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CHAPTER ONE  

1.0 INTRODUCTION  

1.1 Background to the Study  

In recent years, the Nigerian banking sector has undergone a remarkable transformation, largely 

driven by advancements in information and communication technology (ICT). These innovations 

have significantly impacted the way financial services are delivered, making them more accessible, 

efficient, and convenient for both banking institutions and their customers. A key component of 

this transformation is the widespread adoption of electronic banking (e-banking), a digital banking 

solution that enables customers to perform financial transactions and access various banking 

services remotely. Through platforms such as mobile applications, internet banking portals, and 

USSD codes, e-banking has expanded the reach of financial services beyond the traditional brick-

and-mortar banking halls, offering an alternative that is not only time-efficient but also accessible 

24/7 (Adeoti, 2011; Kolapo & Adaramola, 2012). 

According to Chiemeke et al. (2006), e-banking is transforming the banking industry by offering 

more convenient and faster alternatives to traditional banking channels. As mobile technology 

continues to advance, mobile banking services in particular are gaining traction among consumers 

who prioritize accessibility and convenience. This has been supported by Agboola (2006), who 

notes that mobile banking in Nigeria, in particular, has shown strong potential for financial 

inclusion, addressing barriers such as geographic location, transaction costs, and long wait times 

often associated with traditional banking methods. 

Among the leading fintech companies revolutionizing the e-banking landscape in Nigeria is OPay, 

a mobile money service launched in 2018. OPay has quickly gained significant popularity, 

particularly due to its focus on providing an accessible, fast, and user-friendly financial ecosystem. 

The company offers a wide range of financial services, including mobile money transfers, utility 

bill payments, airtime top-ups, and savings plans. OPay’s platform stands out due to its ability to 
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cater to a diverse customer base, especially in underserved and semi-urban areas where traditional 

banking infrastructure is limited. With its extensive agent network and low transaction costs, OPay 

is becoming an increasingly viable alternative to conventional banking services. This is 

particularly important in Nigeria, where a large portion of the population remains unbanked or 

underbanked, and the fintech sector is seen as a potential solution to financial inclusion challenges 

(Ojo, 2010). 

The growing popularity of fintech platforms like OPay has significant implications for financial 

inclusion in Nigeria. According to Kolapo and Adaramola (2012), the Nigerian financial system 

has historically struggled with limited access to banking services, particularly in rural areas. The 

introduction of fintech services like OPay is bridging this gap, providing previously underserved 

populations with an accessible and affordable way to engage in financial activities. As Adeoti 

(2011) highlights, the success of mobile money platforms is not only a result of their financial 

offerings but also of the empowerment they provide users with the ability to control their financial 

activities without needing to rely on physical bank branches. 

Customer satisfaction, a critical determinant of business success, has become increasingly 

influenced by the efficiency, reliability, and convenience offered by e-banking platforms. With the 

transition from traditional to digital banking channels, customers are demanding more 

personalized, faster, and more secure services. The ability of a platform like OPay to deliver on 

these fronts plays a crucial role in determining the level of customer satisfaction, loyalty, and 

retention. As customers are presented with multiple digital banking options, understanding the 

factors that influence their satisfaction is essential for fintech companies looking to gain a 

competitive edge in the market. 

In this regard, Ojo (2010) emphasizes that service quality, including aspects like transaction 

reliability, user-friendly interface, and responsive customer support, directly impacts customer 

satisfaction and loyalty. As digital platforms like OPay become the preferred banking choice, 

ensuring that users experience minimal errors, quick transaction processing, and a secure 
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environment becomes key to retaining a satisfied customer base. Chiemeke et al. (2006) further 

argue that the level of customer trust in a financial service platform is largely dependent on the 

perception of its security features, with platforms that offer secure transactions and data protection 

attracting a loyal customer following. 

Moreover, the competition between traditional banks and fintech companies has intensified as 

digital platforms become an integral part of daily financial transactions. Customer satisfaction is 

now more than ever tied to a seamless user experience, quick access to funds, user-friendly 

interfaces, and robust customer support systems. The ease with which users can perform a range 

of financial tasks—from paying bills to transferring money or saving funds directly impacts their 

overall experience with the platform. The efficiency of these services, coupled with the platform’s 

reliability, security features, and customer service responsiveness, often determines whether 

customers will remain loyal or seek alternative platforms. 

Ojo (2010) concludes that the success of mobile banking platforms like OPay hinges on their 

ability to meet these customer demands. Thus, the effectiveness of a platform in enhancing 

customer satisfaction is linked to its capability to provide reliable, convenient, and secure services 

while maintaining competitive pricing. The study of customer satisfaction in the context of e-

banking is essential not only for the sustainability of platforms like OPay but also for the continued 

evolution of digital financial services in Nigeria. 

This study aims to explore how the adoption of OPay's e-banking services affects customer 

satisfaction in Nigeria. By analyzing user feedback and examining service delivery elements such 

as transaction speed, system reliability, and customer support, this research will provide insights 

into how fintech companies like OPay can enhance customer satisfaction and retain their growing 

customer base. Understanding these dynamics is essential not only for OPay’s continued success 

but also for the broader fintech industry, which is rapidly shaping the future of banking in Nigeria. 
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1.2 Statement of the Problem  

Despite the growing adoption of e-banking services in Nigeria, customer satisfaction continues to 

present significant challenges. Although digital banking is intended to simplify financial 

transactions, enhance convenience, and improve access especially for the unbanked and 

underserved many users still experience persistent issues that compromise their overall 

satisfaction. Common concerns include transaction failures, delayed reversals, poor network 

connectivity, platform instability, and unresponsive customer service, all of which erode user 

confidence and trust in digital financial platforms. 

Fintech platforms like OPay have gained considerable popularity for their ability to bridge gaps in 

traditional banking, offering services such as mobile money transfers, bill payments, savings, and 

airtime top-ups. OPay’s use of agent networks and USSD technology has helped extend financial 

access to low-income earners and remote communities. However, the efficiency and reliability of 

these services remain under scrutiny. Users frequently report issues such as unsuccessful 

transactions without prompt resolutions, difficulty navigating app interfaces, lack of real-time 

support, and concerns about data privacy and financial security. 

While OPay has achieved notable growth and continues to innovate, there is limited empirical 

evidence on whether these advancements translate into high levels of customer satisfaction. Most 

existing studies on e-banking in Nigeria focus on traditional banks, leaving a research gap in 

understanding the user experience within fintech-driven platforms. It is therefore essential to 

critically assess how OPay’s services measure up against customer expectations in terms of speed, 

security, ease of use, and overall service delivery. 

This study seeks to address this gap by investigating the impact of OPay's e-banking services on 

customer satisfaction. It will explore both the strengths and shortcomings of the platform from the 

customer’s perspective and identify key areas for improvement. Understanding these dimensions 
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is crucial for enhancing user experience, informing policy on digital financial services, and 

ensuring the long-term sustainability and trustworthiness of fintech solutions like OPay in Nigeria. 

1.3 Research Questions 

i. How effective are OPay’s e-banking services in meeting customer needs and expectations? 

ii. What is the level of customer satisfaction with the reliability and security of OPay’s digital 

platform? 

iii. How does customer satisfaction with OPay compare with that of traditional banking 

institutions? 

1.4 Objectives of the Study 

The objective of this study is to assess the impact of e-banking on customer satisfaction, using 

OPay as a case study. Other objectives include: 

i. To evaluate the effectiveness of OPay’s e-banking services in delivering customer 

satisfaction. 

ii. To examine customer perceptions of the security and reliability of OPay’s platform. 

iii. To compare customer satisfaction levels between OPay and conventional banks. 

1.5 Research Hypotheses 

H₀:  There is no significant relationship between the use of OPay’s e-banking services and 

customer satisfaction. 

H₁:  There is a significant relationship between the use of OPay’s e-banking services and 

customer satisfaction. 
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1.6  Significance of the Study 

The significance of this study lies in its contribution to understanding the impact of e-banking on 

customer satisfaction in Nigeria, with a particular focus on OPay, a rapidly growing fintech 

platform. The findings of this research will have several important implications for various 

stakeholders: 

i. For Financial Institutions and Fintech Companies: The study offers valuable insights 

into how e-banking services, particularly those provided by fintech platforms like OPay, 

influence customer satisfaction. By analyzing user experiences and satisfaction levels, this 

research provides actionable recommendations that can help fintech companies and 

traditional banks improve their digital services, customer care strategies, and overall 

service delivery. For OPay and similar platforms, understanding customer preferences and 

pain points is crucial for enhancing service features, ensuring customer loyalty, and staying 

competitive in the growing fintech space. 

ii. For Policy Makers and Regulators: The findings will also assist policy makers and 

regulators in understanding the potential of fintech services like OPay in promoting 

financial inclusion in Nigeria. As the country seeks to bridge the gap between the 

unbanked and banking services, understanding the factors that contribute to customer 

satisfaction will help create an enabling environment for further adoption of digital 

banking. The study’s insights can guide the development of policies that encourage 

transparency, protect consumer rights, and foster innovation in the digital finance sector. 

iii. For Customers: This research serves as a resource for users of e-banking platforms who 

wish to understand how these services impact their banking experience. By identifying the 

strengths and weaknesses of platforms like OPay, customers can make more informed 

decisions about the digital services they choose to use.  
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iv. For Academic Research: The study adds to the growing body of literature on digital 

banking, customer satisfaction, and financial inclusion in developing countries, particularly 

in sub-Saharan Africa. By providing empirical evidence of the factors that affect customer 

satisfaction in the context of Nigerian e-banking services, this research contributes to the 

academic discourse on the intersection of technology, finance, and customer service in 

emerging economies. 

