CHAPTER ONE
INTRODUCTION
1.1	Background Of The Study
Information Technology (IT) is the automation of processes, controls, and information production using computers, Telecommunications, Software and Ancillary equipment such as automated teller machine and debit cards. It is a term that generally covers the harnessing of electronic technology for the information needs of a business at all levels. Communication is the conveyance or transmission of information from one point to another through a medium.
New Age business environment is very dynamic and undergoes rapid changes as a result of technological innovation, increased awareness and demands from customers. Business organizations, especially the Banking Industry at the 21st century operates in a complex and competitive environment characterized by these changing conditions and highly unpredictable economic climate. Information and communication technology (ICT) is at the centre of this global change. Archimedes said “Give me a lever long enough and a fulcrum on which to place it and I shall move the whole world”. (Archimedes, www.brainyquotes.com). The lever he was talking about then was not understood, until the invention of information and communication technology.
Application of information and communication technology concepts, techniques services has become a subject of fundamental importance and concerns to all banks and indeed a prerequisite for local and global competiveness. ICT directly affects how managers decide, how they plan what products and services are offered in the banking industry.
It has continued to change the way banks and their corporate relationships are organized worldwide and the variety of innovative devices available to enhance the speed and quality of service delivery.	An example of how ICT has had an impact on the banking industry is that its emergence allows banks to apply credit-scoring techniques to consumer credits, mortgages or credit cards. Hence, products that used to be highly dependent on the banks evaluation of its customers have now become more standardized. Other examples of ICT impact on the banking industry include the increased process efficiency, which can reduce costs in banks, and the branch renewal, where focus is gradually shifting away from traditional brick and mortar banks towards the dual-bank concept.
The quest for survival, global relevance, maintenance of existing market share and sustainable development has made exploitation of the many advantages of ICT through the use of automated devices imperative in the industry. The use of information technology has made the work of accounting, data processing modeling, construction and forecasting and other services easy, interesting and less cumbersome. All organizations, especially big organizations rely on information to make meaningful and wise decision for the progress of the organization. It enables them to provide better services to the customer who have or operate an account with them.
With the introduction of information technology the information provided by these system are more accurate and less prone to error, and it has reduced the operational cost of services such as the cost incurred in filling document on paper which input into a file for storage purpose.
0. Statement Of Research Problems  
The main focus points of this research work are to highlight the effect of information technology on equitable service delivery in Nigeria banking industry.   
	Therefore, in the research study, answers are provided to the research question. 
1. What are the impacts of information technology on the banking delivery 
1. Does information technology give room for fraudulent activities? 
1. What are the problems of information technology
1. What are the products of electronic banking system. 
1. What are the ict infrastructure used by Banks
0. Research Question 
	The research work shall be guided by the following research question 
1. What is the concept of information technology to kwara state polytechnic as a whole? 
1. What are the evolutions to the banking in Nigeria? 
1. What is universal banking is all about?
1. What is the relationship between technology and banking? 
1. How does online real time processing technology work? 
0. Objectives Of The Study
	The research study main focus is to take a cursory look on the effect information technology on equitable service delivery in bank.
Therefore, the aims and objectives of the study will include? 
1. To discuss the concept of information Technology to kwara state polytechnic as a whole? 
1. To analyze the evaluation of the universal banking?  
1. To discuss what Universal banking is all about? 
1. To enumerate the reasons for information technology in banking industry? 
1. To discuss the method of electronic payment system? 
1. To discuss on how online real time processing technology work?  
0. Research Hypothesis
	In the course of this research work, the following hypothesis will be tested. 
HI: The use of information technology has effective banking delivery 
H0: The use of information technology has no effective banking delivery 
HI: There is a positive correlation between information technology and efficient service delivery in the banking 
H0: There is no correlation between information technology and-efficient services delivery.
0. Significance Of The Study 
	It is the hope of the researcher of the study will be significant to banking industry, organization and bank customer. 
	The study will also be beneficial to the bank customer through reduction in the cost of payment for service, prompt receiving of service reduction in time spent in banking hall. 
	At the end this research study, its significance will be a huge benefit for banking industry for planning and reduce the cost and immense the capabilities of organization information process. Lastly researcher intended to learn similar study will also find it beneficial.    
