMja y OaHKapCKOM CEKTOpPY Kao W pasjo3d CKPOMHE
npUMeHe eNeKTpoHcKor OaHkapctBa y LlpHoj ['opm ympkoc MHOTHM
MPEeJHOCTHMA KaKo 3a OaHKe Tako M OaHKapcKe KIUjeHTe. AyTOpH Cy Y
CBOM HUCTpPaXHBamby OOpaTWIM MaXkby HAa TPEHYTHO CTambe KOPHUCHUKA
WHTEpHET U MoOwITHOT Tuiahama y LlpHoj ['opu, kKao 1 cTame y MpeTXoaHe
IBe romuHe. JemHa OJf MHOTHUX TPEIHOCTH YIOTPeOe EIeKTPOHCKOT
OaHKapCTBa KOja je HaBeJEHA y paly jecTe meHa Beha mpuMeHa y TpBoM
Meproy IojaBe MaHAEMHje KOpOHA BUpPYycCa, KaJa je TO OMo W jelIuHU
Moryhu HaumH 00aBJbama (PUHAHCHjCKHX TpaHcakuuja. [lomamum o O6pojy
KOpPHCHHMKA MOOUIHOT W WHTepHeT miahama 3a 2020.roguny notephyjy
HaBezneHo. C npyre cTpaHe, HEIOBOJbHA €yKallMja M ONpe3 Kajaa Cy y
NMUTalkby HOBHHE EJIIGKTPOHCKOT OaHKapCTBa TNPEACTaBIbajy jeIaH O]
pasJiora HECKe 3aCTYIJbEHOCTH TuruTanHor 6ankapcersa y Lipuoj [Nopu.

VY pany cy kopumheHa TEOpHjCKO-METOAOJIOIIKA Ca3Hama Y3
JNECKPUIITUBHO TyMauewe pe3yirara aHaiusa. Takohe, xopuirhene cy
tabenapHe ¥ rpaguuke METOE MPUKa3a JOOMjCHUX MOAaTaka O KPeTamy
Opoja KOpUCHUKA HUHTEpPEeHT M MoOwiHor Tuiahama y llpnoj T'opu on
crpane Llentpanne 6anke Lipue I'ope, kao 1 ceKyHAapHU MOJAIM KOJU CY
MOCITYKHJTH 33 YBUJI Y JOCAIallIiha NCTPAXKUBAba U aHAIN3€ U3 3BaHUIHUX
MHTEpPHET U3BOPA, YACOMKUCA U KIbUTa ayTopa U3 HaBe/ieHe 00JacTH.

1. EJEKTPOHCKO BAHKAPCTBO

WHoBanmje u Op3 pa3Boj HMH(OpMAIMOHE TEXHOJIOTHjEe HHje
3a06uao Hu OaHkapcku cextop. Hanme, pactyha cHara v cBe HUKa 1I€Ha
NEPCOHATHUX padyHapa 3ajeJHO ca pa3BOjeM M BEIUKUM HalpeTKOM
TENIEKOMYHUKAIIMOHUX TEXHOJIOTHja Koja je omoryhumia rio0aiHo
MOBE3MBAE 110 U3Y3€THO HUCKUM lI€HaMa, YUYMHUIIM CY J1a €JIeKTPOHCKU
TpaHchep cpeicTaBa IMOCTAHE PEATHOCT 3a BEIMKH Opoj OaHKapCKUX
KJIMjeHara y cBery, a Tako u 'y Llpnoj 'opu.

EnexTpoHcko 6aHKapCTBO Ce MOKE CXBAaTUTH Kao BUJ OaHKapCKOT
MOCJIOBamka, OJHOCHO IpyXame OaHKapCKUX YCIyra M IpOU3BOjA
(bU3UYKKM U IPAaBHUM JIMIIMA KOj€ ce Hy/Ie ¥l U3BPIIaBajy y3 KopHuIinheme
pauyHapCKMX Mpeka M TelNeKOMyHHKAIlMOHMX Meauja. banke cy y
MOYETKYy HMajie OJ00JHOCT TpemMa yBohewmy HWHOBaIMja y OaHKapCKO
MOCIIOBake KOj€ pa3B0j TEXHOJOTHje JTOHOCH, Ja Ou yOp30 yBumene
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HUXOBY HEMUHOBHOCT Y CBAKOJHEBHOM MOCJIOBabY, KA0 M MPEAHOCTH H
MIOTOTHOCTH UCTHX.

EnekTpoHcko OaHKapcTBO je yHa3aJg HEKOJMKO JIeleHHja
IpeICTaBIbAIO IIOKA3aTeJb MPECTHIKA U CTBAp n300pa, MehyTnuM n1anac oHo
IpeJCTaBJba YCIOB pa3Boja U ONcTaHka Ha Tpxkumry (Strange, 2013). V
yCJIOBUMa BpJIO jaKe KOHKYPEHIMje I/Ie IOCTENEHO HECTajy pasiuKe
n3mely Oanaka, OaHkKe Kao W JApyre (GUHAHCHjCKE MHCTUTYIHjE CYy TOJ
CTaJIHUM TIPUTUCKOM Ja 33/p)Ke€ KOPHCHHUKE CBOJHX YCIIyra, CMambe
TPOILKOBE, YIPaBJbajy PHU3HUKOM M KOPHCTE TEXHOJOTH]y Kao H3BOP
KoHKypeHTcke npeaHoctu (Lacmanovié, 2010, p. 9). Ynarame y HOBe
nHPOPMAIIMOHE TEXHOJIOTHje je TMOCTAa0 HMIIepaTHB 3a OaHKe yclex
IIPUCYCTBA KOHKYPEHLMje KOja UX IPUMOpaBa Jia ce ocaBpeMemyjy (Uros,
2008).

VY IlpHoj 'opu pa3Boj eneKTpOHCKOr OaHKapCTBa MOYMEE TEK ca
pedopmama GaHKapCKOT CEKTOpa W HajaBama Ipejiacka IUIaTHOT MPOMeTa
y Oankapcku cucreM. Jlo Tor TpeHyTKa OaHKEe Cy jeIWHH BHUJ
€JIEKTPOHCKOT TIOCJIOBamha OCTBAPHUBAJIE Y JIOMEHY JIEBU3HOT CEKTOpa Tj.
MOCIIOBHUX OJJHOCA Ca MHOCTPAHCTBOM U TO ynoTpebom SWIFT u mpexe
Reuters(Perovi¢, 2018). YmpaBo uHOBammje y OaHKapCKOM CEKTOPY
NpYyXWie cy MOryhHOCT 3HayajHOM Opojy KOpPUCHHKA ycCIlyra
enexkTpoHckor OankapctBa y lLlpuoj I'opm ma cBoja ¢uHaHCHjCKa
MoCIIOBama 00aBJbajy 10CTA jJeJHOCTABHHU]E, JaKIIe U OpKE, BPEMEHCKU U
MIPOCTOPHO HE3aBUCHO OJ1 paja OaHKe, a CBE TO 1O HIKHUM IIeHaMa YHMe
nocTuKy Behu creneH euKacHOCTH y TOCIOBamY.

