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5. Conclusions, limits and further research

During the last decade the Spanish financial system has under-
gone a profound transformation with the aim of reducing the bank
usage rate in order to save costs. One of the most important
changes in the sector has been the revolution of electronic banking
among customers although the reduction was not as high as ex-
pected. Nonetheless, electronic banking currently penetrates close

to 50% of Internet users and 20% of the total population according
to different sources, indicating significant societal acceptance of
this service. This has forced banks to make major investments to
maintain and enhance user satisfaction with this channel that is
changing the traditional concept of financial institutions. The large
number of advantages and few drawbacks electronic banking of-
fers demonstrates its importance.
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