CHAPTER ONE
INTRODUCTION
1.1 	BACKGROUND TO THE STUDY 
Information and Communication Technology (ICT) is the modern handling of information by electronic means of communication. In Nigerian banking sector such as Union Bank of Nigeria cannot underestimated the impact and role of Information and Communication Technology in their organization because it particularly aids the operational efficiency. 
The greatest innovation that has taken place in the last two decades, information and communication technology is the introduction of computer and advances in information and technology, which have transformed the global economic and have particularly put the banking sector on accelerated pace development. 
The information revolution has led to the convergence of the computing and telecommunication network, covering the world through cable and satellite information super highways. Global networks have dismantled national boundaries and barriers and created a global village where one can access information from any part of the world by the mere touch of mouse.  The banking industry today appears to be truly improving with the technology and aiding globalization and integration of the world’s financial markets, there has been quantum jump in the expectations of customers for newer product and alternative delivery pressure today about what customers are expecting in the future. 
Information and Communication Technology (ICT) can therefore be defined as the modern handling of information by electronic means of communication (Ige, 1995) Information and Communication Technology has become helpful by allowing companies to gain access to their bank statement on personal computer and also individual on their mobile phones. 
Development in a country can be measured in terms of its overall social, economic and political development. But no matter how developed the country is, it cannot be self sufficient, there is an everyday urge to improve in the social relationship, and economic development. 
In Nigeria, during the pre-colonial era, there was always an interaction which starts mostly from trading activities which enables for country to exchange what it has for what it requires. Trading was carried out among the various tribes that made up the present Nigeria Nation through the primitive methods of trade by barter system which is the exchange of goods for goods. However, as society grew more complex, these methods of exchange became insufficient coins and paper notes were introduced and these made it easy for any amount of goods and services to be acquired at the exchange of such coins and paper notes. 
The use of information technology is widespread from the most developed countries through the developing countries to the least developed countries, although the extent of overall use is directly related to the level of development. Deposit money banks since they are highly information intensive; have invested in information and technology extensively. In developed countries, information technology has become a necessity for financial institutions keep on trying to come out with new service/products which are information technology based (Pritam, 2002).    
1.2	STATEMENT OF THE PROBLEMS
The complexity of modern day banking necessitates the use of information and communication technology. Therefore, the mobility of banks to fully adopt information and communication technology is the major research problems.  Although, most banks in Nigeria claim to have computerized their operations, it’s mostly in the area of quotation of simple clerical procedures of personnel payroll and little of these operations are felt by the customers. 
Information and Communication Technology are vital to banking operations while the non-application of the technology in the banking brings about inefficiency. Hence, this research work is aimed at addressing the impact of information and communication technology on the operational efficiency of the Nigeria banking sector. 
1.3	RESEARCH QUESTIONS 
1. 	Does the management of banks accept the degree of Information and communication technology on Nigerian banking sector? 
2. 	To what extent has Information and communication technology contributed to the operational efficiency of the Nigerian Banking Sector? 
3. 	To what extent has Information and communication technology enhance efficiency on banking sector? 
1.4	0BJECTIVE OF THE STUDY 
The main objectives of this study include the following; 
1. To identify the degree acceptance of information and communication technology in the banking sector. 
2. To examine the contribution of Information and communication technology to the operational efficiency of the Nigerian banking sector. 
3. To know if Information and Communication Technology is enhancing efficiency in the Nigerian banking sector. 

1.5 	RESEARCH HYPOTHESES 
The following hypothesis will be developed  and empirically tested, the result will be formed on the  basis  for recommendation and conclusion. 
Hypothesis One 
Ho1: Information and communication technology is not accepted by management in the Banks. 
Hi1: Information and communication technology is accepted by management in the Banks. 
Hypothesis Two 
Ho2: Information and communication technology has not contributed to the operational efficiency in the Nigerian banking sector. 
Hi2: Information and communication technology has contributed to the operational efficiency of Nigerian banking sector. 
Hypothesis Three
Ho3: Information and communication technology has not led to improvement of Information in the Bank which has improved their efficiency. 
Hi3: Information and communication technology led to improvement of Information in the Bank which has improved their efficiency.