0. Scope And Limitation Of The Study 
	The research aim to examine the effect of information on equitable service delivery in banking industry with special emphasis on Zenith bank plc. 
	This research may be limited by insufficient finance, lack of enough time, lack of co-operation from the staff of Zenith bank and the case study. 
	However, effort will be made to ensure that the above constraint and limitation do not affect the completion of the research work.     
0. Definition Of Key Terms
1. Information Technology 
	This is the acquisition, processing storage and dissemination of information in all its forms, through a combination of computers, electronic communication and electronic devices.
1. Computer 
	A computer is an electronic device that accept data and process through a set of instruction call programs and makes the result of the processing available to the users in the form of output, in a precise and efficient manner. 
1. Online 
	Use a key to magnetic tape or disc system in which keyed data are stored on a disc for input on process.
1. Strategies
	This is the determination of basic term goals objective of a enterprise and the addition of resources necessary for carrying out these goals. Information technology in the contest will be seen as strategy to deliver quality service.
  Real Time System 
	The operating system that capability to process data so quickly that the results are available to influence the activity currently taking place.     
0. Plan Of The Study  
	The organization of this study is divided into five main chapters. 
	Chapter one, deal with the introduction, statement of problem, research question, objectives of the study, research hypothesis, significant of the study, scope of the study, definition of key terms and organization of the study. 
	Chapter two contains literature review for the population conception of the study. Chapter three contains research methodology, administration of research instrument, testing of hypothesis and restatement of hypothesis. 
	Chapter four, deals with data analysis and interpretation. Administration of the research instrument and findings. 
	Lastly, chapter five is devoted essentially to the summary, conclusion and recommendation.    


CHAPTER TWO
2.0     LITERATURE REVIEW 
2.1 Conceptual Framework 
Huber 2018, suggests that Information Technology (IT) is a variable that can be used to enhance the quality and timeli-ness of organizational intelligence and decision making thus promotes organizational performance. However, Huber’s analysis was offered at a time when IT was making its first major inroads into organizational life and subsequently the researchers have extended and updated Huber’s research. It was applied to the examination of organizational function-ing by describing the impact of IT on a broader array of organizational characteristics than was addressed in Huber’s work. 
	Tiamiyu 2009, revealed that in Nigeria due to either lack of computing technologies in most of the agencies or of their ineffective exploitation, the majority of the personnel were, still unaware of, or unimpressed by, the productivity potentials of using computers. There is a considerable pressure on most organizations to make their operational, tactical and strategic process more efficient and effective. 
Fichman, 2017, Adoption of technology has two aspects, adoption at organization level and adoption at individual level.  Organization adoption deals with analyzing adoption decisions by large aggregates such as companies, business units, agencies or departments, whereas individual adoption deals with an individual behavioral intention to adopt an innovation or actual adoption behavior.
information and communication technology has become the heart of banking sector, while banking industry is the heart of every robust economy. If it collapses so will the economy. It is absolutely evident from the current recession, in European Banks’ crises, and in turn. ICT has created a new infrastructure for the world economy to become truly global and also provided the users of the New Technology a competitive advantage over their rivals. Electronic Banking system has become the main technology driven revolution in conducting financial transactions. However, banks have made huge investments in telecommunication and electronic systems, users have also been validated to accept electronic banking system as useful and easy to use (Adesina and Ayo, 2010).
	Castells (2015) reveals that, now transactions worth billions of dollars can only take place in seconds in the electronic circuit throughout the globe by pressing a single butting.
	According to Loonan et al (2018), ICT advancements, globalization, competition and changing social trends such as heightened customer proactiveness and increase preference for convenience have caused intense restructuring of the banking industry.
	The need for information technology in the banking industry cannot be over emphasized as it accounts for the overall efficiency in operations performance. The major advantages of information technology include:
i. Enhancement of overall efficiency of the material management functions by providing accurate and timely information of decision making.
ii. It allows material management executive to have more time to concentrate on policy formulation and decision making by freeing them from routine and repetitive clerical activities.
iii. The evaluation of processing technology from batch system opened new opportunities for restructuring banking services and improving teller service.
