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CHAPTER ONE
INTRODUCTION
1.1	Background to the Study
The twenty first century has witnessed tremendous technology advancement in all spheres of human endeavour. The increasing advancement in information and communication technology has transformed the landscape of any business in the present world while this change is not unique to banking, banking industry now operates in a complex and competitive environment characterized by these changing conditions and highly unpredictable economic climate. Information and communication Technology (ICT) is at the focal point of this global change curve. In Nigeria, Modern banks currently understand that only those that update their payment service delivery and operations are probably going to endure and thrive in the 21st century. This is because of weight of globalization and quickly evolving innovation (Connel and Saleh, 2020).
Business today is directed during a time of profoundly complex technology forcing on banking authorities the need to execute advanced banking system which accord with present day needs. Therefore paper based transactions are currently being supplanted by electronic based transactions (Agboola, 2019). In electronic based transactions (Agboola, 2020). In recent years in Nigeria, there has been persistent public outcry as regards the new challenges, the electronic banking since its inception in 1996 has brought to financial institutions (banks) and general public. To many people, banking transaction via the internet is insecure and often congested. Hence, interruption is usually experienced in banking operations due to network failures. This hindered customers from carrying out transactions at that point in time. Besides, many people do not know what e-banking entails, or how to use its products. This aids in revealing the secrete PIN number (in the case of ATM card and other cards transaction) to the third party by the illiterate cardholders (customers) at any time they want to make withdrawals as they always request for assistance. Consequently there are increases in fraudulent activities in the banking industry. The CBN Annual Report and Statement of Accounts, (2019) have it that, the number of reported cases of attempted or successful fraud and/or forgery in the banking industry rose in 2009. According to the report, seventy percent of the fraud cases were perpetrated via the electronic system.
Despite the fact that the utilization of these payment components are not absolutely free from issues often, clients experience delay in approaching the services gave through this electronic channels (Olakah, 2021).
One primary problem in the utilization of (EPC) is power outage. Power issue is a beast undermining each business in Nigeria. It might fluctuate for quite a long time and now and again not available. These payment systems may encounter disappointment whenever or malfunction and thus frustrate exchange which might be urgent. A typical hurt in the utilization of one of the electronic payments devices known as ATM is the trapping of cards for a considerable length of time by the terminals hence keeping customers from making transactions until the individual in question can recover his card from the machine. Every so often, the ATM may debit a customer's account without paying him or her, such case must be reported or the customer accepts liability. For the most part, in each electronic card based payment mechanism,
"server down" is a typical slang, implying that there is a network failure. At the point when this happens, the machine is briefly incapable to work appropriately or obey instruction given by the customers at the payment terminals.
The improvement of various electronic payment systems has assisted with upgrading the payment of money in banks up to a furthest reaches of N500, 000 (Five Hundred Thousand Naira in particular) every day by singular customers and N 3,000,000 (Three Million Naira in particular) for corporate customers without attracting charges aside from withdrawal is over the limit stated. The payment has additionally promoted effectiveness in the clearing of money related instruments between the banks and Central Bank of Nigeria (2019). In spite of the difficulties credited to the utilization of electronic payments mechanism, the devices have sure given relieve and convenience to the banks as well as their customers, subsequently advancing exchange and business and assisting with developing the sectors of the economy.


1.2	Statement of the Problem
The efficient operation of payment systems is crucial to the success of deposit money banks in providing quality service to their customer, however the existing payment system in many deposit money bank are plague by numerous challenges like inefficiency in transaction leading to delays and inconveniences to customer, limited accessibility restricting customers’ ability to access banking services particularly in rural area.
Despite the wide spread adoption of e-payment system in Nigeria deposit money bank still face significance challenges in delivery efficient and effective services to their customers.
The growth of e-payment systems in Nigeria has not translated into corresponding improvements in service delivery by deposit money banks.
1.3	Research Questions
The questions below will guide the research findings of this study:
i) What are the effects of electronic payment system on banks operations in Nigeria?
ii) What are the electronic payment facilities available to banks customers?
iii) What are the challenges facing electronic payment system on service delivery?
iv) What are the impacts of E-payment system on service delivery of Deposit Money Bank in Nigeria?
1.4	Objective of the Study 
The main objective of the study is to examine the effect of e-payment system on service delivery of Deposit Money Bank in Nigeria Specific objectives are:
i) To determine the effect of electronic payment system on banks operations in Nigeria
ii) To examine the availability of electronic payment facilities to banks customers.
iii) To analyze the challenges facing electronic payment system on service delivery.
iv) To examine the impact of E-payment system on service delivery of Deposit Money Bank in Nigeria.

1.5Research Hypothesis
The hypothesis below was formulated and tested in this study
Ho: There is no significant relationship between electronic payment system on service delivery 
Hi: There is a significant impact of E-payment system on service delivery of deposit money bank.
Ho: There is no significant correlation between electronic payment systems on service delivery.
.1.6	Significance of Study
This study will be of great importance to the banking industry in the sense that the recommendations and findings of this study will assist access banks in Nigeria will identify and monitor challenges facing electronic banking adoption and also evaluate the development and growth of Electronic banking on service delivery. In addition, banks will have the knowledge of electronic banking as a product of electronic commerce with a view to making strategic decisions
Also, academicians will also benefit from this research work since it will suggest possible solutions and strategies to the problems in electronic banking and have thorough knowledge of electronic banking.
In addition, the study will also contribute to the body of knowledge and to additional information in the banking industry. Scholars will use the study for reference and research based on findings of study.
Thus, the study will bring out the differences arising from different environmental and organizational factors unique to the bank relevant for successful E-payment.
1.7 Scope of the Study
The study examines the effect of e-payment system on service delivery in Nigeria by using Access Bank as a case study in Nigeria as it relates to: electronic payment options used by bank customers as payment options for goods and services including POS, Debit cards, Credit cards transactions, internet banking, e-cheque, Tele banking, etc. The study will be carried out among the staff and customers of 10 selected Access Bank in two local government areas in Ilorin branch.
1.8 Limitation of the Study 
Due to the fact that banking industry is highly competitive, bank refused to disclose certain information which they believe their competitors can be as advantages over them. I was unable to meet the computer manager of Access Bank Plc Ilorin at the head quarter due to his tight schedule. Inability to have direct access to electronic system also limited my scope in the study.
Most of the questions asked were clearly and carefully avoided and regarded as very sensitive which could only be answered on the range from the board of directors.