1.7  Scope and Limitation of the Study 

This study focuses on the e-banking services provided by OPay and their impact on customer 

satisfaction within Nigeria. It primarily targets users in urban and semi-urban areas where OPay's 

services are most active which covers the period between 2023 and 2024.  

Limitations of the Study 

The study is limited to:  

i. Sample Size and Generalization: The study’s sample size is limited to OPay users who 

have agreed to participate, and as such, the findings may not be fully representative of the 

entire Nigerian population or all OPay users. The research may not capture the experiences 

of potential customers who have never used OPay or those who prefer other fintech 

platforms. 

ii. Geographical Limitations: The study focuses primarily on areas where OPay has a strong 

presence, leaving out regions with limited digital banking adoption. This geographic 

limitation may exclude important insights from rural areas where access to mobile payment 

services may differ from more urban regions. 

iii. Self-Reported Data: The data collected through surveys and interviews rely on self-

reports from users, which may introduce bias or inaccuracies. Participants may overstate 
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their satisfaction levels or may not fully recall certain aspects of their experiences, which 

could affect the reliability of the data. 

iv. Time Constraints: The study is constrained by the amount of time available for data 

collection and analysis.  

v. Technological Changes: As OPay is a dynamic platform, updates or changes in service 

offerings during the study period may influence customer satisfaction. Any such changes 

that occur after data collection might not be fully accounted for in the analysis. 

1.8  Definition of Terms 

i. E-Banking (Electronic Banking): The use of digital technology such as mobile 

applications, internet platforms, and USSD codes to perform banking transactions and 

access financial services without visiting a physical bank branch. 

ii. Customer Satisfaction: The degree to which users of OPay’s services feel that their 

expectations and financial needs are met effectively, efficiently, and securely through the 

platform. 

iii. Fintech (Financial Technology): A sector that leverages digital innovation to improve 

and automate the delivery of financial services. OPay is an example of a fintech company. 

iv. OPay: A mobile-based financial service provider in Nigeria that offers services such as 

money transfers, airtime top-up, bill payments, savings, and lending, among others, 

primarily via its app and USSD codes. 

v. Transaction Speed: The amount of time it takes to complete a financial transaction (e.g., 

sending money or paying a bill) on the OPay platform. 
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vi. Service Reliability: The ability of OPay’s platform to consistently deliver accurate and 

dependable services without errors or interruptions. 

vii. Platform Usability: The ease with which users can navigate and operate the OPay mobile 

app or USSD system to access services. 

viii. Cybersecurity: Measures and protocols put in place to protect users’ financial data and 

transactions from unauthorized access, fraud, or theft on OPay’s platform. 

ix. USSD (Unstructured Supplementary Service Data): A quick and low-data mobile 

technology that allows users to access banking services on feature phones without an 

internet connection by dialing specific short codes. 

x. Digital Financial Services (DFS): Financial services delivered via digital channels, 

including mobile phones, ATMs, point-of-sale (POS) terminals, and internet platforms. 

1.9 Plan of the Study  

This study is organized into five chapters, each designed to address specific aspects of the research 

process and provide a comprehensive analysis of the impact of e-banking on customer satisfaction, 

with a focus on OPay. The plan for the study is as follows: 

Chapter One: Introduction This chapter provides the background of the study, stating the 

problem, the research questions, objectives, and hypotheses. It also highlights the significance and 

scope of the study, as well as the limitations. The chapter concludes with a definition of key terms 

and an outline of the study’s structure. 

Chapter Two: Literature Review In this chapter, a review of existing literature on e-banking and 

customer satisfaction is presented. The review begins with a conceptual overview of e-banking 
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and its relevance to customer satisfaction. It proceeds with an analysis of the theoretical 

frameworks, empirical studies and the gaps in the current literature are identified. 

Chapter Three: Methodology This chapter outlines the research design and methodology used 

to conduct the study. It discusses the data collection methods, including surveys and interviews, 

and explains the sampling techniques. The chapter also describes the research instruments and the 

methods of data analysis that will be employed to assess the impact of OPay’s services on customer 

satisfaction. 

Chapter Four: Data Presentation and Analysis The chapter will include an analysis and 

interpretation of the findings, highlighting the main trends and patterns. 

Chapter Five: Summary, Conclusion, and Recommendations The chapter concludes with 

recommendations for improving customer satisfaction in digital banking, as well as suggestions 

for future research. Limitations of the study will also be discussed in this chapter. 
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CHAPTER TWO 

2.0 LITERATURE REVIEW 

2.1  Conceptual Review 

The conceptual review provides a foundational understanding of the core concepts and constructs 

relevant to this study. It offers a clear explanation of the key terms—such as e-banking and 

customer satisfaction—and explores how these concepts interact in the context of Nigeria's 

evolving digital finance landscape. By clarifying these concepts, this section sets the stage for the 

theoretical and empirical frameworks discussed later in the chapter. This review also focuses on 

the specific elements of e-banking that influence customer satisfaction, especially within the 

operations of OPay, one of Nigeria's leading fintech providers. 

2.1.1 E-Banking 

Electronic banking (e-banking), also referred to as digital banking or internet banking, involves 

the use of electronic and telecommunication networks to deliver banking services remotely. It 

marks a shift from traditional, branch-based banking to a technology-driven financial ecosystem, 

enabling customers to perform a range of transactions such as fund transfers, balance inquiries, 

bill payments, account monitoring, and even investment activities without physically visiting a 

bank branch. According to Khan (2017), e-banking represents a fundamental change in how 

financial institutions interact with their customers, offering convenience, speed, and operational 

efficiency. 

Common channels through which e-banking services are delivered include mobile banking 

applications, automated teller machines (ATMs), point-of-sale (POS) devices, USSD codes, online 

banking portals, and digital wallets. These platforms are designed to offer real-time, seamless 

financial operations and to reduce transaction costs for both the bank and the customer. The 
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development of e-banking has also facilitated 24/7 banking access, thus redefining the 

conventional business hours associated with traditional banking systems. 

In Nigeria, the adoption of e-banking has been accelerated by the growth of mobile phone usage, 

internet penetration, and financial technology (fintech) companies. Notably, the emergence of 

fintech firms such as OPay, Flutterwave, PalmPay, and Kuda has transformed the financial 

landscape by promoting innovative digital solutions tailored to the needs of Nigeria’s largely 

unbanked and underbanked populations. Among these, OPay stands out as a trailblazer. 

Launched in 2018, OPay has become a household name in Nigeria’s fintech space. It offers a 

comprehensive suite of digital financial services, including money transfers, utility and cable TV 

bill payments, airtime and data top-ups, savings products, and quick loans all accessible via its 

mobile app and USSD code (*955#). What differentiates OPay is its hybrid model, which 

combines digital tools with an extensive agent banking network spread across Nigeria, even in 

areas where traditional banks have no physical branches. This model ensures both digital and 

physical access to financial services, thereby improving financial inclusion. 

According to Agwu and Murray (2015), the adoption of e-banking services in developing countries 

is primarily driven by convenience, accessibility, and the perceived ease of use. However, they 

also caution that successful adoption depends on factors such as technological literacy, 

infrastructure availability, and user trust, which are crucial in the Nigerian context. OPay addresses 

these concerns through simplified interfaces, customer education, and localized service delivery. 

OPay's impact on e-banking in Nigeria is significant. By offering fast, low-cost, and user-friendly 

services, it has attracted millions of users, especially in urban and semi-urban areas. Its competitive 

transaction fees, simple onboarding process, and multilingual interface cater to a broad 

demographic, including those previously excluded from formal banking systems. In doing so, 

OPay aligns with the Central Bank of Nigeria’s financial inclusion goals and supports national 

efforts to bring more people into the formal financial sector. 
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Moreover, the COVID-19 pandemic further emphasized the relevance of e-banking as physical 

banking activities were limited during lockdowns. Platforms like OPay helped bridge the gap by 

providing digital alternatives to essential financial transactions, thereby reinforcing the need for 

resilient, tech-enabled banking infrastructure. 

E-banking in Nigeria has evolved beyond simple internet banking. It now encompasses a wide 

range of innovative, mobile-driven solutions that redefine customer expectations and service 

delivery. The success of OPay illustrates how fintech innovation can democratize financial 

services, enhance customer satisfaction, and transform the broader banking landscape in 

developing economies. 