1.6	SIGNIFCANCE OF THE STUDY
This study is of significance in three phases which include; to the organization, to the researcher and to individual. It is importance for an organization especially Union Bank of Nigeria Plc as it makes them be conversant of the impact of information and communication technology if it is adopted and considered in their organization to perform their various transaction and operation. Also, it makes the researcher to fulfill the part of requirement for the award of Higher National Diploma in Accountancy, Institute of Finance and Management Studies in Kwara State Polytechnic, Ilorin. Moreover, it will help the future researchers as it serves as secondary source of data upon which it can be referred to from time to time when needed. 
1.7	SCOPE OF THE STUDY 
The scope of the study covers the impact of information and communication technology on the operational efficiency of the Nigeria Banking Sector. The Nigerian banking industry covers the role of information and communication technology, placed on the banking operations of Nigeria, Deposit money banks with special reference to Union Bank of Nigeria. The period of the study is between 2021-2022.

1.8	LIMITATION OF THE STUDY 
This study has been limited by a numbered factor which is as follows:
Time Constraints: Time is a hunting factor as the students are given limited period to complete and submit his project
Financial Constraints: It is another major problem, as the researcher has to travel to various places in search of materials it sudden rise in the transport fare in the country.
Problem of Data Collection: Some people find it difficult to release one data needed by the researcher, although some of them cooperated to a great extent
1.9	OPERATIONAL DEFINITION OF TERMS 
Automated Teller Machine (ATM): - A machine usually in a wall outside the bank , from which you take money out of your bank account, using a special card. 
Computer: - An electronic device that accept data as an input, process it and produce information as an output as a result of step-by-step of instructions (Woherem2007).
Data: - These are raw fact sent into the computer for processing e.g. teller, it helps in decision-making, or information in an electronic form that can be stored and processed by a computer. 
Information Technology: - Information technology is hardware, software and communication required for information system development and operations. 
Nigeria Automated Clearing System (NACS): - A system for the electronic funds transfer between banks of Nigeria. 
Smart Card: - A smart plastic card with a electronic part that records and store information.   
Telegraph: - This is a method of sending and receiving messages by electrical or radio signals. 


CHAPTER TWO
LITERATURE REVIEW
2.0	PREAMBLE  
	This introduces the reader to information and communication technology as an innovating technology of gathering, storing, classifying, manipulating and transferring information. Computer as one of the aspect of information and communication used by banks by way of networking their operation will also be introduced. 
	The last two decades have witnessed the growing impact of two distinct global trends that have profound implication on the world economy rapid growth, ICT has increase global integration of trade and capital flows. The world today is moving in a very fast pace on the technological high way and the fall out of this global innovation has enabled the banking system to achieve and enhance the level of productivity and handle a volume of transaction which would have been impossible without the use of computers. 
	ICT, as defined by Alamatu S. (1997), as the technology involved in acquiring, storing, processing and distributing information by electronic means. This information being distributed or disseminated by micro- electronics based commotion of computing and telecommunication include vocal, pictorial, textual and numeric information. 
	Thus, the main areas of focus of this chapter are meaning and evolution of information and telecommunication technology in the banking sector. Other areas of focus are historical background of the case study that is Union Bank of Nigeria, ICT implementation in the Nigeria Banking Industry and its problems. 
2.1	CONCEPTUAL FRAMEWORK 
2.1.1	CONCEPT OF INFORMATION AND COMMUNICATION TECHNNOLOGY 
  	ICT, which is synonymous with computer communication, broadly referred to all forms of technology, use to create, store, process and use information in its various form i.e. data, voice, facilitates and support communication which makes it possible for data, including text, videos and signals to be transmitted anywhere in the world wherever they are found. 
	There are many devices in the information and communication technology which include networks such as fixed wireless and satellite communication broadcasting networks and applications, such as internet, data base multimedia. 
1. Capturing Technology: Keyboard, voice recognition system, mouse etc. 
2. Storage Technology: Compact disc, ROM, Floppy disc, flash disc, memory card. 
3. Communication Technology: Electronic bulletin board. 
4. Display Technology: Digital video disc, computers etc.  
	The term globalization on the other hands referred to the increasing linkages among countries or the deeper integration of the world economy by trade, finance, direct investment and technology.  
	Globalization brings about greater interaction between countries and people. John Tomlinson (1996) defines it as a rapidly developing process of complex interconnections between societies, cultures, institutions and individuals worldwide. It is a social process which involves shrinking distance through a dramatic reduction in the time taken, either physically or representationally to cross them to make the world seem smaller and in a certain sense, bringing human beings closer to one another.  
	Thomas Friedman (1996) sees it as the loose combination of free trade agreement, the internet and the integration of financial markets that is erasing boarders and writing the world into a single lucrative, but brutally competitive market place. Interestingly, in spite of its continuity as a process, globalization differs in transformation from one time in history to another M.M Yusuf (2006), argued that the current globalization is a capitalist globalization. 
	In conclusion technology breakthrough in information and communication technology was recorded in the 1990s, tagged by Alamatu (1997) as the era of information super highways, banks and the other organizations sought to expand their frontier by depending on new technologies such as the internet, extranet and group were to exploit business frontier by depending on new technologies. 