1.9 Definition of Terms
The key terms used in this study are briefly explained below:-
ATM: Automated Teller Machine (ATM) is a machine where cash withdrawal can be made over the machine without going in to the banking hall. It also be used to buy recharge cards, pay bills, make card less withdrawal and transfer funds. It can be accessed 24 hours/7 days with account balance enquiry, mini account statements.
Cards: These are the most common form of electronic payments. There are three types of cards: credit, debit and prepaid cards. They are typically made plastics and have magnetic stripe on the back of the card. The customer gives the merchant the card while shopping, and the merchant swipes the card through a terminal or puts the relevant information into the data base.
Electronic Fund Transfer (EFT): This is an electronic oriented payment mechanism. It allows customers' accounts to be credited electronically within 24 hours (Ugwu, et al, 1999). Mark (1975) classified the basic elements of ETF system into three:
Clearing network characteristics, remote service or points of sales characteristics and pre authorized debit and/or credit characteristics.
Internet Banking: Internet banking allows customers of a financial institution to conduct financial transactions on a secure website operated by the institution, which can be a retail or virtual bank, credit union or society. It may include of any transactions related to online usage. Banks increasingly operate websites through which customers are able not only to inquire about account balances, interest and exchange rates but also to conduct a range of transactions. Unfortunately, data on Internet banking are scarce, and differences in definitions make cross-country comparisons difficult.
Mobile Banking: Mobile banking (also known as M-banking, ) is a term used for performing balance checks, account transactions, payments, credit applications and other banking transactions through a mobile device such as a mobile phone or Personal Digital Assistant (PDA).
Mobile Payments: Although the number of transactions that can be carried out via a cell phone are limited, they o be tot to facilitate some electronic transactions. Mobile phone manufacturers have enables their phones' software to allow their customers to have a bank account on their cell phones numbers and can the funds in their accounts to carryout transactions.
Personal Computer (PC) Banking: PC banking refers to use of computer hardware, software and telecommunications to enables retail customers' access to both specific account and general information on Bank's products and services through a personal computer.
POS: Point of sale (POS) also sometimes referred to as point of purchase (POP) or checkout is the location where a transaction occurs. A 'checkout' refers to a POS terminal or more generally to the hardware and software used for checkouts, the equivalent of an electronic cash register. A POS terminal manages the selling process by a salesperson accessible interface. The same system allows the creation and printing of the receipt. POS systems record sales for business.













