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CHAPTER ONE

1.1
INTRODUCTION


The evolution of electronic banking in Nigeria can be traced to 1986 when the banking sector was deregulated. The result of the deregulation brought far-reaching transformation through computerization and improved bank service delivery. Competition with new products became keen within the system while customer sophistication posed a challenge for them hence the reengineering of processing techniques of business accounts encourage the automation of financial services especially among new generation of deposit money banks (oluwatolani, Joshua & Philip,2011).


The 21st century has witnessed a dramatic evolution in the financial services industry as a result of the rapid advancement in technological transformation which has become known as e-developments. These changes have engulfed all area of financial intermediation and financial market such as e-finance, e-money, electronic banking (e-banking), e-brokering, e-insurance, e-exchange and e-supervision. This new information technology (IT) is turning into the most important factor in the future development of banking, influencing bank’s marketing and business strategies. As a result of rapid advances in IT and intensive competition in the banking sectors the adoption of e-banking is e-banking is being increasingly used as a channel of distribution for financial services (machdi & mehrdad, 2010 cited in fonchamnyo, 2013, the world has witnessed an upsurge of electronic payment instrument meant to facilitate trade and simplify payments before the introduction of electronic payment Nigeria banking system; customer had to walk into the banking hall to do transaction of all kind. They had to queue up and spend more hours to talk to a teller to make their transactions. Inconveniences caused by these long queues discourage most customers who sometimes renegade from the queues in annoyance for many years, bankers, IT experts, entrepreneurs and other have advocated for the replacement of physical cash and the introduction of more flexible, efficient and cost effective retail payment solution (siyanbola, 2013).


Electronic banking has experienced explosive on there services provided and transformed traditional practices in banking (Gonzalez, 2008). This study examine the impact of electronic banking on the services provided by deposit money bank in Nigeria with reference to internet banking, mobile banking total deposit and total asset.


The revolution of information technology has influenced almost every spheres of life’s notable is the banking sector. The introduction of electronic banking has changed and redefined the ways banks were operating similarly, the emergence of global economy, e-business has increasingly become a necessary component of business strategy and a strong catalyst for economic development, at technology is now considered the major contributor for organization success and their core competencies. Consequently, electronic banking system has become an important practice among deposit money banks in Nigeria, owing to the fact that the introduction of this banking system has improved banking efficiency in rendering services to customers. Thus the banks (domestic or foreign) are investing more on providing the customer with the new technologies through e-banking. According to Abaenewe, Ogunlu and Ndugbu (2013) electronic banking is the conduct of banking business electronically which involves the use of information communication technology to delivery mode that immediate and future goals. E-banking generally implies a service that allows customers to use some form of computer to access account-specific information and possibly conduct transaction from a remote location like home or workplace (Odulaja, 2012). Consequently, e-banking has become popular because of its convenience and flexibility and also transaction related benefits like speed, efficiency, accessibility and so on (Elisha, 2010). He described e-banking as the term used for new age banking system, it could also be called online banking and it is an outgrowth of pc banking that is a banking which include the system that enable financial institution customers, individuals or businesses, to access accounts transact business or obtain information on financial products and services through a public or private network, including the internet or mobile phone. Further, electronic banking is referred to as the process of using the internet as delivery mode for the provision of services like opening account a deposit electronic bill payment and online transfers. These services can either provided by the banks having physical offices or by creating a website and providing service through that or services can be provisioned through a virtual bank as well. The internet is used as a strategic and differentiating channel to offer high valued financial service and complex product at the same time or improved quality at lower cost without physical boundaries and to cross sell products like credit cards and loans.

1.2
Statement Of The Problem


Since independence, the financial sector has been on the increase. Today, we have over 20 strong banks and well functional stock market. Other financial institution like insurance, financial companies etc are growing. Also included are specialized banks such as industrial development banks and mortgage banks the financial sector has been liberalized in Nigeria. However, despite the growth record of banks and non bank financial liberalization policy, the Nigeria economic growth is sluggish (Maduka & Onwuka, 2013).


Banks appear very profitable in Nigeria, whether returns on asset are assessed on country by country, income group or by individual banks. Aside loss experienced by depositors, shareholders employees and other stakeholders, the level of confidence in the financial system has been negatively affected (Bosede, Olusegun & Olubukunola, 2013).


Traditional banking system was often characterized by delay and inefficiency in the delivery of financial services which led to introduction of electronic banking


The adoption of electronic bank has brought major challenges to the banking industry in terms of risk exposure. The volume of deposit has increased as well as fraudulent practices experienced by Nigerian banks since its adoption in the economy (Chibueze, Maxwell & Osondu, 2013). However, researchers have not given much attention to this revolution caused by electronic banking with the regard to services provided by banks.