[IpenHOCTH IpUMEHE eNEKTPOHCKOT OaHKapCTBa Yy MOCIOBAKY CY
MHOT0OOpOjHEe Kako 3a KJHMjeHTe OaHKe Tako W 3a came OaHke. baHke
10CTajy CBE BHIIE MOTHUBHCAHE Jla CBOJUM KIHJEHTUMA IMpYyKe
MapKeTUHIIKK 00Jby YCIyTy, 3a CTBapambe€ HOBHX H3BOpa IpHUXOJa,
MIPOLIMPEHE TPKULITA, OApKaBamba KOHKYPEHTHOCTU U Jp. 3a KJIHMjeHTa
0aHKe HEeKe OJ IMpPEeIHOCTH YHoTpede eJIeKTPOHCKOI OaHKapcTBa Yy
MOCTIOBamky Cy: HECMETaHa JOCTYIMHOCT MH(OpMalKjaMa U TOoJaluMa o
CBOM pauyHy (CTama W IMPOMEHE), JeAHOCTaBaH IMPHUCTYI arIMKalujH,
nakoha u Op3uHa y 00aBJbamy TpaHCaKIUja ca OMJI0 KOT MECTa y CBETY
6e3 notpede oanacka y 6aHKy, y3 HUXKE TPOIIKOBE MPUCTyNa U 00aBbama
TpaHCaKIMja Ka0 W HECMETAaHO yIpaBJbarke MOCIOBHUM (puHacwjama y
OUJI0 KOje BpeMe HEe3aBHCHO O] paja OaHKe a CBE TO y3 AUTHTAIHU 3aIlHC
TpaHCaKIHja.

C npyre ctpaHe, MHOTH ayTOPH YE€CTO Kao HEIOCTAaTKe IMpUMeEHe
€JIEKTPOHCKOT OaHKapCTBa HABOJIE HETTOCTOjaHOCT 3aKOHCKE PeTyJaTHBE,
0100jHOCT MpeMa HHOBallMjaMa, HeI0CTaTaK MPUBATHOCTH U OTyheHOCTH,
OJICYCTBO CHUTYPHOCTH TIpu 00aBJharmy MOCIOBama Kao W OMACHOCT O]
3noynotpebe nHTepHeTa y KpumuHaiHe cepxe (Macula, 2017, p. 18).
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[ToBe3uBame KIMjeHaTa ca 0aHKama je oMOryheHO MpeKo pasHUX
mucTpuOyTHBHUX KaHanma. I[lpema (Sanader, 2014),.6anka Moxe maa
KOMYHHUIIpAa ca KIHjeHToM myTeMm ekcrno3utype, ATM cucrema
(6ankomatn), POS cucrema, homebanking- a, on-line6ankapcrsa (PC
6ankapctea), WEB TV O6ankapcrBa, SMS 0aHkapcTBa, HHTEpHET
OaHKapcTBa M MOOWIIHOT OaHKapcTBa . Y HACTaBKy pajia, akieHat he Outu
CTaBJbEH Ha MHTEPHET U MOOMITHO GAHKAPCTBO.

2. IHTEPHET BAHKAPCTBO

WuTepHer OaHKapcTBO MpPEACTaBba OOJUK  EJIEKTPOHCKOT
0aHKapCTBa KOjU KOPUCHHIIMMA OAaHKAPCKUX YCIIyra IpyXa HpPUCTYIl
¢uHanCcHjcKkUM HHpOpManHjaMa U 00aBJbamky OAHKAPCKUX TPaHCAKIIMja
npeko uHTepHera. [la Ou kiMjeHT OaHKE MOrao Jia KOPHCTH YCIyTe,
nHpopmanujen obaBsba Miahama U MPEHOC cpeicTaBa MOMOhy HHTEPHET
0aHKapCTBa, HEOIIXO/HO j€ J]a UMa padyyHap, HHTEPHET U OTBOPCH PavyyH y
OaHIy.

Bbpojuu cy ¢daktopun Koju Cy yTHULAIM Ha pa3BOj HHTEPHET
0aHKapcTBa, a HEKH OJ WUX cy cBe Behu Opoj KOpHCHUKA MHTEpHETA
(TaGena 1, Tabena 2), KOHKypeHIIHja y OaHKAPCKOM CEKTOPY, TPOLIKOBHA
eduKacHOCT, reorpadcku JOMET, OApPKABAHE JIOjaTHOCTH KOPHCHUKA,
nemorpaduja kopucuuka. [loctoju Benuku Opoj 3amaTaka Koje OaHKa
TpeOa UCITYHUTH Y IIUJbY MTOCTU3akha YCIENIHOT ITOCIOBakha HA MHTEPHETY,
Kao Ha npumep, jakoha kopuirhema ariMkalyja, CUTYpHOCT JMYHHUX
uH(popmMalja, MHTErpanMja ca nocrojehuM cuctemuma, MPUXBaTaHkE
CTaHJapJa OTBOPEHHX cucTeMa uTA (Zivkovié et al., 2009).

JHanac cno6oH0 MoxkeMo pehu 1a Hema 6anke y Llpraoj 'opu koja
HE HyAM yciayre uHTepHeT OaHkapcTtBa.Kao mrTo je HaBeneHo, aa Ou
KJIMJeHT OaHKe MOTao Jla KOPUCTH YCIIyre MHTEpPHET OaHKapCTBa, MOpPE.
OTBOPEHOI pauyHa y OaHLM U TMOCeoBamka padyHapa, HEONXOJaH je U
MIPUCTYTI UHTEPHETY .

VY Hpuoj I'opu, umajyhu y Buay nojgaTke aHKeTa 3a MEPUON OA
2011-2020. romuue, (Monstat, 2020), mporieHaT KOPUCHUKA WHTEPHETA
KO/ MpaBHUX M (U3MYKHUX JIMLA MOKa3yje TeHJIeHIH]y pacrta. Tako, y
2011.roquHM, iporieHaT KopHIhema padyHapa y npeny3ehnma nznocuo
je 85,1%, nox je y 2020.roguuu nosehan Ha 98,8%. 3a uctu mocmaTpanu
MepHOJ], IPOLEHAT MPUCTYNa UHTepHETY Yy npeayszehuma y 2011.roaunuy,
uzHocuo je 95,1% na Ou 2020.roguHM, TPUCTYN HHTEPHETY Ipema
anketupanuM npenysehuma y Lpuoj I'opu 6mo nosehan 3a 4,4% u uctu
uszHocuo 99,5% (Tabena 1).
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Tabesna 1. Kopumheme pauyHapa u NIpucTyll HHTEPHETY Y
npenyzehuma, y %
2011 | 2012 | 2013 | 2014 | 2015 | 2016 | 2017 | 2018 | 2019 | 2020
Kopuwherse 85,1 | 88,3 | 89.8 | 93,9 | 94.3 | 94,9 | 98,4 | 98,5 | 98,6 | 98,8
padgyHapa
[Ipuctyn unreprery | 95,1 | 96,1 | 98,0 | 98,1 | 99,0 | 99,1 | 99,1 | 99,2 | 99.3 | 99,5

Uzeop: Vnpasa 3a cmamucmuxy Lpne I'ope, Moncmam, ¥Ynompeba ungopmayuono-
KOMYHUKayuone mexuonozuje y npeoysehy y Lpuoj I'opu, Caonumersa 3a 2011-2020.