CHAPTER TWO
LITERATURE REVIEW
2.1 Conceptual Framework 
2.1.1 Electronic Payment System (E-Payment)
E-Payment systems refer to the automated processes of exchanging monetary value among parties in business transactions and transmitting this value over the ICT networks (Amin, Onyeukwu & Osuagwu, 2018). In Nigeria, e-payment is effecting payment from one end to another end through the medium of the computer without manual intervention beyond inputting payment data. It is the ability to pay the suppliers, vendors and staff salaries electronically at the touch of a computer button (Udeghi & Hanzace, 2018). In recent time, e-payment system has become a medium through which monetary substance circulates conveniently, especially in developing economy like Nigeria where carrying cash around is habitual. In Nigeria, e-payment system formed fundamental starting point of her modern market economy; a well functioning e-payment system has been recognized to have much relevance on financial stability, monetary policy and overall economic activity (Aduda & Kingoo, 2018). Historically, Central Bank of Nigeria (CBN) introduced payment system which facilitated e-payment in 2018. During this period, Nigeria Automated Clearing System (NACS) was introduced as a veritable platform for development of electronic payment and to reduce clearing of cheques period. In addition, Automated Teller Machine (ATMs) was introduced by Interswitch in 2020 followed by the implementation of Real Time Gross Settlement in 2006, migration to new uniform accounting system (NACCESS BANKN) in 2010. Subsequently, in the early of 2011, Nigerian Inter-bank Settlement System announced instant payment services and the first set of cash deposit ATMs were launched (Azeez, 2020). Consequently, transition to cashless economy was proposed in December, 2011 and first implemented at Ilorin in January, 2012. At the end of 2020, cashless policy was effectively implemented in Abuja, Port Harcourt, Abia, Kano and Ogun State. Electronic payment systems come in different forms, some of the e-payment systems related to this study are: Internet/Web is type of e-payment system involves transactions carried out over the Internet. It is a simple way of paying for online purchases directly from the customer’s bank. It also offers the possibility of enjoying banking services from their homes or offices (Jun & Cai, 2021). Mobile Banking is one of the latest ways of making payments through mobile phones. This involves sending a payment request through a text message (USSD) or banks mobile application. Mobile banking reduces the time and stress of using the credit card or cash as account details are already linked with the banks software (Hodagho, 2022). Automated Teller Machines (ATM) is an electronic banking outlet which allows members to complete transactions without the assistance of a member service representative or teller. Anyone with a credit card or debit card can access an ATM as long as they are all on the same network. An ATM communicates through the ATM network so members can access their account information. Point of Sales (POS) Terminals is a terminal that enables buyers make payments using payment cards such as (Visa, MasterCard, verve, etc) issued to them by any bank in or outside Nigeria directly into other accounts (Isibar, 2020). 
2.1.2 E–Payment Tools/Channels
According to Edet (2021), the tools/channels used in executing e–banking include plastic cards (debit cards, credit cards, prepaid cards), personal computers, telephone, mobile phones, internet, automatic teller machines (ATM’s), point of sale or point of interaction machines. The description of the above mentioned tools/channels are as follows: 
Debit Cards: - Debit card is a banking card enhanced with automated teller machine and point of sale (POS) features so that it can be used at merchant locations. Debit cards allow you to spend only what is in your bank account. It is a quick transaction between the merchant and your personal bank account. A debit card is linked to an individual’s checking account, allowing funds to be withdrawn at the ATM and point of sale without writing a cheque (Yusuf, 2016). When using a debit card to pay for goods and services, the purchase amount is deducted from the cardholder’s checking account. The types of debit card include online debit card and offline debit card. With offline debit card, debit is not made immediately (Ravikumar, 2019). The benefits of using a debit card include making the payment process at the checkout counter quicker and more convenient, eliminating the need to carry a cheque book and a lot of cash, using it at locations where personal cheques are not accepted, and reducing the possibility of loss or theft of cash. 
Prepaid debit cards: - These are debit cards not usually linked to a customers’ account. They must be funded before being used by cardholders. Prepaid debit cards are indentified with such names like cash cards, value cards, and Naira cards etc. prepaid cards can be used as gift cards students ID cards, Government payment card, payroll card, Bursary card, insurance cards, travel cards etc (Mamudu & Udo, 2019). 
Credit Cards: - A credit card is different from a debit card in that it does not remove money from the user’s account after every transaction. In the case of credit cards, the issuer lends money to the consumer (or the user) to be paid to the merchant. A credit card allows the consumer to revolve their balance at the cost of having interest charged. The parties involved in a credit card transaction include cardholder, card issuing bank, merchant, acquiring bank, independent sales organization, merchant account, credit card association, transaction network, and affinity partner (Afaha, 2019). 
Automated Teller Machine (ATM):- This is a computerized telecommunications device that provides the customer of a financial institution with space to financial transaction in a public space without the need for a human clerk or bank teller (Edet, 2021). Using an ATM, customers can access their bank accounts in order to make cash withdrawals and check their account balance. ATM’s rely on authorization of a financial transaction by the card issuer or other authorizing institution via the communications network. Many banks charge ATM usage fees for transactions. In Nigeria, ATMs are charged no fee (know as ON – US Transactions) while they are charged between ₦100 and ₦150 when they use other banks ATM’s (Not-on-us transaction). Features of ATM service include cash withdrawals, balance inquiry, mini-statement request, funds transfer, and purchase. The benefits of ATM’s to banks include avoiding robbery, attraction and retention of customers, increase of profit from customer charges, provides convenient service for customers, reducing the amount of bad cheques, saving branches lots of hidden costs and tellers are freed from small value transactions (Akinuli, 2020). 
Point of Sale (POS):- Point of Sale is referred to as a retail shop, a checkout counter in a shop, or the location where a transaction occurs. POS machines are electronic devices deployed at retail outlets to facilitate the exchange of value between a cardholder and a merchant. They are used to perform a variety of basic banking and financial transactions like payment for purchases, balance enquires, mini statement printing etc. it eliminates the numerous issues related to regular cash transactions. The benefits of POS to all the parties involved are improving operational efficiency, ensuring transaction security and integrity, eliminating needs to carry large amounts of service beyond banking hours, increasing income from transaction fees and float, providing a simple, more efficient and convenient payment system etc. 
Mobile Banking Applications:- Mobile banking applications also known as M-banking or SMS banking is a term used for performing balance checks, account transactions, payments etc. through a mobile banking products such as a mobile phone (Clive, 2017). Mobile banking products provides basic banking services to customers from their mobile phones. It is an SMS driven platform which facilitates access to banking services using cell phones. The services available on the mobile banking product include mini statements and checking of account history, alerts on account activity or passing of set thresholds, monitoring of term deposits, domestic and international fund transfers, micro-payment handling, bill payment processing, portfolio management services, status of requests for credit, including mortgage approval and insurance coverage, cheque book and card requests, ATM location, general information such as weather updates, news and location based services. 
Internet Banking: Anyanwaokoro (2017) asserts that internet banking is an online platform through which customers of the bank can access their account and accomplish financial transactions using the internet. With internet banking customers can view account balance, transfer fund between sister accounts, transfer funds in favour of third parties. 
Telephone Banking:- Telephone banking is a service provided by a financial institution which allows its customers to perform transactions over the telephone. Mostly, telephone banking uses an automated phone answering system with phone keypad response or voice recognition capability (Woherem, 2019). To guarantee security, the customer must first authenticate through a numeric or verbal password or through security questions asked by a live representatives. Telephone banking offers cash withdrawal and deposit services as well as other services which include account balance information, electronic bill payments, funds transfer between a customer’s accounts etc.
2.1.3 Gross Domestic Product 
Gross domestic product (GDP) is the total monetary or market value of all the finished goods and services produced within a country’s borders in a specific time period (Azeez, 2011). As a broad measure of overall domestic production, it functions as a comprehensive scorecard of a given country’s economic health.Though GDP is typically calculated on an annual basis, it is sometimes calculated on a quarterly basis as well. 
Isibar (2018) is of the view that the calculation of a country’s GDP encompasses all private and public consumption, government outlays, investments, additions to private inventories, paid-in construction costs, and the foreign balance of trade. Of all the components that make up a country’s GDP, the foreign balance of trade is especially important. The GDP of a country tends to increase when the total value of goods and services that domestic producers sell to foreign countries exceeds the total value of foreign goods and services that domestic consumers buy. When this situation occurs, a country is said to have a trade surplus. If the opposite situation occurs, that is if the amount that domestic consumers spend on foreign products is greater than the total sum of what domestic producers are able to sell to foreign consumers, it is called a trade deficit (Edet, 2014). In this situation, the GDP of a country tends to decrease.
2.2 Theoretical Framework 
This study examined how the evolution of e-commerce on Nigeria’s Banking Financial System would impact performance. 
Although many theories are pertinent to the study, the focus was on the Technology Acceptance Model (TAM) and the Diffusion of Innovation (DOI) Theory, given their importance to the overall direction of the study.
2.2.1	Technology Acceptance Model (TAM)
Davis proposed the TAM as relevant to explain how users’ intentions towards a new system or technology can affect their acceptance level (Pavlou et al., 2022). Perceived usefulness and perceived ease of use are the two pillars of TAM. The perceived usefulness of a technology or information system refers to the degree to which we believe it will improve our performance. Perceived ease of use indicates how easy an individual learns how to operate or use new technology or information system. Perceived ease of use plays a more important role in perceived usefulness than perceived ease of use per se. Exogenous variables, including the environment, also influence induced perceptions of usefulness and ease of use. Thus, TAM is based on both essential perceptive factors as perceived usefulness and perceived ease of use. The method has been widely employed in computer science research. By analysing the variables relevant to a successful website, Liu and Arnett examined the TAM theory. A study of the empirical data found out that TAM can be applied to examine new information technology behaviour and accept intention and explain online user behaviour issues (Pavlou et al., 2022).
2.2.2	Disruptive Innovation Theory
Christensen’s disruptive innovation theory described innovation-driven growth in 1995. Christensen describes disruptive innovation as a process in which a product or service becomes very successful at the bottom level of a market that has reached a relatively mature status before relentlessly moving up those levels (Akhisar 2023). By creating a new market and value network, a dominating firm and a leading alliance are eventually disrupted, along with already established market and value networks. Entrepreneurs and outsiders develop disruptive innovations 
(Corsi s et al 2024). As a result, established markets get discouraged from pursuing these innovations in their first age because they are not financially lucrative. Furthermore, they require resources that could be diverted from sustaining innovations for their development. As Christensen points out, investing in disruptive technology involves a higher level of risk than developing other evolutionary forms of innovation (Rogers 2022). Disruptive business environments have some characteristics. Establishments tend to have lower gross margins and smaller markets.