1.3
Research Question

In the course of the study answer will be provided to the following research questions 

1. What are the relevance of electronic banking on profitability of deposit money bank?

2. What is the impact of electronic banking on deposit money bank?

3. What are the functions of electronic banking on deposit money bank?

4. What are the roles played by electronic banking on deposit money bank What re the various types of training to workers performance?

1.4
Objectives Of The Study


The main objective of the study is to examine the impact of electronic banking on the services provided by deposit money banks in Nigeria. Specifically the study objectives are:-

i. To determine whether internet banking has any effect on total deposit of deposit money banks in Nigeria.

ii. To find out whether mobile banking has any impact on total deposit of deposit money banks in Nigeria.

iii. To examine whether interne banking has impact on total asset of deposit money banks in Nigeria.

iv. To asses whether mobile banking has any impact on total asset of deposit money bank in Nigeria.

1.5
Research Hypothesis

Hypothesis 1

Ho: Electronic banking does not have impact on deposit money bank.

Hi: Electronic banking have impact on deposit money bank.

Hii: Electronic banking is not relevant to the performance of deposit money bank.

Hiii: Electronic banking has relevant to the performance of deposit money bank

1.6
Significance Of The Study


The study focuses on the impact of electronic banking on services provided by deposit money banks in Nigeria. It is expected that the findings of the study will assist stakeholders in the banking sector ascertain whether the introduction of electronic banking has enhance services provided by deposit money banks in Nigeria or not. If the findings of this study reveal that electronic banking has not facilitated service provided deposit money bank in Nigeria, the study will recommend new strategy that banks should adopt in using electronic banking to impact positively on it services.


A number of studies (Auta, 2010, Dogarawa, 2005, Siyanbola, 2013) have shown that electronic banking awareness is still very low, thereby hindering accelerated service provided by deposit money banks in Nigeria.


The study will also serve as a useful reference material for students, academicians, institutions corporate bodies and corporate managers who are interested in the subject of electronic banking. The findings of the study will also contribute to existing body of knowledge on e-banking and offer opportunity for further study into the area.

1.7
Scope And Limitation Of The Study


The researcher intends to carry-out research work on the roles of electronic banks and using First Bank, PLC as a case study. Hence, as the title implies the research work needs a longer period before proper research can be carried out.


But due to time that is given to the researcher, the work will be limited. This work is based on questionnaire; there are some problems in answering the questions, unwilling at answering question correctly. Some of the questionnaires were not returned hence, making it difficult for the researcher to carry-out the research work properly.

1.8
Definition Of Terms


Computer:- A computer is a general purpose device that can be programmed to carry out a set od arithmetic or logical operations automatically. Since a sequence of operations can be readily changed the computer can solve more than one kind of problem.


Conventionally, a computer consist of at least one processing element, typically a central processing unit (CPU) and some from of memory. The processing element carries out arithmetic and logic operations, and a sequencing and control unit can change the order of operations in response to stored information.

Electronic banking: - It is a term used for performing transaction payment etc over the net (internet) through a bank secure site.

Bank: - According to section 2(i) Bill of Exchange Act 1990 defined a bank as including a body of person whether incorporated or not carry out the banking.

1.9
Plan Of The Study


The research work will be divided into five chapters. Chapter one deals with the introduction of the subject matter. It gives an insight into what the topic.

In chapter two, the review related literature on various on the topic. In chapter three, it discusses various ways of obtaining date and explained the method applied by the researcher in conducting his researcher work and also analysis sources of data.

In chapter four, deals with the presentation and analysis and interpretation of facts and data obtained from the respondents given to the questionnaire, oral, interview, personnal observation and do documentary method. The chapter five, the results of the research are the basis for the summary, recommendation and conclusion in this chapter.

CHAPTER TWO

2.0
LITERATURE REVIEW


A wide range of literature relating to electronic banking and services provided were reviews and discussed below.

i. The Concept of Electronic Banking


Different authors have defined Electronic Banking in different ways based on their understanding of its application. E-banking is the term used for new age banking system and it is also called online banking (Auta, 2010). E-banking uses the internet as the delivery channel by which to conduct banking activities for examples, transferring funds, paying bills viewing checking and savings account balance, paying mortgage and purchasing financial instruments and certificate of deposit (Mohammed, Siba & Sreekmar, 2009 cited in Auta, 2010).

ii. Internet Banking


Internet banking refers to systems that enable bank customer to get access to their account and general information on bank products and services through the sue of bank’s website without the intervention or inconvenience of sending letters, faxes, original signatures and telephone confirmations (Thulani, Tofara & Langton, 2009 cited in Vahiya, 2011). Siyanbola (2013) puts it that internet banking involves conducting banking transaction on the internet (www) using electronic tools such as the computer without visiting the banking hall.

iii. Telephone Banking


This is the most familiar of the tele-banking devices and it allows customers to transact banking business over the phone. It can be used as an alternative to the traditional branch banking or in conjunction with it (Stan, 1997 cited in Agboola, 2001).

iv. Mobile banking


This involves the use of mobile phone for settlement of financial transactions. This is more or less fund transfer process between customers with immediate availability of funds for the beneficiary. It uses card infrastructure for movement of payment instruction as well as secure SMS messaging for confirmation of receipts to the beneficiary.

v. Effects of Electronic Banking


Numerous studies have shown that the introduction of electronic banking has brought remarkable improvement in the ways banking is conducted for example, Ojokuku and Saju yigbe (2012) in the study the Impact of Electronic Banking on Human Resources Performance in the Nigerian Banking industry revealed that the introduction of electronic banking system in the Nigeria Banking sector has helped tremendously in improving the productivity of bank personnel, leading to efficiency.

