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ABSTRACT
This paper sought to examine the impact of electronic banking on the performance of commercial bank in Nigeria. The paper uses both the primary and secondary data to elicit information from the forty (40) respondents. The primary data were collected through the use of questionnaire, while the secondary data were obtained from the publications of the Central Bank of Nigeria Electronic Banking Guideline, Annual Reports of CBN and Access Bank Plc. The population selected was designed to obtain adequate and diverse views pertaining to the level and impact of electronic banking in Access Bank. The paper employs both descriptive and inferential statistics to analyze the data. In addition, simple frequency counts, percentages and the chi-square were used in the data analysis. Findings show that 22 credit officers or 62.9% of respondents agree with the opinion that electronic banking system has made banking transactions easier, 11 credit officers representing 31.45% strongly agree, while 2 of them representing 5.7% were undecided and none of the respondents is either disagree or strongly disagree. The paper concludes that the adoption of electronic banking has enhanced the bank’s efficiency, making it more productive and effective. The paper therefore recommends that the Nigerian banking sector must be focused in terms of their needs and using the right technology to achieve goals, rather, than acquiring technology of internet banking because other banks have it.
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CHAPTER ONE
INTRODUCTION
1.1	BACKGROUND TO THE STUDY
	Information technology (IT) has become part of necessity for human endeavors, more specifically on economic development, business transactions, quality of delivery, and productivity. IT refers to the use of software, hardware, services, and the supporting infrastructures to manage and deliver information via a voice, data, and video (Safeena & Date 2010; Uduji, 2013). The use of IT applications has changed the entire business environment in an unprecedented manner (Uduji, 2013a). Banking sector, for instance, has benefited tremendously from online business (e-business) strategy. E-business is one of the subsets of IT applications and is commonly used for developing, innovating, and strengthening the competitiveness of banking industry (Oluwatolani, Joshua, & Philip, 2011). Hasan, Baten, Kamil, and Parveen (2010) argued the technology innovations are parcel and they contribute to the distribution channels of the banks.
	IT and online banking (e-banking) have become a key element of strengthening the competitiveness of the nation’s economy and productivity, and efficiency of private and government banks (Oluwatolani et al., 2011) including in the developing countries like Nigeria. The evaluation of IT has driven numerous changes in the banking industry starting from the distribution channels as evidenced by automated teller machine (ATM), mobile-banking, tele-banking, PC-banking and the most recent technology, e-banking (Gallup, 2008). These technologies have replaced the cascading labour-intensive transaction system and paper-based payment instruments. Safeena and Date (2010) asserted that underestimating the importance of e-banking may ultimately increase the gap with industrialized countries as most banks are looking for opportunities that arise from the new market environment. Nigerian banks are expected to benefit from this persistent and enduring effect of e-banking on improving the efficiency and service delivery electronically.
	Electronic banking is considered as a new revolution of the traditional banking services which offers customers the greatest expediency for performing banking transactions via electronic. All banks, especially the large banks and mutual banks, have gradually increased their number of internet banking services available to customers over the past decades (Momeni, 2013). Advances in electronic banking technology have created new ways of handing banking transactions, especially via the online banking channel. A feature of the banking industry across the global has been that it is increasingly becoming turbulent and competitive, characterized by an increasing trend towards internationalization, mergers, takeovers and consolidation of the banking industry (Muhammed, Akin & Abdul, 2015). In light of the recent financial crisis and global economic recession, leaders of financial institutions are under additional pressure not only to maintain customer satisfaction while sustaining lower costs, but also to maintain market leadership. To lower costs and maintain leadership, bank leaders have capitalized on superior service quality and information technology infrastructures.
	There is nothing as constant as change in life and this is also the case with the service industry made up of both the banking and the non banking financial institutions. A high customers’ enlightenment and their need for efficient and effective service have made the financial environment both dynamic and complex in nature. The booming commerce world has given birth to globalization. Likewise, there is a need to manage business know-how like any other asset for efficient performance of the business in particular and for the growth of the economy in general. To manage knowledge, there is the need for banks to both share information and also to enforce schemes for creating fresh ones (Nabil Al-Fahim, 2012), hence the need for electronic banking.
	According to Garuba (2010), “three or four decades ago, banking was a simple business; customers saved their money with the received their financial services from banks. When they open savings account, they received passbook from the bank with which the account would be operated; and when it is a current accounts, they received cheque books for the same purpose”.
	In modern times, the banking sector has changed into the use of banking applications. These applications can fulfill all banking operations online while relying on information. The use of electronic banking to execute banking operations has become vital to banks operating in Nigeria and also caused local and global competitiveness (Ndubuisi, 2006; Ehigie, 2006). This is because banks as financial intermediaries connect both the surplus and the deficit investors together and as financial institutions carry out banking and financial services which are very crucial for economic growth. Also, they act as catalyst for the implementation of monetary policies by the Central Bank of Nigeria; hence one can see the importance of banks to economic growth and thus the need for e-banking to help speed up the delivery of their services to their customers. According to Daniel (1998), bank customers are satisfied when they know that there will be no queue or delay in them getting their varioues from the bank and one way, banks can ensure the satisfaction of their customers is through the introduction of e-banking.
	E-banking is also known as online banking that is an offshoot of personal computer banking using the internet as the distribution line by which banking activities like paying bills, checking of account balances, and fund transfers are executed (Muhammed, et al, 2009). Prakash and Malik (2008) defined electronic banking as “the use of technology to communicate instructions and receive information from a financial institution where an account is held”.
	The growth and development of the banking sector is a sine qua non for economic growth hence every country seek the development of the sector, and just as banks depend on customer’s patronization either for deposit, loan, or other services in order to make profit and growth, customers too need service satisfaction from banks in order to continue transacting business with such bank and the successful continuation of the cycle is a major boost for economic growth, hence the need for this study.
	Timothy (2012) posits that three or four decades ago, banking was a simple business; consumers saved their money with the received their financial services from banks. When customers open savings account, they received passbook from the bank with which the account would be operated; and when it is a current accounts, they received cheque books for the same purpose. Today, the banking industry has moved into an era of menu-driven ultra robust specialized software programmes called banking applications. These applications can carry out virtually all banking functions relying heavily on information collection, storage, transfer and processing. The application of electronic banking products/services to banking operations has become a subject of fundamental importance and concerns to all banks operating within Nigeria and indeed a condition for local; and global competiveness (Ezeoha, 2006; Ikechukwu, 2000). The recent consolidation exercise in Nigeria banking sector has drawn the attention of many banks to applications of various technological devices in promoting/achieving better customer service delivery that guarantee customer satisfaction that translates into increase profitability and higher return on investment.
1.2	STATEMENT OF PROBLEM 
	E-banking was adopted by banks so as to improve their service delivery, decongest queues in the banking hall, enable customers withdraw cash 24/7, aid international payment, tract personal banking transaction, request for online statement. Or even transfer deposit to a third party account but there are still some problems working against both banks and their customers in Nigeria from enjoying e-banking.
	First is the issue of uncasing faulty system and inconsistent internet connectively. This has negatively impacted bank’s operation and affected their productivity and profitability. 
Similarly, banks are often faced with system redundancy due to rapid technological changes resulting to excessive costs hence, lower profitability.
Again, the issue of insecurity and lack of privacy occasioned by the activities of hackers is another problem militating against the banks from milking the full benefits offered by e- banking. These could lead to financial and capital losses due to inaccurate processing of transactions, data privacy and confidentiality, unauthorized access or intrusion to financial institution’s systems and transaction, which will in turn, take a heavy toll on their profitability and overall performance. Also, the banks are met with complaints from customers as regards, malfunctioning Automated Teller Machines (ATMs), network downtime, online theft and fraud, non availability of financial service, payment of hidden cost of electronic banking like Short Message Services (SMS), for sending alert, mandatory acquisition of ATM cards, and non acceptability of Nigerian cards for international transaction amongst others. Hence, this research work tends to look at the problems and possible solutions of electronic banking vis-a-vis customers’ satisfaction and also its impact on the Nigerian economy as these problems can hamper economic growth.
1.3	RESEARCH QUESTIONS 
	In attempting to establish a relationship between electronic system and banking, the following research questions are imperative:
1. Does Automated teller machine services (ATM) contributes to bank performance in Nigeria?
2. Does electronic fund transfer (EFT) contributes to bank performance in Nigeria?
3. Does electronic data interchange (EDI)  contributes to bank performance in Nigeria?
1.4	OBJECTIVES OF THE STUDY
The study aims to investigate the impact of E-banking on commercial banks. 
Investigate the effects of electronic banking on the performance of bank.
The specific objective of the study includes:
-	To determine the impact of Automated teller machine services (ATM) on banking performance.
-	To examine the relationship between electronic fund transfer and banking performance.
-	To determine the significant of electronic data interchange on banking performance.

