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CHAPTER ONE
1.0	INTRODUCTION:
Banking industry across the world aids the promotion of economic growth and development. It is the recognition of the crucial rule that has engendered a global crusade to improve the sector one major area of exploration in the use of information technology (IT) to improve banking services with the convergence computing and telecommunication automated now characterize of operation in the banking sector of the world economy.

        Automation is the use of machine instead of people to do a job or industrial process with respect of banking it involves the use of automated machine and computer base device to perform banking activities in a way to increase speed accuracy and capacity. Automation allow banker to get closer to their customer and deliver a wide range of services at lower cost. It is delivered that there are four ways in which automated can use banking industry and they are:

· To perform greater expended base to be handled.
· To reduce substantial real cost of handled payment.
· Cut bank free from traditional constants upon time and place.
· Introduction new product and services.

In North London on 27 June 1967 by bar days banking. This instance of innovation was credited to John Shepherd first in Enfield town in north although various other engineers were award patents for related technologies at the time Shepherd. Barron was awarded on OBE in the 2005 New York’s honors. The first person to use the machine was rag verney of on the buses, fame; a British television programmed from the 1960s the first ATM Accepted only a single use token or voucher which was retain by the machine. These worked on various principles including radiation and low coercively magnetism that was wiped by the card reader to make frau more difficult. The ideas of a pin Store on the card was developed by the British engineer James Good flow in 1965 Automation in the banking industry can manifest in the following ways.

· Banker automated clearing services.
· Magnetic ink character reader
· Payment system
· Delivery channel
· Sources of information

For the purpose of the study, our scope will be limited to the automated teller machine under the payment system. Where payment system involves business transaction without cash or cheque in any other paper made money transaction.

         The Automated Teller Machine (ATM) is a cash dispenser that is designed to enable customer to enjoy banking services without coming into contract with any bank staff. The operating of the machine is guided through instruction programmed into ATM system through a personal identification pin number be discloses to a third party. A mechanical cash dispenser, arguably an ATM, was developed and builds Luther George Simijian and Installed in 1939 in New York, City by the City bank of New York, but removed offer 6 months due to Lack of Customer acceptance. Thereafter, the history of ATM pauses for over 25 years until Della rue developed the first electronic ATM which was installed first in Enfield Town.

Automated Teller Machine is a world-wide element that makes it easiest for banks to transact business with customers without considering frequent for monetary transaction(s). There is a wide range of banks providing services of ATM by installation of ATM machines not only in their premises but off-premises-public locations. The Automated Teller Machine (ATM) service qualities have help increase the performance of deposit money banks. The ATM in terms of volume of transaction and value of transaction ensure that performance in terms of volume of transaction and value of transaction increase daily, weekly and monthly. ATM machine provide customers with ease of use, good appearance of the machine and there is also effective security of the ATM machine and accuracy of the machine which leads to increase in performance of deposit money banks in Nigeria.

Over the years, the deposit money banks in Nigeria used ATM machine to increase performance in terms of return on asset. The ATM volume of transaction and value of transaction are obtained by deposit money banks but these measures of ATM failed to increase the performance of deposit money banks making so many deposit money banks to fail or merge with other banks in Nigeria.

1.1	STATEMENT OF THE PROBLEM
The rapid integration of Automated Teller Machines (ATMs) in the banking sector has undoubtedly transformed the landscape of service delivery in Nigeria Deposit Money Banks. However, a comprehensive understanding of the specific impact of ATMs on Union Bank PLC's service delivery is yet to be systematically explored. This research seeks to address the following key issues;

1. The Overall Impact of ATMs on the banking service delivery in Nigeria
2. Specific Services and Operational Aspects of union bank Nigeria
3. Customer Perception and Satisfaction
4. Operational Efficiency and Cost-Effectiveness of the case study

1.2      RESEARCH QUESTIONS
i. How has the introduction of Automated Teller Machines (ATMs) affected the overall service delivery of Union Bank PLC?
ii. Which specific services and operational aspects within Union Bank PLC have experienced the most significant impact due to the implementation of ATMs?
iii. What are the prevailing customer perceptions and satisfaction levels regarding the use of ATMs in Union Bank PLC?
iv. How does the incorporation of ATMs contribute to the operational efficiency and cost-effectiveness of Union Bank PLC?





1.3      OBJECTIVES OF THE STUDY
i. To assess the extent to which the introduction of ATMs has influenced Union Bank PLC's overall service delivery.
ii. To identify the specific services and operations within Union Bank PLC that have been most impacted by the implementation of ATMs.
iii. To examine the customer perception and satisfaction levels regarding the use of ATMs in Union Bank PLC.
iv. To evaluate the operational efficiency and cost-effectiveness associated with the incorporation of ATMs in Union Bank PLC's service delivery.

1.4      RESEARCH HYPOTHESES
i. The introduction of ATMs in Union Bank PLC has significantly improved the overall quality of service delivery.
ii. Specific banking services, such as cash withdrawals, balance inquiries, and fund transfers, have been notably influenced by the implementation of ATMs in Union Bank PLC.
iii. Customers of Union Bank PLC exhibit a high level of satisfaction with the convenience and accessibility offered by ATMs.
iv. The integration of ATMs in Union Bank PLC's operations contributes positively to operational efficiency and cost-effectiveness.

This research aims to provide valuable insights into the impact of ATMs on Union Bank PLC's service delivery, thereby contributing to the enhancement of banking services in the Nigerian financial landscape.

1.5	SIGNIFICANCE OF THE STUDY
This research holds significant importance on multiple fronts. Firstly, by providing Union Bank PLC with insightful findings on the specific impact of Automated Teller Machines (ATMs) on its service delivery, the study enables informed decision-making and strategic planning within the organization. These insights are crucial for enhancing and optimizing services, ultimately improving the overall customer experience. Additionally, the research contributes to the broader landscape of the banking sector by offering valuable information on customer perceptions and satisfaction levels with ATM services. This knowledge not only aids Union Bank PLC but also serves as a guide for other banks in Nigeria, assisting them in making informed decisions about technological investments and advancements.

Furthermore, the study contributes to industry knowledge by expanding our understanding of the implications of technology integration in banking. The outcomes of this research may also have policy and regulatory implications, influencing the development or adjustment of policies related to technology adoption in the financial sector. Beyond its practical applications, the study adds to the academic discourse, providing a case study that researchers and scholars can reference for further exploration of the dynamic intersection between technology and banking services. In essence, this research is not only relevant to Union Bank PLC but also carries broader implications for the entire banking industry, customers, policymakers, and the academic community, shaping the ongoing dialogue on the transformative effects of technology on banking services.

