CHAPTER FIVE

5.0: Summary, Conclusion, and Recommendations on the Role of Electronic Banking on

the Performance of UBA Bank in Nigeria
5.1: Summary

Electronic banking (e-banking) has transformed the Nigerian banking sector, improving
efficiency, customer satisfaction, and profitability. This study examined the impact of e-
banking (mobile banking, internet banking, POS, ATMs) on the performance of United
Bank for Africa (UBA). Primary data was collected through surveys (385 customers) and
interviews (30—50 employees), while secondary data was sourced from UBA’s financial
reports (5-10 years) and Central Bank of Nigeria (CBN) publications. Analytical
techniques included regression and correlation analysis to assess the relationship between
e-banking adoption and key performance indicators (profitability, deposit growth,

customer retention).
5.2: Conclusion
The findings revealed that:

1. E-banking enhances profitability — Increased adoption of mobile and internet banking

positively correlates with UBA’s Return on Assets (ROA) and Return on Equity (ROE).

2. Customer satisfaction improves — Convenience, speed, and 24/7 accessibility of e-

banking services boost customer loyalty and deposit growth.

3. Operational efficiency increases — Automated transactions reduce branch congestion and

operational costs.

4. Challenges persist — Cyber security threats, network failures, and low financial literacy

hinder optimal e-banking performance.



5.3: Recommendations

To maximize the benefits of e-banking, UBA and other Nigerian deposit money banks
should:

1. Enhance Cyber security Measures — Invest in advanced fraud detection systems and

customer awareness programs to reduce e-fraud risks.

2. Improve Digital Infrastructure — Strengthen server stability and internet connectivity to

minimize transaction failures.

3. Expand Financial Inclusion — Partner with fintech firms to reach unbanked populations
through USSD and agent banking.

4. Boost Customer Education — Conduct training sessions on safe e-banking practices to

increase user confidence.

5. Regulatory Support — The CBN should enforce stricter e-banking policies while

encouraging innovation in digital banking.
Final Thought

E-banking is a key driver of UBA’s growth and competitiveness in Nigeria. By addressing
existing challenges and leveraging emerging technologies, UBA can further solidify its

position as a leader in digital banking in Africa.
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