1.5	RESEARCH HYPOTHESIS 
Hi:	Automated teller machine services (ATM) have significant impact on bank performance. 
Hii:	There is significant relationship between Electronic fund transfer bank performance.
Hiii:	Electronic data interchange have improved customer satisfaction in commercial bank.




1.6	SIGNIFICANCE OF THE STUDY 
The main aim of the study was to help fill significant gaps in knowledge about the electronic banking landscape in commercial banks. In addition to this, the study findings are expected to be of great use to:-
a.	Scholars 
	The study will help scholars understand the various forms of electronic banking and its effects on the financial performance of commercial banks. They will be able to know the evolution of electronic banking and what has been the change experienced due to introduction of electronic banking in zenith bank. The channels used by various banks to carry and electronic banking will also are highlighted in the study.
b.	Governments 
     	The study will provide the necessary data to the government to help them in policy formulation and also enable them to be able to control its finances efficiently hence be efficient regulators.
c.	Banks 
	Banks will be able to provide quality services to its consumers and even encourage more people to invest in it, and other financial institutions. The banking organizations in zenith will also have a benchmark for measuring their electronic banking services and their financial performance.
d.	Consumers
	The consumers will be able to know where the banks lag in terms adoption of electronic banking and in providing products and services. The study will also prove to be important since it will provide a benchmark for consumers to evaluate the convenience of electronic banking. 

e.	Customers 
	Bank customers will be able to carry out their transactions from the comfort of their homes or workplace hence saving on time and resources; they will also gain a better understanding of how to carry out bank services using electronic banking.
f.	Researchers 
 	Researchers will be able to add to their research work about electronic banking and gain a better understanding on this field. The findings can also be used in future as reference material.

1.7	SCOPE OF THE STUDY 
This study intended to investigate on the impacts of electronic banking on commercial banks in Nigeria using zenith bank of Nigeria as case study.
This study seeks to present the present status of electronic banking in Nigeria commercial banks and how they impact on the financial performance of commercial banks for example the Zenith Bank, Guarantee Trust Bank, United Bank of Africa, cooperative bank and many other Nigeria financial institutions. This study therefore seeks to investigate whether electronic banking has had an impact on the financial performance of banks that is by evaluating whether the use of electronic banking has led to increase or decrease in profitability and if its customers are being satisfied by the services being rendered electronically. Moreover, this study will contribute to the body of knowledge on an understanding of how electronic banking will impact on the overall performance of banks. This can be used in future as a reference article to banks planning to invest in electronic banking.


1.8	DEFINITION OF KEY TERMS
DIRECT DEPOSIT:- Its banking term used to refer to a banking option that allows for the transfer of fund without the associated with paper checks 
BANK:- a bank is a financial Institution that accept deposits from the public and creates credit. Lending activities can be performed either directly or indirectly through capital market due to their importance in the financial stability of a country, banks are highly regularly in most countries.
BANKING:- In it modern sense evolved in the 14th century in the prosperous cities of renaissance Italy but in many ways was a continuation of ideas and concept of credits and lending that had their roots in the ancient world.
	Banking began with the first prototype banks of merchants of the ancient world, which made grant and loans to farmers and traders who carried goods between cities and this system is known as a barter system.
E-BANKING:- Also known as online banking, internet banking or virtual banking  is an electronic payment system that enables customer of a bank or other financial institution to conduct a range of financial transaction through financial institutions website. The online banking system with typically connect to or be part of the core banking system  operated by a bank and is in contrast to branch banking  which was traditional way customer accessed banking services.
PROFITABILITY:- The degree to which a business or activities yields profit  or financial gain
AUTOMATED TELLER MACHINE SERVICES A.T.M:- Was the first E-banking service provided by bank when they started going digital. An ATM make the process of withdrawing and depositing money convenient.
ELECTRONIC FUND TRANSFER (EFT):- An ETF is used to electronically transfer money from one bank account to another. Some example of EFT are National electronic funds transfer (NEFT) immediately payment service (IMPS) and real-time cross settlement (RTCs). Hence E-banking comprises a range of different medium of transacting online.
ELECTRONIC DATA INTERCHANGE (EDI):- Electronic data interchange that is restricted to business transactions. It is used to improve operational efficiency and reduce transaction cost across a supply chain consisting of manufacturing supplier logistic provider, retailer and wholesales etc EDI has succeeded in making transaction across business paperless and seamless.




