1.6	SCOPE AND LIMITATIONS OF THE STUDY
The research will focus on the impact of Automated Teller Machine (ATM) in Bank Services Delivery in Nigeria Banking Industry Union Bank P.L.C. as a case study. The research will be use historical and case study methods. This work may be limited by insufficient finance lack of enough time and lack of co-operative from the respondents in the case study.

1.7       DEFINITION OF TERMS
AUTOMATED: - Convert a process or facility so that it can operate automatically.
TELLER: - A bank cashing or a person who counts vote.
MACHINE: - A device with several parts uses mechanical power to perform a particular task.
CHEQUE: - A written order to a bank to pay a started sum from an account.
BANK: - An organization offering financial services especially the safe keeping of money.

1.8	PLAN OF THE STUDY
	The study is divided into five chapters. Chapter one gives a general introduction to the study, background of the study, Aims and objective of the study, Statement of research problem, Scope and limitation of the study, Research hypothesis, Significance of the study, Definition of the terms and Organization and plan of the study.

        Chapter two, deals with Literature review, Historical background of the case study, Features of Automated Teller Machine, Operation of Automated Teller Machine, The input and output devices of A.T.M, The role of inter switch in Automated Teller Machine development, Reason for introducing Automated Teller Machine, Effect of Automated Teller Machine and problem associated with use of Automated Teller Machine.

        Chapter three, deals with methodology, Research design and data collected instrument, Characteristic of the study population and sampling, Administration of data collection instruments, Procedure for processing collected data and limitation of the methodology.

        Chapter four, deals with Data presentation and analysis, Presentation of data, Analysis of the data based on questionnaire and test of hypothesis.

        Chapter five which is the final chapter deals with the findings, Summary, Conclusion, Recommendation, Suggestion for further studies, References, Bibliography and appendix.


CHAPTER TWO
2.0	LITERATURE REVIEW

2.1	CONCEPTUAL REVIEW
	When ATM come on the scene in the early 2990s, it was thought to be the beginning of a new era in networking because it has both a LAN and WAN technology that could start at the desktop and go straight through to the remote office its ability to provide quality of services from and to end highly praised as the perfect multimedia transact in addition. ATM came from the telephone word which has always delivered the highest quality communication.

        ATM never becomes the magic end to end solution. ATM adapter for the desktop were expensive and standards for interconnecting existing network to an ATM backbone were confusing and often delayed. When Gigabit Ethernet was announced. Providing a 10=fold increase speed and using a familiar technology ATM’s denies in the Lan arena was assured.

        Computer terminal activated by a magnetically encoded Bank card allowing customer to make deposits. Obtain cash from checking or saving account and do other routine transaction as they would at a bank teller window. Today bank ATM do much machine cash check to the penny, accept envelop – free deposit and print monthly statement of account for mortgage brokerage or regular banking, accounts. Some unites states (U.S) banks have programmed their machine to after ATM customer access to all of the banking service available on the bank’s internet website effectively duplicating the bank’s website on the ATM display screen.

        According to U.S History Encyclopedia, (2007) automated teller machine (ATM) are data terminals for convenient money transaction Don Wetzed is credited as the inventor as the ATM. He created the machine while working for the Docatel company in Dallas. Texas during the 1960s, ATM are actually KIOSK computer with a keypad screen. The patron is prompted with instructions given a choice of transaction. And optional receipt can be printed for patron records.

        Banking access to account is provided through telephone networking a host processor, and a bank computer to verify data. Using a ATM card a debit card or a credit card, bank patron can electronically access their account and withdraw or deposit founds, make payment check balance to financial and investment dictionary (2007) ATM is unmanned location where the insertion of a preceded credit or debit card and the entry of a pin number in a machine provide access to bank teller services including cash. A small transaction fax is typically charged, especially when the customer is not a client of the bank providing the services.

        ATMs have dominated the need to enteral bank for basis transactions and allow access to accounts at machine throughout the united states. Financial institution started changing fees to use their ATMs in the mid. 1990s making the transaction very profitable for the host banks. The use of ATMs has out service staff in traditional banks, impacting employment in the industry. As many machines are now commercially owned and leased in public nevas, a technical industry for creating leasing and maintaining the machines has developed.

        Columbia Encyclopedia (2007) defined ATM as a device used by bank customer to account transaction. Typically, a user insert into the ATM a special plastic card that is uncoded with information or a magnetic stripe. The stripe contain an identification code that is transmitted to bank’s central computer by modern. To prevent unauthorized transaction a personal identification number (PIN) must also be entered by the user using a keypad. The computer then point the ATM to complete the transaction most machines campiness cash accept deposit transfer found and provide information on account balance banks have formed co-operative nationwide network so that a customer of one bank can use of ATM of were more than 260,000 ATMS across the United States some ATM was installed in 1969 by chemical bank at its branch in ROCKVILLE center N.Y.A customer using a card union bank remains one of the most capitalized bank i8n Nigeria. It has a N119.160 billion and operate through 405 network of branches that are well spread across the country all of which are OJN line real time.

SUBSIDIARIES
· Union Homes savings and loans plc.
· Union Trustees Limited
· Union Assurance company Limited
· Union Bank UK plc
· Banqueinternationable du Benin, Cotonu
· UTL communication services Limited
· UBN property company Limited
· Union Registrars Limited

ASSOCIATED COMPANIES
· Consolidated Discounts Ltd
· HFC Bank Ghana Limited
· Unique venture capital management co. Ltd was dispensed a package containing a set of money.

THE CONCEPT OF COMMERCIAL BANKS: In a bit to conceptualize the commercial banks, the concept of the banking industry in general has to be taken into consideration. The financial institution in Nigeria is categorized into two namely, the depository bank and no depository banks, the commercial banks basically falls under the depository banks or the deposit money banks, though its performs various functions as the opening of account where depositors (surplus unit) make payment into their account for safe keeping and this deposit is given out as loans to interested customers (deficit unit) who seek for such loans for investment purposes. A financial institution licensed by the regulatory authority to mobilize deposits from the surplus unit and channel the funds through loans to the deficit unit and performs other financial services activities. According to Investopedia (2017) commercial bank is a financial institution that provides various financial services, such as accepting deposits and issuing loans. Commercial bank customers can take advantage of a range of investment products that commercial banks offer like savings accounts and certificates of deposit. The loans a commercial bank issues can vary from business loans and auto loans to mortgages.
CBN (2016) further reiterates that commercial banking business in an economy consisting of changing cash for bank deposit and bank deposit for cash transferring same from one person or corporation to another, giving bank deposit in exchange for a bill of exchange, government bonds, the secured or unsecured promise of business to repay. This concept of banking portrays the underlying fact that bank as an organization principally is concerned with the accumulation of temporarily idle money of the general public purposely for advancing same to others for expenditure.  
The study captures basically the deposit aspect of the commercial banks and interbank transaction with the aid of the ICT tools.  