They also do not appear as attractive as existing solutions because they look simple compared to disruptive innovators. Consumers are unattracted to the lower tiers of the market because the gross margins are reduced. Furthermore, Christensen identies low-end disruption, which targets those who do not value high-end performance as much. In “low-end disruption,” new features are introduced faster than customers can adopt them. The new-market disruptions usually target customers whose needs were not being met by incumbents (Babatunde O, 2021). These characteristics are also evident in the banking sector. Traditional commercial banks did not engage in innovations at the start because the risk was too high. Mobile phone companies, like Safaricom and Airtel, have pioneered this new market threatening traditional banking. As a result, existing banks have had to adapt to the new trend in the industry to meet customer expectations.


2.2.3	Diffusion of Innovation Theory
E. M. Rogers developed the diffusion of Innovation theory in 2020. The theory came about as a result of explaining how an idea can gain momentum in time and spread through a specific population. Adoption of a new idea, behaviour, or product within society is known as diffusion. A new idea is perceived as new by another person or organization (Babatunde O, 2021). Innovation diffusion occurs over time due to transmission among members of a social system through particular channels. It asserts that individuals tend to adopt habits and behaviours that they did not possess previously to change their behaviour. An individual might start buying new products, for instance, or adopt new behaviour. The  theory also  holds  that  people  adopt  ideas,  behaviours,  and  products because  they  perceive them  as new.  Stoneman describes five steps that potential adopters go through that drive the diffusion process, and it is this framework is described as the Innovation-Decision Process (IDP) (Stoneman, 2021). During the first stage,  innovators are involved. This group is interested in being the first to test out any new innovations.

New ideas interest them and  they  are  venturesome.  They are also represented by opinion  leaders  in  the  second  stage. Due to  their  awareness of  the need  for  change, they  feel  very comfortable  adopting  the  innovation.  Early  majority  -  people who  neither  lead  nor  follow  but  adopt  new  ideas  before  the majority  -  is the  next  stage.  They remain  skeptical  of  change and  will  adopt innovations  that they  perceive to  benefit  most people. An  individual described  as a  laggard is  very  skeptical and  conservative,  making  disruptions  in  the  fifth  stage  the most  difficult  to  cope  with.  Statistical appeals fear  appeals, and pressure from people in other adopter groups are effective ways to appeal to this population (Stoneman, 2021). Through the diffusion of innovation theory, digitized banking has been widely adopted around the world. The adoption process of these children differs for different  sections  of  society.  According to Greenhalgh, et al., several factors can influence innovation adoption.  Relative advantage describe show well an innovation  compares  to  its predecessors  (Greenhalgh, 2022). A concern of  compatibility  is to  align  the idea with the needs and values of the potential adopters. Fourth, the innovation must be tested, while the last factor concerns the innovation’s ability to provide tangible results. All these factors play a critical role in explaining the adoption of innovation in the banking industry in the world
2.2.4	New Growth Theory 
The new growth theory was postulated by Paul Romer in 1989 and it assumes that economic growth arises from the unlimited wants and desires of humans. The theory argues that every individual’s personal pursuit of profits will eventually increase the real gross domestic product per person (GDP per capita) (Hodagho, 2021). The new growth theory argues against the exogenous source of growth for the economy by emphasizing on the important of entrepreneurship, innovation, knowledge and technology as the main drivers of economic growth. The new growth theory views knowledge as an asset for growth that is not subject to diminishing returns, and that innovation and new technologies are formed or adopted from the desire for increased knowledge or human capital to achieve higher profits. 
As economic growth from e-payments systems can be drawn from internal consumption through the use of e-payment platforms, it is therefore an endogenous source of growth in the economy (Saidi, 2022). As human capital in the form of technical know-how and education is required for the use of many modern sophisticated e-payment platforms which represent information technology, it can therefore serve as a basis for this study as the three when intertwined lay the foundation for effective adoption of e-payment systems in Nigeria which will lead to increased consumption and subsequently improved economic growth in the long run. 
2.3 Empirical Review 
Afaha (2020) studied the relationship between electronic payment systems and economic growth using monthly data covering the period of 2012 to 2017. The Autoregressive Distributed Lagged Regression (ADLR) method was used in the analysis. The results indicated a significant positive relationship between electronic payment system and economic growth in terms of real gross domestic product (GDP) growth. 
Oyewole, El-Maude, Abba and Onuh (2019) examined e-payment systems and economic growth in Nigeria over the period 2005 to 2012. They used the Ordinary Least Square (OLS) technique and Two-stage Least Squares (2SLS) regression analysis technique. The result showed a significant positive relationship between e-payment system and economic growth in terms of real GDP per capita. 
Tee and Ong (2022) examined the impact of cashless payment on economic growth in five European Union (EU) countries namely Austria, Belgium, France, Germany and Portugal for the period of 2000 to 2012. They used the Pedroni residual cointegration and Panel vector error correction model (VECM). The results showed that in the long run there is significant effect of adopting cashless payment on the economy of the five European countries. It was concluded that the impact of adopting cashless payment on economic growth can only be significantly observed in the long run. Therefore, inferring that policy that promotes cashless payment will not have an immediate effect on the economy. 
Mamudu and Udo (2022) studied cashless policy and its impact on the Nigerian economy using quarterly time-series data over the period 2011(Q1-Q4) to 2017(Q1- Q4). The variables used are Automated Teller Machine Payment Value (ATMV), Web/Internet Tranfers Payment Value, Mobile Payment value (MPV), National Electronic Funds Transfer Value (NEFTV), Point Of Sale Value (POSV) and Cheques Cleared Value (CHEV). They used the Ordinary Least Square (OLS) regression technique, Johansen Co-integration test and Error correction model. The results showed the use of cashless policy instruments have a positive and significant impact on Gross Domestic Product in Nigeria. The Johansen cointegration test showed that a long run relationship exists between the variables while in the short run regression results also show the use of these non cash instruments have a significant and positive effect on Gross Domestic Product in Nigeria. 
Yusuf (2019) examined cash-less policy and economic growth in Nigeria over the period 2008 to 2015. Making use of the Ordinary Least Square (OLS) technique, the result showed that POS, web and mobile payments have a positive and significant impact on economic growth in Nigeria. The study concluded that the adoption of non cash payment by customers will contributes to reduced inflation rate, increase in foreign direct investment, increase in government revenue and a fall in unemployment levels, all which contribute to the growth in Nigeria. 
Amin, Onyeukwu and Osuagwu (2021) carried out a study on E - banking, service quality and electronic payment in selected Nigerian Banks. Structured questionnaires and interview were used in collecting the data. Descriptive statistics was adopted in analyzing the data from the respondents. The results revealed that there is a significant relationship between quality of service and electronic payment while it was concluded that E-banking has a positive impact on the quality of service in the Nigerian banking sector, but not on customer satisfaction. 
Saidi (2021) carried out a study on E-payment technology effect on bank performance in emerging economies. The study adopted ex post facto design while using random panel regression model as analytical technique. It was discovered that bank performance contradicts autoregressive and random walk processes and thus implies that investors should not be disturbed about previous bank performances but concerned about current bank resources. 
Iluno, Farouk and Saheed (2022) studied impact of the electronic banking products and services on the customers’ satisfaction. Frequency distribution table and multiple regression analysis were used as the analytical techniques. The result showed that electronic banking services (EBS), and electronic banking products (EBP) have significant positive impact on customers’ satisfaction (CS) in Kaduna State, Nigeria. Based on these findings, it was therefore recommended that the Central Bank of Nigeria (CBN) should develop a policy framework that will enhance E-banking operation focusing on customers’ satisfaction through customers’ oriented policies. Additionally, information technology providers in conjunction with banks should develop more friendly, risk free, effortless and efficient service delivery technology that will enhance customer’s satisfaction. 
Ravikumar (2019) studied the impact of digital payments on economic growth in India from the period of 2011 to 2019. The study used Ordinary Least Square (OLS) regression, Auto-Regressive Distributed Lag (ARDL) co-integration approach. The result indicated that digital payments impact economic growth significantly in the short run but have no effect on economic growth in the long run. 
Hasan, Tania and Heiko (2020) examined the relationship between retail payments and economic growth using data from across 27 different European markets over the period 1995 to 2009. The results reveal that migration from paper to electronic retail payments stimulates overall economic growth and has a positive effect on the real economy. They support the adoption of policies geared towards a swift migration to efficient and harmonized electronic payment instruments. Zandi (2021) examined the impact of electronic payment on economic growth using macroeconomic data for 70 countries between 2011 and 2015. The study adopted regression analysis while the findings revealed that electronic payment have a positive impact on economic growth, through an increase in per capita consumption from the use of card for payments. 
Muyiwa, Sunday and John-Dewole (2021) evaluated the impact of cashless economy in Nigeria. The study was carried out using accidental sampling method. A total of 500 students, traders and civil servants were sample. Questionnaire was used as the data collection instrument using descriptive statistical technique. The findings reveal that 33.3% believed that cashless policy will attract more foreign investors into the country and reduce cash related corruption, while 11.1% believe that it will increase employment and 22%, reduce cash related robbery, which all have an effect on consumption and consequently economic growth. The study concluded that the transition towards a cashless economy was a step in the right direction with the expectation that its impact will be felt in modernization of Nigerian payment systems, reduction in the cost of banking services as well as reduction in high security and safety risk. 
Oyelami, Adebiyi and Adekunle (2020) investigated electronic payment adoption and consumers’ spending growth with empirical evidence from Nigeria. The questionnaire was designed in line with Likert scale and validated. Fifty copies of the questionnaire were piloted. The copies retrieved were subjected to Cronbach alpha test of reliability. All the six variables were found to be reliable ranging between 0.725 and 0.828 Cronbach Alpha values, which are within the acceptable limit. The sample size for this study, as determined through Cochran formulae is 384. In like manner, the instrument of data collection was administered on 420 respondents by using the multistage sampling technique to sample respondents across five divisions (locations) of Ilorin. The data retrieved were analysed using descriptive (frequency and percentage) and inferential statistics (Pearson correlation, hierarchical regression analysis and analysis of variance). The results revealed that there is a positive significant relationship between electronic payment systems determinants (convenience, security and safety, trust, social influence) and e-payment adoption in Nigeria.






