2.1
Conceptual Framework


For this booklet, e-banking is defined as the automated delivery of new and traditional banking product and services directly to customers through electronic interactive communication channels. E-banking includes the systems that enable financial institution customers, individuals or business to access accounts transact business or obtain information on finance, products and services through a public or private network, including the internet.


Customer access e-banking services using an intelligent electronic device, such as a personal computer (PC) personal digital assistant (PDA) automated teller machine (ATM), Kiosk or Touch tone telephone.


Whole the risks and controls are similar for the various e-banking access channels; this booklet focuses specifically on internet based service due to the internets widely accessible public network. Accordingly, this booklet begins with a discussion of the two primary types of internet websites, informational and transactional.


Internet is a network it involves tens of thousand of interconnected computer network that include Williams at host computer (Nicked All 1991). The internet is also the interconnection of computer network around the world for fast easy and cheap access to vital information. These internet information works through the device called modulator (modern) for multipurpose or (Simon, 2000). The internet was originally development in 60s and 70s for academic, military and governed purpose not for the finance industry. The easy develop as expected their network to be limited to a single group of organization such as the university world or national government offices. But most of their effort went into developing a more renowned network.


The purpose of computer networking is sharing of computing resources and data across the whole organizing and the outside world. An interconnected set of two or more computer system is more accurately described system. Computer networking can be primarily divided into two categories based on speed of data transferred and geographical reach.

a) Local Area Network (LAN)

b) Wide Area Network (WAN) or lon long Haul Network

Local Area Network


Local areas service are just for communication, a wide area network services a geographical and may infect embrace of whole country or even the world.


A wide area network services requirement of an organization usually takes place in the form of a pocket-switching network. However, a system know as integrated services digital network (ISDN) a single network that is able to carry and switch a wide variety of telecommunication services is expected to evolved firm integrated digital network (IND). 


This is the main reason why banks make use of WAN rather than LAN in either cases, banks must ensure that their network provides adequate security for data transmitted, while enabling access to the data by authorizes persons.


Local areas services are just for communication, a wide area network services a geographical and may infact embrace a whole country or event in the world.


A wide area network services requirement of an organization usually takes place in the form of a pocket-switching network. However, a system know as integrated services digital network (ISDN) a single network that is able to carry and switch a wide variety of telecommunication services is expected to evolved firm integrated digital network (IND).


This is the main reason why bank make use of WAWA rather than LAN in either cases, banks must ensure that their network provides adequate security for data transmitted. While enabling access to the data by authorizes person.


It is interesting to note that despite the benefit and convenient a curve of electronic banking. It is also faced with a lot of problem which have negative effects on the banking industry as a whole 1.e banking fraud, this is of two types.

a) Hacking

b) Online credit card fraud

Hacking: - This is the process of network banking ,hacking (or cracking) into computer to alter or destroy files or to gain information or personal benefit or it can referred to as a situation whereby the internet is used to conduct illegal activity.


Improvement in both personal and group productivity of the staff encourages one branch banking system.


It brings about development whereby one can withdraw money without using of cheque book i.e. it brings about cashless or reduce cash holding. It makes the monitoring of bank activities easier hence it checks fraud.


It make banks to operate at required speed efficiency and hence improve profitability the attachment of local area network (LAN) can bridged across a wide area this allowing high performance branch head office communication.

2.2
Theoretical Framework

in  an  increasingly-developing  society,  a  strong,  viable economy is vital for any country that seeks to survive on the global market and to provide upwardly living standards for its citizens. Recognizing the above mentioned points as mandatory, Romania is taking steps to develop its electronic banking  services  to  meet  21st  century  global  standards. Together  with  the  increasing  rate  of  Internet  and  mobile services  penetration,  we  are  witnessing  significant  changes regarding  the  conduct  of  economic  transactions. Simultaneously, bank service providers have been constantly adapting to these changes and at the same time they have met consumers’ requirements with new services. The core of banks new strategic orientation currently consists of developing new alternative distribution channels.