Ta0ena 2. llpuctyn naTepHery koa kyhe, y %
2011 | 2012 [ 2013 [ 2014 | 2015 [ 2016 | 2017 [ 2018 | 2019 | 2020

[Ipuctyn uHTEpHETY

51,4 | 55,0 | 55,8 | 63,6 | 67,5 | 69,8 | 70,6 | 72,2 | 74,3 | 80,3
kox kyhe

Useop: Vnpasa 3a cmamucmuxy Lpue I'ope, Moncmam, Ynompeba ungpopmayuono-

KoMyHUKayuone mexmonoauje y domahurncmeuma y L{pnoj l'opu, Caonwmersa 3a
oomahuncmea 3a 2011-2020.

Kaga je y mnuramy mnpoueHaT Kopuimmhema HWHTEpHETa Yy
nomahuacTBUMa (pu3muka auna), 3a nepuoa on 2011-2020.roause,
MOJIAIM aHKEeTe HaM TOKa3yjy /a ce MPOIeHAT KOPUCHUKA U3 TOJUHE Y
roauHy rnosehaBao BehuM MHTEH3UTETOM HEro KOJ MPABHUX JIMLIA KOJU CY
WHaue IpBE TOAMHE aHAIM3e MMaiu 3HadajHux 95,1% aHkeTMpaHux
KOPHCHHUKA KOjJH MMajy MPHUCTYI MHTEpHETY y npeaysehuma (Tabena 1).
[Ipema nocrynmuum mogaruma (Monstat, 2011; 2020), y 2011.rogunu, y
Lpuoj I'opu 51,4% ankerupanux gomahnHCTaBa U3jJacCHUIIO Ce Ja UMajy
MPUCTYI UHTEPHETY, WTO je 3a 43,7% Mame Hero Koj MpaBHUX JUIA Y
UCTOM Tepuoay, Aa 6u 2020.roguHe, NpoueHaT KOPUCHUKA UHTEPHETA Yy
aHKETHpaHUM JJoMahrHCTBMMA OMO Behu HETO y MpBOj TOAWMHH aHAIU3E U
To 32 28,9% u uctu usHocu 80,3% (Tabena 2).Ha ocHOBy mojaraka w3
Tabene 3, nuna xoja cy u3jaBuiia aa cy kopuctuia HTepHeT y mocneama
3 Mecera, yriaaBHOM TO pajie CBAKOI JaHa MM CKOpo cBakor jaaHa. [lo
CTapOCHO] CTPYKTYPH, Y CBE TPU TOJMHE aHAIH3E, IITO j€ U 32 OUYCKUBATH,
MHTEpHET HajBUILE KOPHCTU Milal)e aHKETUpaHO CTaHOBHUINTBO LlpHe
I'ope. IIponienar kopunthema HHTEPHETA CKOPO CBAKOT AaHa je Behu Ko
mymikapana y 2018. m 2020.roguau u uszHocu 88,2% mnpBe ToauHE
nocMatpama 1 89,2% y 2020.roguHu, 10K je Koj KeHa Taj mpoueHaT 86,9%
2018.roaune, ogHocHo 88,9% mocieame ToOAUHE aHaJIN3E.

Ha ocHOBY npuka3zaHuX IojaTaka, MOXeMO 3aKJbYUUTH Ja Opoj
KopucHuka wHTepHeTa y LlpHoj 'opm, m kama cy y mutamy npaBHa U
¢u3nuka nuna, jecre Ha 3aBUAHOM HHBOY. C apyre cTpaHe, Mmojany u3
Tabene 4 mam moKa3zyjy aa je Opoj KOPUCHUKA WHTEPHET OaHKapCTBa y
LpHoj I'opu ckpomaH y OAHOCY Ha MpoleHAT KOPHCHUKA payyHapa u
MHTEpHETa y foMahuHCTBY U npeny3ehuma. Ctora, Ha OaHKama je caja J1a
CBOJUM CaJlalllilbuM U OyyhuMm KiMjeHTUMa yKaKy Ha OpojHe MpeaHOCTH
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pUMEHE UHTEPHET OaHKapCTBa KOj€ MOCTajeé HEMUHOBHOCT Y CAaBPEMEHOM
HAuYMHY [10CJIOBakha U yIpaBbamba (PMHAHCH]CKUM TPaHCAKIIHjaMa.

Taoesa 3. Ilpoceyno kopuimhewe HHTEpHETA NpeMa CTAPOCTH U
noJy y % (ogHocu ce Ha Jinna koja cy kopuctuwia Unrepuery
nocjeama 3 Mecena)

2018 Crapoct Ilosx
16-24 | 25-34 35-44 | 45-54 | 55-64 65-74 Mymiku JKenckn
Cakor
JaHa WA
CKOPO 94.8 97,2 86,5 78.6 77,0 73,0 88,2 86,9
CBaKoOr
nana
Hajmame
jenHoM 5,2 2,8 11,3 19,7 20,0 19,1 9.8 12,3
HEJ1eJbHO
Pehe nero
jenHoM 0,0 0,0 2,2 1,7 2,9 8,0 1,9 0,8
HEIe/bHO
2019 Crapoct Ilox
16-24 | 25-34 35-44 | 45-54 | 55-64 65-74 Mymku | HKencku
Crakor
JaHa WA
CKOpO 99,6 96,3 88,6 79,6 77,9 72,8 87.4 88.5
CBaKoOT
JaHa
Hajmame
jemHOM 0,4 3,7 10,3 17,3 21,0 20,1 11,7 9,3
HEJIEJEHO
Pehe nero
jemTHOM 0,0 0,0 1,1 3.1 1,1 7,1 0,9 2,2
HEJIEJHHO
2020 Crapoct Mo
16-24 | 25-34 35-44 | 45-54 | 55-64 65-74 Mymkn Kencku
Csakor
JaHa HITH
CKOPO 100,0 98,9 95,3 80.9 76,9 72,6 89,2 88.9
CBaKor
ana
Hajmame
jenHoM 0,0 1,1 4,4 18,2 18,5 239 10,2 9.1
HEeIeJ/bHO
Pehe nero
JenHOM 0,0 0,0 0,3 0,9 4,6 3.5 0,6 2,1
HeJIeJbHO

U3zeop. VYnpasa 3a cmamucmuky Llpue I'ope, Moncmam,
Ynompeba ungopmayuono-komynukayuone mexronoeuje y domahurncmseuma y Llproj

T'opu, Caonwmersa 3a domahuncmaa 3a 2018, 2019 u 2020.

[IpeanocT mHTEpHET OAaHKApCTBA Cy MHOTOOPOjHE, a U3/Bajajy ce:
yuTesna y BpeMeny, MoryhHocT o6aBJbama mocioBa of kyhe uiu ca 6uio
KOT padyHapa y CBETY, HIDKH TPOIIKOBHU, HUKE TIPOBHU3HjE, HEMa PaJHOT
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BpeMeHa (IoCTymHOCT yciayra 24h, cBakor paHa), TpaHCakIUje ce
W3BpIIIaBajy M3Yy3e€THO Op30, Op30 aKypupame O MpOMEHaMa Ha padyHy,
TajHOCT  mojaraka, Jakoha  ymorpebe  (E-bankarstvo, preuzeto:
23.04.2021). YV nuramy je HajjedTHHHjH BHJ CIEKTPOHCKOT OaHKapCTBa
IJIe je KIIMjeHTy 3a 00aBJbarbe 0AaHKAPCKOT MOCIOBaka MOTpedaH padyHap
ca MPHUCTYNOM MHTepHeTy. Kao u Jpyru eneKTpoHCKH TUCTPHOYTHBHU
KaHaJIM ¥ HHTEPHET OaHKapCTBO MMa CBOj€ HEJIOCTATKE.