CHAPTER TWO
LITERATURE REVIEW
2.1	INTRODUCTION
 	Timothy (2012), electronic banking refers to the use of the internet as a remote delivery channel for providing services, such as opening a deposit account, transferring funds among different accounts and electronic bill presentment and payment. This can be offered in two main ways. First, an existing bank with physical offices can establish a website and offer these services to its customers in addition to its traditional delivery channels. Second, is to establish a virtual bank, where the computer server is housed in an office that serves as the legal address of such a bank. Virtual banks offer their customers the ability to make deposits and withdraw funds via ATMs (Automated Teller Machines) or other remote delivery channel owned by other institutions, for which a service fee is incurred. Ahasanul (2009) Electronic banking (e-banking) is the newest delivery channel of banking services.
	Electronic banking system is a conventional banking system which started in Nigeria in 1952; (Benjamin 2001). Since then, the industry has witnessed a lot of regulatory and institutional advances. The industry was being controlled by at most five out of the 89 banks that were in existence before the commencement of the merger and acquisition of banks in Nigeria economy. Multiple branch systems is also one of the notable features of Nigerian Banks, with a total of 89 banks according for about 3017 bank branches nationwide as at 2004. Also, the industry was faced with heavy challenges including the overbearing impact of fraud and corruption, erosion in public confidence, a poor capital base, persistent cases of distress and failure, poor asset quality and so on. Part of the moves to resolve these lingering problems include the banking reform initiated by the Central Bank of Nigeria in June 2004, which is largely targeted at reducing the number of banks in the economy and making the emerging banks much stronger and reliable. So far, the banking reform has been a success story with 25 mega banks emerging after the recapitalization exercise which ended on 31st December, 2005 in the bid to catch up with global development and improve the quality of their service delivery. Nigerian banks have no doubt invested much on technology; and have widely adopted electronic and telecommunication networks for delivering a wide range of value added products and services. They have in the last few years transformed from manual to automated systems. Unlike before when ledge-cards were used, today banking has been connected to information technology networks. Thereby facilitating the practice of inter- banking and inter-branch banking transactions. Development domestically has the introduction of mobile telephone in 2001 and improved access to personal computers and internet service facilities have also added to the growth of electronic banking in the Nigeria banking sector. However, whereas local banks commonly practice real time online internet banking, the integration of customers into the process is far from been realized. Many of the reasons are attributed to the high prevalence of internet fraud and lack of an adequate regulatory framework to protect the banks from the volatility of risks associated with internet banking, especially at the level of communication and transaction. In the main, Nigeria is globally regarded as the headquarters of Advance Fee Fraud which is perpetrate mostly via the internet.
E-banking services are beneficial to both banks and customers. For banks, it is used as artillery to aid them in achieving competitive advantage and increase market share price. Moreover, using e-banking can saves cost compared to traditional banking style (Jayawardhena and Foley, 2000). From the customers’ viewpoint, Aladwani, (2001) discovered that e-banking allow efficient and effective services to customers though some customers are still reluctant to use it due to security reasons.
According to Robinson (2000), the cost of an online transaction is less when compared to a branch. Bowen and Chen (2001) opined that electronic banking is the conduct of banking business electronically which involves the use of information communication technology to drive- banking business for immediate and future goals. E- banking is seen to be an innovative service delivery style that offers different financial services (Robinson, 2000).
Historically banks have taken the attitude that they will provide customers with the services and products that, the banks, wish to provide. Buyer power, as evidenced by the increase in wealth and sophistication of the most profitable customers, now dictates that such customers will whom they will bank, which products they will use, what pricing they will accept and which delivery channels they choose to use. Banks not recognizing these requirements could rapidly lose between 30-50% of their customers, especially the most profitable customers including the ‘magic’ top 10%. It has been proven that the least profitable clients will be the least likely to move. Banks are therefore being forced to adopt a strategy towards their customers that is focused on buyer driven desires. In order to survive both from domestic and the increasing level of global cross-border competition, banks need to change their process of servicing their customers. Firstly, to capture and retain the most profitable customers and secondly redirect unprofitable customers into service channels which can limit the costs and maximize potential revenues (Mols, 1998).
Success in the electronic- banking era is measured in the eyes of the customer. A bank has to profitably meet the needs of customers and continuously improve its ability to do so. It has to be accurate, reliable, helpful and understanding. The goal is not simply to satisfy customers but to positively delight them. The specific things that delight the customer vary from industry to industry and from product to product. But most customers want the same things. According to (Balachandher, 2001).
1.	Customers are interested in quality
2.	They desire good and effective service delivery
3.	They want flexibility so that the specific product or service is obtained.
4.	They covet value by not wanting to pay a price that exceeds the value received from the product.
2.2	CONCEPTUAL FRAMEWORK 
The view on electronic banking
The vast majority of the recent literature on electronic money and banking suffers from a narrow focus. It generally ignores electronic banking entirely and equates electronic money with the substitution of currency through electronic gadgets such as smart cards and virtual currency. For example, freedman, (2000) proposes that electronic banking and electronic money consist of three devices; access devices, stored value cards, and network money. Electronic banking is simply the use of new access devices and is therefore ignored. Electronic money then is the sum of stored value smart cards and network money (value stored on computer hard drives). What is most fascinating and revealing about this apparently popular view is that electronic banking and electronic money are no longer functions or processes, but devices. Within this rather narrow scope for electronic banking and electronic money, there are nonetheless many research that address one or more of the challenges facing it. Santomero and Seater (1996), Prinz (1999), and Shy and Tarkka (2002), and many others present models that indentify conditions under which alternative electronic payments substitute for currency.
Most of these models indicate that there is at least the possibility for electronic substitutes for currency to emerge and flourish on a large scale, depending on the characteristic of the various technologies as well as characteristics of then potential users. The impact that the substitution of smart cards for currency will have on monetary policy, arguing that although electronic substitutes for currently will become widespread, monetary policy will continue to work as before because this currency substitution will leave the demand for Central Bank reserves largely intact (Berentse, 1998). The monetary control works in an economy where the Central Bank currency has been partially or completely replaced by electronics substitutes (Goodhart, 2000).
Electronic Banking 
Timothy (2012) electronic banking refers to the use of the internet as a remote delivery channel for providing services, such as opening a deposit account, transferring funds among different accounts and electronic bill presentment and payment. This can be offered in two main ways. First, an existing bank with physical offices can establish a website and offer these services to its customers in addition to its traditional delivery channels. Second, is to establish a virtual bank, where the computer server is housed in an office that serves as the legal address of such a bank. Virtual banks offer their customers the ability to make deposits and withdraw funds via ATMs (Automated Teller Machines) or other remote delivery channels owned by other institutions, for which a service fee is incurred. Based on this study, electronic banking can be defined as the means of transferring cash from an electronic terminal device or medium to another.
Types of Electronic Banking 
The common types of e-banking include the following:
A.	MOBILE/SMS BANKING
	Mobile banking refers to provision and availing of banking and financial services with the help of mobile telecommunication devices. The scope of offered services may include facilities to conduct bank and stock market transactions, to administer accounts and to access customized information. According to Meute (2010), mobile banking consists of three inter-related concepts; mobile accounting, mobile brokerage and mobile financial information services. With mobile technology banks can offer a variety of services to their customers such as doing funds transfer while traveling, receiving online update of stock price or even performing stock trading while being stuck in traffic. Smart phones and 3G connectivity provide some capabilities that older text message-only phones do not (Shan, 2006).
B.	TELEPHONE BANKING
	Telephone banking is a service provided by a financial institution, which allows its customers to perform transactions over the telephone (Vila et al., 2013). Most telephone banking services use an automated phone answering system with phone keypad response or voice recognition capability. To guarantee security, the customer must first authenticate through a numeric or verbal password or through security questions asked by a live representative.
With the obvious exception of cash withdrawals and deposits, it offers virtually all the features of an automated teller machine; account balance information and list of latest transactions, electronic bill payments, funds transfer between a customer’s accounts, etc. 
Usually, customers can also speak to a live representative located in a call center or a branch, although this feature is not always guaranteed to be offered 24/7. In addition, telephone banking representatives are usually trained to do what was traditionally available only at the branch loan applications investment purchases and redemptions, checkbook orders, debit card replacements, change of address, etc.
C.	ELECTRONIC FUNDS TRANSFERS 
	Electronic funds transfer or EFT is the electronic exchange or transfer of money from one account to another, either within a single financial institution or across multiple institutions, through computer-based system (Bahia, 2007). Electronic Funds Transfer (EFT) is also a system of transferring money from one account directly to another without any paper or money changing hands. One of the most widely-used EFT programs is Director Deposit, in which payroll is deposited straight into an employee’s bank account, although EFT refers to any transfer of funds initiated through an electronic terminal, including credit card, ATM, and point-of-sale (POST) transactions. It is used for both credit transfers, such as payroll payments, and for debit transfers, such as mortgage payments.
	According to Bahia (2007), transactions are processed by the bank through the Automated Clearing House (ACH) network. The growing popularity of EFT for another bill payment is paying the way for a paperless universe where checks, stamps, envelopes, and paper bills are obsolete. The benefits of EFT include reduced administrative costs, increased efficiency, simplified bookkeeping, and greater security. However, the number of companies who send and receive bills through the internet is still relatively small.
D.	SELF SERVICE (PC) BANKING
	Self-service banking for consumers and small business owners, enabling users to perform many routine functions at home by telephone, or cable modem connection. Home banking, also called on-line banking or PC banking gives consumers an array of convenient services; they can move money between accounts. Pay bills, check balances, and buy and sell mutual funds and securities. They can also look up loan rates and see if they quality for a credit card or mortgage.
E.	POS BANKING (CREDIT AND DEBIT CARDS)