CHAPTER THREE
METHODOLOGY
3.1	Introduction
The methods used in this study  are  presented  in  this section. Researchers forge inferences from statistics analysing the data  by using the area to draw inferences about generalisation. The purpose of this section is to describe the method used for testing the research hypotheses precisely.
3.2	Research Design
 	The study explored  an  expost-facto  research  design,  using extracted figures from the financial statements of selected banks in Nigeria for the time frame under consideration. It attempts to examine the impact of electronic payment system on  the performance of banks in Nigeria using three widely used proxies, i.e., return on assets (ROA), return on equity (ROE) and earnings per share (EPS), for  measuring bank  performance. Besides,  the  various e-banking services provided by banks in Nigeria, such as Internet Banking, ATM, Point of Sale, and Mobile Banking, are used to measure e-banking.
3.3	Study Population and Sample Size
The study population consisted of all the 14 duly listed registered deposit  money  banks  with the  Central Bank  of  Nigeria  as  of December 31, 2020 calendar year. The sample size of this study was purposively drawn from the study population and 10 deposit money banks were selected because they represented the banks that  have  fully published  their  financial  statement at  the  time when  this  study was  being conducted,  covering the  period  of 2011-2020 being the period under review which gives a realistic trend  analysis  of  the  activities  of  the  listed  banks’  financial performance appraisal.
3.4	Sources of Data 
The data for this study was obtained from primary sources through the use of a structured questionnaire. The questionnaire was administered to student and customers of Access bank of Nigeria plc to gather information on the effect of E-payment systems on service delivery. The questionnaire focused on key areas such as customer satisfaction, transaction speed, reliability, and overall service quality in relation to E-payment system.
3.5	Samples Size and Sampling Techniques
	The sample size for this study is 60 drawn from the hypothetical population of Financial advisors from Access Bank and Managers of DMBs from customers feedback survey using convenience sampling. The study equally adopted stratified sampling technique; the first stage employed purposive sample of 60 participants based on study variables and objectives.  Second, the stratified random sampling was adopted for segmentation process by selecting members of staff. This is to increase precision and enable the study to obtain reasonable conclusion from which generalization shall be ascertained from the participants for this study.
3.6	Method of Data Analysis
Descriptive statistics such as frequency distribution, percentages, means and standard deviations were calculated and data presented in form of table. Inferential statistics correlation and regression analysis (single regression) was used to draw implications from the data with regard to the regression model. Data was analyzed through the use of SPSS (Statistical Package for Social Science) software version 23.0.
3.7	Model Specification
Model 1
The regression model is given below as:
Yx = β0 + β1X1+ e
Where:
Y = Dependent variable= Sales Delivery
β0 = Intercept of the model.
β1 = Coefficient of the independent variable in the model.
X1= element of independent variable=customer’s loyalty
e= Error term.
Model 2
The mathematical model for simple regression analysis is given as:
 Y = a + bX+ e
Where Y is Electronic payment=the dependent variable, and 
X = Service Delivery =the independent variable. 
Both “a” and “b” are the regression coefficients known as the intercept and slope respectively. 
e= stochastic error
Model 3
The regression model is given below as:
Yx = β0 + β1X1+ e
Where:
Y = Dependent variable= “Organiztional growth”
β0 = Intercept of the model.
β1 = Coefficient of the independent variable in the model
X1= element of independent variable= “Financial advisory”
e= Error term.