3. MOBWIHO BAHKAPCTBO

JenHa o HOBMjHX WHOBAlMja y MOHYAM YCIyra €JIeKTPOHCKOT
OaHkapcTBa IMpeacTraBba MoOunHO ©OankapcTtBo. OnHO omoryhaBa
OaHKapCKUM KIIMjEHTUMA JIa CBOje (PMHAHCH]CKE TPAHCAKITU]e H3BPIIABa]y
ynoTpeboM MOOMIHUX Tesle(hOHa, IPEHOCHUX padyyHapa M MHTEpHETa, a
CBE TO Yy capagmu ca MOOWIHHM onepatepoM. HajanexBaTHH]jy
nedununnjy MobmitHOT OaHKapcTBa qanu cy Luo etal., (2010): ,,MobuiHo
0aHKapCTBO je MHOBAaTHBHA METO/A 32 MPHUCTYN OaHKapCKUM yciyrama
IIPEKO KaHaljla MpU YeMy Kynail CTyIla y MHTEepakiujy ca 0aHKOM IpPEKO
MoOmHUX ypehaja (Ha mpumep, MOOWITHHY Tene(OH WITN TMYHH IUTHTATHA
MoMOhHHK)”.

Y moderky, OaHke cy momohy MOOWIHOT OaHKapCTBa CBOjUM
KIIMjJeHTUMa HyJWIe OCHOBHE (PUHAHCHUjcKe HH(OpMAIMje O CTamy U
MpoMeHaMa Ha padyyHHMa, Kao W KPEIUTHHM KapTHIaMa. Y MOCIeIHUX
HEKOJIMKO ToJMHa, OaHKe Cy CBOjy MOHYAY Mpoluupuie Ha MoryhHoct
MpEeHoca CpelCcTaBa ca padyyHa Ha padyH, muahama padyHa, TPrOBUHY
aKijama, HHpopmMaluje 0 KaMaTHUM CTollaMa, JIEBU3HUM KypCeBHMa U
Jp., OTHOCHO OMOTyheHO je KJIMJeHTHMa Jia Ha JeIHOCTaBaH, yrojaaH, Op3
U JIaK HAYWH UMajy HECMETaH! NMPHUCTYI CBOM pauyHy.

bankama ce oTBapa mpocTop na ce o0pare KOPHUCHHIIMMAa OBHX
ypebaja y 3a10BoJbaBamy OaHKAPCKUX yCIIyra Ha jolll KOM(GOPHHUjU HAYHH,
0e3 ryOuTKka BpemeHa 300r ojyiacka y (uiujady /eKCho3uTypy u 0e3
ob3upa na nu je oxapeheHa TepuTOopHja TOKPUBEHA MPEXKOM
opranu3anuronux jenunniia 6anaka (Hadzi¢ & Mladenovi¢, 2014). Takohe,
UCTH ayTOPU HaBOJIE Ja ce ,,0aHKaMma Mpyska MOryhHOCT j0/1aTHE 3apaje,
J0JlaTHA YIITE€Aa Ha aHTaKOBamy OaHKApCKUX CIYKOEHHMKA, MPECTHK
Koju OaHka no0uja Kao OHa Koja MpaTd U MpHUMEHYje CaBpeMeHe
TEXHOJIOTH]€ U TPEHIOBE .

C npyre crpaHe, Kao HeJOCTaTke Kopuithema MOOUIHOT
0aHKapCTBa MHOTH ayTOPH HCTUIY HECUTYPHOCT Y 00aBJbamkby IMMOCIOBHUX
TpaHcakuyja mnomMohy mamMeTHUX TenedoHa, TryOsbeme MPUBATHOCTH,
6e30enHOCT, cTpax oA ryoutka moOwiHor tenedona u ap. Ilocroje u
NICUXOJIOIIKE MperpeKe Mpu MpUXBaTalky HHOBAIMja MOMYT MOOMIHOT
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OaHKapcTBa KOje ce OJIHOCE Ha MPOMEHY JHEBHUX pyTHHA. JaBibajy ce
Mel)y KopucHHMIIMMa KOju BHIe mpedepupajy IUPEKTaH KOHTAKT ca
0ankapckum ciayxoenukom (Uros, 2015).

4. PE3YJITATU UCTPAKUBAIBA

VY naseem neiy paja M3BpILICHA je aHajIM3a MOAaTaka KOPUCHHKA
yciyra MHTepHeT u MobunHor OankapctBa y Llpnoj I'opu, a mpema
MOCIIEAHIM PACTIONIOKUBUM TolaliuMa 1obujeHnM ofi crpane Llenrpanne
0anke Llpue ['ope rue:

- bpoj xopucHuka uHTEepHET Mahama MpeacTaBba YKyMmaH Opoj
KOpPHCHHMKA HHTEepHET Iutahama, OJHOCHO KOPHUCHHUKA KOjU Cy ca
MpYyXKAolMMa IUIATHUX YCJIyra 3ak/by4YWsId YTOBOp O KOpHIIhemy
arUIMKaTUBHOT CcO(TBEPA3aCHOBAHOT HA HWHTEPHET TEXHOJOTHJH WIIN
YTOBOPHJIN YCIYTY HHTEpHET Tutahama.

- bpoj kopucuuka mobunHor miahama npecTaBba yKymaH 0poj
KOPHCHHKA KOJU Cy ca MPYXKaollMMa IUIATHUX YCIyra YTOBOPHIIN YCIYTY
MoOuHor rahama.

[Tpema nobujenum nonpanuma on Llentpanne 6anke Lpue 'ope,
Ha [ paghuxy I u'y Taberu 4 nat je mpuka3 Kperama U Opoja KOpUCHUKA

WHTEpHET U MOOWIHOr Tutahama, ca CcTamkeM Ha Kpajy roguHe (Ha 31.
nenem6ap), y nepuoxy 2018 — 2020. ronune (CBCG, 2021)°.