2.1.2  Customer Satisfaction 

Customer satisfaction is the measure of how well an organization's products or services meet or 

exceed the expectations of its customers. It plays a pivotal role in shaping consumer behavior, 

influencing brand loyalty, repeat business, and overall organizational success. In service-driven 

industries such as banking, where interactions are often intangible and depend heavily on 

perceptions of quality, customer satisfaction is an essential driver of customer retention and long-

term profitability. 

As Kotler and Keller (2016) highlight, customer satisfaction is achieved when there is a match 

between customer expectations and their perceived performance of the service. A customer who 

expects fast, reliable, and secure services but encounters delays, system errors, or poor customer 

support will likely experience dissatisfaction. Conversely, a seamless, efficient, and well-

supported service can exceed customer expectations, building trust and loyalty. 

In the context of e-banking, customer satisfaction is particularly important due to the intangible 

nature of the services provided. Unlike traditional face-to-face banking, which offers direct 

interactions with bank staff, e-banking services are performed remotely, meaning that users' 
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experiences are primarily shaped by their interactions with digital interfaces and backend systems. 

As such, satisfaction with e-banking platforms like OPay is largely influenced by several key 

factors: 

i. Ease of Access: One of the major benefits of e-banking is the convenience it offers. 

Customers expect 24/7 access to their accounts, enabling them to perform transactions at 

their own convenience without needing to visit a physical bank branch. The ability to 

access banking services from anywhere and at any time is highly valued by users, 

especially in regions where traditional banking facilities are scarce. 

ii. Transaction Speed: In digital banking, speed is a critical factor. Customers expect instant 

or near-instant processing of transactions such as money transfers, bill payments, or airtime 

top-ups. Delays or system downtime in transaction processing can frustrate customers, 

leading to dissatisfaction, loss of trust, and potential switching to other platforms. 

iii. Security of Operations: Security is one of the most critical factors in determining e-

banking satisfaction. Customers need to feel confident that their financial data and personal 

information are protected from fraud or cyber-attacks. Data breaches or incidents of 

identity theft can cause significant damage to a bank’s reputation, diminishing user trust in 

the platform. The use of strong encryption, multi-factor authentication, and secure payment 

gateways are essential features that can enhance the overall security of e-banking platforms 

and thus improve customer satisfaction. 

iv. User-Friendly Interface: A well-designed user interface (UI) is central to positive 

customer experiences in e-banking. A platform that is easy to navigate, with clear 

instructions and intuitive design, contributes significantly to customer satisfaction. Users, 

particularly those who are not very tech-savvy, often prioritize simplicity and ease of use 

over advanced features or functionalities. 
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v. Responsiveness of Customer Support: In e-banking, where customers rely heavily on 

digital interactions, efficient and responsive customer support becomes crucial. A 

customer’s experience with the customer service team—whether through chatbots, call 

centers, or email support—can greatly influence their satisfaction levels. Quick and helpful 

resolutions to issues such as transaction errors, failed payments, or technical difficulties 

help build a sense of reliability and trust in the platform. 

Furthermore, studies suggest that customer satisfaction in e-banking is not solely based on the 

operational performance of the platform but also on the emotional experience of the users. 

Mahalakshmi and Sangeetha (2020) emphasize that customer satisfaction can also stem from 

emotional factors such as feeling valued and respected by the platform. If customers feel that their 

needs and concerns are taken seriously and addressed promptly, they are more likely to express 

higher satisfaction levels, even if there are occasional technical glitches or delays. 

Conversely, dissatisfaction in e-banking services may arise from several factors, including system 

failures, transaction errors, and poor customer service. Customers may become frustrated with 

repeated downtimes, system crashes, or the inability to complete transactions in a timely manner. 

Inefficient dispute resolution also plays a role in dissatisfaction. When complaints go unresolved 

or take too long to address, customers are more likely to move to competitors, especially if they 

perceive that other platforms offer better service quality. 

Research by Sadeghi and Asgarian (2020) further suggests that e-banking satisfaction also 

involves a perception of value—whether the services provided are seen as being worth the time, 

money, and effort spent. If users feel that the platform offers better value than traditional banking 

services, such as lower transaction fees or greater accessibility, their satisfaction is likely to 

improve. 

Therefore, e-banking satisfaction is a multidimensional construct that encompasses technical 

performance, security measures, service quality, and user experience. Given the increasing 
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competition among fintech platforms in Nigeria, ensuring high levels of customer satisfaction is 

critical for the growth and retention of users. 

2.1.3  Dimensions of E-Banking Influencing Customer Satisfaction 

The effectiveness of e-banking services is influenced by various factors that contribute to the 

overall experience of users. These factors referred to as dimensions of e-banking directly impact 

customer satisfaction and can either enhance or undermine a customer's perception of the service. 

For platforms like OPay, it is essential to focus on these dimensions to ensure that the service 

meets the diverse needs and expectations of users, thereby fostering trust and encouraging long-

term customer loyalty. The key dimensions of e-banking influencing customer satisfaction include: 

Convenience 

One of the primary advantages of e-banking is convenience. Unlike traditional banking, which 

requires customers to visit physical branches during operational hours, e-banking allows users to 

access services anytime, anywhere. This 24/7 availability enables customers to perform various 

banking functions such as checking account balances, transferring funds, paying bills, and 

purchasing airtime without the constraints of banking hours or geographical location. For 

platforms like OPay, the convenience factor is further enhanced through mobile apps and USSD 

codes, which allow customers to access services through both smartphones and basic mobile 

phones. Additionally, OPay’s widespread agent network across urban, semi-urban, and rural areas 

provides users with a hybrid model that combines digital accessibility with physical access to cash-

in and cash-out points. This blend of online and offline service delivery amplifies the convenience 

for customers who might otherwise be excluded from traditional digital services due to limited 

internet access or lack of proximity to physical bank branches. 
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Reliability 

Reliability is another crucial dimension of e-banking that directly impacts customer satisfaction. 

It refers to the consistency and accuracy with which the platform delivers its services. A reliable 

e-banking system ensures that transactions are processed correctly and without errors, and that 

system uptime is maintained, even during periods of high traffic. Users expect that their 

transactions, whether for money transfers, bill payments, or purchases, will be completed 

accurately and within a reasonable timeframe. OPay, for instance, has invested in robust 

infrastructure to minimize transaction failures and downtime, ensuring that customers experience 

smooth and uninterrupted services. The reliability of a platform builds trust and confidence among 

users, which is vital for sustaining customer satisfaction over time. Any failure in service 

reliability, such as unprocessed transactions or delayed transfers, can quickly lead to customer 

frustration and a loss of trust, which diminishes satisfaction. 

Security 

Security is a paramount concern for e-banking users. Since financial transactions are often carried 

out over digital platforms, customers need assurance that their personal and financial data is secure 

from fraud, identity theft, and cyberattacks. OPay and other e-banking platforms recognize the 

importance of security and integrate several measures to protect users' information. These include 

data encryption, multi-factor authentication (MFA), and real-time alerts for unusual activities. By 

leveraging advanced security protocols, such as SSL encryption and tokenization, OPay minimizes 

the risk of cyber threats and fraud. Customers are more likely to continue using an e-banking 

platform when they feel assured that their sensitive financial details are adequately safeguarded.  

Responsiveness 

In the competitive world of e-banking, responsiveness is an essential dimension that contributes 

to overall customer satisfaction. Responsiveness refers to the speed and effectiveness with which 
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customer complaints and issues are addressed. Given that e-banking platforms often operate at 

scale with thousands or millions of users, issues such as failed transactions, account access 

problems, or technical glitches can arise frequently. How efficiently a platform resolves these 

issues plays a crucial role in shaping customer satisfaction. OPay, for example, provides customer 

support via multiple channels, including in-app chat, phone support, and email, to ensure that 

customers receive timely assistance. Fast response times and effective problem resolution can 

transform potentially negative experiences into positive ones, leading to greater customer loyalty. 

Self-service features, such as FAQs and troubleshooting guides, can also empower users to resolve 

minor issues independently, enhancing the overall experience. 

User Experience (UX) 

User experience (UX) encompasses the design, layout, and ease of navigation of the digital 

platform. A seamless UX is critical for keeping users satisfied and encouraging repeat usage. 

OPay’s mobile application, for instance, is designed with a simple, intuitive interface that allows 

users to easily navigate through different services, whether they are transferring money, paying 

bills, or checking account balances. A platform with poor UX, such as one with confusing menus, 

unclear instructions, or difficult navigation, can quickly frustrate users and lead them to abandon 

the service for competitors. Research by Rosenbaum et al. (2017) suggests that a positive UX 

experience not only improves user satisfaction but also contributes to user retention and brand 

loyalty. In contrast, negative UX can lead to high abandonment rates and low customer retention, 

ultimately affecting a platform’s long-term success. Therefore, designing an app that prioritizes 

usability with clear visuals, easy-to-read fonts, quick loading times, and seamless interactions is 

key to achieving high customer satisfaction in e-banking services. 

2.1.4 OPay’s Service Innovation and Its Influence on Customer Satisfaction 

One of the critical factors influencing customer satisfaction in e-banking is continuous innovation 

in service delivery. In a competitive digital financial ecosystem, platforms that adapt to user needs, 
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integrate new features, and simplify processes tend to perform better in retaining customers and 

generating positive user experiences. 