	It is a system that uses a computer terminal located at the point of sales transaction so that the data can be captured immediately by the computer system. It is also a retail payment system that substitutes an electronic transfer of funds for cash, cheques or drafts in the purchase of retail goods and services (Gerlach, 2000). In a POS system, sales and payment information are collected electronically, including the amount of the sale, the date and place of the transaction, and the consumer’s account number. If the transaction is done on a bank credit or debit card, the payment information is passed on to the financial institution or payment processor, and the sales data is forwarded to the retailer’s management information system for updating of sales records. According to Gerlach (2000), much of the actual processing volume is for credit card sales.
F.	INTERNET BANKING
	Internet banking, sometimes called online banking is an outgrowth of PC banking (Egland et al., 2008). Internet banking uses the internet as the delivery channel by which to conduct banking activity, for example, transferring, funds, paying bills, viewing checking and savings account balances, payment mortgages, and purchasing financial instruments and certificates of deposit. An internet banking customer assesses his or her accounts from browser software that runs internet banking programs resident on the bank’s World Wide Web server, not on the user’s PC. Egland et al., (2008), defined as “true internet bank’s as one that provides account balances and some transactional capabilities to retail customers over the World Wide Web. Internet banks are also known as virtual, cyber, net, interactive, or web banks. 19
G.	ATMS
	An automated teller machine (ATM), also known as a automated banking machine (ABM) or Cash Machine is a computerized telecommunications device that provides the clients of a financial institution with access to financial transactions in a public space without the need for a cashier, human clerk, human clerk or bank teller. On most modern ATMs, the customer is identified by inserting a plastic ATM card with a magnetic stripe or a plastic smart card with a chip that contains a unique card number and some security information such as an expiration date.
	According to Thompson (1997), Authentication is provided by the customer entering a personal identification number (PIN). Using an ATM, customers can access their bank accounts in order to make cash withdrawals, credit card cash advances, and check their account balances as well as purchase prepaid cell phone credit.
H.	INTERACTIVE TV BANKING
	TV-Banking is about exploiting the television’s existing reach into households as a viable banking service delivery channel. The commercial applications that can be further built on top of this platform could enable users to perform T-Commerce activities such as paying for teleshopping and making bill payments (Vila et al., 2013).
BENEFITS OF E-BANKING 
	The benefits of electronic banking cannot be over emphasized. This is to say that it provides a lot of benefits both to the customer and the bank itself. To begin with a foremost benefit e-banking service is competitive branding and as well as better appreciation to the market demands. As indicated by perspectives communicated by Jen and Michael (2006), electronic-banking has made common open doors for banks and businesses around the world, and that is clear in the way they sort out financial transaction. Through electronic banking, banks have the capacity to draw in versatile clients which give to a great degree huge profit by giving portable money related services. Wind (2001), demonstrated that numerous banks are roused to actualize e-banking by components identifying with augmenting their profit through expansion market scope.
	The increase use in credit card is attributable to electronic banking. Customers are able to shop worldwide without the need of carrying paper money.
RISKS OF ELECTRONIC BANKING
Electronic banking is faced by a number of risks for example:
Operational Risk:- The reliance on new technology to provide services makes security and system availability the central operational risk of electronic banking. Security threats can come from inside or outside the system, so banking regulators and supervisors must ensure that bank have appropriate practices in place to guarantee the confidentiality of data, as well as the integrity of the system and the data (international Monetary Fund, 2002).
Reputational Risk:- Breaches of security and disruptions to the system’s availability can damage a bank’s reputation. The more a bank relies on electronic delivery channels, the greater the potential for reputational risks. If one electronic bank encounters problems that cause customers to lose confidence in electronic delivery channels as a whole or to view bank failures as system wide supervisory deficiencies, these problems can potentially affect other providers of electronic banking services.
	In order to manage such risks measures should be put in place to oblige the Directors and senior management to document and explain the strategic decisions of how the bank will develop their e-banking services. Management supervision should include approval and review of the bank’s security control infrastructure; safeguard the e-banking systems and data from internal and external threats (Carlson and Lang, 2001). The security challenges of e-banking services are greater than those of conventional banking services. These challenges can be address through establishment of relevant authorization privileges and authentication measures, clear audit trail for e-banking transactions and put up measures to preserve confidentiality of e-banking information. (Ombati et al 2011).
THE ENTRY OF NIGERIAN BANKS INTO ELECTRONIC BANKING 
	Electronic banking both as a medium of delivery of banking services and as a strategic tool for business development, has gained wide acceptance internationally and is catching up fast in Nigeria with more and more banks entering the fray. Nigeria can be said to be the threshold of a major banking revolution with net banking having already been unveiled (Ovia, 2001). Of all the sectors in the Nigeria economy, banking stands out despite “a not too good” economy. Electronic banking provides the facility of accessing customer accounts from anywhere in the world by using a home computer with internet connection, is particularly fascinating to non-resident Nigerians and high net worth individuals having multiple bank accounts. The growth potential is therefore, immense. Further incentives provided by banks would dissuade customers from visiting physical branches, and thus get ‘hooked to the convenience of armchair banking. A present, the situation does not seen to have shown any significant improvement. Whereas about 90 percent of the banks in the country offer other forms of electronic banking services like telephone banking. The ATM and electronic fund transfer, internet banking is yet to take centre stage. This aspect of banking is still at the basic informative stage (Ovia, 2001), this is so despite the widely acclaimed benefits of internet banking against the traditional branch banking practice.
IMPACT OF INTERNET BANKING
	Internet banking provides many advantages for banks and customer’s. internet banking has made life much easier and banking much faster for both customers and banks. Main advantages are as follows.
1.	One of the benefits banks derive from electronic banking products and services delivery is improved efficiency and effectiveness of their operations so that more transactions can be processed faster most conveniently, which will undoubtedly impact significantly on the overall performance of the bank.
2.	Internet banking software provides personal and corporate banking services offering features such as viewing account balances, obtaining statements, checking recent transaction and making payments.
3.	It saves time spent in banks 
4.	It provides ways for international banking.
5.	It provides banking throughout the year 24/7 days from any place internet access.
6.	It provides well-organized cash management for internet optimization 
7.	It provides convenience in term of capital, labour, time all the resources needed to make a transaction.
8.	Taking advantage of integrated banking services, banks may compete in new markets can get new customers and grow their market share.
9.	It provides some security and privacy to customers, by using state-of –the-art encryption and security technologies.
10.	You do not have to stand in a queue to pay off your bills. Also you do have to keep receipts of all of your bills, as you can now easily view your transactions.
11.	It is available all the time. You can perform your tasks from anywhere and at any time, even at night or on holidays when the bank is closed. The only thing you need to have is an active internet connection.
12.	It is fast and efficient. Funds get transferred from one account to the other very fast. You can also manage several accounts easily through internet banking.
13.	You can get to know about any fraudulent activity or threat to your account before it can pose any severe damage.
2.3	THEORETICAL FRAMEWORK
	INNOVATION DIFFUSION THEORY 
This theory developed by Roger in 1993 explains individual’s intention to adopt a technology as a modality to perform a traditional activity (Isibor, Ojo, Ikpefan, 2018). The critical factors that determine the adoption of an innovation at the general level are the followings: relative advantage, compatibility, complexity, and observability. It is interested with the way a new technological though, technique, or the use of an old technique. From this theory, technological innovation is transmitted through specific channels among the members of a social scheme. The levels of transmission are: knowledge (knowing its existence and understanding its roles); persuasion (showing favourable attitude to the technology); decision (adopting the technology); implementation (using it); and confirmation (benefits based on positive use of it).
DISCONFIRMATION THEORY 
Disconfirmation theory argues that: satisfaction is related to the size and direction of the disconfirmation experience that occurs as a result of comparing service performance against expectation. Szymanski and Henard (2001) found in the meta-analysis that the disconfirmation paradigm is the best reduction of customer satisfaction (Gardachew, 2010). Fang, Tian, and Tice (2010) cite Oliver’s updated definition on the disconfirmation theory, which states satisfaction is the guest’s fulfillment response. It is a judgment that a product or service feature, or the product or service itself, provided (or is providing) a pleasurable level of consumption-related fulfillment, including levels of under- or over-fulfillment.
THE TECHNOLOGY ACCEPTANCE MODEL (TAM)
The technology Acceptance Model proposed by (Bagozzi, Davis and Warshaw, 1992) appears to be the most widely used innovation adoption model. This model has been used in a variety of studies to explore the factors affecting individual’s use of new technology. The sequential relationship of belief-attitude-intention-behavior in TAM enables us to predict the use of new technologies by users. In fact TAM is an adaptation of Theory of Reasoned Action (TRA) in regard to information systems which notes that perceived usefulness and perceived ease of use determine an individual’s attitude towards their intention to use an innovation with the intention serving as a mediator to the actual use of the system. Perceived usefulness is also considered to the affected directly by perceived ease of use.
2.4	EMPIRICAL REVIEW 
	Bahia (2007), defines-E-banking as the provision of financial services and markets using electronic communication and computation and today retail banks are switching to multi-channel distribution of financial services in hybrid platforms where the traditional services of banks are provided through both “bricks and mortar” branches and internet.
	However, the research on the adoption of electronic banking by the consumer has been vast, while there has been very limited research on the effects of electronic banking on the bank performance. Electronic banking technologies have proliferated in recent years, and the availability of a wide range of products has led to increasing adoption among consumers. These technologies include direct deposit, computer banking, stored value cards, and debit cards. Banks and other financial institutions have worked hard to develop and deploy these technologies because of their potential to increase efficiency, cut costs, and attract new customers. Consumers are attracted to these technologies because of convenience, increasing ease of use, and, in some instances, cost savings (Egland et al. 2008).
	Electronic banking, in particular, has grown at impressive rates. Between 1995 and 2003, e-banking increased eightfold. There is some evidence that computer banking is associated with better household financial management. However, financial literary, the digital divide, and other issues that separate disadvantaged groups from the financial mainstream make it difficult for low-and moderate-income (LMI) individuals to reap the potential benefits associated with computer banking.