 Innovation diffusion theory: 

The first theory taken in consideration is the Innovation Diffusion Theory (IDT) that explains  individuals’  intention  to  adopt  a  technology  as  a modality  to  perform  a  traditional  activity.  The  theory  is developed  by  Roger’s  (1983)  [4].  The  critical  factors  that determine the adoption of an innovation at the general level are  the  following:  relative  advantage,  compatibility, complexity, trialability and observability Rogers (1995) [5]. Researchers  as  and  Tan  and  Teo  (2000),  Gerrard  and Cunningham  (2003)  and  Md  Nor  and  Pearson  (2008)  had tested the theory on the e-banking adoption [6], [7], [8]. The nominalized  factors  are  complexity,  triability  and observability. 

the decomposed theory of planned behavior

 The second reviewed theory is the Decomposed Theory of Planned Behavior (DTPB). The theory was developed by Taylor and Todd (1995) [9]. The theory postulates that the intention to use a certain technology is influenced by attitude, subjective norm and perceived behavioral control. Starting from the research conducted by Md Nor and Pearson (2008), Karahanna, Straub, and  Chervany  (1999),  certain  influencing  factors  were selected:  the  attitude  toward  behavior  and  the  Perceived Behavioral Control.

Incentive Factors In Empirical Studies 

Trust and security: Trust is defined as a willingness to be  vulnerable  to  the  actions  of  others  (Mayer,  Davis,  and Schoorman,  1995)  [11].  On  the  other  hand,  security  is connected with the techniques employed to maintain security within  a  computer  system  (Onieva,  Sauveron,  Chaumette, Gollmann, and Markantonakis, 2008) [12]. We may say that trust refers to the way in which individuals assess the risk and exposure  level  whereas  security  is  mainly  connected  to technical  solutions.  Many  researchers  conducted  studies  in order  to  evaluate  the  influence  of  trust  and  security  on individuals’ intention to engage in online activities (Siau and Long, 2006) [13]. Moreover, trust has been suggested to be one of the obstacles that hinder individuals to use the Internet as a tool in performing their banking activities (Teoh and Md Nor, 2008) 

Analyzing the data provided in Table II we can notice that the Romanian banks which are active on e-banking market have implemented at least one measure for securing services. We may also notice that a tendency towards modern solutions transition that ensures greater security as well as the use of Digipass  and  Token  devices  and  digital  certificate.  In conclusion, we believe that the role of security is recognized as an important factor in the increasing number of online banking users.

2.3 Empirical Review

As earlier mentioned, e-banking system is said to have increased the performance of the banking industry. Several researches have been carried out to find the extent to which e- banking has impacted on banks using both qualitative and quantitative data. Though, there still lie divergent views. Milind (2005) reported that transaction with internetbanking does not have a significant impact on performance and risk profile; and, thus, concluded that internet banking has not proved to be a performance enhancing tool in major credit unions in Australia. Abaenewe et al (2013) analysed the effect of e-banking on bank performance in Nigeria. They found that e-banking has positively and significantly impacted on return on equity; while e-banking did not impact significantly on return on assets. Similarly, Ibukunle and James (2012) claimed that e-banking has led to increased customer satisfaction, improved operational efficiency, reduced transaction time, better competitive edge, reduced running cost and ushered in swift response in service delivery. 

In their research, Sana et al., (2011) investigated the impact of e-banking on the profitability of Pakistani banks. Their findings reveal that e-banking has increased the profitability of banks, hence enabling them to meet their costs and earn profits in short span of time. Also, the illiteracy of customers is not regarded as a major impediment in provision of their products. Furthermore, Olorunsegun (2010) found that bank has an effective e-banking system which has improved its customers’ satisfaction, by critical appraisal of e-banking in unity bank. Elisha (2010) studied the prospects of e- banking in a developing economy. The study showed that ebanking serves several advantages to Nigeria banking sector: provides convenience and flexible advantages. It also provides transaction related benefits like easy transfer, speedy transaction, less cost and time saving. Commission, (2011) investigated internet banking and performance of micro and small enterprises in Costa Rica. The result shows that internet use is limited in MSE daily operations because of limited access to computer and the relatively low penetration of internet services. 

Agboola (2001) studied the impact of computer automation on banking services in Lagos using 6 banks and concluded that electronic banking has tremendously improved the services of the banks to their customers. Lustsik (2004) explores the implementation of techniques of activity-based-costing (ABC) in the banking sector on the example of Estonia bank in order to analyze the cost structure for traditional and electronic channel transactions. The methodology and empirical parts of the study were based on Hans bank’s analysis and statistical report as well as on Hans banks internal documents that stipulate rules for cost allocation and limit cost calculation. The findings of the study revealed that banks additional profits on the transactions effected via electronic channel banking services have high profitability for banks, as the absolute unit cost numbers are lower than those of fees collected from clients. 