OPay has distinguished itself by adopting a customer-centric innovation model, continuously 

rolling out new functionalities that address user pain points. These include features like instant 

transaction notifications, automated receipts, biometric authentication, and AI-powered customer 

service bots. By offering a range of services—such as OWealth (for savings), OKash (for micro-

lending), and OPay Cards (for offline payments)—the platform caters to diverse customer needs 

in one ecosystem, reducing the need to switch between multiple apps or providers. 

In addition, OPay’s real-time payment system reduces delays and enhances trust, which is a major 

factor in customer satisfaction. For example, compared to traditional bank transfers that may take 

hours or even days to resolve failed transactions, OPay’s platform is optimized to process and 

refund failed transactions within minutes, which greatly improves the perception of reliability. 

Moreover, the company’s investment in user education, through in-app tutorials, SMS 

notifications, and social media engagement, ensures that users can fully utilize the features 

available to them especially first-time or less tech-savvy customers. According to Bitner, Booms, 

and Tetreault (1990), customer satisfaction in service industries is closely tied to how well 

customers understand and interact with the service platform. OPay's intuitive interface and user 

guidance thus contribute meaningfully to satisfaction. 

Finally, by localizing its services such as allowing local language interfaces and tailoring 

promotions based on regions OPay strengthens its emotional and functional connection with users. 

These personalized experiences build loyalty and satisfaction in ways that generic services often 

fail to achieve. 

OPay's ongoing service innovations, combined with its focus on simplicity, speed, and customer 

education, enhance the overall user experience and satisfaction. These innovations not only retain 
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existing customers but also attract new ones by addressing common e-banking challenges faced in 

the Nigerian context. 

2.1.5  Financial Inclusion and E-Banking 

Financial inclusion refers to the accessibility and availability of financial services to all segments 

of society, particularly underserved or marginalized groups. It aims to provide individuals with 

access to financial products and services, such as savings accounts, loans, insurance, and payment 

systems, which can enhance their economic opportunities and improve their quality of life. The 

key challenge for many countries, including Nigeria, is ensuring that financial services reach 

individuals in rural and semi-urban areas who are typically excluded from the formal financial 

system due to factors such as geographic location, lack of infrastructure, and financial illiteracy. 

E-banking, specifically mobile banking, has become a powerful tool in advancing financial 

inclusion, as it transcends the limitations of traditional banking systems by allowing customers to 

access services from their mobile phones or through the internet. For instance, in Nigeria, the rise 

of fintech platforms such as OPay has contributed significantly to improving access to banking 

services in areas where physical bank branches are scarce or unavailable. OPay offers services 

such as money transfers, bill payments, and savings options, which users can access with just a 

mobile device, reducing the need for physical visits to banks. 

The digital financial ecosystem provided by e-banking platforms has empowered individuals and 

small businesses, particularly in underbanked regions, by providing them with convenient access 

to financial services that were previously out of reach. According to Demirgüç-Kunt et al. (2018), 

digital financial services have the potential to accelerate financial inclusion by providing low-cost, 

scalable solutions to the unbanked population. These services not only facilitate economic 

empowerment but also help bridge the financial divide in society. 
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In Nigeria, where a significant proportion of the population remains unbanked, platforms like 

OPay are playing a transformative role by offering affordable and accessible banking services. The 

availability of mobile money and the ability to use USSD codes for transactions without the need 

for internet connectivity makes e-banking particularly relevant in rural areas with limited 

technological infrastructure. This democratization of financial services is vital for improving 

financial literacy and integrating people into the broader economy. 

However, while e-banking platforms have advanced financial inclusion, challenges such as digital 

literacy, cybersecurity threats, and regulatory concerns remain barriers to maximizing the potential 

of digital banking in advancing financial inclusion. According to Muthama et al. (2020), although 

e-banking has brought about significant progress in financial inclusion, the digital divide—where 

access to mobile phones and internet services remains limited—can restrict the benefits of these 

services in certain areas. OPay and similar platforms must address these barriers by not only 

offering accessible services but also educating users on digital financial literacy and implementing 

security measures to protect users' financial information. 

The integration of financial inclusion into the e-banking framework has immense potential for 

promoting economic development and reducing poverty. For platforms like OPay, advancing 

financial inclusion requires a strategic focus on accessibility, affordability, security, and education, 

ensuring that even the most underserved populations can benefit from the convenience and 

financial empowerment that e-banking offers. 

2.2  Theoretical Review 

2.2.1  Technology Acceptance Model (TAM) 

The Technology Acceptance Model (TAM), developed by Fred Davis (1989), remains one of the 

most influential frameworks for explaining and predicting user acceptance of information 

technology. TAM is grounded in the theory of reasoned action and posits that the actual usage of 
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a system is primarily influenced by the user’s behavioral intention to use the system, which is, in 

turn, affected by two core beliefs: 

i. Perceived Usefulness (PU): This refers to the extent to which a person believes that using 

a specific technology will enhance their job performance or daily tasks. In the context of 

banking, it implies that customers expect e-banking platforms to save time, increase access 

to financial services, and provide convenient features that streamline their transactions. 

ii. Perceived Ease of Use (PEOU): This represents the degree to which a user believes that 

engaging with the system will be free from effort. If a banking app or USSD platform is 

intuitive and does not require technical expertise, customers are more likely to use and 

recommend it. 

Research has consistently supported TAM as a valid model. For instance, Venkatesh and Davis 

(2000) emphasized that external variables such as system design, user training, and social influence 

can also affect perceived usefulness and ease of use. In Nigeria, where digital literacy levels vary 

widely, ease of use becomes especially critical in encouraging the adoption of digital banking 

services. 

Applied to OPay, TAM is particularly relevant. The company has developed user-centric 

platforms such as mobile apps and USSD codes that are simple, responsive, and accessible even 

to users with limited digital proficiency. For example, customers in remote or semi-urban areas 

can transfer money or pay bills via OPay agents or USSD, bypassing the need for smartphones or 

stable internet. This approach reduces the barriers to entry for digital finance and enhances the 

perception of OPay as both useful and easy to use. 

Furthermore, Adewoye (2013) argued that customer satisfaction with technology in Nigerian 

banking is highly dependent on perceived utility and simplicity, confirming TAM’s relevance in 

this context. As OPay continues to expand its features (e.g., savings options, investment plans, and 
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insurance), its ability to maintain a balance between functionality and simplicity will influence 

long-term user adoption and satisfaction. 

Technology Acceptance Model provides a theoretical foundation for understanding why users are 

drawn to e-banking platforms like OPay. Its application reveals that the success of OPay is not 

merely a result of digital innovation, but also of strategic focus on usability and relevance to 

everyday financial needs. 

2.2.2  SERVQUAL Model 

The SERVQUAL model, introduced by Parasuraman, Zeithaml, and Berry (1988), is a widely 

used framework for measuring service quality by evaluating the gap between customer 

expectations and their actual perceptions of a service. The model identifies five core dimensions 

that collectively determine customer satisfaction in service-based industries such as banking: 

i. Tangibles: This dimension encompasses the physical aspects of service delivery, including 

equipment, appearance of personnel, and design of user interfaces. In the digital space, 

tangibles refer to the aesthetic appeal and usability of platforms like the OPay mobile app, 

the clarity of information provided, and the professionalism of OPay agents. A well-

designed, intuitive, and visually pleasing app interface can significantly enhance the 

customer experience by reducing user effort and increasing satisfaction. 

ii. Reliability: Reliability refers to the service provider's ability to perform promised services 

dependably and accurately. For OPay, this includes the consistent processing of financial 

transactions such as fund transfers, airtime purchases, and bill payments without errors or 

delays. Reliability also covers the assurance that failed transactions are reversed promptly 

and that customer accounts are protected against errors and fraud. 

iii. Responsiveness: This is the willingness and ability of the provider to help customers and 

respond to their inquiries or problems promptly. OPay’s effectiveness in addressing user 
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concerns whether via in-app support, email, or agent intervention directly affects customer 

perceptions. Quick resolution of issues such as failed transactions or login difficulties 

demonstrates a responsive system, increasing overall trust and loyalty. 

iv. Assurance: Assurance refers to the competence, courtesy, and credibility of service 

providers, including their ability to instill trust and confidence in users. With rising 

concerns over data privacy and cyber threats, users expect fintech platforms to safeguard 

sensitive financial information. OPay’s implementation of encryption, identity verification 

protocols, and transparent communication contributes to this dimension. Moreover, 

courteous and knowledgeable support staff reinforce users’ confidence in the platform. 

v. Empathy: Empathy measures the degree of personalized care and attention the service 

provider extends to each customer. For OPay, this could involve providing support in local 

languages, simplifying user interfaces for first-time users, or offering financial education 

to low-literacy customers. Empathy also includes understanding the specific needs of 

underserved communities and customizing services to meet those needs. 