CHAPTER THREE
RESEARCH METHODOLOGY
3.1	INTRODUCTION
	The research methodology shows the work plan that the researcher use to carry out the study. It defines the source of data, population of the study, sample size determination, research instruments used, sample techniques and method of data collection, test of reliability, validity and analysis.
3.2	RESEARCH DESIGN 
	A research design can be defined as a plan used for data collection and utilization in order to obtain desired information with accuracy or for a researcher to test their hypothesis sufficiently. This particular research used several methods to make sure that the information was accurate and comprehensive. One of the methods employed was descriptive design so as to define facts in the field accurately. Descriptive design aims at describing data and characteristics of the phenomenon or population being studied (Wetherbe, 2012). In our case, questionnaires and interviews were employed so as to capture all the information accurately. Quantitative and analytical survey methodologies were employed to utilize, to examine and report the manner in which things were and to assist in generalization. This was intended to determine the impact electronic banking has had on the financial performance of zenith bank in Nigeria.
3.3	POPULATION OF THE STUDY 
	For the purpose of this study, population has been identified as the entire employees of zenith bank plc, which was made up of 60 employees in the two (2)selected bank in ilorin kwara state. The experimental population is made up of senior staff and junior members, among the population were 15 males and 45 females.


3.4	SAMPLING TECHNIQUES AND SIZE
	 A sample can be described as an element chosen to represent the target population while a sampling technique can be defined as a framework in which the researcher utilizes to assist in the choice of a sample. The study used all the 60 respondents so as to give a fair reflection of the total population that has access to electronic banking operation
. The use all the entire population for the study becomes necessary because the population is small and manageable for the research. This method is called census.
3.5	METHOD OF DATA COLLECTION 
	The method used here is questionnaires. The questionnaires had three sections; the first part covered respondents demographic information’s be used in order to get the real picture of the mind of the respondents. Saunders, et al., (2007) recommends this method because it accommodates a large sample and its findings were dependable and reliable.
3.6	INSTRUMENTS OF DATA COLLECTION 
	For the purpose of this research the following instruments were used in gathering information;
*	Questionnaire
*	Oral interview 
3.7	METHOD OF DATA ANALYSIS 
	Generally, data was analyzed using the statistical package for social science (SPSS) software. Descriptive data analysis was employed in the analysis of the demographic or bio data information. The statistics computed include frequency distribution and percentages. For this study, descriptive data analytical approaches were employed to analyze the variables related to the benefits of e-banking services.


3.8	HISTORICAL BACKGROUND OF ZENITH BANK 
	Zenith bank was established in May 1990 and commenced banking operations in July of the same year. On June 17, 2004, following a successful Initial Public Offering (IPO), the bank became a public limited company. On 21 October 2004 its shares of stock were listed on the Nigeria Stock Exchange (NSE). The bank’s shares are traded on the London Stock Exchange (LSE) following a listing of the $850 million worth of its shares at $6.80 each, in 2013.
	The owner of Zenith Bank Nigeria is one of Africa’s finest businessmen, Jim Ovia. Zenith Bank is a large financial service provider in Nigeria and Anglophone West Africa. As at 31 December 2016, its total assets was N4, 739,825 million with shareholder’s equity of N616,353 million. The shares of stock of the company are listed on the Nigeria Stock Exchange and the London Stock Exchange. It has its Headquartered in Lagos, Nigeria; Zenith Bank Plc has more than 500 branches and business offices in all states of the federation and the Federal Capital Territory (FCT).
	Zenith Bank also has subsidiaries in; Ghana, Zenith Bank (Ghana) Limited; Sierra Leone, Zenith Bank (Sierra Leone) Limited; Gambia, Zenith Bank (Gambia) Limited. The bank also has representative office in the people’s Republic of China. The bank plans to take the zenith brand to other African countries as well as the European and Asian markets. Zenith Bank Plc currently ranks as the 6th biggest bank in the continent. The bank grew its shareholder’s fund of N20million in 1990 to N704.50billion as at year end 2016. Today, the bank continues to thrive on the strong values, brand equity, corporate culture of professionalism and service excellence which are the foundations upon which the bank was built. He bank is verifiably a leader in the deployment of various channels of banking technology, and the zenith brand has become synonymous with the deployment of state-of-the-art technologies in banking. Driven by a culture of excellence and strict adherence to global best practices, the bank has combined vision, skillful banking expertise, and cutting-edge technology to create products and services that anticipate and meet customer’s expectations; enable businesses to thrive and grow wealth for customers.       