Trajhavo (2005) carried out an empirical investigation on the impact of electronic banking on bank profitability. The study was designed to test profit sensitivity to such factors as the size of institution in terms of both number…. The model of the study projects profitability measured in net present value and internal rate of return over a five years’ time horizon considering anticipated migration of customers from traditional to online channels. The results of the study revealed that it is not possible to blindly state that internet banking is always profitable because very small institutions only offer a limited set of internet banking and are not likely to achieve profit unless they are able to persuade a very substantial portion of their customers to bank online; that internet banking provides financial institutions with array of applications including home banking with electronic bill payment, check images, authenticated online applications, online statement modules, e-commerce finance services portal and online lending application for consumers loans. The implication of the study above is that there will increase in bank performance if the use of electronic banking system is improved and practiced in Nigeria irrespective of size. 

Siam (2006) examined the effect of electronic banking on bank’s profitability in Jordan. The population of the study included all working banks in Jordan which have sites on the internet for the periods of 1999-2004. The result from the data analysis that were gathered from the study instrument (questionnaire) showed that there is a correlation with statistical significance between electronic banking and banks profitability; showing a negative effect in profitability in the short run and a positive effect in profitability in the long run. Thus, managers and banks employees in the area prefer their banks to expand their electronic operation in servicing customer but not converting all banks to total electronic banks.

Hernando and Nieto (2007) attempted to fill this gap by identifying and estimating the impact of the adaptation of a transactional web site on financial performances using a sample of 72 Deposit Money banks in Spain over the period 1994-2002. The analysis of the sample is based on several financial performance ratios. These financial ratios measure business activity as a percentage of average total assets and profitability. The results showed that the impact of transactional web adoption on banks performance take to appear. The adoption of the internet as a delivery channel involves a gradual reduction in overhead expenses. This effect is statistically significant after one and half year after adoption. The cost reductiontranslates into an improvement in banks profitability, which becomes significant after one and half year in terms of return on assets (ROA) and after three years in terms of return on equity (ROE). 

Onay et al., (2008) investigated the impact of internet banking on banks profitability. Their analysis covered thirteen (13) banks that have adopted online banking in Turkey between 1996 and 2005. Using the approach of Hernando and Nieto (2007) and by using specific and macroeconomic control variables; they investigated the impact of internet banking on the return on assets (ROA) and return on equity (ROE). The results of the findings show that internet banking starts contributing to banks return on equity (ROE) with a time lag of two years confirming the findings of Hernando and Nieto while a negative impact is also observed for one and half years of its adoption. 

Madueme (2010) studied the impact of ICT on banking efficiency in Nigeria employing a survey of 13 banks. Based on the CAMEL rating and a transcendental logarithmic function of the banks, it was revealed that the efficiency values obtained through the CAMEL rating system were higher during post adoption era than before adoption and estimated that a 1% increase in ICT capital on average leads to 0.9185 Naira increase in bank output post ICT adoption era. Maiyaki and Mokhtar (2010) employing a survey of 407 bank customers in 33 organizations in Kano State of Nigeria studied the effects of availability of electronic banking facilities among other factors. They study reveals that the availability of electronic banking facilities such as ATM, online banking and telephone banking do not have significant influence on customer’s bank choice decision. 

Carvalcio and Siegel (2011) investigated the return on investment for online banking services and analysis of financial account aggregation. The return on investment of the account aggregation technology was evaluated using the calculation of earnings before interest and taxes (EBIT) and the net present value (NPV) for a period of five years. The sample covers three basic bank sizes according to the number of its online accounts; medium banks those with 2.8 to 6.0 million online accounts and large banks, those with 8.8 to 16 million online accounts. The study concluded that account aggregation is a compelling technology that should become a commodity in the sense that most important banks will provide it and it will represent no more a differentiated competitive advantage.

In their research, De Young et al, (2007) analyzed the effect of e-banking on the performance of banks by studying US community banks markets and compared the performance of virtual click and mortar banks with brick and mortar banks. Their research concluded that e-banking improved the profitability of banks hence increasing their revenues. Also, E-banking is largely driven by the factors of minimizing the operating costs and maximizing operating profit, suggests Simpson, (2002). Systematically the financial performance of Internet banks in United States. The study found comparatively lower profits at the Internet-only institutions than the branching banks, caused in part by high labour costs, low fee based revenues and difficulty in generating deposit funding. Consistent with the standard Internet banking model, the results revealed that Internet-only banks tended to grow faster than traditional branching banks. Internet-only banks have access to deeper scale economies than branching banks and because of this; they are likely to become more financially competitive over time as they grow larger.