According to Zeithaml et al. (1996), the SERVQUAL dimensions not only influence satisfaction 

directly but also shape customers’ perceptions of brand value and loyalty. In applying this model 

to OPay, researchers and stakeholders can systematically evaluate which aspects of the service 

meet, exceed, or fall short of customer expectations. 

Moreover, Akinyele and Olorunleke (2010) emphasized the significance of responsiveness and 

assurance in influencing e-banking satisfaction in Nigeria. This reinforces the importance for OPay 

to maintain high standards in these areas to stay competitive in the fintech market. 

By identifying gaps between expectations and actual service experiences, SERVQUAL provides 

a diagnostic tool that enables OPay and similar digital service providers to implement targeted 
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improvements, ultimately leading to greater customer retention and trust in Nigeria’s digital 

economy. 

2.2.3 Expectation-Confirmation Theory (ECT) 

The Expectation-Confirmation Theory (ECT), initially proposed by Richard L. Oliver (1980), 

has become a foundational theory for explaining post-purchase or post-usage satisfaction in 

consumer behavior and service quality research. In recent years, it has been increasingly applied 

to the technology acceptance and user satisfaction domains, particularly in evaluating digital 

service platforms like e-banking. 

According to ECT, customer satisfaction is determined by the relationship between their initial 

expectations and the actual performance of the service or product. The model consists of four 

primary constructs: 

i. Expectation: The beliefs or assumptions that users hold before engaging with a service. 

For OPay users, this may include expectations of ease of use, low transaction fees, security, 

speed of service, and accessibility. 

ii. Perceived Performance: This refers to the actual experience a user has after interacting 

with the service. In the context of OPay, performance could be evaluated in terms of app 

stability, transaction success rates, ease of navigation, and customer support efficiency. 

iii. Confirmation (or Disconfirmation): This is the cognitive comparison between expected 

and actual service performance. When perceived performance meets or exceeds 

expectations, positive confirmation occurs. If performance falls short of expectations, 

negative disconfirmation results. 
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iv. Satisfaction: The final outcome of the ECT process. Positive confirmation typically leads 

to satisfaction and loyalty, while negative disconfirmation may result in dissatisfaction and 

service abandonment. 

In applying ECT to OPay, the theory suggests that a customer's continued satisfaction hinges on 

the platform’s ability to consistently deliver on its promises. For instance, if a user expects instant 

transfers and they are consistently fulfilled, the confirmation reinforces a favorable attitude toward 

OPay. However, repeated issues such as transaction failures, poor customer service, or slow 

dispute resolution may lead to a mismatch between expectations and perceived performance, 

resulting in dissatisfaction. 

Bhattacherjee (2001) adapted ECT for information systems (IS) research and found that 

expectation confirmation is a critical predictor of satisfaction and continued system usage. In the 

Nigerian fintech space, where consumer expectations are shaped by word-of-mouth, social media, 

and prior experiences with traditional banks, fintech platforms like OPay are under pressure to 

continuously match or exceed expectations. 

ECT provides a valuable framework for researchers, policymakers, and service providers to 

evaluate and enhance user satisfaction, ultimately contributing to service innovation, customer 

retention, and financial inclusion. 

2.3 Empirical Review 

Adewoye (2013) conducted an extensive investigation into the role of Information and 

Communication Technology (ICT) in transforming banking services in Nigeria, with a strong 

emphasis on how e-banking has reshaped the dynamics of customer service delivery. The study 

highlighted that the integration of digital tools such as Automated Teller Machines (ATMs), 

mobile banking applications, internet banking platforms, and electronic funds transfer systems has 

significantly improved the speed, convenience, accessibility, and accuracy of banking operations. 
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These technological advancements have enabled banks and fintech providers to process 

transactions more efficiently, reduce human errors, and streamline workflows, ultimately 

enhancing the customer experience. 

According to the findings, 24/7 accessibility to banking services through electronic channels has 

drastically reduced the reliance on physical bank branches, thus minimizing long queues and wait 

times. This not only saves customers time but also increases operational efficiency for financial 

institutions. The research also noted that digital banking plays a crucial role in promoting financial 

inclusion, especially in a country like Nigeria where access to traditional banking infrastructure 

remains limited in many rural and semi-urban areas. Services like mobile money and USSD 

banking have enabled a broader population to participate in the formal financial system. 

Despite the benefits, Adewoye’s study also recognized several persistent challenges in the 

implementation of e-banking in Nigeria. Chief among these were unreliable network 

infrastructure, intermittent system downtimes, and security vulnerabilities, such as data breaches 

and fraud. These issues were shown to reduce user trust and satisfaction, particularly when 

customers experienced delays or losses in financial transactions. Moreover, the study stressed that 

many users still lacked adequate digital literacy, which sometimes hindered their ability to fully 

benefit from available services. 

Adewoye (2013) recommended that for both traditional banks and fintech providers like OPay to 

fully leverage the advantages of e-banking, continued investment in technological upgrades, staff 

training, customer education, and robust cybersecurity measures is essential. These initiatives will 

not only enhance system reliability and user trust but also ensure long-term customer satisfaction 

in an increasingly digital financial landscape. 

Olajide and Adeyemi (2020) conducted an empirical investigation into customer satisfaction in the 

realm of mobile banking within the Nigerian context. Their study specifically sought to understand 

the key technological and service-related factors that influence user experiences and satisfaction 
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on mobile banking platforms. With mobile banking becoming a crucial component of the financial 

sector in Nigeria, particularly with the rise of fintech companies like OPay, it was important to 

assess which aspects of the service were most significant to users. 

The research revealed that system efficiency plays a central role in shaping user satisfaction. This 

dimension includes platform speed, transaction success rates, and service uptime. The study found 

that when a mobile banking platform like OPay operates efficiently ensuring that transactions are 

processed swiftly without failure and that the system remains available for use 24/7 customer 

satisfaction levels significantly improve. On the other hand, frequent system downtime or 

transaction failures directly lead to dissatisfaction, which negatively affects customer retention. 

Another significant factor identified in the study was perceived security, which refers to users’ 

confidence in the protection of their financial data and the security of their transactions. As mobile 

banking platforms handle sensitive financial data, users are particularly concerned about the 

possibility of cyberattacks, fraud, and data breaches. Olajide and Adeyemi found that mobile 

banking platforms with strong security features such as end-to-end encryption, multi-factor 

authentication, and real-time fraud detection tended to have higher user trust, leading to greater 

satisfaction. They concluded that as cybercrime is a persistent concern in Nigeria, mobile banking 

services must prioritize robust security measures to protect users’ personal and financial 

information. 

Additionally, the study emphasized the importance of user-friendly interfaces and customer 

support services. When mobile banking platforms offer intuitive interfaces that are easy to 

navigate, coupled with prompt and efficient customer service to resolve any issues, customers are 

more likely to develop trust and loyalty towards the platform. 

The researchers recommended that mobile banking providers like OPay focus on improving 

system reliability and integrating advanced security protocols into their platforms to foster 

customer trust. They suggested that continued innovation and attention to these critical factors will 
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be necessary for fintech platforms to not only satisfy existing users but also attract new customers 

in a competitive market. 

In conclusion, Olajide and Adeyemi (2020) highlighted that for mobile banking platforms to 

remain successful in Nigeria, they must not only prioritize system performance and security but 

also ensure that customer service and usability are core aspects of the user experience. These 

factors combined are key drivers of customer satisfaction, which is crucial for long-term business 

success. 

Ayo et al. (2016) conducted a comprehensive study on customer loyalty within Nigeria’s e-

banking sector, specifically focusing on the factors that influence users’ repeated engagement and 

long-term loyalty to digital banking platforms. Given the rapid growth of e-banking services, 

particularly fintech platforms like OPay, understanding the drivers behind customer retention 

became a critical area of inquiry. 

The study revealed that user interface design is a key determinant of customer loyalty. This 

includes the aesthetics of the platform (such as visual appeal), the ease with which users can 

navigate the system, and the responsiveness of the application. Ayo et al. found that a clean, 

intuitive design coupled with fast and responsive features directly contributed to a more enjoyable 

user experience. Platforms that are easy to use and allow customers to access services quickly are 

more likely to foster positive perceptions and enhance customer satisfaction. For OPay, this means 

that users who find the app’s layout attractive and easy to navigate are more likely to stay engaged 

and continue using the service. 

Another critical factor identified by Ayo et al. was service reliability. Service reliability refers to 

the consistent and error-free performance of e-banking platforms. This includes the timely 

processing of transactions, accurate transfers, and minimal system downtime. According to the 

study, users are more likely to remain loyal to platforms that consistently deliver seamless 

experiences without errors or delays. Service disruptions, such as failed transactions or delays in 
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fund transfers, often lead to frustration, diminishing trust and prompting users to seek alternative 

platforms. This finding underscores the importance of back-end infrastructure for fintech platforms 

like OPay, which must invest in robust systems to ensure consistent and reliable service delivery. 

Ayo et al. also emphasized that customer loyalty is not solely dependent on the functional attributes 

of a platform. They noted that trust built through transparency, security, and dependable service is 

integral to maintaining long-term user engagement. When users feel that their financial 

transactions are secure, and their personal data is protected, they are more likely to stick with a 

platform. In this context, OPay's continuous efforts to enhance data encryption and user 

authentication practices contribute significantly to customer retention. 