	According to Adeyeri O.A (1997), enabling technology break through that made it possible for the implementation and application of information and communication technology in the Nigerian banking industry. Also Woherem E. (1997) refers to enabling technology and other electronic forms of business, which are fully automated that banks adopt to ensure effective and efficient delivery of their services. 
	The increasing volume, complexity, competitiveness customer sophistication and globalization of financial services have induced a number of technological developments in the Nigerian banking industry. At the same time, banks need up to data information on account, credit facilities, interest charge income, profitability indices and other financial control information. Deposit money bank have used information and communication technology aggressively and innovatively to create the requisite competitive advantage and to improve the efficiency of product and services to ensure that the bank increase it’s productivity in terms of profitability with minimum effort or cost. This is a technological means that involve the transfer of monetary requiring every time a corresponding piece of paper to authorize or prove that the transfer occurred. It is a system that allows a customer’s account to be debited or credited electronically within 24hours anywhere in the country. According to Akimuli (1999), electronic fund transfer services are based on the principle of preparing and storing predefined financial messages on computer systems and data communication. It is very glaring that electronic fund transfer is another operation that is currently gaining ground in the banking industry in terms of technological means of funds transfer. The machine is photographic in nature: it is used in the signature verification system of banks and automatically store and verifies the signature and photographs of account holders of the banks. 
	Two common constraints in business over the world are time and space as customers wants their need to be met at a point or at a different point in time. The incorporation of two main technologies named are, the computer and telecommunication have helped in the breaking of some space barriers by innovation called computer telephone which simply means, the integration of the computer and telephone, designed to convey text to voice and vice-versa, this in banking context is called telephone banking.
	According to Adeyeri, O.A (1999) supported the definition of mobile banking as service, which allows bank customer to check their balance, authorize inter-branch money transfer and make payment for new cheque books and due bills. 
	Automated Teller Machine is defined by Ogunsemore (1992) as a cash dispenser which is designed to enable customer enjoys banking service without coming into contact with the bank teller. According to Few Celt (1995). Automated teller machine is a means of withdrawing cash using a magnetic strip card or a smart card. Automated teller machine (ATM) are controlled by a micro computer and attached to the banks data center through telecommunication.
	Smart cards are small sized piece of plastic devices with an integrated circuit and used as a payment instruments for numerous financial schemes. It can also be said to be a card made of plastic that looks like a credit card with an embedded microprocessor chip that can store and process information and transaction. It has an interface that allows it to receive power and communication with suitable terminals. The power of smart card lies in their ability to store and manipulate data to handle multiple applications on one care and to perform secured transaction, in addition, users will be able to encrypt all the messages going over a network from the internet terminal with cryptograph chip being placed on the card.
	In the 21st century, more and more people are using the computer and banking system to manage their personal and business finances, indeed the blending of computer and banking has made the overall management of household and business finances far-easier than it ever been at any point in history with the computer and banking. It is simple, to keep track of various types of financial accounts. Indeed all you need to do is log on to the computer and quickly access the programme for computer and banking. 
	The internet has also broadened the scope of computer and banking services that are now available on both the personal and business level when it comes to finances. The internet allows a person to be in direct contact with his or her accounts through computer and banking systems on the World Wide Web. With computers access is fast, convenient and available around the clock.      
	According to Accad (2000), stated that the impact of ICT will eventually lead to product and price customization. According to him, in the future, customers would not be offered what is convenient to produce banks in the face of evolving revolution are being confronted with increasingly sophisticated customer base, compelling them to offer today what their customers would be expecting tomorrow. 
	Another major benefit is, where the application of information and communication technology has tremendously assisted the banking sector the provision of various financial services providers are seizing the opportunity offered by the internet to create entirely new business and smart banks are using information and communication technology to rein their roles and the way they deliver values.   
	Ovia (2002) postulated that ICT will lead to a reduction of cash transaction with long term prospect of minimal cash handling and also assist in the reduction of risk exposure as far as armed robbery and such other vices are connected, 
	Awe (2000), observed that on-line banking gives the ability to pay bill electronically. Electronic payment can be credited that same day or the next customers can download account transaction on-line in their home or offices without necessarily entering the banking hall.  
	In Nigeria, the use of information and communication technology has been more wide spread in the banks than in other sector of the economy. Yet, banks have a long way to go in order to meet the standard of information and communication technology used in banks in other part of the world. Computer and other telecommunication are being used by many banks in Nigeria. However, Nigerian banks face a lot of challenges. 
	The several costs has also permanently burdened the pension cost of the old generation banks. The major social cost of information and communication technology investment by banks has been the loss of employment by staff not needed under the new high technology banking. Other challenges are the problem of inadequate training techno-phobia of many staff and the resistance of personnel to embrace new system. Most of the staff employed and deployed some of the computerized sections are not professionall6y trained.
	Consequently, the expected interface and synergy between technical people in the information and communication technology department and the operations personnel to continually evaluate the performance of installed information and communication technology infrastructure and pass appropriate information on their short comings to staff in ICT department for rectification through either minor repair, remodeling or reconfiguration.
   	Woherem, E. (1997) identified some of these challenges as his own contribution to include lack of information and communication technology management, absence of information and communication technology strategies, and lack of basis. Infrastructure and facilities for the exchange of information and lack of maintenance culture in Nigeria public networks, lack of investment capital and lack of knowledge on how to develop ICT system internally, Adeyemi, O.A (1997).  
	Information and Communication Technology driven service delivery has become the norms in achieving a high degree of efficiency and customer satisfaction in the source. It is for the reason that ICT has become the major strategy of competition among banks and between banks and non-banking in situation diverse financial products and services to customers. This major shift at the competitive level has informed the massive investments of the banks over the years. In ICT infrastructure, culminating in on-line, real time connection of their branches beginning from July 1999. The admirable result of their pragmatic ICT strategy is that, they have deployed ICT to enhance the efficiency of their staff and operation. 
	They have a functional telephone banking facility which allows customers by mere using phone to make balance enquiry, they also have the corporate treasurers window facility which enable their blue-chip customers to query their account with them in the comfort of their offices with union value card, which is a card payment system, they connect their corporate client’s business with those of their front office customer. These products individually and collectively reduce the customer’s physical visit and presence at the bank branch to conduct banking transaction, thus saving time and resources which can be deployed to other economic activities and increasing the convenience and safety of transaction.   