Furst et al., (2002) examined the influence of internet banking on profitability amongst United States national banks. The study considered large banks in urban areas and their counterparts in the localities. Findings revealed that bank profitability has a strong correlation with internet banking in all US national banks. However, the study emphasized that in large banks in the urban areas, bank profitability has no relationship with internet banking because those banks merely use internet banking for competition purposes and not for profit making. Hasan et al., (2005) investigated the impact of internet banking on the performance of commercial banks in Italy. Hence, the study concluded that internet banking significantly affects commercial banks performance in Europe. Onay et al., (2008) investigated the effect of internet banking on the performance of commercial banks in Turkey from 1996 to 2000. The study adopted a sample of 14 commercial and savings banks and the profitability measures include return on assets (ROA), return on equity (ROE) and Margin of Interest which served as the dependent variables. Findings revealed that in the first year of adopting internet banking, there is no positive performance between internet banking and profitability of commercial banks. while In the second and third years, some improvements in performance were seen such that return on equity (ROE) had a positive and significant relationship with internet banking. 

However, return on assets (ROA) had a positive but insignificant relationship with internet banking. Francesca and Peter (2008) conducted a comparative analysis of the effect of electronic banking on performance in four European countries namely UK, Spain, Finland and Italy. The study adopted panel data method from 1995 to 2004 using 46 banks. The dependent variables were return on assets (ROA) and return on equity (ROE). Findings revealed that banks involved in only online banking services and those involved in mixed internet banking services do not have any clear differences. However, the study showed that internet banking has a significant effect on both return on assets (ROA) and return on equity (ROE). Banks in Italy Hasan et al (2005) adopted return on assets (ROA) and return on equity (ROE) as performance indicators.

2.4    Research Gap

     There are divergent views on what factors influence customer satisfaction in service industry like banks in the digital era (Widya et al., 2014; Amin, 2016; Massilamany and Nadarajan, 2017). The deployment of various technological tools are primarily geared towards enhancing customers’ benefits and satisfaction. In developed economy, the effect of digitalization in banking industry on customers’ satisfaction is measured through customer loyalty. Customer loyalty is noted to be a controversial issue in banking sector. Service failure, ineffectiveness in service delivery and staff attitude have compelled customers to shift their patronage to more than one bank. It is not distance that determine loyalty, but quality of service delivery. In Nigeria context, customers complain through various outlets including media to express their experience and unpleasant responses from their banks to issues of electronic banking transaction. Further study on the influence of digital banking is therefore considered necessary to determine how customer’s loyalty affects customer’s satisfaction.
CHAPTER THREE

RESEARCH METHODOLOGY

3.1
Introduction


This discusses the methods and procedures that will be used in carrying out the research and it will also discusses the research design, population of study, sampling procedures, research instruments, validity and reliability of the instrument and method that will be employed for data analysis.

3.2
Research Design

According to Idowu (2002), a scientific design has been described as a systematic investigation procedure, which has to be logical. It is a procedural plan for the collection and analysis of data necessary to assists in the current problems in a way that the cost of obtaining various levels of accuracy and expected value of the information association with such level is maximum.


It is also, an outline that serves as a useful guide to research in effort to gather for the study.


This research design mainly for distribution of questionnaire.

3.3
Population Of Study

According to Fagbohungbe (1993), population is referred to all objects of particular types, sharps, colour or characters.


Population is very difficult to observe all the entire staff of union bank of Nigeria Ilorin as regard to risk management therefore population size of the staff of union bank of Nigeria Ilorin branch were 40.

   Sampling:- due to the nature of the topic (the impact of electronic banking system on banking service delivery in Nigeria ) we  decided to use only 20 staff as our sampling size.

3.4
Sample Size And Sampling Techniques


In this research study, sample method was adopted for gathering information needed.


This is close representation of a whole population, a closer and detailed study of the sample is easily possible with precise good inference to gather data and information. Using complete representation of the characters of the population in their research study which will give valid inference, sampling unlike other method of collecting data, save time and therefore, give recommendation and decision based on gathered data collection. It affords research to be more accurate and thorough. This method of data collection enable research studying handling the respondents as they are fewer in number than in entire population.

3.5
Method Of Data Collection

The method adopted in conducting this research on “the impact of electronic banking system on banking service delivery in Nigeria” was through personal interview and company record.The research focused on collative bargaining section and management department.

Interview


Interview is a process of asking questions demanding immediate answer to each question through personal contact system. Interview method was adopted as the foundation for collecting vital information for the study. 

Personal Observation

Personal observation was involved during this research work. This involves spending some time with the source officer to observe how accounts are being prepared, some documents in nestle foods Nigeria limited for the year were also examined.

3.6
Instrument Of Data Collection 


Primary data will be obtained from the selected union bank of Nigeria Ilorin staffs, general public. Using questionnaire constituting of closed ended questionnaire targeted to union bank of Nigeria Ilorin, staff customers and general public.


This will consists of structural items to elicit information from the respondents; this is adopted because it allows a systematic collection of information about the object of the study.

3.7
Methods Of Data Analysis 

Based on the findings of the research work the collected data will be represented in tabular form in the next chapter for each understanding, the collected data will be analyzed and presented using description method and simple percentage the belief behind using this is to ensure effective and easy analysis of the research work. 