Ta6ena 4. Bpoj kopucHuka MHTepHeT M MoOnIHOrIIahawa, mepuoa
2018-2020.roauue(nmogamu cy MCKa3aHu ca CTamheM HA MOCJIeAbH
aany roaunu, 31. nenemoap)

bpoj kopucHuka
Crame Ha Crame Ha
Bpcre niiahama iy gy CT.a}be Ha unoex
2018.1. 2019y, | KPaly 2020.r
Wurepuer miahame 66,534 75,046 99,265 132
Mo6wuiHo miahame 46,513 52,625 67,196 128

Uzeop: Llenmpanna 6anxa L{pue Iope (npeyzemo 05.04.2021.200une)

Pesynratu nobujeHu y nocienme TpU TOJIMHE HaM MOKa3yjy J1a ce
6poj koprcHUKa MoOWITHOT 6ankapcTBa y LlpHoj ['opu U3 ronune y roquny
moBehaBa, a pa3jgor TOME JIGKM y HEBEPOBAaTHOM  pa3BOjy

*HarnomeHe pajiu, TI0JIalli U3 PaHUjUX TOJMHA HUCY Y3€TH Y pa3sMaTpame C 003HpoM Ja je
300r yckiahuBama cTaTHCTHKE y oOmacTi uaTHor mpomera Llentpanne Ganke Llpne
I'ope (UBLI") ca perynatusom EY, nomuo 10 mpomMeHe CTpyKType TOJUIIBET H3BELITaja,
I1a Kao TaKBH PaHHjH ITOJAIM HUCY OWMIIM ITOTOJJHH 32 ynopehusame.
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TEJIEKOMYHUKALMOHOT CEKTOpa M OrPOMHOj TEHETpalju MOOMIHUX
TenedoHa, mpolecy riodanu3annje ¥ UHTErpalrje CBETCKE CKOHOMH]E
KOja yCIJIOBJbaBa M IMOJICTHYE MOCIOBHE JbyJIe J1a ce Kpehy yHyTap U BaH
HallMOHAJTHUX TpaHuIla U 00aBJbajy CBOje OaHKApCKE IMOCIIOBE JIOK CY Y
nokpety(Uros, 2008).

I'papuk 1. Kperame kopucHuKa HHTepHeT U MOOMJIHOT IIahama y
Ipnoj I'opu (2018-2020)

120000

100000
80000 = MOBU/THO
60000 NAARAHE
40000 B NHTEPHET
20000 NAARAHE

0

2018 2019 2020

Useop:Uspaoa aymopa npema nodayuma Llenmpanne banke Llpne I'ope

Hauwme, y 2018.rogunu, 6poj KopucHUKa MOOUITHOT OaHKapCTBa y
Lpuoj I'opu je m3nocmo 46.513, nok y 2019.roguHu, muUXxoB Opoj je
nosehan 3a 13% u uctu je uznocuo 52.625. Hajsehu tpenn pacra Opoja
KopucHuKa MoOuHoT mahama y LlpHoj ['opu y mocmaTpane Tpu roaune
3abenexxeno je 2020.rogune, 67.196, mro je 3a 28% Buie Hero
2019.rogune, ogaocHo 44% Hero 2018.

HNako ce Opoj xopucHuka MoOwiHor miahawa y Llpuoj T'opu
noehaBa, MOke ce KOHCTAaTOBATH JIa je JaJeKO WCIOJ MPOCEKa BUCOKO
pa3BHjeHHX 3eMasba Kao 1mTo cy Hemauka, [IIBeacka u Typcka. Umajyhu
y BUAy TmoaaTke u3 ,JM3BemTaja O CTeNeHy pa3Boja IUTHTATHUX
TEXHOJIOTHja, Kao M TpeHaoBa Koju ux npare” u3z 2017.rogune (Digital
Yearbook, 2017), EBporicku npocek neHeTpainyje MOOWIHUX TeneoHa
(6poj aktuBHuUX CHIM KapTHLa y OJHOCY Ha yKynaH Opoj CTaHOBHMKA)
mHocu 131%, nok mpema uctom wusBemTtajy Llpra T'opa ca 161%
Ipemhadl y OJIHOCY Ha €BPOICKU IPOCEK U Y OHOCY Ha 3€MJbE PEeruoHa,
ma je 3a oyekuBatu Ja he ce Opoj KOpHUCHHKa yciayra MOOHIJIHOT
6ankapctBa y llpHoj T'opu y HapenHoMm mepuoay KpeTaTH Y3JIa3HOM
Ty TamOM.

Kana je y nutamy Opoj KOpHCHHUKA UHTEpHET OaHkapcTBa y LipHoj
I'opwu, Takohe mocmarpan y nepuoay 2018-2020. roaune, MOXKEMO BUACTH
Jla ce UCTH Tojako noBehasa u3 rogune y roauny. [logauum uz Tabene 4
HaM TIOKa3zyjy na je Ha kpajy 2020.rogune, 3Ha4yajHo moBehaH Opoj
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KOpUCHUKA MHTEpHET Mmahama y ogHocy Ha 2019.roauny, 3a 32%, 1ok je
y ogHocy Ha 2018.ronuny, Behu 3a 49%.

VY 6ankapckom cexropy Llpae 'ope, y 2020.roqunu, youeH je Behu
nmopact Opoja KOpUCHHKA KaKo MOOWIHOT TaKO M MHTEpHET Ilahama Ha
mra je Behum nemom ytunana w Kpu3a W3a3BaHa MaHIEMHjOM KOpPOHA
Bupyca. banke y llpHoj ['opu cy TOKOM mpomuie TOJWHE yBele Mepe
3alITUTE U CIpeYaBama MIMPEeHa KOPOHA BUPYCa, TE CY CBOja MOCIOBamba
U ycioBe pama y OaHkama mnpuiarohaBaii HaBEICHHM YCIOBUMAa W
orpaHu4aBaiu Opoj KIMjeHaTa KOjU Cy MOTJIH OUTH HCTOBPEMEHO Yy
MOCIIOBHUIIAMa, IITO je W yTHIAI0 Ja cBe Behu Opoj OaHKapCKHX
KiMjeHarta npehe Ha o00aBibamke TOCIOBamba Ca TPAJUIIMOHATHOT Ha
MOJIEPHO, EJIEKTPOHCKO OaHKapCTRBO.

Behuna 6anka je y Toxy 2020.roauHe, y IOHYAM CBOjJUX yCIyra
aKIEHAT CTaBJbajia Ha TPEJAHOCTU YNOTpeOe ENIEKTPOHCKOr OaHKapCcTBa
KOje je MpYyXuIio MOryhHOCT KOpMUCHHIHMMAa Ja CBOja (MHAHCHjCKA
MOCIIOBamka y BpeMe MaH/IeMHUje KOpoHa BUpyca 00aBibajy, Opike, JaKiie u
jemHOCTaBHUjE M3 KaHIlelapuje, Kyhe wim Jpyror Mecra, HE3aBHCHO OJT
pania 0aHKe ¥ CBE TO IO HIXKUM TPOILIKOBHMA.

3AK/bYYAK

WHoBanyje y eneKTpoOHCKOM OaHKapCTBY HMCY 3a00MIuIe HU
O6ankapcku cextop Llpae I'ope. Jlomahe GaHke y TOMEHY €IEKTPOHCKOT
OaHKapcTBa BUJIE CBOJy IIAHCY pa3Boja, T€ yJaxKy 3HauajHa (MHAHCH]CKA
CpeAcTBa y KYNOBHHY CaBpeMeHEe WH(POPMAIMOHO-KOMYHHKAIIMOHE
TEXHOJIOTHje Koja omMoryhaBa HecMmeTaHO MpyXame HH(popMmaluja H
o0aB/batbe  (PUHAHCHJCKMX  TpaHCaKIMja TMOMOhy  €JIeKTpOHCKOT
0aHKapCTBa.