2.2	THEORETICAL FRAMEWORK 
2.2.1	INFORMATION THEORY 
Information theory studies the quantification, storage, and communication of information. It was originally proposed by Claude E. Shannon in 1948 to find fundamental limits on signal processing and communication operations such as data compression, in a landmark paper entitled "A Mathematical Theory of Communication". Applications of fundamental topics of information theory include lossless data compression (e.g. ZIP files), lossy data compression (e.g. MP3s and JPEGs), and channel coding (e.g. for digital subscriber line (DSL)). Its impact has been crucial to the success of the Voyager missions to deep space, the invention of the compact disc, the feasibility of mobile phones, the development of the Internet, the study of linguistics and of human perception, the understanding of black holes, and numerous other fields.
A key measure in information theory is "entropy". Entropy quantifies the amount of uncertainty involved in the value of a random variable or the outcome of a random process. For example, identifying the outcome of a fair coin flip (with two equally likely outcomes) provides less information (lower entropy) than specifying the outcome from a roll of a die (with six equally likely outcomes). Some other important measures in information theory are mutual information, channel capacity, error exponents, and relative entropy.
The field is at the intersection of mathematics, statistics, computer science, physics, neurobiology, and electrical engineering. The theory has also found applications in other areas, including statistical inference, natural language processing, cryptography, neurobiology, human vision , the evolution and function of molecular codes (bioinformatics), model selection in statistics, thermal physics, quantum computing, linguistics, plagiarism detection, pattern recognition, and anomaly detection.[8] Important sub-fields of information theory include source coding, channel coding, algorithmic complexity theory, algorithmic information theory, information-theoretic security, and measures of information.
Information theory studies the transmission, processing, extraction, and utilization of information. Abstractly, information can be thought of as the resolution of uncertainty. In the case of communication of information over a noisy channel, this abstract concept was made concrete in 1948 by Claude Shannon in his paper "A Mathematical Theory of Communication", in which "information" is thought of as a set of possible messages, where the goal is to send these messages over a noisy channel, and then to have the receiver reconstruct the message with low probability of error, in spite of the channel noise. Shannon's main result, the noisy-channel coding theorem showed that, in the limit of many channel uses, the rate of information that is asymptotically achievable is equal to the channel capacity, a quantity dependent merely on the statistics of the channel over which the messages are sent. 	
Information theory is closely associated with a collection of pure and applied disciplines that have been investigated and reduced to engineering practice under a variety of rubrics throughout the world over the past half century or more: adaptive systems, anticipatory systems, artificial intelligence, complex systems, complexity science, cybernetics, informatics, machine learning, along with systems sciences of many descriptions. Information theory is a broad and deep mathematical theory, with equally broad and deep applications, amongst which is the vital field of coding theory.
Coding theory is concerned with finding explicit methods, called codes, for increasing the efficiency and reducing the error rate of data communication over noisy channels to near the channel capacity. These codes can be roughly subdivided into data compression (source coding) and error-correction (channel coding) techniques. In the latter case, it took many years to find the methods Shannon's work proved were possible. A third class of information theory codes are cryptographic algorithms (both codes and ciphers). Concepts, methods and results from coding theory and information theory are widely used in cryptography and cryptanalysis.
2.2.2	COMMUNICATION THEORY 
A theory that deals with the technology of the transmission of information (as through the written word or a computer) between people, people and machines, or machines and machines 
There is some sense of the impact of telecommunications and computerization (almost all writers have gone on-line with something by now after all), but few of these fictions seem shaped in any serious way by information or communication theory.
Robert Coover, The New York Times Book Review, 18 Mar. 1984 
Ms. Medsger said the three major trends that supervisors found most disturbing were the emphasis on faculty members with academic rather than journalistic experience, the elimination of journalism as a stand-alone major and the increased emphasis on communication theory at the expense of basic reporting and writing skills.
Iver Peterson,  The New York Times,  6 May 1996 
Mechanistic – The mechanistic view point says that communication is simply the transmission of information from the first party to the second party. The first party being the sender and the second party being the receiver. 
Psychological -  According to the psychological view point, communication is simply not the flow of information from the sender to the receiver but actually the thought, feeling of the sender which he tries to share with the receptions. It also includes the reactions, feeling of the receiver after he decodes the information.
Social -  The social view point considers communication as a result of interaction between the sender and the receiver. It simply says that communication is directly dependent on the content of the speech. “How one communicates” is the basis of the social view point. 
Systemic – The system view point says that communication is actually a new and a different message which is created when various individuals interrupt it in their own way and then reinterpret, it and draw their own conclusion. 
Critical – The critical view point says that communication is simply a way with the help of which an individual expresses his power and authority among other individuals. 
	To summarize the communicator theory proposes that to survive, every living entity, needs to communicate with others and also among themselves. Communication is a dire need of survival. 
  2.3	EMPIRICAL REVIEW 
	Computer is an electronic device which is capable of receiving information (data) in a particular form and performing a sequence of operations in accordance with a predetermined but variable set of procedural instructions (Program) to produce a result in the form of information or signals. The hardware refers to the physical components of computers and it include arithmetic unit, logic unit, control unit, input and output unit. 
	Software on the other hand is divided into application software and system software. System software enables application software to be run and it includes operating system and any program that support application software and the user. 
	The first attempt to automate the manual process of banks was in the late 1970s when banks, such as Union Bank of Nigeria and United Bank for Africa introduced the IBM 370 series of computer. Then, entries were written on input sheet and sent to the users having gone through several processing in Data Control Unit (DCU). During this period, mainframes were generally in use by these first generation banks and processing was in batches.
	In the development of hardware, infrastructure of delivering for modern banking services, it has become instructive for bank to collaborate in order to be able to take the benefit of unit cost reduction available with most of these technologies with large scale capabilities. Examples include the electronic course, the value card and the Automated Teller Machine (ATM). Banks in Nigeria have also co-operated in one way or the other to form subsidiaries and associated companies that provide common services. 
	The other part of information and communication technology can be said to be telecommunication technology. Woherem E. (2000). While people have been communicating from tine with words, telecommunication is a newer and more powerful form of communication of voice and data signals over some geographical distances through medium like telephone, radio, micro wave. This started in 1837 with the invention of the telegram by SAMUEL MORSE. It was used to transmit information using electrical impulses over a copper wire. Messages were transmitted by translating character into sequence for long or short electrical impulses called dots and dashes that are then transmitted to a receipt.  
	According to Alamatu, S. (1990), the relationship between computer and communication began to emerge after invention of the transistor in 1947, which allowed smaller and cheaper computer to be built. Telecommunication and its related information processing technologies increase the capacity of many sector of a modern economy to deliver effectively, the services essential for equity and sustained development.   