CHAPTER FOUR

4.0 DATA PRESENTATION, ANALYSIS AND FINDING

4.1
Introduction


The central focus of this chapter is to present and analyse data collected from the case study. This chapter will contain the use of table and statistical analysis such as percentage analysis and chi-square analysis in the questionnaire that are divided into two (2) section.

4.2
Data Presentation And Analysis


The researcher distributed out one hundred copies of questionnaires, eighty were returned. Hence, the analysis is based on the eighty responses.

Section A, aims at analyzing question of the questionnaire which based on secondary data of the respondents, the questionnaire on question focused on sex, age, marital status, educational qualification, present position, department of the respondent, profession/occupation and name of organization of the respondents.


The table below shows distribution of questionnaire


Table 4.2: Questionnaire Administered 

	Question Administered
	Number
	Percentage

	Returned
	80
	80

	Unreturned
	20
	20

	Total
	100
	100


Source: Research Survey (2025)

Figure 4.2.1: Bar Chart Distribution of Questionnaire

         The above table and bar chart graph represent the copies of questionnaire distributed out, were 80% (80) of questionnaire were returned, while the remaining 20% (20) were not returned due to the difficulty in getting attention of the bank office in charge of credit management.

The table below shows sex distribution of respondents


Table 4.2.2 Sex Distribution of Respondents

	Sex
	Number
	Percentage

	Male
	52
	65

	Female
	28
	35

	Total
	80
	100


Source: Research Survey (2025)

Table 4.2.3: Department Distribution of Respondents

	Department
	Number
	Percentage

	Marketing
	25
	31.25

	Finance
	30
	37.5

	Accounting
	15
	18.75

	Others
	10
	12.5

	Total
	80
	100


Source: Research Survey (2025)

Table 4.2.3 and figure 4.2.3 showing the various departments, where marketing has 25 respondents with 31.25%, finance has 30 respondents with 37.5%, accounting has 25 respondents with 18.75% and others have 10 respondents with 12.5%. The analysis indicate that the finance department has the highest percentage also reliability of the information received from respondents are in this department.

Table 4.2.3: Distribution of Marital Status

	Marital Status
	Number
	Percentage

	Single
	28
	35%

	Married
	52
	65%

	Total
	80
	100


Source: Research Survey (2025)


The above table and chart shows that the percentage of the respondents are married man and woman with 65% of the total distribution.

	Age Distribution
	Number
	Percentage

	20 – 29 years
	7
	8.75

	30 – 39 years
	8
	10.00

	40 – 49 years
	50
	62.50

	50 and Above years
	15
	18.75

	Total
	80
	100


Source: Research Survey (2025)


The above table and graph shows the age distribution of the respondents, where 20-29 years has 7 respondents with 8.75%, 30-39 years has 8 respondents with 10.00%, 40-49 years has 50 respondents with 62.50%, while 50 years and above has 15 respondents with 18.75%.


The above statement shows that a greater percentage of the respondents are matured enough 30 years and above and could be relied upon for decision making and should be in position to understand the question raised in the questionnaire. 


This section aims at testing the hypothesis on the following research question and hypothesis.

Section B

Hypothesis testing on the impact of electronic banking on thee service provided by deposit money bank in Nigeria

TEST 1:
 Question 9, 10,11,12,13


The general hypothesis are:

H0 Inflation has impact on banking activities in Nigeria

H1 Inflation does not has impact on banking activities in Nigeria


The basic fundamental procedure for testing the hypothesis involves the formulation for the null hypothesis (H0) and alternative hypothesis (H1) that the research will decode on alpha (a) were set out from the table at 5% which is our expected value, any working hypothesis falling to the set value will be accepted, while those that fall after the set value will be rejected based on the decision rule to be made.


Hence, the researcher will locate the table values of quantity. After this the value gotten are then computed and it is as that a decision rule is formulated. The researcher will set a decision rule for test of hypothesis that will specify for each possible set of values observed whether to accept or reject the null hypothesis H0: the particular values are observed.


Therefore, a division of all possible set of values (simple space) has to two regions.

a) Those for which the Null Hypothesis (H0) will be reject the (rejection region)

b) Those for which the alternative hypothesis (H1) will be accepted (the acceptance region).

Table 4.3.1: Value of Frequency Observed in Test 1

	Question
	Yes
	No
	Indifference
	Total

	9
	45
	15
	20
	80

	10
	30
	4-0
	10
	80

	11
	50
	15
	15
	80

	12
	60
	6
	14
	80

	13
	55
	15
	10
	80

	Total
	240
	91
	69
	400


Source: Research Survey (2025)

Degree of freedom 8, critical region 0.05



X2 table, 0.05, 8 = 15.507



X2 calculated = 54.82

Decision Rule: - Therefore, with regard to the above observation, it shows that our decision rule is H0, which is “Yes” that inflation has impact on banking activities in Nigeria, while H1 is Null and will be rejected for decision making.