THE CONCEPT OF INFORMATION AND COMMUNICATION TECHNOLOGY: Information and communication technology simply refers to as the gathering, storing, manipulating and transferring information. It is the automation of the process, controls and information production using computers, telecommunication, software and ancillary equipment such as Automated Teller Machine and Debit Cards. It is a term that generally covers the harnessing of electronic technology for the information needs of a business at all levels. ICT deals with the physical devices and software that link various computer hardware components and transfer data from one physical location to another. Roger (2016) opined that ICT is a synergy between computers and communication devices and forms an important part of the modern world. Thus the most significant shortcomings in the banking industry today is a wide spread failure on the part of senior management in banks to grasp the improvement of technology and incorporate it into their strategic plans. Yousafzai (2012) asserts that ICT Banking adoption is a complex and multifaceted process and joint consideration of customers’ personal, social, psychological, utilitarian and behavioural aspects is more important than adoption itself and will ultimately result in the intended behaviour. It is imperative that all these innovations aimed at having a competitive edge are related to the profitability of banks (Akombo, 2011).

HISTORICAL BACKGROUND OF THE CASE STUDY: Union bank of Nigeria plc was established in 1917 as a colonial Bank with it’s first branch in Lagos in 1925 Barclays Bank acquired the Colonia Bank which resulted in the change of Bank name to Bardays bank (Dominion Colonial and Overseas). Following the act 1968 and the legal requirement for all foreign subsidiaries to be incorporated locally, Barclays (DCO) in 1969 was incorporated as Barclays Bank of Nigeria Limited. The ownership structures of 8.33% of the share were offer to Nigeria. In the same year, the bank share was after to Nigeria. Stock exchange as a result of the Nigeria enterprises promotion act government 1978 and 1977 Government of Nigeria acquire 51.7% of the bank share which reflect the new ownership structure and allied matter act of 1990 site assume the name union Banks of Nigeria plc.
In line with the central Bank of Nigeria Banking sector and consolidation policy union Bank Nigeria plc acquired the former Universal Trust bank plc and Broad bank LTD and aborted it erstwhile subsidiary union merchant Bank Ltd. The bank also increased its shareholder found through a public offer/ right issue in the last quarter of 2005. 

FEATURES OF AUTOMATED TELLER MACHINE (ATM)
Reliability: Before an ATM is placed in a public place; it typically has ode gone extensive testing with both test money and backend computer system that allow it to perform transaction Banking customer also have came to expect high reliability in their ATMs which provides incentives to ATM supporting electronic financial network are generally very reliable. If ATM does go out of services customer could be left without the ability to make transaction until be beginning of their bank next time of opening hours.
Security: It relates to ATM has several dimensions its provide with practical demonstration of a number security system and concept operating together and how various security concerns operating are deal with. One of the bank methods used by people is to seal all opening of the ATM with silicon (A chemical element) and fill the vault with a gas or to place an explosive inside attach or near the ATM. Which opens distorts the force and these result to explosion and with heat the criminal can break in but modern ATM physical security, money handling security, concern traits or decrying the use of the money inside the machine to a third by mean of techniques such as dye markers and smoke canisters.

Customer Identity integrity: There have been a number of incident of frauds were criminals have attached fake keypads or card readers to existing machine to a thief by mean of techniques such as dye market and these has than been used to record customers P/N and bank card information in order to gain unauthorized access to the account, various counter unmeasured to protect the equipment they manufactured from these threats alternative method to verify card holder identify has been tested and deployed in some countries such as finger and palm ven pattern. Facial recognition techniques cost of integrating and implementing these technologies along with concern about customer acceptance has limited their development so-far.
Operation of Automated Teller Machine
An ATM is a terminal with input and output devices the ATM is connected via a telephone dial – up or V SAT link to a central with or host computer that is probably several, while away from the building. The switch is the gateway through which cash TM machine to be completed online and real and real time.

THE INPUT AND OUTPUT DEVICE OF ATM AND ATM TWO INPUT AND THREE OUTPUT:

Card Reader: The card reader captures the account important stored on the magnetic stripe or on the ATM card. The host computer uses this information to route the transaction to the cardholder bank.

Keyboard: The bank requires the cardholder personal identification number (pin) for verification and cardholder input this using the keypad. Also think keypad let cardholder tell the bank what kind of transaction is require (cash withdrawal balance incur) from what account current or saving and for what account security in assured by a pin block which is protected and passes worded to ensure security as data.

THE OUTPUT DEVICE:

Display Screen: The display screen prompt the cardholder through each step of the transaction process. ATMs commonly use a monochrome or colour display screen, Advert can also be run on this screen it is due or in between transaction processing
Receipt printer: The receipt print or provides this cardholder with a paper receipt of the transaction.

Cash Dispenser: The heart of an ATM the sage cash dispensing mechanism.

2.2	THEORETICAL REVIEW
Contingency theory suggests that an information system should be designed in a flexible manner so as to consider the environment and organizational structure confronting an organization. Information systems also need to be adapting to the specific decisions being considered. In other words, information systems need to be designed within an adaptive framework. Review of accounting information system literature also indicates that most AIS studies have incorporated contingency factors such as organizational structure, business strategy, and environmental condition in their research model but have neglected the influence of IT on AIS design.  According to Lamminen et al. (2015) contingency approach assert that neither the type of strategy, nor the organizational configuration will directly affect performance. Rather, contingency theory suggests that the most important determinant of performance is the contingent fit between the chosen strategy and its contextual variables.
Similar to IT researches, these studies viewed IT from the technological perspective only but failed to incorporate other perspectives of IT sophistication such as informational, functional and managerial. Hunton and Flowers (1997) suggested that a more comprehensive AIS study is needed to explain the relationship between IT and accounting and its subsequent impact on the organization in general and accounting/accountants in particular. Very few of such studies have been carried out in developing countries especially in the Middle East. Due to the continuous flow of considerable amount of empirical studies which investigate the contingency factors and accounting and/or IS and indicates the importance and vitality of this theory, this study is theoretically and empirically constituted upon contingency theory which has long been applied in both accounting and information system disciplines. Ikpefan and Agwu (2015) opined that there is an imperative need for not mere technology upgrading but also its integration with the general way of functioning of banks to give them an edge in respect of services provided to optimizing the use of funds.

THE ROLE OF INTER-SWITCH IN AUTOMATED TELLER MACHINE DEVELOPMENT: Inter-switch control and drives ATM (including state and screen) directly perform ATM centralizing routing security processing reconciliation and practice monitoring function. Due to our direct connections with the leading banks Nigeria customer of financial institution on the switch network respective of ownership and location through this services like cash withdrawal founds transfer balance enquires bill payment etc. All the procedure that need to be performed on ATM initiated transaction are automated inter-switch determines whether transaction request are valid or not and runs security check on card to ensure that they are also inter-switch determine what authorized procedures should be use in different situation and information the ATM on the appropriate action they need to take inters switch. Protects transaction information ensuring that no security branch takes place and that no transaction information is ever lost. The infrastructure currently support web enabled ATM as well as a wild range of ATM including DIEBLOOD FUZITSU That support the NDC and D911/912 emulation protocol.