CHAPTER THREE
RESEARCH METHODOLOGY
3.0	AREA OF STUDY
	Research methodology is the specialization of procedure and method for collecting and analyzing the data necessary to define and solve problem (Asika, 1990). This section focuses on the research design, data collection, identification of population size and sample, research hypothesis and data analysis method. 
3.1	DESIGN STUDY 
The research design adopted in this study is the survey method. The method provide for an intensive analysis of the case study upon which generalization can be made. Union Bank of Nigeria, Ilorin was used as a case study.
3.2	SOURCES OF DATA 
	Data for this research project are collected from two main sources, primary and secondary sources.
	The primary source will be regarded as information generated from respondents by asking them verbal questions interviews or by requesting them to give written responses to question outlines in form of questionnaire. 
	The secondary source of data for this research is generated through information collected from already published work of the case (Union Bank of Nigeria) and relevant literature like journal, magazine, internet and textbooks. 
3.3	POPULATION OF THE STUDY 
A research population means the total number of people living in a specific geographical are. This can also be defined as a group of people who are similar in one way or more that form the subject of the study.
Therefore, for the purpose of this study, the population is made up of the staff of Union Bank of Nigeria, Ilorin. 
3.4	SAMPLE SIZE AND SAMPLING TECHNIQUES 
	For the purpose of the research effort, the sample size cut across customers and staff of Union Bank of Nigeria, Kwara State, Ilorin. The customer cut across both gender, that is male and female while the staff bank are the length of services and their educational qualification.
	The sampling technique used in carrying out this research work gives each member the sample random sampling method
3.5	RESEARCH INSTRUMENT 
	The questionnaire design was used as a research instrument for gathering information in the survey design to provide answer to the parable statement the questionnaire contain both close and open ended question the answer to the closed question are in a structure form yes or no. 
3.6	METHOD OF DATA ANALYSIS 
	Data analysis may be defined as the breaking down and ordering of quantitative information gathered. It include searching for trends and pattern of associated and relationship among data or group of data. Asika (1990). 
	For the purpose of this research study, simple percentages are used in presenting and analyzing the data. The obtained data will be analyzed and interpreted, using simple table and this mainly due to nature of the data collected. The analysis will take into consideration the respondent questionnaire. 
	Also chi-square distribution will be used in analyzing the data collection and to test the hypothesis formed. 
X2 = ∑(o – e)
               e
Where, 
o = observed frequency 
	e = expected frequency 
	∑ = sign (for summation) 