The study concluded that to strengthen customer loyalty, e-banking platforms like OPay should 

focus on continuous improvements in both front-end usability and back-end reliability. This could 

include offering regular system updates, minimizing downtime, simplifying the user interface, and 

ensuring that security measures are always up to date. Moreover, customer support services should 

be readily accessible and responsive, as users value quick resolutions to any issues they encounter. 

Ayo et al. (2016) highlighted that a combination of user-friendly interface design and high service 

reliability is essential for fostering customer loyalty in the competitive Nigerian e-banking market. 

Platforms like OPay must focus on creating a seamless, secure, and reliable experience for their 

users to not only attract new customers but also ensure long-term retention in an increasingly 

saturated market. 

Ogunleye and Adebayo (2022) conducted a comprehensive evaluation of fintech platforms in 

Nigeria, with a specific focus on OPay, one of the leading mobile financial services providers in 

the country. Their study highlighted OPay's dominance in the mobile transaction market, 

particularly in urban and semi-urban regions. This success was attributed to several factors, 

including its vast agent network, user-friendly mobile app, and competitive transaction fees, which 
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have made the platform an attractive choice for many Nigerians, especially those in underserved 

or rural areas with limited access to traditional banking services. 

OPay’s expansive reach, particularly in areas where conventional banking infrastructure is 

minimal, plays a crucial role in promoting financial inclusion and enhancing the accessibility of 

banking services. The platform’s agent banking model enables users to access financial services 

in locations where physical bank branches are not present, significantly improving financial 

accessibility. Additionally, the low transaction fees have made OPay's services economically 

viable for many customers who might otherwise avoid traditional banking due to high costs 

associated with financial services. 

However, despite OPay's impressive growth and market share, Ogunleye and Adebayo (2022) 

noted several operational challenges that hindered the platform's ability to fully meet customer 

expectations. Platform downtimes were a recurring issue, with users reporting disruptions during 

peak transaction periods. These downtimes, often resulting in transaction delays or failures, 

significantly impacted customer satisfaction and eroded trust in the platform's reliability. In 

addition, the delayed transaction reversals, a critical issue when errors occur, led to frustration 

among users, particularly when funds were deducted but not immediately refunded. This issue was 

particularly problematic during high-demand periods, exacerbating the problem when many users 

were relying on the platform for time-sensitive transactions. 

Another challenge highlighted by Ogunleye and Adebayo was poor customer service 

responsiveness. Despite offering a convenient and cost-effective solution for financial 

transactions, users reported dissatisfaction with the platform's customer support services, 

especially when seeking assistance during service disruptions. The study suggested that slow 

response times and inadequate resolution of customer complaints were significant barriers to 

maintaining customer loyalty. 
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The researchers recommended that OPay prioritize improving service quality and enhancing 

customer support systems to address these operational issues. This would involve upgrading 

infrastructure to minimize downtimes, improving the efficiency of transaction reversal processes, 

and investing in training customer service representatives to handle user inquiries more effectively. 

By addressing these challenges, OPay could enhance the overall customer experience and continue 

to lead in the competitive fintech market in Nigeria. 

In conclusion, while Ogunleye and Adebayo (2022) acknowledged OPay's success in terms of 

market reach and user engagement, they emphasized that the platform must tackle operational 

inefficiencies and enhance its service quality to ensure sustained customer satisfaction and long-

term competitiveness. 

Eze et al. (2021) conducted an insightful study that explored financial service preferences among 

customers in rural and underserved communities in Nigeria. The research aimed to examine why 

individuals in these areas gravitated towards fintech platforms like OPay instead of traditional 

banking institutions. The findings revealed a clear preference for fintech solutions, with OPay 

being the most favored platform due to several key advantages that addressed the unique 

challenges faced by these communities. 

A major reason for this preference was the ease of access provided by OPay. Unlike traditional 

banks, which often have limited or no presence in rural areas, fintech platforms like OPay rely on 

mobile technology and agent-based support systems, enabling users to access financial services 

through agents and mobile phones rather than traveling to far-off branches. This accessibility was 

particularly valuable for customers living in remote areas, where infrastructure for traditional 

banking services is sparse, and transportation costs to the nearest bank branch can be prohibitive. 

Furthermore, Eze et al. (2021) highlighted the minimal bureaucracy involved in using fintech 

platforms like OPay. Many respondents reported that traditional banking services were often 

accompanied by long queues, complex account opening procedures, and tedious documentation 
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requirements. In contrast, OPay provided a streamlined and less cumbersome process, allowing 

users to perform transactions quickly and efficiently. The agent network model, in particular, 

provided flexibility by enabling customers to conduct financial activities at their convenience, 

without having to wait for business hours or navigate through complicated formalities. 

Faster service delivery was another crucial factor that made OPay appealing in these underserved 

areas. In rural locations where banks may only operate for limited hours, OPay’s mobile and agent 

banking services offered users the ability to carry out financial transactions at any time, making it 

far more convenient than waiting for banking hours. This time-saving benefit contributed 

significantly to higher satisfaction levels among customers. 

The study also emphasized the role of fintech platforms like OPay in promoting financial inclusion 

in Nigeria. By making financial services more accessible to people in rural and underserved 

communities, OPay has helped bridge the gap created by the lack of physical bank branches. This 

is especially important in a country like Nigeria, where many individuals in remote areas are 

excluded from formal financial systems due to the absence of local banks. Through platforms like 

OPay, these individuals are able to access a range of services, including money transfers, bill 

payments, airtime top-ups, and savings, thereby increasing their participation in the financial 

ecosystem. 

Despite these advantages, Eze et al. (2021) also acknowledged that some infrastructural and 

support limitations still posed challenges for fintech platforms. Issues such as network connectivity 

in rural areas and lack of digital literacy among certain segments of the population could hinder 

the widespread adoption of these services. To address these challenges, the researchers suggested 

that OPay and similar platforms should invest in improving network infrastructure, particularly in 

remote locations, and implement user education programs to enhance digital literacy and increase 

trust in digital financial services. 



34 
 

In conclusion, Eze et al. (2021) underscored the potential of fintech platforms like OPay to serve 

as a game-changer for financial inclusion in rural and underserved areas of Nigeria. By offering a 

user-friendly, efficient, and accessible alternative to traditional banking services, OPay has the 

opportunity to expand its reach and provide essential financial services to communities that have 

historically been marginalized in the formal financial sector. However, overcoming the existing 

challenges related to infrastructure and support will be key to realizing the full potential of these 

fintech platforms in achieving sustainable financial inclusion. 

2.4  Gaps in Literature 

Despite the growing body of work on e-banking in Nigeria, some important gaps remain: 

i. Limited Focus on Fintechs like OPay: Most studies concentrate on traditional banks, 

while few have examined the unique customer satisfaction dynamics in fintech-led e-

banking platforms such as OPay. 

ii. Inadequate Regional Analysis: Existing studies rarely disaggregate findings by location 

or socio-economic context, which is vital for understanding how OPay performs across 

different user demographics. 

iii. Rapid Technological Evolution: Due to the fast-changing nature of digital platforms, 

some findings from older studies may no longer be relevant or applicable in the current 

fintech landscape. 

iv. Insufficient Evaluation of User Experience: There is a lack of in-depth research that 

considers UX design, digital literacy, and app performance as factors influencing 

satisfaction with e-banking. 
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CHAPTER THREE 

3.0 RESEARCH METHODOLOGY 

3.1  Research Design 

This study adopts a descriptive research design, which aims to describe and analyze the 

relationship between the use of e-banking services (specifically OPay) and customer satisfaction. 

The descriptive research design is suitable because it allows for an in-depth examination of 

customer experiences, preferences, and satisfaction levels without manipulating the variables. The 

approach will involve collecting both quantitative and qualitative data to explore customers' 

perceptions of OPay’s e-banking services. 

3.2  Sources of Data Collection 

Data for this study will be collected from two main sources: 

i. Primary Data: This will be collected directly from OPay users through structured 

questionnaires and interviews. The primary data will provide firsthand insights into the 

experiences and satisfaction levels of users of OPay's mobile banking services. 

ii. Secondary Data: This will involve reviewing existing literature such as academic articles, 

books, reports from financial institutions, and published surveys. Secondary data will help 

contextualize the study and provide comparative insights into the impact of e-banking on 

customer satisfaction in the Nigerian context. 

3.3  Population Size 

The population for this study consists of all individuals who use OPay's mobile banking services 

in Nigeria. As of recent reports, OPay has millions of users across urban and semi-urban areas. 
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The target population will include both regular users and occasional users of OPay, from various 

demographic backgrounds such as age, income level, and educational status. 

3.4  Sample and Sampling Techniques 

Sample Size: A sample size of 400 respondents will be targeted to provide sufficient data for 

analysis. This sample size is deemed appropriate for generalizing the results to the broader 

population of OPay users. 