REASONS FOR INTRODUCING AUTOMATED TELLER MACHINE: 
· To perform greatly expanded customer bear to the hand led: By the use of ATM machine the banker will be able to handle more customer in delivery their service to these customer within a short time. This is made possible because the ATM machine is automatic and very fast in attending to customer more so if teller are attending to some customer inside the banking hall some will be handled by this machine.
· To reduce substantially real of handy payment: The use ATM machine by these bank will reduce the cost of handling payment in the banking sector. This is made possible as a result of employing les staff since ATM machine can handle the machine is automated and very feat compare to human being who attend to customer on the center.
· To remove the bank from trade national constraints upon and plan the bank in Nigeria are limited in delivery their service to the customer especially in the area of payment system.
· This is as a result of time taking which does not favour most customer and the place, which also deny the customer withdrawing their money at any time and place. But with the introduction of ATM machine these two factor here been remove.
· To introduce new production and service many bank that use ATM is delivery.

EFFECTS OF AUTOMATED TELLER MACHINE
· It makes payment system move effective with the use of this machine, payment system in the banking industry are made more effective, because of the time and place factor which is new in advantage of customer in the sense that customer are able to withdrawn very fast at anytime and in anywhere.
· It eases the payment procedure in the bank: The payment procedure in the banking industry is made easy because of the introduction of ATM machine is very easy to operate and not take any special skill to make use of it.
· It stores accuracy in the payment system before the introduction of ATM the payment system in Nigeria banking industry is full of error of error and mistakes which lead to inaccuracy in the payment services delivery but with the introduction of the machines accuracy have been in store into banking payment system.
· Many customers can be handle within a short time with the use of ATM bank are able to handle more customer within a short period time. This is because the staffs will attending to some customer inside the banking hall and the machine will be attending to other customer outside the banking hall. By this more customer will be handle.
· To reduce the cost of handling payment: since it is believe that with the use of computer one person can do or perform the duty of twenty people. This is means that with ATM the member of staff of employ in handling payment is reduced.

PROBLEMS ASSOCIATED WITH THE USE OF AUTOMATED TELLER MACHINE
Machine Error: In a case where the machine gives out money without debiting the account.
Machine Failure: This is a situation where the machine has technical problem and denies people from its use.
Network failure: This is a situation where the machine has technical problem denies people from it use.
Placement of the machine: This machine should be placed outside the banking premises instead of inside
Price Attached to its usage: The price attached to the usage of the machine (ATPD is too high so it affect patronage
Low awareness: Many people are not aware of the existence of the machine and it also a problem limiting it.

2.3	EMPIRICAL REVIEW
Dabwor et al. (2017) studied the effect of ICT adoption on the competitive performance of banks in an emerging economy: The Nigerian experience. The study adopted both inferential and descriptive design using a t-test, the findings of the study revealed that a positive relationship exists between ICT and banks performance in Nigeria. This implies that a marginal change in the level of the investment and adoption of ICT such as (Automated teller machine, Web based transactions, and Mobile payments) in the banking industry resulted in a proportionate increase in the profit level. The study recommends that it is paramount for bank management to intensify investment in ICT products to facilitate speed, convenience, and accurate service delivery. In the same vein (Olatokun and Igbinedon, 2010) in their study observed that there has been increased deployment of ATMs by banks in Nigeria; while only one bank had the ATM in 1998 this had increased to 14 in 2004. Between the beginning of the year 2005 and March 2006 debit card transactions increased from 1, 065,972 in 2004 to144, 448, 615 between January 2005 to march 2006.
Wilson et al. (2014) examines the impact of Information and communication technology on bank profitability, they used a sample comprising one-quarter of the banks in Nigeria quoted on the Nigeria stock exchange. The study adopted the OLS regression techniques, it was found that the regression result was in conflict with the aprori expectations, which indicates that IT spending in the study period had no significant impact on future operating performance. However, the study further concludes on the findings of the result which shows that technology investment is inevitable for banking institutions to enable them to continue to operate efficiently in the current competitive banking industry.
In 2014, Ahmed examines the effect of its investment on productivity and profitability by analyzing data from the Arab banks. The result of the study indicate that there are substantial returns due to an increase in investment in IT capital, a fact which incentivizes the bank's management to shift its emphasis in IT investment from labor to capital
Oyinkola (2018) conducted a study on the impact of Information technology on banking operations in the First bank of Nigeria PLC. The data used was primary data and the research instruments used are questionnaires and personal interview for staff and customer of the bank. Simple frequency percentage was adopted as the statistical and the hypothesis was analyzed using Chi-square. The result revealed that IT has greatly improved the growth and performance of Nigerian commercial banks and has led to increased customers satisfaction. The study recommends government support to improve local IT firms to foster importation, the lower tariff on the importation of IT related equipment and their agencies and regulatory bodies to upgrade their equipment as well.
Furthermore, Luka and Frank (2012) in their work, ―The impact of ICTs on banks: A Case study of the Nigerian Banking Industry‖, collected data via questionnaires from customers in the selected banks. Guaranty Trust Bank plc, First Bank of Nigeria plc, Zenith Bank international and United Bank for Africa (UBA). The response were measured with a 5 pointer likert - type rating, where strongly agree (SA) = 5; Agree (A) = 4; Neutral (N) = 3; Disagree = 2; Strongly Disagree = 1.   The results of the research indicated that investment in the ICT system and infrastructures has become a key element in productivity and growth in the banking industry  
A study conducted by Madueme (2010) on the impact of ICT on banking efficiency in Nigeria using a survey of 13 banks. The findings are based on the CAMEL rating and a transcendental logarithmic function of the banks, conclusions were made on the efficient values obtained through the CAMEL rating system were higher during post adoption era than before adoption and estimated that a 1% increase in ICT capital on average leads to 0.9185 Naira increase in bank output post ICT adoption era.
In order to determine the factors influencing customer’s choice of banks in Nigeria, Maiyaki and Mokhtar (2010) evaluate the effect of availability of electronic banking facilities among others. The study adopted a survey study of 407 banks customers in 33 private and public organizations in Kano in the Northern part of the country, they found that the availability of electronic banking facilities such as ATM, online banking and telephone banking do not have a significant influence on customers banks choice decision. This result was rationalized on the ground that ICTs have become widely diffused in the Nigerian banking sector that is all firms in the industry have embraced the ICT ideology.
Oluwagbemi et al. (2011) in their study on the impact of information in Nigeria banking industry, they adopted a qualitative method. In their findings it was revealed that the deployment of IT facilities in the Nigerian banking industry has brought about fundamental changes in the content and quality of banking business in the country. They conclude that Nigeria banks have been rapidly transformed from being just a bank to a one-stop shop financial solution provider. The study further recommends that there should be M-Commerce implementation in Nigeria based on the rate of growth and diffusion of mobile devices.  
Binugo and Aregbeshola (2014) their study assess the impact of ICT on commercial bank performance in South Africa. The analysis of the data was done using the panel environment using the orthogonal transformation approach. The finding of the study indicates that the use of ICT increases the return on capital employed as well as the return on assets of the South African banking industry. The study recommends that banks emphasize policies that will enhance proper utilization of ICT equipment rather than additional investment.