	A lot has been discussed on the power of information technology in delivery service in world that is turning to a global village in particular; emphasis has been on the power of information technology to deliver from its cumbersome manual operations which hitherto made the industry unattractive for her clients.  
	Information technology as a tools for quality services in organization started gaining prominence after the strategies were formulated by operations each models and solved using computer strategic planning in the four functional area of management are properly harnessed if the right information technology is put in place.   
	Today’s business environment is very dynamic and undergoes rapid changes as a result of technological innovation, increased awareness and demands from customers. Business organization, especially the banking industry of the 21st century operates in a complex and competitive environment characterized by these changing conditions and highly unpredictable economic climate. Information and communication technology (ICT) is at the centre of this global change curve. Laudon and Laudon (1991) contend that managers cannot ignore information systems because they play a critical role in contemporary organization. They point out that the entire cash flow of most fortune 500 companies is linked to information system.
	Harold and Jeff (1995) contend that financial service providers should modify their traditional operating practices to remain viable in the 1990s and the decades that follow. They claim that the most significant shortcoming in the banking industry today is a wide spread failure on the part of senior management in banks to grasp the importance of technology and incorporate it into their strategic plans accordingly.
	Woherem (2000) claimed that only banks that overhaul the whole of their payment and delivery systems and apply ICT to their operations are likely to survive and prosper in the new millennium. He advises bank to re-examine their service and delivery systems in order to properly position them within the frame work of the dictates of the dynamism of information and communication technology
	Today, information and communication technology has become the heart of banking sector, while banking industry is the heart of every robust economy. If it collapses so will the economy. It is absolutely evident from the current recession, in European Banks’ crises, and in turn. ICT has created a new infrastructure for the world economy to become truly global and also provided the users of the New Technology a competitive advantage over their rivals. Electronic Banking system has become the main technology driven revolution in conducting financial transactions. However, banks have made huge investments in telecommunication and electronic systems, users have also been validated to accept electronic banking system as useful and easy to use (Adesina and Ayo, 2010).
	Castells (2001) reveals that, now transactions worth billions of dollars can only take place in seconds in the electronic circuit throughout the globe by pressing a single butting.
	According to Loonan et al (2008), ICT advancements, globalization, competition and changing social trends such as heightened customer proactiveness and increase preference for convenience have caused intense restructuring of the banking industry.
	The need for information technology in the banking industry cannot be over emphasized as it accounts for the overall efficiency in operations performance. The major advantages of information technology include:
i. Enhancement of overall efficiency of the material management functions by providing accurate and timely information of decision making.
ii. It allows material management executive to have more time to concentrate on policy formulation and decision making by freeing them from routine and repetitive clerical activities.
iii. The evaluation of processing technology from batch system opened new opportunities for restructuring banking services and improving teller service.
2.2  THEORETICAL FRAMEWORK
In an  increasingly-developing  society,  a  strong,  viable economy is vital for any country that seeks to survive on the global market and to provide upwardly living standards for its citizens. Recognizing the above mentioned points as mandatory, Romania is taking steps to develop its electronic banking  services  to  meet  21st  century  global  standards. Together  with  the  increasing  rate  of  Internet  and  mobile services  penetration,  we  are  witnessing  significant  changes regarding  the  conduct  of  economic  transactions. Simultaneously, bank service providers have been constantly adapting to these changes and at the same time they have met consumers’ requirements with new services. The core of banks new strategic orientation currently consists of developing new alternative distribution channels.
 Innovation diffusion theory: 
The first theory taken in consideration is the Innovation Diffusion Theory (IDT) that explains  individuals’  intention  to  adopt  a  technology  as  a modality  to  perform  a  traditional  activity.  The  theory  is developed  by  Roger’s  (1983)  [4].  The  critical  factors  that determine the adoption of an innovation at the general level are  the  following:  relative  advantage,  compatibility, complexity, trialability and observability Rogers (1995) [5]. Researchers  as  and  Tan  and  Teo  (2000),  Gerrard  and Cunningham  (2003)  and  Md  Nor  and  Pearson  (2008)  had tested the theory on the e-banking adoption. The nominalized  factors  are  complexity,  triability  and observability. 