MHora ucTpakuBama Cy IMoKasaja Ja Cy KOPHCHUIM UHTEPHET U
MOOMIIHOT GaHKapcTBa, Kako y cBeTy Tako u'y LpHoj ['opu, y npBom peny
Miaha ¥ TEXHOJOMIKU oOpa3oBaHa momyJanyja. Kao rmaBHu HemocTaTak
HE/I0OBOJBHOI KopHIlNewma yclyra eJeKTPOHCKOI OaHKapcTBa KOJ
0aHKapCKUX KJIMjeHaTa HAaBOAM C€ Y TMPBOM peAy HECUTYpHOCT,
HEelyKOBAHOCT, HEJAOBOJbHA MH(OPMHUCAHOCT, CTpPax U OTIOpP O
MHOBaIMja, 0e30€IHOCT TOCIOBHHMX padyHa, I'yOMTaK MPUBAaTHOCTH...
[Ipenopyka 3a Behe xopumrheme MHTEPHET U MOOMIHOT OaHKapcTBa y
Hpnoj T'opu jecre Beha emykanuja kopucHHUKa M Oyayhux KopuCHUKa
eJIEKTPOHCKOr 0aHKapCcTBa, Kao W CTajHa yjarama y oOpa3oBame
3aIlOCIICHUX Y OaHKapCKOM CEKTOpY.

C o03upoMm na MoOWIHM TenedOHU MPEACTaBIbajy jelaH OJ
HajOpke pacTyhnX KOMYHHKaIlMOHUX KaHalla, KaKO y CBETY, TaKO W Yy
Lpuoj I'opy, kao u na je Lpua I'opa jenna ox Bogehux 3emaspa y EBponun
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no 6pojy aktuBHux CHUM kapTHna y oJHOCY Ha Opoj CTAHOBHHILTBA, 3
ouekuBaTu je aa he Opoj KOpHUCHHKA yciiyra MOOWIJIHOT OaHKapcTBa y
HapeIHOM MepHoAy Nokazatu Behu Tpena pacra. Tome y mpuior uny u
nmojamy 13 paaa o 6pojy KOpUCHUKAa MHTEPHET M MOOWIIHOT Tutahama y
Lpuoj 'opu 3a nepuon 2018-2020.rogune nodujenu ox Llenrpanne 6anke
Llpue T'ope, W3 KOjUX BHIMMO Ja KIMjEHTH CBE BHIIE IPEHNO3HAjY
NPEJHOCTH U IOTOJHOCTHM KOjé MM HMHOBAIMje Y EIEKTPOHCKOM
OaHKapCTBY HY/IC.

Kmujentn y Llproj Topu cy omnpe3Hm kaga je y MHUTalky
eNIEKTPOHCKO YIPaBJbalkhe CBOJUM padyHHMMa M TpaHcakiujama. Mmak,
yBUhajy MpeTHOCTH UCTE U MOJIAKO U CKPOMHO r'a IPUXBATajy Kao HajOpxKH,
HAajjeJHOCTAaBHUJU U HajjepTUHUjU HAuUMH TuUTahama, a TOrOTOBO Y BpeMe
mojaBe KOpoHa Bupyca. Y ToM nepuoay 6anke y Liproj 'opu cy nynuie
KJIMjEeHTHMA pa3He MMOBOJFHOCTH, O/ IPUBPEMEHOT YKH Iamkha IPOBU3Hja Ha
O0aHKOMaTHMa /10 CMamemha WIM yKUJamka HAaKHAga 3a EJIEKTPOHCKO
0aHKapCTBO NPBUX HEKOJIMKO MECEIH, YUME Cy KIHUJeHTH IPEro3HaIN
CUTYPHOCT M TOY3AaHOCT MHTEPHET U MOOWIHOr Iulahawma, IITO ce
0JIpa3uiio U Ha noBehanu Opoj KOPUCHUKA UCTOTA.

Ha xpajy, MO’keMO KOHCTAaTOBATH Ja j€ jeAMHU TIO3UTUBHU YTHIIA]
KOpOHa BHUpYycCa, Kaja je y MuTamy OaHKapCKu ceKTop, 6uno mosehame
Opoja KopHuCHUKa eleKTpoHCKor OankapctBa y LlpHoj ['opu u apyrum
3eMibaMa.
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Abstract: Fast development of information and communications technology also resulted
in dynamic changes in banking sector. The subject of this paper is the analysis of
electronic banking presence among bank clients in Montenegro. Additionally, the paper
shall present the data on the use of computers and internet access in companies and at
home as well as data on use of internet and mobile banking with the reference to their
trends in previous years. The objective of the paper is to determine and show the
advantages of the application of electronic banking both for the banks and their clients
where the data from 2020 shows that during coronavirus pandemic, the number of e-
banking service users in the country has grown considerably.Having in mind that
electronic banking impacts the efficiency and speed of business operations between
banks, banks and clients, as well in banks themselves, it is necessary to consider factors
of poorer presence of Internet and mobile banking in Montenegro in comparison to other
highly developed countries in Europe so that the access to and their application would
improve and be more represented.

Key words: banks, e-banking, internet and mobile banking, technological changes,
Information and Communications Technology (ICT)

INTRODUCTION

Electronic banking includes a set of various forms of performing
financial transactions with the use of ICT(Kovacevic&Purovi¢, 2014).
This paper emphasizes the importance, advantages as well as disadvantages
of electronic banking application in bank and bank clients operations. Also,
data on use of computers and internet access in companies and at home as
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well as statistical data on the number of internet and mobile payment users
in Montenegro in the period 2018-2020 are presented.

The objective of this paper is to research and determine advantages
of introduction and application of innovations in banking sector as well as
the reasons for modest application of electronic banking in Montenegro in
spite of numerous advantages for both banks and bank clients. In their
research, the authors paid attention to current situation regarding internet
and mobile payment users in Montenegro as well as situation in previous
two years. As one of many advantages of the use of electronic banking
stated in the paper is its increased application in the beginning of corona
virus pandemic, when it was also the only possible way of performing
financial transactions. Data on the number of mobile and internet payment
users for 2020 confirm this. On the other side, lack of education and caution
regarding electronic banking novelties represent one of many reasons for
lower presence of digital banking in Montenegro.

Theoretical and methodological findings with descriptive
interpretation of analysis results were used in this paper. Also, tabular and
graphical presentation of obtained data on of internet and mobile payment
user’s trend in Montenegro from Central Bank of Montenegro was used, as
well as secondary data which served as overview of research done so far
and analysis from official internet sources, magazines and books by authors
from this respective field.

1. ELECTRONIC BANKING

Innovations and fast IT development did not get around banking
sector. Namely, growing strength and continuously lower prices of PCs
together with the development and great progress of ITs which enabled
global networking at exceptionally low costs made the electronic transfer
of funds a reality for many bank clients in the world as well as in
Montenegro.

Electronic banking can be viewed as a mode of banking business,
i.e. provision of bank services and products to physical and legal entities,
which are offered and executed by means of computer networks and
telecommunication media.At first, banks had aversion towards the
introduction of innovations in banking business which the technologies
bring; however, they soon realized its inevitability in daily business as well
as their advantages and benefits.

Few decades back, the electronic banking represented the prestige
indicator and matter of choice. However, today it represents the condition
for development and market survival(Strange, 2013).Under conditions of
very strong competition where differences between banks gradually
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disappear, banks as well as other financial institutions are under constant
pressure to retain their service users, decrease costs, manage risk and use
technology as a competitive advantage(Lacmanovi¢, 2010, p.
9).Investments in new ITs have become an imperative for banks due to
competition which forces them to modernize (Uros, 2008).