CHALLENGES FACING THE APPLICATION OF INFORMATION AND COMMUNICATION TECHNOLOGY IN THE NIGERIAN BANKING SECTOR
In Nigeria, the use of information and communication technology has been more wide spread in the banks than in other sector of the economy. Yet, banks have a long way to go in order to meet the standard of information and communication technology used in banks in other part of the world. Computer and other telecommunication are being used by many banks in Nigeria. However, Nigerian banks face a lot of challenges.

        The several costs has also permanently burdened the pension cost of the old generation banks. The major social cost of information and communication technology investment by banks has been the loss of employment by staff not needed under the new high technology banking. Other challenges are the problem of inadequate training techno-phobia of many staff and the resistance of personnel to embrace new system. Most of the staff employed and deployed some of the computerized sections are not professionally trained.
        Consequently, the expected interface and synergy between technical people in the information and communication technology department and the operations personnel to continually evaluate the performance of installed information and communication technology infrastructure and pass appropriate information on their short comings to staff in ICT department for rectification through either minor repair, remodeling or reconfiguration.
Woherem, (1997) identified some of these challenges as his own contribution to include lack of information and communication technology management, absence of information and communication technology strategies, and lack of basis. Infrastructure and facilities for the exchange of information and lack of maintenance culture in Nigeria public networks, lack of investment capital and lack of knowledge on how to develop ICT system internally, Adeyemi (1997).  

CURRENT DEVELOPMENT
Information and Communication Technology driven service delivery has become the norms in achieving a high degree of efficiency and customer satisfaction in the source. It is for the reason that ICT has become the major strategy of competition among banks and between banks and non-banking in situation diverse financial products and services to customers. This major shift at the competitive level has informed the massive investments of the banks over the years. In ICT infrastructure, culminating in on-line, real-time connection of their branches beginning from July 1999. The admirable result of their pragmatic ICT strategy is that, they have deployed ICT to enhance the efficiency of their staff and operation.
        They have a functional telephone banking facility which allows customers by mere using phone to make balance enquiry, they also have the corporate treasurers window facility which enable their blue-chip customers to query their account with them in the comfort of their offices with union value card, which is a card payment system, they connect their corporate client’s business with those of their front office customer. These products individually and collectively reduce the customer’s physical visit and presence at the bank branch to conduct banking transaction, thus saving time and resources which can be deployed to other economic activities and increasing the convenience and safety of transaction.  



CHAPTER THREE

3.0	RESEARCH METHODOLOGY
This study employs descriptive research using panel data as it allows for the collection of past and multi-dimension data which provide basis for the full establishment of the relationship between Automated Teller Machine (ATM) and service delivery in Nigeria.

3.1	INTRODUCTION TO METHODOLOGY 
For the purpose of adequate data needed for this project to obtain enough reliable information. This research work used both primary and secondary sources of data. The primary sources of data used are questionnaire and observation methods. The questionnaire was distributed to the respondent comprises of the staff, management and customers of union bank.

3.2	RESEARCH DESIGN
For the purpose of the study the research has designed questionnaire to gather the needed formation for this study. More so the data collection schedule is questionnaire was well because only questionnaire was use to gather the needed information from the respondent.

3.3	POPULATION OF THE STUDY
The population for this study comprises of some selected customers and some member of staff of union bank emphasizing on those that use ATM machine as part of the bank service which include 30 financial advisors, and 25 managers of deposit money banks in Ilorin Metropolis who are supervisees of Union bank. Therefore, 55 are target population hypothetical selected for the coverage areas under investigation.

3.4	SAMPLE SIZE AND SAMPLING TECHNIQUES
The sample size for this was carefully selected and minimizes so as to produce a valid result. Precisely, key personnel officers formed the sample size for the study the relation behind this, a carefully chosen sample will produce valid result than two large a sample, which lead to disruption of fact.

3.5	METHODS OF DATA COLLECTION (INSTRUMENT) 
Data collection is the process of obtaining unprocessed facts and figures from the sample population for analysis and also from research report and other relevant materials on the subject. 

The questionnaire and interview technique would be used.

The questionnaire method is used for this study due to its flexibility, easy data gathering and relative affordability for the researcher and case of analysis and presentation of data. For these reason, the questions and phrases were in a simple language easily understood and interpreted. The questionnaire is divided into three sections.

Section A: Covers the demographical section of sex, religion, marital status, qualification and designation of the respondents.
Section B: Contain 12 closed ended or structured questions were the respondents would tick the possible answer from the 5 option of strongly agreed, netrual, disagreed and strongly disagreed.

Section C: Contain 3 unstructured or open-ended questions of which the researcher would state his own answer without option restrictions. 

3.6	METHODS OF DATA ANALYSIS
Data analysis technique is the method applied in the breaking down and ordering of the quantitative information gathered through research study.

The data collected for the purpose of the study were carefully and appropriately analyzed. After the data were collected from the respondents through the questionnaire, the responses were analyzed using simple percentages after which explanations are given to buttress the analysis and produces answer to the research questions.

To give an inferential analysis of the variables under review. Regression is used to test hypothesis (that is establish if a significance relationship exist between Automated Teller Machine (ATM) and Service Delivery in Nigeria). The statistical package for social scientists (SPSS) an integrated program was used for assistance in the regression in the analysis.

3.7	LIMITATIONS TO METHODOLOGY
There are certain factors that affect service delivery. However the main limitation of the methodology will be sample size and population, mainly due to inadequate finance and the fact that a study of the entire population which is Union Bank. Hence, the bank’s financial technology management practices were significantly affected by lack of appropriate service delivery environment, followed by the challenges of technology appraisal measurement. Legality of financial assessment is found to have a negative relation and insignificant impact on Automated Teller Machine (ATM) on bank’s service delivery of Union Banks.