Sampling Techniques  

i. Simple Random Sampling: Simple random sampling is one of the most fundamental 

sampling techniques used in research. In this method, each individual in the population has 

an equal and independent chance of being selected. This randomness ensures that the 

sample is free from researcher bias and is representative of the overall population.  

ii.  Stratified Random Sampling: Stratified random sampling is used when the population 

has distinct subgroups or strata that are important to the research. The population is first 

divided into these strata based on shared characteristics such as age, gender, income level, 

geographic location, or frequency of platform usage. A random sample is then drawn from 

each subgroup. This technique increases the accuracy and representativeness of the results, 

especially in diverse populations. In the case of OPay users, stratified sampling ensures 

that the sample includes voices from different user categories like students, traders, rural 

residents, or tech-savvy youth so the results can be generalized to the broader user base 

more confidently. 

iii. Purposive Sampling: Purposive sampling, also known as judgmental sampling, involves 

the deliberate selection of individuals who meet specific criteria relevant to the research 

objectives. This non-probability sampling technique relies on the judgment of the 

researcher to identify and choose participants who are most likely to provide valuable data. 
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For a study involving OPay, purposive sampling might target users who have been actively 

using the platform for more than six months or those who rely on it for daily transactions. 

This method is particularly useful for qualitative research or when investigating specific 

experiences, behaviors, or perceptions within a targeted group. 

3.5  Research Instruments 

The study will use the following instruments for data collection: 

i. Questionnaire: A structured questionnaire will be administered to gather quantitative data 

on customer satisfaction. The questionnaire will include Likert-scale questions to measure 

user satisfaction in various areas such as reliability, security, ease of use, and customer 

service. The questionnaire will also include demographic questions to categorize 

respondents based on their profiles. 

ii. Interview Guide: A semi-structured interview guide will be used to conduct in-depth 

interviews with a select group of OPay users. This will allow the researcher to explore 

participants' experiences and perceptions in greater detail, obtaining qualitative data on 

aspects such as perceived service quality, trust, and usability. 

Both instruments will be pre-tested on a small sample of users to ensure clarity and 

reliability. 

3.6  Method of Data Analysis 

The data collected from both the questionnaire and interviews will be analyzed using a 

combination of quantitative and qualitative techniques to provide a comprehensive understanding 

of the impact of e-banking on customer satisfaction among OPay users. 
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Quantitative Data Analysis 

Quantitative data obtained from the structured questionnaires will be analyzed using the following 

statistical methods: 

i. Descriptive Statistics: This will involve the use of frequency distributions, percentages, 

mean scores, and standard deviations to summarize the responses. It will help in identifying 

general trends and patterns in the data, such as the most common responses and the average 

level of satisfaction among users. 

ii. Correlation Analysis: This will be conducted to assess the strength and direction of the 

relationship between key e-banking variables (e.g., service reliability, security, 

responsiveness, user interface) and customer satisfaction. Pearson’s correlation coefficient 

will be used to determine whether a significant relationship exists between these variables. 

iii. Statistical Software: The quantitative analysis will be carried out using the Statistical 

Package for the Social Sciences (SPSS). SPSS provides advanced tools for data 

management, statistical testing, and visualization, ensuring accurate and reliable analysis. 

Qualitative Data Analysis 

Qualitative data from in-depth interviews will be analyzed using: 

i. Thematic Analysis: This method involves reviewing interview transcripts to identify 

recurring themes, patterns, and insights related to customer experiences with OPay’s e-

banking services. It will provide deeper context into users' perceptions, challenges, and 

suggestions for service improvement. 
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ii. NVivo Software: To assist with organizing and analyzing the qualitative data, NVivo 

software will be employed. NVivo allows for efficient coding, sorting, and visualization of 

qualitative information, facilitating a systematic exploration of themes. 
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CHAPTER FOUR 

4.0 DATA PRESENTATION AND ANALYSIS 

4.1  Data Presentation  

This chapter presents, analyzes, and interprets the data obtained from the questionnaires distributed 

to OPay users. A total of 400 questionnaires were distributed, out of which 380 were duly 

completed and returned, representing a 95% response rate. The data is presented using tables, 

percentages, and descriptive statistics. Key findings are interpreted in relation to the research 

questions. 

Demographic Characteristics of Respondents 

Table 4.1.1: Age Distribution of Respondents 

Age Range   Frequency  Percentage (%) 

18–25 years 120 31.6 

26–35 years 160 42.1 

36–45 years 60 15.8 

Above 45 years 40 10.5 

Total  380 100 

Interpretation: Majority of OPay users are between 18 and 35 years old, indicating a youthful 

user base. 
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Table 4.1.2: Gender of Respondents 

Gender  Frequency  Percentage (%) 

Male 210 55.3 

Female 170 44.7 

Total  380 100 

Interpretation: Males constitute a slightly higher proportion of OPay users in this sample. 

Table 4.1.3: Frequency of OPay Usage 

Frequency of Use  Frequency  Percentage (%) 

Daily 120 31.6 

Weekly 160 42.1 

Occasionally 60 15.8 

Total  380 100 

Interpretation: Over half of respondents use OPay daily, reflecting its high engagement level 

among users. 

4.2  Data Analysis  

Research Question (i): How effective are OPay’s e-banking services in meeting customer needs? 

Table 4.2.1: Satisfaction with Service Effectiveness 

Response   Frequency  Percentage (%) 

Strongly Agree 130 34.2 

Agree 160 42.1 

Neutral 50 13.2 
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Disagree 30 7.9 

Strongly Disagree 10 2.6 

Total  380 100 

Interpretation: A majority (76.3%) of users agree that OPay’s services effectively meet their 

needs. 

Research Question (ii): How reliable and secure is OPay’s platform? 

Table 4.2.2: Perceived Reliability of OPay 

Response   Frequency  Percentage (%) 

Very Reliable 140 36.8 

Reliable 150 39.5 

Not Sure 40 10.5 

Unreliable 30 7.9 

Very Unreliable 20 5.3 

Total  380 100 

 

Table 4.2.3: Perception of Platform Security 

Response   Frequency  Percentage (%) 

Very Secure 100 26.3% 

Secure 160 42.1% 

Neutral 70 18.4% 

Insecure 30 7.9% 

Very Insecure 20 5.3% 

Total  380 100 
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Interpretation: Most users consider OPay to be both reliable and secure, with 76.3% rating the 

platform positively in terms of reliability and 68.4% for security. 

Research Question (iii): How does customer satisfaction with OPay compare to traditional banks? 

Table 4.2.4: Comparative Satisfaction (OPay vs. Traditional Banks) 

Response   Frequency  Percentage (%) 

OPay 240 63.2% 

Traditional Banks 90 23.7% 

No Preference 50 13.2% 

Total  380 100 

Interpretation: A significant majority of respondents prefer OPay to traditional banks, primarily 

due to convenience and speed. 

4.3  Interpretation of Data 

The data collected from the respondents provides insight into how users perceive and experience 

OPay’s e-banking services. The demographic distribution shows that the majority of respondents 

are young adults between the ages of 18 and 35, indicating that OPay's services are more widely 

embraced by the tech-savvy, digital-native population. 

Most users reported a high level of satisfaction with the effectiveness of OPay's services, 

particularly in terms of speed, ease of use, and availability. The data reveals that key e-banking 

factors such as system reliability, transaction speed, and security features positively influence 

customer satisfaction. More than 70% of the respondents agreed that the platform delivers 

consistent and secure services, supporting the conclusion that these factors are crucial in 

maintaining user trust. 
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However, recurring issues such as transaction delays, poor customer service responsiveness, and 

reversal complications were also highlighted. These areas emerged as notable pain points, 

particularly during periods of high user activity. While these issues did not entirely undermine the 

general satisfaction, they point to areas where OPay can significantly improve to enhance the user 

experience further. 

Correlation analysis shows a strong positive relationship between service quality attributes and 

customer satisfaction, especially in terms of reliability and perceived security. Thematic analysis 

of qualitative responses also emphasized the importance of trust, convenience, and real-time 

transaction processing as key determinants of continued platform usage.  
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CHAPTER FIVE 

5.0 SUMMARY, CONCLUSION AND RECOMMENDATIONS 

5.1  Summary of Findings 

This study was undertaken to examine the impact of e-banking on customer satisfaction, with a 

specific focus on OPay as a case study. The objective was to evaluate the extent to which OPay’s 

digital banking services influence user satisfaction, particularly with respect to service 

effectiveness, reliability, security, user experience, and overall service delivery. 