CHAPTER FOUR
4.0	Data Presentation, Analysis and Interpretation
4.1	Introduction
	This research work examined the effects of e-payment systems on service delivery in deposit money banks in Nigeria. 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 50 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%).
4.2 	Sample Size Returned

	Table 4.2.1: Sample Size Returned and Unreturned

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Returned
	50
	100.0
	100.0
	100.0

	
	Unreturned
	10
	0.0
	0.0
	100.0

	
	Total
	60
	100.0
	100.0
	


Source: SPSS Computation, 2025
Table 4.2.1 show that out of the 60 copies of questionnaires distributed to some selected student and customers of ACCESS BANK bank Ilorin, Kwara State, 50 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
4.3	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 e-payment  systems and deposit money bank. 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 4.3.1 AGE

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	18-24
	16
	32.0
	32.0
	32.0

	
	25-34
	29
	58.0
	58.0
	90.0

	
	35-44
	4
	8.0
	8.0
	98.0

	
	45 and Above
	1
	2.0
	2.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025
16 respondents representing 32% indicate by specifying their age between 18-24 years, 29 respondents representing 58% indicate their age between 25-34 years, 4 respondents specifying between 35-44 representing 8%, while 1 respondents representing 2% indicate their age above 45 years. This directly implies majority of respondents are matured adults above 25 years and were able to provide objective responses in the study especially on issue pertaining to the service delivery in the selected banks

	Table 4.3.2 GENDER

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	MALE
	18
	36.0
	36.0
	36.0

	
	FEMALE
	32
	64.0
	64.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025
18 respondents representing 36% were male, 32 respondents representing 64% 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 4.3.3 OCCUPATION

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STUDENT
	15
	25.0
	25.0
	60.0

	
	BUSINESS OWNER
	25
	60.0
	60.0
	15.0

	
	RETIRED
	10
	15.0
	15.0
	100.0

	
	Total
	50
	100.0
	100.0
	


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

	Table 4.3.4 HIGHEST EDUCATIONAL QUALIFICATION

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	SSCE
	7
	4.0
	4.0
	24.0

	
	OND/NCE
	12
	24.0
	24.0
	72.0

	
	BSC/HND
	31
	72.0
	72.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025
7 respondents representing 4% were SSCE holders, 12 respondents representing 24% indicate OND/NCE holders, 31 respondents specifying representing 72% were BSC/HND holders.  This means that the literacy cut across the selected bank and they were well enlightened about the study objectives.

	Table 4.3.5 HOW LONG HAVE YOU BEEN USING BANKING SERVICES IN NIGERIA

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	LESS THAN 1 YEAR
	17
	34.0
	34.0
	34.0

	
	1-3 YEARS
	26
	52.0
	52.0
	86.0

	
	4-6 YEARS
	7
	14.0
	14.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025
17 respondents representing 34% indicate by specifying less than a year, while 26 respondents representing 52% indicate 1-3years. 7 respondents indicate 4-6years.  This directly implies majorities (52%) of respondents have been a customer with their current bank and responsibilities of how to established customer relation of the banking industry.

4.4	Presentation and Analysis According to Key Questions

SECTION A

TABLE 1: AGE?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	18 – 24 years 
	11
	20.0
	20.0
	20.0

	25 – 34 years
	20
	50.0
	50.0
	50.0

	35 and above
	19
	30.0
	30.0
	100.0

	Total
	50
	100
	100
	


Source: SPSS Computation, 2025
Table 1 above shows 11 (20%) of the respondents are within the ages of 24 years and below, 20 (50%) are within the ages of 25 – 34 years, while 19 (30%) are within the ages of 35 – and above.

TABLE 2: GENDER?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	MALE
	20
	40.0
	40.0
	40.0

	FEMALE
	30
	60.0
	60.0
	100.0

	Total
	50
	100
	100
	


Source: SPSS Computation, 2025
Table 2 above shows that 20 (40%) of the respondents are males while 30 (60%) are females.










TABLE 3: OCCUPATION?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	STUDENT
	15
	25.0
	25.0
	60.0

	 BUSINESS OWNER
	25
	60.0
	60.0
	15.0

	RETIRED
	10
	15.0
	15.0
	100.0

	Total
	50
	100.0
	100.0
	


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

TABLE 4: EDUCATIONAL QUALIFICATION?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	SSCE
	25
	55.0
	55.0
	55.0

	OND/NCE
	20
	40.0
	40.0
	40.0

	HND/BSC
	5
	5.0
	5.0
	100.0

	Total
	50
	100
	100
	


Source: SPSS Computation, 2025
Table 3 above shows 25 (55%) of the respondents are SSCE Certificate Holder, 20 (40%) are OND/NCE Certificate Holder, while 5 (5%) are HND/BSC Certificate Holder.

SECTION B
Q1. In your opinion, has the introduction of e-payment systems improved the quality of services provided by 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
	20
	40.0
	40.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025

In this table, a large number of respondent representing 48% were in support of the statement, 1% disagreed and 3% were neutral.

Q2. Do you believe the speed of service delivery through e-payment systems compared to traditional banking method?
	
	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
	3
	6.0
	6.0
	16.0

	
	AGREED
	8
	16.0
	16.0
	32.0

	
	STRONGLY AGREED
	34
	68.0
	68.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025

2 of the respondents strongly disagreed that the speed of service delivery through e-payment compare to traditional banking method. 16% believe that the speed of service delivery through e-payment compare to traditional banking method, while 3% are neutral.

Q3. Do you experience frequent issues when using e-payment systems?
	
	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
	10
	20.0
	20.0
	32.0

	
	STRONGLY AGREED
	34
	68.0
	68.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025

10 respondents representing 20% agreed that they experience frequent issues when using e-payment systems. Also 3 respondents representing 6% disagree, while 2 respondent representing 4% were neutral. This means that the majority of respondents strongly agreed that that they experience frequent issues when using e-payment systems. 

Q4. Do you experience issues while using e-payment systems?
	
	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
	5
	10.0
	10.0
	20.0

	
	AGREED
	18
	36.0
	36.0
	56.0

	
	STRONGLY AGRRED
	22
	44.0
	44.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025

2 respondents representing 4% strongly disagreed to this experience. Also 18 respondents representing 36% agreed, while 5 respondents representing 10%were neutral. 