Test 11

QUESTION:
14,15,16,17

Table 4.3.2:
Value of Frequency Observed

	Question
	Yes
	No
	Indifference
	Total

	14
	50
	10
	20
	80

	15
	42
	18
	20
	80

	16
	30
	40
	10
	80

	17
	60
	14
	6
	80

	Total
	182
	82
	56
	320


Source: Research Survey (2025)

Degree of freedom = 6, critical region 0.05



X2 table, 0.05, 6 = 12.592



X2 calculated = 48.05

Decision Rule: H0 is our acceptance while H1 is rejected region

Test 111

Question: 18, 19, 20, 21

Table 4.3.3: Value of Frequency Observed

	Question
	Yes
	No
	Indifference
	Total

	18
	30
	40
	10
	80

	19
	60
	14
	6
	80

	20
	42
	18
	20
	80

	21
	50
	10
	20
	80

	Total
	182
	82
	56
	320


Source: Research Survey (2025)

Degree of freedom = 8, critical region 0.05



X2 table, 0.05, 8 = 15.507



X2 calculated = 92.47

Decision Rule: therefore, rejection of Null Hypothesis and acceptance of alternative hypothesis which says there is impact of inflation on the activities if the calculated fall on the critical region and vice-versa. Hence, the rejection of null hypothesis and acceptance of alternative hypothesis. Therefore, the conclusion is that there is impact on the banking activates.

Generalization


Based on the tested hypothesis, it can be generalized that the presence of inflation will have great impact on banking activities in Nigeria.

4.4
Findings


First Bank was established in 1894 and it is established to provide short and long-term credit facilities to first institutions in the country and to encourage and promote the development of first institution both at state and national level.


From the research and hypothesis tested it is observed that the First Bank of Nigeria has a great impact on electronic banking in the country.


It can be deduced that the operations and the effectiveness of the First Banks in Nigeria are been hinde by some challenges such as low capital, inadequate branches, staff and personnel management. It is also observed that first banks in Nigeria did not operate with network of branches all over the country. However, the impact of electronic banking on deposit money bank can not be emphasized.

CHAPTER FIVE

5.0 

SUMMARY, CONCLUSION AND RECOMMENDATION 

5.1
Summary


The impact of electronic banking on deposit money banks in Nigeria is the one of the greatest advancement in the world of information technology (IT) for working information and data available to users is the internet.


With the intense competition among the banks many are struggling to sky a float in the turbulent business. Electronic banking is a natural fall out of the intense competition in the banking industry.


The study lays emphasis on the impact of e-banking on Nigeria deposit money bank. The was enable the central bank of Nigeria in the area of monetary policy financial system stability and payment to come up with a report of e-banking which the CBN feels it still at early stage of development in Nigeria. The report will anticipate the likely impact of the movement towards e-banking.

5.2
Conclusion 


From the above explanation, the electronic banking services in physical term is global network made up of many husand(s) of computers. Okike and Ibezimaus (2000), describe the internet and the name given to a collection of computer around the world that can be connected for performance transaction, payment etc over the internet through a bank secure site.


Internet is an acronym for “international network” the network is computer network. Thus, “internet” means the linking of one computer network with another across national frontier (CBN Information Technology Publications).


Electronic banking involves the use of a password system for both computer and telephone guidance on electronic banking.com.


Electronic banking (e-banking) can be seen as a term used for performing transaction payment etc over the internet through a bank secure sit (www.riskmanagement.com). But even before advancement of information technology to the internet, banking has been in operation were there is a need to appraise the evolution of computer to internet.

5.3 Recommendations

Based on the conclusions of the study. The following recommendations are made for consideration by deposit money banks and regulatory bodies.

1) Banks that are yet to fully adopt electronic banking should as matter of urgency do so if they must grow, remain relevant, competition and profitable.

2) Position relationship exist between mobile banking and deposit grown of deposit money banks in Nigeria. Therefore, banks that want to improve their deposit growth performance must offer numerous products and services through mobile phones in an effective efficient and cost effective manner.

3) Position relationship also exist between internet banking and total asset growth FMBs in Nigeria. Therefore banks that want to increase their asset holdings and offer numerous, efficient and cost effective secured transactions through the internet. They must also ensure internet network availability at all times.

4) Aggressive e-banking awareness through all media of communication should be embark upon by banks. The awareness should focus on the numerous e-banking products available and their benefits. The awareness campaign should also be extended to non-customers, since there are some e-banking products that do not required a customer to operate an account.

5) Banks should liaise frequently with their network providers to ensure that there is 24/7 network availability if e-banking adoption must be improve.

6) The Central Bank of Nigeria should ensure that all banks comply with the CBN guidelines on electronic banking. This will ensure that the problems of network unavailability, non prompt resolution of dispense error issues and other operational challenges are overcome.

7) Banks should improve the security of e-banking transactions by security their platforms and they should also educate their customers on how to avert e-banking fraud.
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