Expected frequencies (e) 	  RT X CT      
 				      GT
Where
	RT = row total 
	CT = column total 
	GT = ground total 
	X2 = test statistics 
	Also, the chi-square was tested of 5% level of significant level.
Decision Rule: 
	The decision rule for chi-square is that the null hypothesis (Ho) should be rejected if the calculated value of X2 is greater than the table value which the alternative hypothesis (Hi) should therefore be accepted and vice versa. 
3.7	MODEL SPECIFICATION 
To conduct the investigation that examines the impact of information and communication technology on the operational efficiency of the Nigerian banking sector. The two constructs include information and communication technology and banking sector. The model for this study takes the following form: 
Y= β0 +βX1+μ 

Where, 
y= impact of Information and Communication Technology (Dependent variables) 
x= banking sector (Independent variables) 
β= Coefficient of ICT
μ= Error Term 














CHAPTER FOUR
ANALYSIS AND DISCUSSION 
4.1	PREVIEW 
	In this chapter, efforts are made at the empirical quantification of responses from the respondent. The questionnaire administered on the bank staff was divided into two parts, A & B. Part A dealt with the personal information and banking services at Union Bank of Nigeria in participation. 
	This is made up of the analysis and the presentation of result of the test conducted through responses to questionnaire administered. For the purpose of simplicity, the analysis were done through the use of tables percentage (%) and hypothesis formulation using the chi-square method. 
	In order to collect data for this research work, 20 questionnaire were distributed and were return duly completed. The analyses of the responses on their corresponding percentage are presented in the table below.  




4.2	DEMOGRAPHIC CHARACTERISTICS OF RESPONDENTS
Section A
Table 1 Frequency distribution of management level of respondents
	Management Level  
	No of respondents 
	Percentage %

	Lower 
	12
	60

	Middle 
	5
	25

	Top 
	3
	15

	Total 
	20
	100


Source: Field Survey, 2025
	The above table shows that 12 respondents representing 60% are in the Lower level of management. 5 respondents representing 25% are in the middle level while 3 respondents representing a total of 15% are at the top of management. 
Table 2 Frequency distribution of Sex of the respondents 
	Sex
	No of respondents 
	Percentage %

	Male 
	15
	75

	Female 
	5
	25

	Total 
	20
	100


Source: Field Survey, 2025
Looking at the table above, it shows that 15 respondents representing 75% were male while 5 respondents representing 25% were under female category.