The findings are summarized as follows: 

i. Demographic Profile of Respondents: The study revealed that the majority of 

respondents were young adults within the age bracket of 18–35 years. This age group 

represents the most technologically active segment of the population, which aligns with the 

usage pattern of e-banking services. Most respondents indicated that they use OPay 

frequently, often on a daily basis, for a variety of transactions such as airtime purchases, 

utility payments, fund transfers, and transportation services. 

ii. Effectiveness of E-Banking Services: A large proportion of users expressed satisfaction 

with the general effectiveness of OPay’s services. Respondents reported that the platform 

meets their financial needs by offering a fast, accessible, and easy-to-navigate service 

experience. The integration of multiple services in one app, as well as the availability of 

USSD codes for users without internet access, contributed to positive user perceptions. 

iii. Reliability and Security: More than 70% of the respondents rated OPay as reliable and 

secure. The consistency in transaction completion, minimal downtimes, and strong security 

features such as real-time alerts and biometric verification contributed to users' confidence 
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in the platform. These elements have played a critical role in enhancing customer trust and 

satisfaction. 

iv. Challenges and Limitations: Despite the general satisfaction, users identified specific 

challenges associated with the platform. These included transaction delays, prolonged 

refund or reversal processes, and unresponsiveness of the customer care team during peak 

periods. While these issues were not widespread enough to significantly alter the overall 

perception of the service, they highlight areas in need of operational improvement. 

v. Preference Over Traditional Banks: An overwhelming number of users indicated a 

preference for OPay over traditional banking institutions. The main reasons cited were 

convenience, faster processing times, fewer bureaucratic barriers, and the ability to perform 

transactions at any time without needing to visit a physical bank branch. This preference 

points to a broader trend of digital banking adoption, particularly among younger and tech-

savvy users. 

In summary, the study found that OPay’s e-banking services have a substantial positive impact on 

customer satisfaction. While there are operational challenges that need to be addressed, the 

platform’s convenience, speed, reliability, and security were found to be key drivers of its success 

in the Nigerian fintech space. 

5.2  Conclusion 

The findings of this study confirm that e-banking, as provided by OPay, has a significantly positive 

impact on customer satisfaction in Nigeria. OPay’s digital platform has transformed the way 

individuals’ access and utilize banking services, providing them with faster, more convenient, and 

reliable banking solutions. The key advantages of using OPay include 24/7 access to financial 

services, the ability to perform transactions without physical visits to a bank, and the ability to 

handle various financial tasks through a single, user-friendly platform. 
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The research reveals that users, particularly young adults aged 18–35 years, are highly satisfied 

with OPay’s services. This demographic, which is generally more tech-savvy, appreciates the 

convenience and flexibility that OPay offers. The platform’s ability to process transactions quickly 

and securely was a major factor driving customer satisfaction, as was the ease of use across its 

mobile app and USSD codes. These features make OPay a preferred choice over traditional 

banking, particularly in urban and semi-urban areas where fintech platforms provide more 

accessible and efficient alternatives to brick-and-mortar banks. 

Furthermore, OPay’s high ratings for service reliability and security were significant contributors 

to users' trust in the platform. The use of encryption, real-time alerts, and strong authentication 

methods has alleviated many concerns related to financial data security, which is crucial in the 

digital age. 

However, while the overall customer satisfaction with OPay is high, the study also highlights 

several challenges that need attention. These include issues related to transaction delays, the 

inefficiency of the reversal process, and the occasional poor responsiveness of customer service, 

particularly during peak times. These challenges detract from an otherwise positive experience and 

can potentially hinder the platform’s ability to retain users long-term. 

The study suggests that for OPay to further enhance customer satisfaction, improvements in these 

operational areas are essential. Timely transaction processing, more efficient dispute resolution 

mechanisms, and improved customer support responsiveness will ensure that OPay not only 

maintains its user base but also strengthens its competitive edge in the Nigerian fintech market. 

In conclusion, e-banking platforms like OPay are revolutionizing the banking sector in Nigeria by 

offering enhanced convenience, security, and accessibility. With the continued expansion of 

internet connectivity and mobile technology, fintech solutions are poised to further disrupt 

traditional banking services. However, for OPay to sustain and increase customer satisfaction, 
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addressing operational challenges and continuously improving service quality will be key to its 

long-term success. 

5.3  Recommendations 

Based on the findings and conclusion of the study, the following recommendations are made to 

enhance the overall customer satisfaction with OPay and its long-term growth: 

i. Improve Customer Support Services: OPay should consider investing in the training and 

expansion of its customer support team to address complaints, issues, and transaction 

problems more effectively and efficiently. To reduce response times and increase customer 

satisfaction, the company could introduce multi-channel support options such as live chat, 

dedicated email support, and a more responsive help desk. Additionally, OPay can consider 

integrating AI-powered chatbots for faster resolution of common issues, with the option 

for customers to escalate unresolved concerns to human agents. The goal is to ensure that 

customers experience timely and satisfactory solutions to their problems, fostering loyalty 

and trust in the platform. 

ii. Enhance System Reliability and Transaction Speed: One of the major challenges 

identified in the study was transaction delays and occasional system downtimes. OPay 

should invest in improving its technological infrastructure, ensuring that the platform can 

handle increased transaction volumes without compromising performance. This can be 

achieved by scaling up server capacity, optimizing the platform's code for faster 

processing, and implementing regular maintenance schedules to reduce the occurrence of 

downtimes. Real-time transaction processing should be prioritized, ensuring that users do 

not face delays when making transfers, paying bills, or engaging in other financial 

activities. A more robust system will enhance customer satisfaction by ensuring reliable 

service and minimizing disruptions. 
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iii. Strengthen Security Measures: Security was one of the most critical factors contributing 

to user satisfaction in the study. With increasing concerns about cybercrime and fraud in 

digital financial services, OPay must continue investing in advanced security technologies 

to protect user data and prevent unauthorized access. OPay should enhance its current 

encryption protocols, integrate multi-factor authentication (MFA), and use machine 

learning to detect suspicious activities in real-time. Regular security audits should be 

conducted to identify vulnerabilities, and any issues discovered should be addressed 

promptly. Additionally, clear communication about security protocols will reassure users 

about the safety of their financial transactions on the platform, further bolstering trust in 

OPay. 

iv. Customer Feedback Mechanism: Introducing an intuitive and user-friendly feedback 

system within the OPay app can help the company track user satisfaction in real-time. A 

feedback mechanism that allows users to rate their experiences with the platform, report 

problems, and suggest improvements will provide valuable insights into areas that need 

attention. Regularly analyzing feedback will help OPay quickly identify common issues 

and address them before they escalate. Furthermore, engaging with users through feedback 

will demonstrate that OPay values customer input, making users feel heard and fostering a 

sense of loyalty and partnership with the platform. 

v. Financial Education: To cater to a diverse user base, including those who may not be 

digitally literate, OPay could invest in financial education initiatives. Providing clear and 

simple educational materials, including tutorial videos, FAQs, and in-app tips, can help 

users understand how to use the platform securely and efficiently. This is particularly 

important for first-time users or individuals who are unfamiliar with digital banking 

services. By promoting financial literacy, OPay will not only empower users to take full 

advantage of the platform’s features but also minimize the likelihood of user errors and 

security breaches. Additionally, OPay could consider hosting webinars or community-
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based workshops to educate underserved populations, thereby promoting financial 

inclusion. 

vi. Focus on Continuous Improvement: As the fintech industry is constantly evolving, OPay 

should adopt a continuous improvement approach to stay competitive in the market. The 

company should regularly update its mobile app to introduce new features, enhance user 

interface design, and fix bugs. By staying on top of user needs and emerging trends, OPay 

can maintain its reputation as a user-centric platform that adapts to changes in both 

technology and customer expectations. Additionally, OPay could conduct periodic user 

satisfaction surveys to measure the effectiveness of new updates and identify areas that still 

require attention. 

These recommendations aim to help OPay further improve its services, strengthen customer 

loyalty, and remain competitive in the rapidly growing Nigerian fintech sector. By focusing on 

service reliability, user experience, security, and customer support, OPay can continue to deliver 

high-quality financial services while expanding its customer base and fostering long-term 

satisfaction. 

5.4 Limitation to the Study 

While this study provides meaningful insights into the impact of e-banking on customer 

satisfaction using OPay as a case study, there are a few limitations that should be acknowledged: 

i. Geographical Limitation: The research was primarily conducted in urban and semi-urban 

areas where OPay usage is more concentrated. As a result, the study may not fully capture 

the experiences of users in rural communities, where access to internet services and 

smartphones may differ significantly. 
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ii. Platform-Specific Focus: The study focused exclusively on OPay and did not compare it 

with other fintech or traditional banking platforms. This limits the generalizability of the 

findings across the broader e-banking or fintech industry in Nigeria. 

iii. Sample Representation: Although a stratified random sampling method was used, there 

is still the possibility that the sample may not perfectly reflect the entire population of OPay 

users. Certain groups such as older users or those with limited digital literacy may have 

been underrepresented. 

iv. Time Constraints: The duration of the study limited the extent of data collection and 

analysis. A longer timeframe might have allowed for more in-depth interviews and a more 

comprehensive evaluation of customer satisfaction trends over time. 

v. Self-Reported Data: The data was collected using questionnaires and interviews, which 

are subject to bias. Respondents may have exaggerated or understated their experiences 

due to personal feelings or social desirability, which could affect the accuracy of the results. 

vi. Technical Limitation in Analysis: Although SPSS and NVivo were used for data analysis, 

the study was constrained by the technical expertise available and the complexity of the 

tools. More advanced statistical modeling could have provided deeper insights but was 

beyond the scope of this study. 
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