Q5. Has the availability of e-payment systems made banking more convenient for you?
	
	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
	21
	42.0
	42.0
	52.0

	
	STRONGLY AGREED
	24
	48.0
	48.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025

1 respondent representing 2% strongly disagreed. 21 respondent representing 42% agreed, while 1 respondent representing 2% were neutral. This means that the majority of respondents strongly agreed to this statement.


Q6. Do you believe e-payment systems have led to a reduction in the number of customers visiting bank branches?
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	STRONGLY DISAGREED
	3
	6.0
	6.0
	6.0

	
	DISAGREED
	2
	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
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025

2 respondents representing 4% disagreed to this statement. Also 22 respondent representing 44% agreed, while 2 respondents representing 4% were neutral. This means that the majority of respondents believed e-payment systems have led a reduction in the number of customer visiting bank branches.

Q7. Do you feel secure when using e-payment systems for financial transaction?
	
	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
	25
	50.0
	50.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025

2 respondents representing 4% disagreed on this statement. Also 19 respondent representing 38% agreed, while 2 respondents representing 4% were neutral. This means that the majority of respondents support the claim that feel secure when using e-payment systems for financial transaction.

Q8. Have you ever experienced fraud or any security breach while using e-payment systems?
	
	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
	16
	32.0
	32.0
	46.0

	
	STRONGLY AGREED
	27
	54.0
	54.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025

2 respondents representing 4% strongly disagree the statement.16 respondents representing 32% agreed, while 2 respondents representing 4% were neutral. This means that the majorities (54%) of respondents experienced fraud.

Q9. Do you believe that banks in Nigeria are doing enough to ensure the security of their e-payment system?
	
	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
	35
	70.0
	70.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025

3 respondents representing 6% disagree that bank in Nigeria are doing enough to ensure the security of their e-payment system. 8 respondents representing 16% agreed, while 2 respondent representing 4% were neutral. This means that the majority of respondents claim that bank in Nigeria are doing enough to ensure the security of their e-payment system regularly seek feedback from customers.



Q10. Would you recommend using e-payment systems to others?
	
	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
	7
	14.0
	14.0
	26.0

	
	STRONGLY AGREED
	37
	74.0
	74.0
	100.0

	
	Total
	50
	100.0
	100.0
	


Source: SPSS Computation, 2025

2 respondents representing 4% strongly disagree to the statement. 7 respondent representing 14% agreed, while 1 respondent representing 2% were neutral. This means that the majority of respondents support the claim that they can recommend using e-payment systems to others.

4.5	Hypotheses Testing

H01: There is no significant relationship between electronic payment system on service delivery.

Table 4.5.1: Model Summary
	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.663a
	.440
	.435
	.57610

	a. Predictors: (Constant), Electronic payment 



To assess the extent of impact of Electronic payment on sales 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 Electronic payment  on Sales Delivery is explained by the value of the R square, which indicates that 44% increase in Sales Delivery is accounted specifically by the Electronic payment  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 4.5.2: 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: Sales Delivery

	b. Predictors: (Constant), Electronic payment 



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 (Electronic payment ) is positively related with the dependent variable (Sales Delivery). Hence, it is posited that there is significant relationship between Electronic payment and Sales Delivery that 5% level of significant.

	Table 4.5.3: Regression Coefficients

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

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

	
	Electronic payment 
	.702
	.162
	.663
	4.333
	.001

	a. Dependent Variable: Sales Delivery



Based on the R square explained above, the independent variables explain 44% of the variance of depended variable “Sales 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 “Sales Delivery”
x1 = independent variable “Electronic payment =0.702”
εi = stochastic error.
From the formula presented above, the Sales 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 Electronic payment  is statistically meaningful for the model. It has regression coefficient (ẞ=0.702) positive which means with the raise of the independent variable (Electronic payment ) will have even raise of the dependent variable in “Sales 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 Electronic payment  have a huge contribution for the model in order to improve Sales Delivery at 5% level of significant. However if the selected industry zeroing the Electronic payment  scheme, it is likely for the Sales 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



H02: There is a significant impact of E-payment system on service delivery of deposit money bank. 
	
Table 4.5.4: Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.962a
	.925
	.924
	.24858

	a. Predictors: (Constant), SD



To assess the level of relationship between Service Delivery (SD) and electronic payment(Affective non-financial Performance), simple regression analysis was carried out. The result of the regression model in the table shows the value of the regression coefficient R= .962, R- square = .925 and adjusted R-square = .924. From this result, the extent of relationship between ACCESS BANK to service delivery system and electronic payment is clarified by the value of the R-square. The R-square value denotes 92.5% of electronic payment is accounted definitely by the ACCESS BANK ability to service delivery in the process and not more than 7.5% explained by others not included in this model. This means that service delivery system improves the electronic payment in the selected banks.

	Table 4.5.5: ANOVAa

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	167.144
	1
	167.144
	590.614
	.000b

	
	Residual
	13.594
	48
	.283
	
	

	
	Total
	180.739
	49
	
	
	

	a. Dependent Variable: Electronic Payment 

	b. Predictors: (Constant), SD



The analysis of variance table (Anova table above) showed regression sum of square value of (167.144) which is higher than the residual sum of square value of (13.594). This implies that the model accounted for most of the variations in the dependent variable. More so, the F calculated value of (590.614) is greater than the tabulated value of (3.84) indicating a significant relationship. In addition, the significant value of P (0.000) is smaller than (0.05) which means that the independent variable (PDS) is positively related with the dependent variable (Customer satisfaction). Hence, it is posited that there is significant relationship between Service Delivery (SD) and Electronic Payment at 5% level.
	
Table 4.5.6: Regression Coefficients

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	-.350
	.096
	
	-3.646
	.000

	
	SD
	.995
	.101
	.962
	9.852
	.000

	a. Dependent Variable: electronic payment



The beta value of the constant is -0.350 whereas; the beta value for the predictor variable (PDS) is 0.995. The t-value of 9.852 and the p-value of .000 indicates the model is significant at p<0.05. Therefore, the beta coefficient (Beta= 0.962) implies electronic payment will increase by 96.2% if Service delivery (SD) by one. Also if peradventure customer experienced poor service delivery (i.e PDS= 0), non-financial performance will be badly affected because of further reduction in electronic payment by 35% and this might constitute a threat to the organizational performance of the bank in the study area, as shown by the constant value (-0.350) in the table.