CHAPTER FOUR

4.0	Data Presentation, Analysis and Interpretation
	This research work examined the impacts on automated teller machine on bank’s service delivery in Nigeria deposit money banks. In this chapter, the test of hypotheses will focus on the data extracted from returned questionnaires using the statistical tools discussed in chapter three. A total of 55 questionnaires were distributed for the purpose of executing the research objectives, out of which all are completely and correctly filled were retrieved for data analysis. It is also worth stating here that all tests of hypothesis in this research will be carried out using a level of significance of 0.05 (i.e. 5%).

4.1	DATA PRESENTATION

Sample Size Returned

	Table 4.1.1: Sample Size Returned and Unreturned

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Returned
	55
	100.0
	100.0
	100.0

	
	Unreturned
	0
	0.0
	0.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
Table 4.2.1 show that out of the 55 copies of questionnaires distributed to some selected customers and staff of union bank, all were returned as duly completed and used for further statistical analysis, and by implication the response rate was very good which enhance the accuracy of the results and findings in this study.

Demographic Characteristics
This section presents the socio-demographic information of the respondents presented in frequencies tables and percentages. The study found it crucial to provide evidence of demographic data since it was deemed necessary to obtain such information on account that the respondents background sometimes are clear indicator of factors that may have economic relation to the nexus between ATM and service delivery. The analysis relied on this profile information of the respondents so as to relate the relevance of the socio-economic background of the respondents to the study objectives.

	Table 4.1.1 AGE

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	18-25
	16
	29.0
	29.0
	55.0

	
	26-34
	29
	55.0
	55.0
	6.0

	
	35-44
	4
	6.0
	6.0
	10.0

	
	45 and Above
	6
	10.0
	10.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
16 respondents representing 29% indicate by specifying their age between 18-25 years, 29 respondents representing 55% indicate their age between 26-34 years, 4 respondents specifying between 35-44 representing 4%, while 6 respondents representing 10% indicate their age above 45 and above. This directly implies majority of respondents are matured adults above 26-34 years and were able to provide objective responses in the study especially on issue pertaining to the ATM service delivery in the selected banks.

	Table 4.1.2 GENDER

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	MALE
	15
	30.0
	30.0
	70.0

	
	FEMALE
	40
	70.0
	70.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
15 respondents representing 30% were male, 40 respondents representing 70% were female. This means the study get the opinion responses of more females than males in the study which also implies that the banking industry required more service of males than females in the study location. 

	Table 4.1.3 OCCUPATION

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STUDENT
	15
	25.0
	25.0
	60.0

	
	BUSINESS OWNER
	30
	60.0
	60.0
	15.0

	
	GOVERNMENT OFFICIAL
	10
	15.0
	15.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
15 respondents representing 25% indicate by specifying student, while 30 respondents representing 60% indicate business owners. 10 respondents indicate government official.

	Table 4.1.4 HIGHEST LEVEL OF EDUCATIONAL

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	PRIMARY
	7
	4.0
	4.0
	24.0

	
	SECONDARY
	12
	24.0
	24.0
	72.0

	
	TERTIARY
	36
	72.0
	72.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
7 respondents representing 4% were primary holders, 12 respondents representing 24% indicate they are certificate holders, 36 respondents specifying representing 72% were degree holders.  This means that the literacy cut across the selected bank and they were well enlightened about the study objectives.

	Table 4.1.5 LOCATION

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	URBAN
	2
	4.0
	4.0
	24.0

	
	RURAL
	17
	24.0
	24.0
	72.0

	
	SUBURBAN
	36
	72.0
	72.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
2 respondents representing 4% were in urban area, 17 respondents representing 24% indicate rural area, 36 respondents specifying representing 72% were in suburban.
4.2	Analysis According to Key Questions

SECTION A

TABLE 1: AGE?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	18 – 25 years 
	16
	29.0
	29.0
	55.0

	26 – 35 years
	29
	55.0
	55.0
	6.0

	36 – 45 years
	4
	6.0
	6.0
	100.0

	Total
	6
	10.0
	10.0
	


Source: SPSS Computation, 2025
Table 1 above shows 16 (29%) of the respondents are within the ages of 18-25years, 29 (55%) are within the ages of 26 – 35 years, while 4 (6%) are within the ages of 36 – 45 years.

TABLE 2: GENDER?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	MALE
	15
	30.0
	30.0
	70.0

	FEMALE
	40
	70.0
	70.0
	100.0

	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
Table 2 above shows that 15 (30%) of the respondents are males while 40 (70%) are females.

TABLE 3: OCCUPATION?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	STUDENT
	15
	25.0
	25.0
	60.0

	 BUSINESS OWNER
	30
	60.0
	60.0
	15.0

	GOVERNMENT OFFICIAL
	10
	15.0
	15.0
	100.0

	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
Table 3 above shows 15 (25%) of the respondents are student, 30 (60%) are business owner, while 10 (15%) are government official.

SECTION B
Q1. Union Bank’s ATM services are better than those of other banks?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STRONGLY DISAGREED
	2
	4.0
	4.0
	4.0

	
	DISAGREED
	1
	2.0
	2.0
	6.0

	
	NEUTRAL
	3
	6.0
	6.0
	12.0

	
	AGREED
	24
	48.0
	48.0
	60.0

	
	STRONGLY AGREED
	25
	40.0
	40.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
In this table, a large number of respondent 48% were in support of the statement, 1% disagree and 3% were neutral.



Q2. Union Bank’s ATM is competitive with those of other banks?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STRONGLY DISAGREED
	2
	4.0
	4.0
	4.0

	
	DISAGRRED
	3
	6.0
	6.0
	10.0

	
	NEUTRAL
	8
	6.0
	6.0
	16.0

	
	AGREED
	8
	16.0
	16.0
	32.0

	
	STRONGLY AGREED
	34
	68.0
	68.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
2 of the respondents representing 4% strongly disagreed that Union bank ATM is competitive with those of other banks. 8 respondent representing 16% agreed, while 8 respondents representing 6% were neutral.

Q3. Do you feel secure using Union Bank’s ATMs?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STRONGLY DISAGREED
	1
	2.0
	2.0
	2.0

	
	DISAGREED
	3
	6.0
	6.0
	8.0

	
	NEUTRAL
	2
	4.0
	4.0
	12.0

	
	AGREED
	15
	20.0
	20.0
	32.0

	
	STRONGLY AGREED
	34
	68.0
	68.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025	
15 respondents representing 20% agreed they are satisfied with this statement. Also 3 respondents representing 6% disagree, while 2 respondent representing 4% were neither agree nor disagree. This means that the majority of respondents strongly agreed that they feel secure using Union Bank’s ATMs.. 

Q4. Do you experience any technical issues with Union Bank’s ATMs?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STRONGLY DISAGREED
	2
	4.0
	4.0
	4.0

	
	DISAGRRED
	3
	6.0
	6.0
	10.0

	
	NEUTRAL
	10
	10.0
	10.0
	20.0

	
	AGREED
	18
	36.0
	36.0
	56.0

	
	STRONGLY AGRRED
	22
	44.0
	44.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
2 respondents representing 4% strongly disagreed to technical issues with Union Bank. Also 18 respondents representing 36% agreed, while 10 respondents representing 10% were neutral. 