Table 3 Frequency distribution of the educational qualification of the respondents 
	Qualification 
	No of respondents 
	Percentage %

	ND/NCE
	10
	50

	HND/B.sc
	7
	35

	M.sc
	3
	15

	Total 
	20
	100


[bookmark: _GoBack]Source: Field Survey, 2025
	The above table shows that 10 respondents representing 50% were ND/NCE holder, 7 respondents representing 35% were HND/B.sc holder while 3 respondents representing 15% were M.sc holder.  
Table 4 Frequency distribution of respondents’ working experience 
	Year   
	No of respondents 
	Percentage %

	1-5
	15
	75

	6-10
	5
	25

	10 and above 
	0
	0

	Total 
	20
	100


Source: Field Survey, 2025
	The above table indicates that 15 respondents representing 75% were between 1 and 5 years of working experience while 5 respondents representing 25% were between the ranges of 6-10 years of working experience. This indicates that, respondents have acquired sufficient experience to understand the meaning of the subject matter of their organization. 


Section B
Table 5
Question: Do you know whether the bank has adopted information and communication technology or not?
	Option 
	No of respondents 
	Percentage %

	Yes 
	20
	100

	No
	0
	0

	Total 
	20
	100


Source: Field Survey, 2025
	The above table shows that all the respondent agreed that the bank has adopted ICT in its operation. 
Table 6:  
Question: What is the extent of ICT adoption by bank?
	Option 
	No of respondents 
	Percentage %

	Below average 
	7
	35

	Above average 
	13
	65

	Total 
	20
	100


Source: Field Survey, 2025
	The above table shows that 7 respondent representing 35% were of the opinion that, the level of ICT adoption by the bank was below average while 13 respondent representing 65% opined that the level of ICT adoption of the bank was above an average level. 


Question: Do you know whether the bank has some ICT facilities or not?
	Option 
	No of respondents 
	Percentage %

	Yes 
	20
	20

	No
	0
	0

	Total 
	20
	100


 Source: Field Survey, 2025
	The table above shows that all the respondents were of the opinion that bank has ICT facilities. 
Table 8 
Question: Do you know whether ICT has helped in reducing the waiting time of the customer or not?
	Option
	No of respondents 
	Percentage %

	Yes 
	16
	80

	No 
	4
	20

	Total 
	20
	100


 Source: Field Survey, 2025
	The above table shows that 16 of the respondents representing 80% were of the opinion that ICT has reduced the waiting time of the customers while 4 respondents representing 20% opined that ICT has not reduce the waiting time of the customers for long hours. 


Table 9 
Question: Do you know whether ICT has led to an increase in the number of customer and profitability of the bank?
	Option   
	No of respondents 
	Percentage %

	Yes 
	15
	75

	No
	5
	25

	Total 
	20
	100


Source: Field Survey, 2025
	The above table shows that 15 respondent representing 75% agreed that ICT has led to an increase in the number of customer and profitability of the bank while 5 respondents representing 25% disagreed. 
Table 10 
Question: Do you know whether ICT has improve the service delivery of the bank?
	Option   
	No of respondents 
	Percentage %

	Yes 
	20
	100

	No
	0
	0

	Total 
	20
	100


Source: Field Survey, 2025
	The table above shows that all the respondents were of the opinion that ICT has improved service delivery system of the bank. 


Question:  Do you know whether the bank’s adoption of ICT is cost effective? 
	Option   
	No of respondents 
	Percentage %

	Yes 
	20
	100

	No
	-
	-

	Total 
	20
	100


Source: Field Survey, 2025
The above table shows that all respondents opined that the adoption of ICT by their bank is cost effective. 
Table 12 
Question: Do you know whether the benefit derived from the acquisition of ICT outweigh its cost?
	Option   
	No of respondents 
	Percentage %

	Yes 
	16
	20

	No
	4
	20

	Total 
	20
	100


Source: Field Survey, 2025
	The table above shows that, 16 respondents representing 80% were of the opinion that the benefits derived from ICT outweigh its cost while it respondents representing 20% opined that, the cost of ICT outweigh the benefits derived. 
4.3	STATISTICAL RESULT 
	This research work statistically shows that information and communication technology has significant impact on the operational efficiency of the Nigeria banking sector. 
4.4	TESTING OF HYPOTHESES 
	Having given a careful analysis of the responses to each question, the hypothesis earlier formulated in chapter one are hereby tested, as already given in chapter three. The formula statistically represented by; 
Ei = No of the frequency 
Oi = Observed frequency 	
HYPOTHESIS ONE 
Ho: Information and Communication Technology is not accepted by management in the bank. 
Hi: Information and Communication Technology is accepted by management in the bank.
	Oi
	Ei
	Oi -Ei
	(Oi – Ei)2
	(Oi – Ei)2 / Ei