4.5 	Discussion of Findings
Male respondents represent a simple majority 32(64%) compare to female 18 (36%). The results indicate that male responses are the majority employed in this study area. 29(58%) of the respondents were the majority that the instrument was administered to are in the age bracket of 25-35 years and about 26 (52%) of them are single. A comprehensive analysis of the result also shows that the majority of the respondents 50 (72%) were graduate working in the study area, with approximately 2(4%) were SSCE holders. 
This study is aimed at examining the impact of electronic payment on the bank performance of ACCESS BANK in Ilorin metropolis. Specifically, the first hypothesis investigated the influence of Electronic payment on the growth of the selected banks.  Regression analysis was used to examine the impact of independent variable (Electronic payment) on dependent variable (sales delivery). As a rule of thumb, the Pearson correlation helps in establishing issues of multicollinearity. The result of the relationship between the Electronic payment and performance growth were found to be significant 0.663* and the R2=0.440 implies that 44% increase in Sales Delivery is explained by a 1% increase in Electronic payment 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 customer satisfaction. The simple regression analysis was also conducted to test the impact of quality of bank performance on customer satisfaction. The results posited that 96.2% (R- square =0.962) of the variance of electronic payment have been significantly explained by the increase in the bank performance by 1%. Hence the predictor (bank performance) significantly contributes to electronic payment which consequently results into customer retention. Therefore, the result of hypothesis 2 supported the view of (Erikson and Vaghult, 2000) that electronic payment is a central determinant of Electronic payment 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 electronic payment 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 customer satisfaction. The finding is in agreement with the works of (Gale & Fornell, 1992) who found that higher financial advisory have direct impact on electronic payment and growth of bank performance. The finding in hypothesis 3 indicates higher electronic payment translates into increase in bank performance sustained by the ability to of offering financial advisory service




CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	Summary
The introduction of e-payment systems in Nigeria's deposit money banks (such as mobile banking, internet banking, USSD, ATMs, and POS terminals) has significantly transformed service delivery. These systems have improved speed, convenience, and accessibility of banking services, allowing customers to perform transactions anytime and anywhere. As a result, long queues in banking halls have reduced, and customer satisfaction has generally improved.
However, challenges remain. Issues like network failures, fraud risks, cybersecurity threats, and technical problems sometimes affect service quality negatively. Despite these challenges, the overall effect of e-payment systems on service delivery is largely positive, helping banks serve more customers efficiently while promoting financial inclusion across Nigeria.
5.2 Conclusion
The increasing use of ICT has caused the integration of various economic units in a way that has made banking operations to be highly ICT inclined and to benefit immensely from the gains in technological revolution.
An empirical analysis was carried out to find out the roles ICT plays in enhancing the mode of operations of some selected banks in Nigeria. It therefore depicted that ATM payment system, Point of Sale (POS) payment system and mobile applications payment system significantly affect gross domestic product in
Nigeria.
5.3 Recommendations
The following recommendations are made for this study:
1. It is recommended that operators of Automated
Teller Machine in Nigeria should constantly upgrade both the hardware and software especially whenever a new feature for enhancing security becomes available. This will further improve ATM transactions with consequent improvement in profitability and growth of the economy.
2. Merchants of POS businesses should increase internet bandwidths and always make available a dedicated data service network as this will facilitate and improve POS transactions.
3. More effort should be put into educating the masses on the usefulness of mobile applications. Furthermore, application developers should put more effort in ensuring quality and useful content in the applications as this will add to transactions security thereby promoting economic growth.
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QUESTIONNAIRE
This questionnaire is part of a research project aimed at investigating the effects of e-payment systems on service delivery in deposit money banks in Nigeria.. Kindly respond to the questions based on your experiences.
Section A: 
Demographic Information
1. Age:
☐ Below 18	☐ 18-24	☐ 25-34	☐ 35-44	☐ 45-54	☐ 55 and above
2. Gender:
☐ Male	☐ Female	☐ Other
3. Occupation:
☐ Student	☐ Professional	☐ Business Owner	☐ Retired	
4. Highest Educational Qualification:
☐SSCE	☐OND/NCE		☐BSC/HND		☐Others
5. How long have you been using banking services in Nigeria?
☐ Less than 1 year	☐ 1-3 years	☐ 4-6 years	☐ 7-10 years	☐ Over 10 years
6. Which bank do you primarily use for your transactions?
☐ Access Bank	☐ First Bank	☐ Zenith Bank	☐ Guaranty Trust Bank (GTBank)
☐ UBA	☐ Other: ___________

Section B: Awareness and Usage of E-payment Systems
7. Are you aware of e-payment systems available in Nigerian banks?
☐ Yes		☐ No
8. Which of the following e-payment systems do you use regularly? (Select all that apply)
☐ Mobile Banking Apps		☐ Internet Banking	☐ USSD Codes
☐ POS (Point of Sale) Terminals	☐ Bank Cards (Debit/Credit)
☐ Online Wallets (e.g., PayPal, Google Pay)	☐ Other: ___________
9. How frequently do you use e-payment systems for transactions?
☐ Daily	☐ Weekly	☐ Monthly	☐ Occasionally	☐ Rarely
10. For what purposes do you typically use e-payment systems? (Select all that apply)
☐ Bill Payments (Electricity, Water, etc.)	☐ Funds Transfer	☐ Online Purchases
☐ Withdrawals/Deposits	☐ Loan Repayments	☐ Other: __










Section C: Perceived Impact of E-payment Systems on Service Delivery
SECTION C
Keys: Strongly agree (SA), Agree (A), Neutral (N), Disagree (D), Strongly Disagree (SD).

	S/N
	Response
	SA
	A
	N
	D
	SD

	11
	In your opinion, has the introduction of e-payment systems improved the quality of services provided by banks?
	
	
	
	
	

	12
	Do you believe the speed of service delivery through e-payment systems compared to traditional banking methods (e.g., in-branch services)?
	
	
	
	
	

	13
	Do you experience frequent issues when using e-payment systems?
	
	
	
	
	

	14
	Do you experience issues while using e-payment systems?
	
	
	
	
	

	15
	Has the availability of e-payment systems made banking more convenient for you?
	
	
	
	
	

	16
	Do you believe e-payment systems have led to a reduction in the number of customers visiting bank branches?
	
	
	
	
	

	17
	Do you feel secure when using e-payment systems for financial transactions?
	
	
	
	
	

	18
	Have you ever experienced fraud or any security breach while using e-payment systems?
	
	
	
	
	

	19
	Do you believe that banks in Nigeria are doing enough to ensure the security of their e-payment systems?
	
	
	
	
	

	20
	Would you recommend using e-payment systems to others?
	
	
	
	
	