Q5. Do you feel satisfied with the overall quality of service provided by Union Bank’s ATMs?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STRONGLY DISAGREED
	1
	2.0
	2.0
	2.0

	
	DISAGREED
	3
	6.0
	6.0
	8.0

	
	NEUTRAL
	1
	2.0
	2.0
	10.0

	
	AGREED
	26
	42.0
	42.0
	52.0

	
	STRONGLY AGREED
	24
	48.0
	48.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
1 respondent representing 2% strongly disagreed. 26 respondents representing 42% agreed, while 1 respondent representing 2% were neutral. This means that the majority of respondents supported this claim.

Q6. Do Union Bank’s ATM services meet your expectation?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STRONGLY DISAGREED
	3
	6.0
	6.0
	6.0

	
	DISAGREED
	7
	4.0
	4.0
	10.0

	
	NEUTRAL
	2
	4.0
	4.0
	14.0

	
	AGREED
	22
	44.0
	44.0
	58.0

	
	STRONGLY AGREED
	21
	42.0
	42.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
7 respondents representing 4% disagreed that Union Bank’s ATMs services meet expectation. Also 22 respondents representing 44% agreed, while 2 respondents representing 4% were neutral. This means that the majority of respondents supported this statement.

Q7. Do you recommend Union Bank’s ATM services to others?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STRONGLY DISAGREED
	2
	4.0
	4.0
	4.0

	
	DISAGREED
	2
	4.0
	4.0
	8.0

	
	NEUTRAL
	2
	4.0
	4.0
	12.0

	
	AGREED
	19
	38.0
	38.0
	50.0

	
	STRONGLY AGREED
	30
	50.0
	50.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
2 respondents representing 4% disagreed of recommending Union Bank’s ATM service to other. Also 19 respondent representing 38% agreed, while 2 respondents representing 4% were neutral. This means that the majority of respondents support the claim of recommending Union Bank’s ATM service to other.





Q8. Has the introduction of ATMs improved your overall banking experience with Union Bank?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STRONGLY DISAGREED
	2
	4.0
	4.0
	4.0

	
	DISAGREED
	8
	6.0
	6.0
	10.0

	
	NEUTRAL
	2
	4.0
	4.0
	14.0

	
	AGREED
	16
	32.0
	32.0
	46.0

	
	STRONGLY AGREED
	27
	54.0
	54.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
2 respondents representing 4% strongly disagreed to this statement. 16 respondents representing 32% agreed, while 2 respondents representing 4% were neutral. This means that the majorities (54%) of respondents believed Union Bank ATMs has improved overall banking experience.

Q9. Do you believe Union Bank’s ATMs has reduced your needs to visit the bank branch?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STRONGLY DISAGREED
	2
	4.0
	4.0
	4.0

	
	DISAGREED
	3
	6.0
	6.0
	10.0

	
	NEUTRAL
	2
	4.0
	4.0
	14.0

	
	AGREED
	8
	16.0
	16.0
	30.0

	
	STRONGLY AREED
	40
	70.0
	70.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
3 respondents representing 6% disagree to this statement. 8 respondents representing 16% agreed, while 2 respondent representing 4% were neutral. This means that the majority of respondents believe Union Bank has reduced the needs to visit the bank branch.

Q10. Do you believe ATM services provided by Union Bank are reliable?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STRONGLY DISAGREED
	2
	4.0
	4.0
	4.0

	
	DISAGREED
	3
	6.0
	6.0
	10.0

	
	NEUTRAL
	1
	2.0
	2.0
	12.0

	
	AGREED
	12
	14.0
	14.0
	26.0

	
	STRONGLY AGREED
	37
	74.0
	74.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
2 respondents representing 4% strongly disagree that Union Bank’s ATM are liable. 12 respondent representing 14% agreed, while 1 respondent representing 2% were neutral. This means that the majority of respondents support the claim that Union Bank’s ATM is liable.





Q11. Do you think Union Bank’s ATMs are conveniently located?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STRONGLY DISAGREED
	3
	6.0
	6.0
	6.0

	
	DISAGREED
	1
	2.0
	2.0
	8.0

	
	NEUTRAL
	2
	4.0
	4.0
	12.0

	
	AGREED
	23
	46.0
	46.0
	58.0

	
	STRONGLY AGREED
	26
	42.0
	42.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
3 respondents representing 6% strongly disagree. 23 respondents representing 46% agreed to the statement, while 2 respondents representing 4% were neutral. This means that the majority of respondents support the claim that Union Bank’s ATM is conveniently located.

Q12. Do you face challenges when using Union Bank’s ATM services?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STRONGLY DISAGREED
	2
	4.0
	4.0
	4.0

	
	DISAGREED
	1
	2.0
	2.0
	6.0

	
	NEUTRAL
	3
	6.0
	6.0
	12.0

	
	AGREED
	29
	48.0
	48.0
	60.0

	
	STRONGLY AGREED
	20
	40.0
	40.0
	100.0

	
	Total
	55
	100.0
	100.0
	


Source: SPSS Computation, 2025
1 respondent representing 2% disagreed to this statement. Also, 29 respondents representing 48% agreed, while 3 respondents representing 6% were neutral. This means that the majority of respondents support the claim to the statement. 

4.3	DATA INTERPRETATION

Hypotheses Testing

H01: 	The introduction of ATMs in Union Bank PLC has significantly improved the overall quality of service delivery.

Table 4.3.1: Model Summary
	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.663a
	.440
	.435
	.57610

	a. Predictors: (Constant), Automated Teller Machine (ATM)



To assess the extent of impact of Automated Teller Machine (ATM) on service delivery simple linear regression analysis was carried out. The model summary in table above indicates the value of the correlation coefficient R= .663 and the adjusted R- square = .435 which is just so close to R- square = .440 depict the fact if the model were derived from the population rather than a sample it would account for approximately 0.5% less variance in the outcome. Thus, the aggregated effects of Automated Teller Machine (ATM) on service delivery this explained by the value of the R square, which indicates that 44% increase in service delivery is accounted specifically by the Automated Teller Machine (ATM) of the selected bank and not more than 56% explained by other factors not included in this model. These factors include industrial policies etc.
	