Electronic banking development in Montenegro started only with
banking sector reforms and announcements of payments operations transfer
to banking system. Up to that moment, foreign-exchange operations
department, i.e. business relations with abroad and the use of SWIFT and
Reuters network(Perovi¢, 2018) was the only form of electronic operations
in the banks. Banking sector innovations are the ones that provided the
possibility to a considerable number of electronic banking service users in
Montenegro to carry out their financial affairs simpler, easier, independent
of the time and place of work of banks, and all this under lower costs thus
achieving higher business efficiency levels.

Electronic banking application advantages in business operations
are many both for the bank clients and banks. Banks become more and
more motivated to provide better marketed service to their clients, for
generating new sources of revenues, market expansion, sustaining
competitiveness etc. Some advantages that bank clients have in using
electronic banking for business are as follows: continuous availability of
information and data from their accounts (balance and changes), simpler
access to application, ease and speed in performing transactions from
anywhere in the world without the need to go to a bank, with lower access
and transaction costs as well as continuous management of business
finances at all times independent of the work of the bank and all with digital
transactions records.

On the other side, many authors often mention electronic banking
application disadvantages such as: “non-existence of relevant legislation,
aversion towards innovations, lack of privacy and alienation, absence of
security when performing business as well as the danger of internet abuse
for criminal purposes”(Macula, 2017, p. 18).

Linking clients with banks is enabled by means of various
distribution channels. According to (Sanader, 2014), banks can have
communication with clients via branch offices, ATM systems (cash
machines), POS systems, home banking (phone banking), on-line banking
(PC banking), WEB TV banking, SMS banking, internet banking and
mobile banking. In a subsequent part of this paper, the emphasis shall be
placed on internet and mobile banking.
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2. INTERNET BANKING

Internet banking represents a form of electronic banking which
provides bank service users the access to financial information and
performance of bank transactions by means of internet. In order for bank
clients to use the services and information and perform payments and
transfer of funds by means of internet banking, it is necessary to have a
computer, internet and open bank account.

Numerous factors impacted the development of internet banking
such as increasing number of internet users (Table 1, Table 2), competition
in banking sector, cost efficiency, geographical reach, maintaining users’
loyalty, users’ demographics ...There are many tasks the bank must
perform in order to achieve successful internet business operations such as
ease of application use, personal data security, integration with the existing
systems, acceptance of open systems standards etc.(Zivkovié et al.,
2009).Today, we can freely say that there are no banks in Montenegro that
does not offer internet banking services.

As mentioned, in order for bank clients to be able to use internet
banking services, apart from open bank account and computer, it is
necessary for them to have internet access.

However, in reference to survey data for the period 2011-2020
(Monstat, 2020), the percentage of internet users of legal and physical
entities shows the growth trend in Montenegro. Accordingly, in 2011, the
percentage of computer usage in the firms was 85, 1% whereas it increased
to 98, 8% in 2020. In the same observed period, the percentage of internet
access in the firms in 2011 was 95,1% whereas in 2020, internet access
according to surveyed firms in Montenegro increased for 4,4% and was
99,5% (Table 1).

Table 1. Computer usage and Internet access in the firms, in %

2011 | 2012 | 2013 | 2014 | 2015 | 2016 | 2017 | 2018 | 2019 | 2020
Computer
usage 85,1 88,3 89,8 93,9 94.3 949 | 984 | 985 98,6 | 98,8
Internet
access %1 ] 961 | 980 | 981 | 990 | 991 | 991 | 992 | 993 | 995

Source: Statistics Administration of Montenegro, Monstat, Use of IT in firms in
Montenegro, Information for 2011-2020.
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Table 2. Internet access in households, in %

2011 | 2012

2013

2014

2015

2016

2017

2018

2019 | 2020

Internet
access in 51,4 55,0
households

55,8

63,6

67,5

69,8

70,6

72,2

743 | 80,3

Source: Statistics Administration of Montenegro, Monstat, Use of IT in households in
Montenegro, Information for households for 2011-2020.

In terms of percentage of internet usage in households (physical
entities) for the period 2011-2020, survey data show that the percentage of
users increased year by year more intensively than in comparison to legal
entities which in the first year of survey had a considerable 95, 1% of
surveyed users who had internet access in the firms (Table 1). According
to available data (Monstat, 2011; 2020), in 2011, 51, 4% of surveyed
households in Montenegro stated to have internet access which is 43,7%
less than with legal entities for the same period. In 2020 though, the
percentage of internet users in surveyed households was bigger than in the
first year of survey for 28,9% and is 80,3% (Table 2).

Table 3. Average Internet use per age and gender in %
(Reference to persons that have used the Internet in last 3

months)
Age Gender
2018 16- | 25- | 35- | 45- | 55- | 65- Men | Women
24 34 44 54 64 74
Every day or almost every day | 94,8 | 97,2 | 86,5 | 78,6 | 77,0 | 73,0 | 88,2 86,9
At least once a week 5,2 28 | 11,3 | 19,7 | 20,0 | 19,1 9,8 12,3
Less than once a week 0,0 0,0 2,2 1,7 2,9 8,0 1,9 0,8
Age Gender
2019 16- 25- | 35- | 45- | 55- | 65- Men | Women
24 34 44 54 64 74
Every day or almost every day | 996 | 96,3 | 88,6 | 79,6 | 77,9 | 728 | 87,4 88,5
At least once a week 0,4 3,7 1103 | 17,3 | 21,0 | 20,1 | 11,7 9,3
Less than once a week 0,0 0,0 1,1 3,1 1,1 7,1 0,9 2,2
Age Gender
2020 16- 25- | 35- | 45- | 55- | 65- Men | Women
24 34 | 44 | 54 | 64 | 74
Every day or almost every day | 100,0 | 98,9 | 95,3 | 80,9 | 76,9 | 72,6 | 89,2 88,9
At least once a week 0,0 11 44 | 18,2 | 185 | 23,9 | 10,2 9,1
Less than once a week 0,0 00| 03 | 09 | 46 3,5 0,6 2,1

Source: Statistics Administration of Montenegro, Monstat. Use of IT in households in
Montenegro. Information on households for 2018, 2019 and 2020.
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On the basis of data from Table 3, persons who stated to have used
the Internet in last 3 months mostly do it every day or almost every day. In
terms of age, as expected, in all three years of the analysis, Internet was
used most by younger interviewed population in Montenegro. Average of
Internet use almost every day is greater with men in 2018 and 2020 and is
88,2% in first analyzed year and 89,2% in 2020, whereas with women this
percentage is 86,9% in 2018, i.e. 88,9% in the last two analyzed years.

On the basis of presented data, we can conclude that the number of
internet users in Montenegro, both in terms of legal and physical entities,
is at very high level. On the other side, data from Table 4 point out that the
number of internet banking users in Montenegro is quite modest in relation
to the percentage of computer and internet users in households and
companies. Therefore, banks should point out to their current and future
users of the numerous advantages of internet banking which is becoming a
necessity in modern business operations and management of financial
transactions.