CHAPTER FOUR
DATA PRESENTATION, INTERPRETATION AND ANALYSIS
4.1	INTRODUCTION 
	Chapter four covers a comprehensive analysis of the findings from the research and shows the results from the analyzed data and will be represented on tables, pie charts and bar graph. This research aimed at finding out the effects of e-banking on the financial performance of zenith bank. The analysis was done after the collection of data from the banks that offer electronic banking in zenith bank. The objectives utilized in analyzing the data were the impact of electronic banking on profitability. Costs and its effects on intensity and extent of electronic banking services in zenith bank plc.
	As shown on the working plan on appendix 2, the questionnaires were distributed to respondents in the month of January 2020. The questionnaire as is not appendix 1 was designed for the community members, heads including Head of IT, Head of Finance and Head of Alternate Channels; it included both 24 open and closed ended set of questions that are to be answered. The questionnaire was written in a simple and clear language for the respondents to feel free while answering. 60 are questionnaires were distributed equally to the sampled banks and only 46 were filled and returned. The table below illustrated the distribution.
4.2	DATA PRESENTATION, ANALYSIS AND INTERPRETATION
SECTION ONE 
Table 1: Age Distribution 
	Age 
	Respondents 
	Percentage %

	25-30 years
	35
	75%

	31-55years
	25
	25%

	Total
	60
	100%


Source: Field Survey 2025                                                   
Interpretation 
	The above table shows that the highest distribution of age falls between the age of 25-30 years which resulted to 75% and 31-55 years falls in the lowest age distribution of 25 respondents which is 25%.
Table 2: Sex Distribution 
	Gender
	Respondents 
	Percentage %

	Male
	27
	40%

	Female
	33
	60%

	Total
	60
	100%


Source: Field Survey 2025                                                   
  	The table above shows that the respondents consists of both male and female and we have more female respondents than male in the organization.
Table 3: Marital Distribution  
	Category  
	Respondents 
	Percentage %

	Single 
	18
	20%

	Married 
	13
	60%

	Divorced 
	10
	20%

	Total
	60
	100%


Source: Field Survey 2025                                                    
  	The table above indicates that there are more married than single in the organization as 18 respondents representing 20% are single and 30 respondents representing 60% are married while 10 respondents representing 20% are divorced.
SECTION B
QUESTION ONE TIME OF OPERATION 
	The table below indicates how long the involved banks have been in operations as per their websites.
	Time of operation  
	Respondents 
	Percentage %

	10-20 years 
	9
	20%

	21-30 years 
	12
	54%

	Over 31 years 
	26
	26%

	Total
	46
	100%


Source: Field Survey 2025                                                    
     The findings indicates that 20% of the banks involved in the research had been operating in Zenith bank plc in the last 10 to 20 years while 54 percent of the banks had been operational for 21-30 years. 31% percent of the banks had operated in Kenya for more than 31 years. From the above information, it is clear that most banks that offer electronic banking in zenith bank have been operational in the last 21-30 years.
QUESTION 2: Range of services offered electronically by Zenith Bank
	Range of Service  
	Frequency 
	Percentage %

	Mobile/internet banking 
	10
	24%

	Internet 
	5
	10%

	Telephone banking  
	5
	10%

	ATM Banking 
	20
	50%

	POS Banking 
	6
	6%

	Total
	46
	100%


Source: Field Survey 2025                                    
According to the table above, mobile banking accounts for 21.74% of the market space, ATM banking is 26.09%, Internal banking captures 10.87% of customers, and telephone banking is not as common as it only has 6.52% while POS banking captures 17.39% of the market space. It is therefore clear from the data above that mobile banking is the most common elect.


QUESTION 3: LEVEL OF SERVICE DELIVERY
 	The respondents were asked to rate the level of service delivery since they were introduced to electronic banking. The response was as in the table below; service amongst Zenith banks in the study.
	Level of service delivery 
	Frequency 
	Percentage %

	Very fast
	32
	69.6%

	Fast
	12
	26%

	No Improvements 
	0
	0%

	Slow
	2
	4.4%

	Very slow
	0
	0%

	Total
	46
	100%


Source: Field Survey 2025                                    
           The findings as in the above diagram and table indicate that 69.6% of service delivery is very fast owing to the use of electronic banking while 26% of banks applying electronic banking to deliver their banks are fast and 4.4% of banks applying e-banking are slow. 0% shows that service delivery is very slow and the same percentage for no improvements. The information shows that majority of the respondents think that electronic banking has improved and increased the rate of service delivery.
QUESTION 4: Range of profits over the previous years 
 The respondents were asked their range of profits in the previous years. The responses are as indicated in table 4.
	Range of Profit   
	Frequency 
	Percentage %

	1M-2M
	6
	13.04%

	3M-5M
	10
	21.74%

	6M and above
	30
	64.73%

	Total
	46
	100%


Source: Field Survey 2025                                    
	The above data indicates that 13.04% of the respondents have their profits ranging between 1-2 million Naira while 21.74% have their profits between 3-5 million Naira and 65.23% indicated profit margins of above 6million Naira.
QUESTION 5: Impact on financial performance 
	The respondents were asked whether electronic banking has had a positive, negative or no impact on the financial performance of the bank. Their responses were as in the table below:
	Impact of Electronic Banking     
	Responses
	Percentage %

	Positive 
	39
	85%

	Negative 
	7
	15%

	No impact
	0
	0%

	Total
	46
	100%


Source: Field Survey 2025  
	The figure and table above shows that 85% of the respondents were in agreement that electronic banking had a positive impact on the financial performance of the respective banks while 15% of the respondents thought it had a negative impact on the financial performance of banks, their reason being security of electronic banking. 0% of the respondents indicated that electronic banking had no impact. From the above findings it is clear that we can conclude that electronic banking has had a positive impact on the financial performance of zenith banks.
QUESTION 6: How costly is E-banking 
	Response   
	Frequency 
	Percentage %

	Very costly 
	34
	73.91%

	Relatively costly 
	12
	26.09%

	Not cost
	0
	0%

	Total
	46
	100%


Source: Field Survey 2025 
	The findings illustrated in the figure above indicate that 73.91% considered electronic banking to be costly while 26.09% took it to be relatively costly and 0% of the respondents consider it not costly at all. It can be concluded that to come up with electronic banking is costly.
QUESTION 7: Type of Costs Incurred?
	The respondents were asked to indicate different types of costs incurred in the bank. Their responses are as recorded in the table below:    	
	Types of costs   
	Frequency 
	Percentage %