Table 4.3.2: ANOVAa

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	24.360
	1
	24.360
	37.768
	.000b

	
	Residual
	30.978
	48
	.645
	
	

	
	Total
	55.338
	49
	
	
	

	a. Dependent Variable: Service Delivery

	b. Predictors: (Constant), Automated Teller Machine (ATM)



ANOVAs table above test whether the model is significantly better at predicting the outcome than using the mean as a ‘best guess’. Specifically, the F-ratio (37.768) represents the ratio of the improvement in prediction that the results from fitting the model (labeled ‘Regression’ in the table), relative to the inaccuracy that still exists in the model (labeled ‘Residual’ in the table).  And by dividing the regression sum of square value by the Total sum of square in the table, indicating a significant relationship by returning the value of R2=0.440, and the fact that the final model is significantly improve our ability to predict the outcome variable. However, the significant value of P (0.000) is smaller than (0.05) which means that the independent variable (Automated Teller Machine (ATM)) is positively related with the dependent variable (Service Delivery). Hence, it is posited that there is significant relationship between Automated Teller Machine (ATM) and Service Delivery that 5% level of significant.

	Table 4.3.3: Regression Coefficients

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	-.381
	.150
	
	-2.495
	.000

	
	Automated Teller Machine (ATM)
	.702
	.162
	.663
	4.333
	.001

	a. Dependent Variable: Service Delivery



Based on the R square explained above, the independent variables explain 44% of the variance of depended variable “Service delivery”. Using non- standardized weight of regression, simple regression of equation can be presented as below:
Ŷ = -0.381 + 0.702x1 + εi
Ŷ = dependent variable “Service delivery”
x1 = independent variable “Automated Teller Machine (ATM)=0.702”
εi = stochastic error.
From the formula presented above, the Service Delivery is equal to the sum of non-standardized beta coefficients with the average of using the appropriate method and non-standardized weight constant. From the regression analysis results, the Automated Teller Machine (ATM) is statistically meaningful for the model. It has regression coefficient (ẞ=0.702) positive which means with the raise of the independent variable (Automated Teller Machine (ATM)) will have even raise of the dependent variable in “Service delivery”.  According to the results the statistical test for beta coefficient control the same result is taken (t1= 17.825 and p=0.001), this coefficient show that Automated Teller Machine (ATM) have a huge contribution for the model in order to improve service delivery at 5% level of significant. However if the selected industry zeroing the Automated Teller Machine (ATM) scheme, it is likely for the service delivery to decrease by 38.1% and this might affect the organization growth as shown by the intercept (c=-0.381)of the regression line in the table

Discussion of Findings
This study is aimed at examining the impact of ATM on service delivery of UNION BANK PLC bank in Ilorin metropolis. Specifically, the first hypothesis investigated the influence of Automated Teller Machine (ATM) on the growth of the selected banks.  Regression analysis was used to examine the impact of independent variable (Automated Teller Machine (ATM)) on dependent variable (service delivery). As a rule of thumb, the Pearson correlation helps in establishing issues of multi collinearity. The result of the relationship between the Automated Teller Machine (ATM) and performance growth were found to be significant 0.663* and the R2=0.440 implies that 44% increase in Service Delivery is explained by a 1% increase in Automated Teller Machine (ATM) of the industry. The p-value = 0.000<0.005 signifies the rejection of null hypothesis in hypothesis 1 with the finding in the regression coefficient specifying the value of t>1.645 which significant at 5% level. The finding in hypothesis 1, give credence to the works of (Yi; 1990 & Cyne; 1989).
The finding in hypothesis 2 implies that bank performance has significant impact on ATM. The simple regression analysis was also conducted to test the impact of quality of bank performance on ATM. The results posited that 96.2% (R- square =0.962) of the variance of ATM have been significantly explained by the increase in the bank performance by 1%. Hence the predictor (bank performance) significantly contributes to ATM which consequently results into customer retention. Therefore, the result of hypothesis 2 supported the view of (Erikson and Vaghult, 2000) that ATM is a central determinant of Automated Teller Machine (ATM) that improve performance of bank. The finding further reveals the need for the banking industry to strive hard in an effort to improve in service delivery system in order to redeem good image for ATM and retention. The result proved support for the alternative hypothesis that management of selected banks typically assigns task relative to bank performance in the study area. This is really necessary due to the competitive nature of the market which assist them overcome many challenges and improved in performance in the banking industry.
From the result in hypothesis 3, it was found that there exists a significant impact of financial advisory on ATM. The finding is in agreement with the works of (Gale &Fornell, 1992) who found that higher financial advisory has direct impact on ATM and growth of bank performance. The finding in hypothesis 3 indicates higher ATM translates into increase in bank performance sustained by the ability to of offering financial advisory service.


CHAPTER FIVE

5.0	SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	SUMMARY FINDINGS
In the course of the finding the below information re-gathered. There is low awareness of the existence of the machine. We also gather information relating to the problem for ATM e.g. machine error failure. Information relating to the effect of ATM was also gathered. Necessary suggestions to solve ATM problem were included.
This project fitted. The effect of Automated Teller Machine in bank service delivery in Nigeria banking Industry is a five chapter project.
Chapter one contains the introduction of the introduction the project scope and limitation of study aims and objective and plan and organization of study.
Chapter two consists of the review of literatures of the subject matter of (ATM) and feature effect and impact of ATM in bank services delivery in the banking industry in the case of the third chapter it discusses the methodology of the research and explained in define the method use in the project while the fourth chapter contain the presentation and analysis of the data used in the project analyzed.
Finally the Chapter five, which is the last chapter, contains the findings summary conclusion and recommendation.

5.2	CONCLUSION
Investment in information technology has become an important component in both strategic and traffic management to ensure competitive advantage. ATM has continued to change the structure containing and quality of bank payment system in Nigeria lack of enabling environment to be provided by function electric mains utility and telecommunication infrastructure facility in te country has reduced the level of assimilation of ATM services in Nigeria banking industry from all indication the ATM present great potential for business process re-engineer of the Nigeria finance industry.

5.3	RECOMMENDATIONS
In view of the findings of the research = the following suggestion this can aid the banking industry to fully appropriate the gain of ATM are made.

a. Management of banking in Nigeria should create for interaction and occasional meeting between the bank and their customer. This is essential so as to reduce the lonely offered and impersonal consequence of ATM services.

b. Contingent plan should be made by the management of bank to central the effect of computer crime.

c. Research and development (R/D) department need to be establish to keep abreast of the new development in the banking Industry as it is dynamic.

d. The Nigeria electric mains utility (PHCN) should be revitalized to provide more reliable electric power supply to the commuter.
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APPENDIX

Department of Banking and Finance

Institute of Finance and Management Studies,        

Kwara State Polytechnic

Ilorin.

The General Manager        

Union Bank Plc

Ilorin, Nigeria


Dear Sir,

LETER OF INTRODUCTION

I wish to introduce to you on my project topic the impact of automated teller machine on bank service delivery in Nigeria deposit money bank which I wish to use your company as my case study. I would greatly appreciate, if you permit to do so thanks and God bless.

Yours Faithfully,
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