There are numerous advantages of internet banking such as: time
saving, possibility to work from home or any other computer in the world,
lower costs, lower commissions, no working hours (service availability
24/7), very fact transaction execution, fast account updates, data secrecy,
ease of use (E-bankarstvo, sourced: 23.04.2021).1t is the cheapest form of
electronic banking where for performing banking operations the clients
need the computer with internet access. As in the case of other electronic
distribution channels, internet banking has also its disadvantages.

3. MOBILE BANKING

Mobile banking represents one of the latest innovations in
electronic banking services offer. It enables bank clients to carry out their
financial transactions by means of mobile phones, portable computers and
the internet and all this in cooperation with mobile phone operators. The
most adequate mobile banking definition is provided by (Luo et al., 2010):
»Mobile banking is an innovative method of accessing bank services
through the channel where the buyer interacts with the banks by means of
mobile devices (e.g. mobile phone or personal digital assistant).

In the beginning, banks offered to their clients basic financial
information on the balance and updates in the accounts as well as credit
cardsthrough mobile banking. In last few year, banks expanded their offer
to transfer of funds between bank accounts, payment of bills, stock trading,
information on interest rates, exchange rates etc., i.e. enabled clients to
continuously have a simple, comfortable, fast and easy access to their
accounts.
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Thus, the banks have possibility of addressing the users of these
devices in order to provide bank services in a more comfortable way,
without losing time to go to a branch office and without having a specific
territory covered by a network of organizational branch
offices(Hadzi¢&Mladenovic, 2014).The same authors
(Hadzi¢&Mladenovi¢, 2014) also state that “the banks have option of
additional income, additional savings in terms of engaging bank officers,
prestige which bank gains by complying with and applying modern
technologies and trends”.

On the other side, many authors emphasize that mobile banking
usage disadvantages are the uncertainty of business transaction by means
of smart phones, loss of privacy, security, fear of losing mobile phone etc.
There are also psychological obstacles in accepting innovations such as
mobile banking in terms of change of daily routines. It occurs among the
users who prefer a direct contact with a bank officer (Uros, 2015).

4. RESEARCH RESULTS

In a subsequent part of this paper is the analysis of data of internet
and mobile banking users in Montenegro was carried out according to the
latest available data obtained from the Central Bank of Montenegro where:

The number of internet payment users represents the total number
of internet payment users, i.e. users who signed with payment service
providers the contract on the use of application software based on internet
techonolgy or who contracted internet payment services.

The number of mobile payment users represents the total number
of users who contracted molibe payment service with payment service
providers.

According to the data obtained from the Central Bank of
Montenegro, Table 4 shows on the number of internet and mobile payment
users, with end-of-year data (as of 31%'December), for the period 2018 —
2020.°

°Note that data from earlier years have not been taken into consideration having
in mind that Central Bank of Montenegro (CBCG) changed the structure of its
annual report for the purpose of aligning payments operations statistics with EU
regulations, Therefore, as such, previous data were not adequate for comparison.
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Table 4. Number of internet and mobile payment users, period 2018 —
2020.
(end-of year data shown, i.e.as of 31% December)

Internet and Number of users _
noegyment ||| EGEL [ Bt | EnCer | e
Internet payment 66,534 75,046 99,265 132
Mobile payment 46,513 52,625 67,196 128

Source: Central bank of Montenegro (sourced on 05.04.2021.)

Obtained resulted for the previous three years show that the number
of mobile banking users in Montenegro increases year by year and the
reason, according to (Uros, 2008), lies in the incredible development of
telecommunications sector and vast penetration of mobile phones,
globalization process and world economy integration which forces/drives
businesspeople to move within and out of national borders and perform
their banking operations on the move.

Graph 1. Trend of internet and mobile payment users in Montenegro
(2018-2020)
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Source: Author according to data of the Central Bank of Montenegro

Namely, in 2018 the number of mobile banking users in
Montenegro was 46.513, whereas in 2019, their number increased 13% and
was 52.625. The biggest growth trend in the number of mobile payment
users in Montenegro in reference to three-year-period was registered in
2020, 67.196, which is 28% more in comparison to 2019, i.e. 44% in
comparison to 2018.
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Although the number of mobile payment users in Montenegro is
increasing, it is far below the average of highly-development countries such
as Germany, Sweden and Turkey. Having in mind the data from “The
Report on the Digital technologiesas well as accompanying trends” from
2017(Digital Yearbook, 2017), European average of mobile phone
penetration (number of active SIM cards in relation to the total population
number) is 131%, whereas according to the same report, with its 161%
Montenegro leads in comparison to European average and the countries in
the region. Therefore, it is expected that the number of mobile banking
users in Montenegro shall grow in the following period.

In reference to the number of internet banking users in Montenegro
for the same period 2018-2020, it is slowly increasing year by year. Table
4 data show that at the end of 2020, there was a significant increase of the
number of internet payment users in comparison to 2019, for 32%, whereas
in comparison to 2018 for 49%.

In the banking sector in Montenegro in 2020, larger increase of
users of both mobile and internet payment was noted which was mostly
impacted by corona virus pandemics. During last year, banks in
Montenegro introduced protection and prevention measures against
spreading of coronavirus and adapted their business operations and work
conditions in banks to mentioned conditions and limited the number of
clients who could be in their business offices at one time which resulted in
bigger number of bank clients transferring their business operations from
traditional to modern e-banking.

During 2020, most banks put emphasis in their offers on the
advantage of e-banking which gave their users possibility to perform their
financial operations faster, easier and simpler from their offices, homes or
any other place, independent from the work of the bank and all this with
lower costs during corona pandemic.

CONCLUSION

Innovations in electronic banking did not get around banking sector
in Montenegro. Domestic banks see their chance for development in
electronic banking so they invest considerably in the purchase of modern
ICT which enables continuous provision of information and performance
of financial transactions by means of electronic banking.

Many research showed that internet and mobile banking users both
worldwide and in Montenegro is younger and technically savvy population.
Main reason for insufficient use of electronic banking services is first of all
insecurity, lack of education, lack of information, fear and resistance to
innovations, security of business accounts, loss of
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privacy...Recommendation for better use of internet and mobile banking
in Montenegro is increased education of the existing and future users of
electronic banking as well as constant investments in education of
employees in banking sector.

Considering that mobile phones represent the fastest growing
communication channel worldwide and in Montenegro and having in mind
that Montenegro is one of the leading European countries in terms of
number of active SIM cards per number of inhabitants, it is expected that
the number of mobile banking users shall have higher growing trend in the
following period. This is supported by the data on the number of internet
and mobile payment users in Montenegro for the period 2018-2020
obtained from the Central Bank of Montenegro where we can see that
clients recognize more and more the advantages and benefits the electronic
banking innovations offer.

Clients in Montenegro are cautious in terms of electronic
management of their accounts and transactions. However, they see its
advantages and slowly and moderately accept it as the fastest, simplest and
cheapest way of payment, particularly during corona virus pandemics. In
this period, banks in Montenegro offered clients many advantages such us
temporary suspension of cash machine provisions, decrease or suspension
of electronic banking provisions in the first few months so the clients
recognized the security and reliability of internet and mobile payment
which reflected in increased number of service users.

In the end, we can say that the only positive impact of corona virus
in terms of banking sector was increased number of electronic banking
users in Montenegro and other countries.
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