	Variable 
	36
	28.3%

	Fixed 
	0
	0%

	Semi variable 
	12
	21.7%

	Total
	46
	100%


Source: Field Survey 2025                                                                                                                 
        The research findings show that 21.7% percent dealt with semi variable costs as indicated in the figure above. 783% of the correspondents dealt with variable costs owing to its variable with output. Consequently, the implementation of electronic banking has affected the banks financially due to costs associated with launching it. Operational costs have also risen over gradually since this platform was launched by the different respondents. Nevertheless, it is safe to conclude that banks have benefited from this platform by reducing the turnaround time and queuing in its halls.
QUESTION 8: Benefits
The respondents were asked how the bank has benefited from investing in electronic banking and they responded as in the table below:
	Benefits   
	Frequency 
	Percentage %

	Reducing queering 
	25
	54.35%

	Reduce turnaround time 
	21
	45.65%

	Total
	46
	100%


Source: Field Survey 2025                                          
QUESTION 9: Reliability 
The respondents were asked how reliable electronic banking is to its customers in service delivery.
The responses are indicated in the table below:
	Reliability    
	Frequency 
	Percentage %

	Very reliable
	30
	65%

	Moderately reliable
	10
	22%

	Unreliable
	6
	13%

	Total
	46
	100%


Source: Field Survey 2025   
	According to table 14 and figure 15, 65% of the respondents agreed that electronic banking is very reliable to use while 22% though that it is moderately reliable. 13% of the respondents though that electronic banking is unreliable. The findings proved that electronic banking is a very reliable of delivering services.
QUESTION 10: Service Improvement
The respondents were asked if customer service has been improved by the launch of e-banking. The responses are tabulated below:
	Customer Service   
	Frequency 
	Percentage %

	Yes
	46
	100%

	No
	0
	0%

	Maybe
	0
	0%

	Total
	46
	100%


Source: Field Survey 2025    
As per the data above, it is clear that customer service has improved in all the banks involved in the study.


QUESTION 11: Impact on financial performance 
The responses were asked if electronic banking has impacted on the financial performance of the banks. The responses are shown in the table below:
	Impact   
	Frequency 
	Percentage %

	Positive 
	37
	80%

	Negative 
	9
	20%

	No impact
	0
	0%

	Total
	46
	100%


Source: Field Survey 2025     
        As per table and figure 17, 80% of the respondents show a positive impact while 20% showed a negative impact. No respondent indicated that there was no impact.
4.3 	TEST OF HYPOTHESIS
The researcher has three hypothesis formulated for study. In trying to prove the hypothesis the researcher used „chi square‟ (x2) distribution. The researcher used the following chi square formula.

Oi	= observed frequency in the distribution 
Ei	= expected frequency in the distribution
The degree of freedom was got using the formula.
 DF= (C-1) (r-1)
	c	= number of column 
	r	= number of roll.
The level of significance was 5%.
Decision rule
The hypothesis will be accepted or rejected under the following conditions.
a) Accept Hi if the chi square (x2) result is greater than the level of significance and reject Ho.
b) Reject Hi the chi square (x2) result is less than the level of significance and accept Ho.
HYPOTHESES ONE
Ho: Automated Teller Machines (ATM) services has no significant impact on bank performance 
H1: Automated Teller Machines (ATM) services has significant impact on bank performance 
The responses are given below
	Options 
	No of Respondents 
	Percentage %

	Very Fast
	32
	70

	Fast
	12
	26

	No improvement 
	0
	-

	Slow
	2
	4

	Very slow
	0
	-

	Total
	46
	100












Sources: Researcher’s Survey, 2023
Calculation of expected value: Using formula
E = 
Where; RM	= Roll Margin
CM	= Column Margin
N	= Number


	Options 
	Observation (O)
	Expected (E)
	O-E (Deviation)
	(O-E)2
	(O-E)2/E

	Very Fast
	32
	70
	38
	1444
	20.6

	Fast
	12
	26
	14
	196
	7.5

	No improvement 
	0
	0
	-
	-
	-

	Slow
	2
	4
	-2
	4
	2

	Very slow
	08	0
	0
	-
	-
	-

	Total
	46
	
	
	
	30.1


Sources: Researcher’s Survey, 2025
Calculation of Degree of Freedom (DF)
 DF =(r - 1) (c - 1)
Where; r is Roll
c is columns  
= 	(2- 1) (3 -1)
= 	(1) (2)
= 	2
Using 5% level of significance under DF (2) =5.991 (from the table of distribution x2)
Critical value =5.991 	Computed value = 30.1
Decision Rule: If x2 calculated is greater than critical value accept the alternative hypotheses. Otherwise reject the alternative hypotheses.
Decision: Since x2 calculated value is 30.1>x2 critical value (5.991), we reject the null hypotheses (H0), which states that “Automated Teller Machines (ATM) services has no significant impact on bank performance” and accept the alternative hypotheses (H1).
Hypothesis Two
Ho: 	There is no significant relationship between Electronic fund transfer and bank performance.
H1:	There is significant relationship between Electronic fund transfer and bank performance.
The responses are given below
	Questionnaire
	No of Respondents
	Percentages (%)

	Mobile Banking
	10
	24

	Telephone 
	5
	10

	Internet
	5
	10

	ATM Banking
	20
	50

	POS Banking
	6
	6

	Total
	46
	100%



Calculation of Expected value  using formula
E = 
Where; RM	= Roll Margin
CM	= Column Margin
N	= Number


	Observation (O)
	Expected (E)
	O-E (Deviation)
	(O-E)2
	(O-E)2/E

	10
	24
	14
	196
	8.2

	5
	10
	5
	25
	2.5

	5
	10
	5
	25
	2.5

	20
	50
	30
	900
	18

	6
	6
	-
	-
	-

	Total
	
	
	
	31.2


Sources: Researcher’s Survey, 2025
Calculation of Degree of Freedom (DF)
 DF =(r - 1) (c - 1)
Where; r is Roll
c is columns  
= 	(2- 1) (3 -1)
= 	(1) (2)
= 	2
Level of significance =5% under Hypothesis 2  So critical value is 
Answer: critical value =5.991. 	 Computed value = 31.2
Decision rule: Since the computed value 31.2 is greater than critical value 5.991, we reject the null hypotheses (H0) which states that “There is no significant relationship between Electronic fund transfer and bank performance.” and accept the alternative hypotheses (H1).


Conclusion: Obsolete use of data affects Manufacturing Industries.
 Hypotheses Three
Ho: 	Electronic Data interchange has not improved customer satisfaction in commercial bank
H1: 	Electronic Data interchange has improved customer satisfaction in commercial bank
The responses are given below
	Options 
	No of Respondents 
	Percentage %

	Very costly 
	34
	74

	Relatively Costly 
	12
	26

	Not Cost
	0
	0

	Total
	46
	100


Sources: Researcher’s Survey, 2025
Calculation of Expected value.  Using formula
E = 
Where; RM	= Roll Margin
CM	= Column Margin
	N	= Number


	Options 
	Observation (O)
	Expected (E)
	O-E (Deviation)
	(O-E)2
	(O-E)2/E

	Very costly 
	34
	74
	40
	1600
	21.6

	Relatively Costly 
	12
	26
	-14
	196
	7.5

	Not Cost
	0
	0
	0
	-
	-

	Total
	46
	
	
	
	29.1


Sources: Researcher’s Survey, 2025
Calculation of Degree of Freedom (DF)
 DF =(r - 1) (c - 1)
Where; r is Roll
c is columns  
= 	(2- 1) (3 -1)
= 	(1) (2)
	= 	2
Level of significance =5% under 2 So critical value is 5.991
Answer: critical value =5.991  	Computed value = 29.1
Decision Rule: Since the computed value 29.1 is higher than critical value 5.991, we reject the null hypotheses (H0) which states that “Electronic Data interchange has not improved customer satisfaction in commercial bank.” and accept the alternative hypotheses (H1) which states “Electronic Data interchange has improved customer satisfaction in commercial bank”.