	20
	17.7
	2.3
	5.29
	0.29

	13
	17.7
	-4.7
	-22.09
	-1.25

	20
	17-7
	2.3
	5.29
	0.29

	0
	2.3
	-2.3
	-5.29
	-2.3

	7
	2.3
	4.7
	22.09
	9.60

	0
	2.3
	-2.3
	-5.29
	-2.6

	X2
	4.33



Degree of freedom, DF = (c – 1) (r – 1)
				(3 - 1) (2 - 1)
				2 X 1 = 2
DECISION 
	Since the calculated value of 4.33 is greater than the table value of 5.991, that is 4.33>5.991, the null hypothesis (Ho) are rejected and the alternative hypothesis (Hi) accepted that information and communication technology is accepted by management in the bank 
HYPETHESIS TWO
Ho: Information and communication technology has not contributed to the operational efficiency in the Nigerian banking sector. 
Hi: Information and communication technology has contributed to the operational efficiency in the Nigerian banking sector. 
	Oi
	Ei
	Oi -Ei
	(Oi – Ei)2
	(Oi – Ei)2 / Ei

	16
	17
	-1
	-1
	-0.1

	15
	17
	-2
	-4
	-0.24

	20
	17
	3
	9
	0.53

	4
	3
	1
	1
	0.53

	5
	3
	2
	4
	1.33

	0
	3
	-3
	-9
	-3

	X2
	-1.15


Degree of freedom, DF = (c – 1) (r – 1)
				(3 - 1) (2 - 1)
				2 X 1 = 2
At 5% level of significant and degree of freedom of 2, the above value is 5.991. 
DECISION 
		Since the calculated value of -1.15 is greater than the table 5.991, that is -1.15>5.991, the null hypothesis will be rejected and alternative hypothesis (Hi) will be accepted that Information and communication technology has contributed to the operational efficiency in the Nigerian banking sector. 
4.5	DISCUSSION OF FINDINGS 
	The findings discussed above shows that the adoption of information and communication technology has positive impact on the operational efficiency of the Nigeria banking sector.  


CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	SUMMARY 
	This chapter summarizes the result of the work, draws conclusion upon the result tested through the hypothesis and makes appropriate recommendation. The limitations faced during the work of this research were also highlighted and suggestions for potential researchers were made as well. It is also clear that, from the analysis that efficient delivery of services via the introduction of information and communication technology (ICT) is highly imperative. Banking services is built around people that is.
	Therefore, the bank and its staff should aware of the importance of customer to their existence. Their actions should all be directed at satisfying the customers and also for their survival in a competitive environment.
	For now, the introduction of information and communication technology (ICT) into banking operation remains the only solution to the perennial congestion often seen at the bank counters.
	This research work has critically examined the roles of ICT in the Nigeria Banking Industry, being the sector that mostly makes use of ICT as a result of the deregulation and its consequent increase competition among the bank as well as between banks and other financial institutions, increase volume of services, customers, sophistication and globalization of financial services.
5.2	CONCLUSION
	Based on the study carried out in chapter two and three of this research, one may conclude that ICT has played, it’s playing and will continue to play a perfect role in the banking industry if banks can continue to re-engineer their operations based on the changing need of time. This is because a time is coming when people will be able to carry out all of their banking activities with computers.
	However, the adoption of ICT has not been without some problems. Banks are been confronted with a lot of problems and beside, findings in chapter four revealed that, in spite of the benefit derived from adoption of ICT, it is still risky and fraud-prone.
5.3	RECOMMENDATION
	In line with problems and the risk involved in the adoption of ICT, the following suggestions may be of assistance.
i. The need to build a better and more optional infrastructure that will serve as a backbone for communication within the bank.
ii. Banks should come together to collaborate in sourcing for new and common technologies such as VSAT (very small Aperture Terminal)
iii. The government should improve on the project of telecommunication infrastructure.
iv. The need to professionate ICT system development, used and management in Nigerian Banks.
v. Bank should turn their ICT department to computer department to enable them develop some of their system in-house and train their ICT Personnel.
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