4.4 	DISCUSSION OF FINDINGS
	It was discovered that the data analysis in table 7, it indicates that 13.04% of the respondents have their profits ranging between 1-2million Naira while 21.74% have their profits between 3-5million Naira and 65.23% indicated profits margins of above 6million Naira.
	It was answered that in the table 8 indicates that 73.91% considered electronic banking to be costly while 36.09% took it to be relatively costly and 0% of the respondents consider it not costly at all. It can be concluded that to come up with electronic banking is costly while 36.09% took it to be relatively costly and 0% of the respondents consider it not costly at all. It can be concluded that to come up with electronic banking is costly. It was discovered hypothesis Two that since the computed value 31.2 is greater than critical value 5.991, we reject the null hypotheses (Ho) which states that “there is no significant relationship between electronic fund transfer and bank performance” and accept the alternative hypothesis (Hi).    
	Since the computed value 29.1 is higher than critical value 5.991, we reject the null hypotheses (H0) which states that “Electronic Data interchange has not improved customer satisfaction in commercial bank.” and accept the alternative hypotheses (H1) which states “Electronic Data interchange has improved customer satisfaction in commercial bank”.



CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	SUMMARY 
	The paper investigates the impact of e-banking on customer’s satisfaction. It also reviewed extent literatures that have expounded the existing factors that affects electronic banking system in Nigeria. How they have been managed, and its relative effect on profitability and performance of banks in Nigeria.
	It was also revealed that a large number of banking customers using e-banking services and products were satisfied with the e-banking services and products offered. However, it was discovered that accessibility of the e-banking services and products was another factor associated with the comfort ability of using the services. The study indicated that a large number of respondents were very pleased with the e-banking services have increased the customers satisfaction level and trust of using the e-banking services in the Nigerian banking industries. However, challenges like network failure, poor customer care, higher transaction charges and online help in case of transaction failure, limited amount when withdrawing was found to be obstacles to customers, hence stake holders needs to observe and resolve these challenges so as to keep their royal customers.
5.2	CONCLUSION
	The paper concludes that the adoption of electronics banking has enhanced bank’s efficiency, making it more productive and effective. It has also created a strong impact on the overall banking performance by making workers performance more effective and efficient, and that has in turn, enhanced the fortune of the bank with the use of bank cheque, withdrawal slip, withdrawal charges, among others. The project therefore recommends that banks must be focused in terms of their needs and use the right technology to achieve goals, rather than acquiring technology of internet banking because other banks have it.
	Government participation in ensuring focused telecommunication industry must be visible to reduce or remove avoidable costs of implementing e-commerce and internet banking, while the regulatory authorities like Central Bank must stipulate standards for the banks to follow to avoid making Nigerian Banking Sector a dumping ground for the outdated technological infrastructures. In addition, training and manpower development should be strengthened to remove the major problem militating against the growth of e-commerce in the country.
	It was revealed that high literary level negatively impact on the e-banking in Nigeria electronic fraud and infrastructural deficiency are a major constraint to internet banking in Nigeria. The study further revealed that power cuts during transaction send wrong signals about e-banking and poor regulation of the e-banking structures is a limitation of banking in Nigeria. A significant portion of the population are of the opinion that electronic banking has increased banking costs and charges and that customers have been compelled against their wish to use ATM in a bid to imbibe e-banking culture. Furthermore, some banks have lost customers due to poor implementation of e-banking.
5.3	RECOMMENDATIONS
	Having identified E-banking to be very crucial to an organization and its effectiveness, organizations are therefore encouraged to utilize e-banking to the fullest advantage in order to enhance their effectiveness. As ICT reduces the work of the manager in terms of close supervision it also improves the drive, initiative and quality of work of the employees thus assist them to be more committed to achieving the goals and objectives of the organization and this has the tendency of enhancing effectiveness among workers within the organization.
	The study recommends the following for effective and efficient e-banking in Nigeria:
i.	There should be adequate legislation on all aspects of the operations of e-banking so that both the operators of the system and the public can be adequately protected while ensuring economic growth.
ii.	There should be improvement in internet services in banks so that it will not erode the gains of e-banking.
iii.	Government through the Central Bank of Nigeria should ensure that almost all bank services should be done electronically while at the same time creating job and financial empowerment for staff whose jobs would be replaced by the use of computer.
iv.	Banks should ensure adequate awareness and training of e-banking services to the Nigerian populace who still prefer the manual ways of carrying out banking operations.
v.	Low or no bank charges should be used by banks to motivate their customers to use e-banking services.
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APPENDIX
Kwara State Polytechnic, Ilorin,
Department of Business Administration 
and Management,
Institute of Finance and Management Studies,

Dear Respondent,
I am OYETUNDE AZEEZAH OMOBOLA, a student of Kwara State Polytechnic, Ilorin from the Department of Business Administration and Management. I am conducting a research on “IMPACT OF E-BANKING ON THE PERFORMANCE OF COMMERCIAL BANK IN NIGERIA.”; and your organization is used as a case study ZENITH BANK, PLC, Ilorin.
I hereby seek for your assistance in honestly responding to the Questions in this questionnaire with the assurance that any information provided will be held in strict confidentiality and only be used for the research purpose.
Thanks in anticipation of your co-operation. 

Yours Faithfully.
OYETUNDE AZEEZAH OMOBOLA 

QUESTIONNAIRE 
Instruction: Please Tick Inside Chosen Box
SECTION A
1.	Age in years: 18-25 (     )    26-40 (    )    41-50 (    )    51 and above (    )
2.	Work experience in years: 1-5 (    )    6-10 (    )    11-15 (    ) 
16 and above (    )
3.	Gender: Male (    )	Female (    )
4.	Marital status: Single (    )    Married (    )    Divorced (    )
5.	Educational Qualification: OND/NCE or equivalent (    )    Bsc/HND or equivalent (    )    Msc/MBA/MED or equivalent (    )    PHD (    )   Other specification (    )
SECTION B
6.	 Banks have been in operations regularly their website?
	(a) Yes (b) No
7.	How will you range service offered electronically by zenith bank?	 
 (a) 50% (b) 40% (c)30(d)100% (e)20% (f)80%
8.	How do you rate the level of service delivery (a) Very Fast (b) Fast (c) No improvement (d) Slow (e) Low (f) Very Slow
9.	How will you rate the increasement of profit in previous years?
	(a) 1m-2m (b) 3m-5m (c) 6m and above 
10.	How often do you use zenith bank website?
	(a) Regularly (b) Occasionally (c) Frequently
11.	What is the impact of electric banking on financial performance?
	(a) Positive (b) negative (c) No Impact
12.	How costly is electronic banking?
	(a) Very costly (b) Relatively costly (c) Not cost               
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