The Decomposed Theory Of Planned Behavior
 The second reviewed theory is the Decomposed Theory of Planned Behavior (DTPB). The theory was developed by Taylor and Todd (1995) [9]. The theory postulates that the intention to use a certain technology is influenced by attitude, subjective norm and perceived behavioral control. Starting from the research conducted by Md Nor and Pearson (2008), Karahanna, Straub, and  Chervany  (1999),  certain  influencing  factors  were selected:  the  attitude  toward  behavior  and  the  Perceived Behavioral Control.
Incentive Factors In Empirical Studies 
Trust and security: Trust is defined as a willingness to be  vulnerable  to  the  actions  of  others  (Mayer,  Davis,  and Schoorman,  1995)  [11].  On  the  other  hand,  security  is connected with the techniques employed to maintain security within  a  computer  system  (Onieva,  Sauveron,  Chaumette, Gollmann, and Markantonakis, 2008) [12]. We may say that trust refers to the way in which individuals assess the risk and exposure  level  whereas  security  is  mainly  connected  to technical  solutions.  Many  researchers  conducted  studies  in order  to  evaluate  the  influence  of  trust  and  security  on individuals’ intention to engage in online activities (Siau and Long, 2006) [13]. Moreover, trust has been suggested to be one of the obstacles that hinder individuals to use the Internet as a tool in performing their banking activities (Teoh and Md Nor, 2008) 
Analyzing the data provided in Table II we can notice that the Romanian banks which are active on e-banking market have implemented at least one measure for securing services. We may also notice that a tendency towards modern solutions transition that ensures greater security as well as the use of Digipass  and  Token  devices  and  digital  certificate.  In conclusion, we believe that the role of security is recognized as an important factor in the increasing number of online banking users.


2.3	Empirical  Review
Huber 2008, suggests that Information Technology (IT) is a variable that can be used to enhance the quality and timeli-ness of organizational intelligence and decision making thus promotes organizational performance. However, Huber’s analysis was offered at a time when IT was making its first major inroads into organizational life and subsequently the researchers have extended and updated Huber’s research. It was applied to the examination of organizational function-ing by describing the impact of IT on a broader array of organizational characteristics than was addressed in Huber’s work. 
	Tiamiyu 2009, revealed that in Nigeria due to either lack of computing technologies in most of the agencies or of their ineffective exploitation, the majority of the personnel were, still unaware of, or unimpressed by, the productivity potentials of using computers. There is a considerable pressure on most organizations to make their operational, tactical and strategic process more efficient and effective. 
Fichman, 1992, Adoption of technology has two aspects, adoption at organization level and adoption at individual level.  Organization adoption deals with analyzing adoption decisions by large aggregates such as companies, business units, agencies or departments, whereas individual adoption deals with an individual behavioral intention to adopt an innovation or actual adoption behavior.

CHAPTER THREE
3.0	RESEARCH METHODOLOGY 
	This chapter will discuss the method and procedures that will be used in carrying out the research and it will also discuss the research design, population of study, sampling procedures, research instruments, validity and reliability of the instrument and method that will be employed for data analysis.
3.2	Sources Of Data
	Based on the topic of research, the research used with primary and secondary sources of data collection, primary source is questionnaire while secondary sources include textbooks, journals, materials from the internet and different publication of the central banks of Nigeria (CBN)
3.3	Population Of The Study
	The population studied in this research work is from the banking sector in Nigeria. The banking sector will include the staff of the bank and customer.
3.4	Instrument And Data Collection
	The method adopted in conducting this research on “the effect of information technology on equitable service delivery in the Nigeria banking industry“ was through personal interview and company record.
The research focused on planning section capital budget section and financial analysis handled the financial control section an main finance department.
Interview	
Interview is a process of asking questions demanding immediate answer to each question through personal contact system.
Interview method was adopted as the foundation for collecting vital information for the study. Some of the official in charge of budget preparation in the organization were interview as well as the some officer in some department.
Personal Observation
Personal observation was involved during this research work. This involves spending some time with the source officer to observe how accounts are being prepared, some documents in zenith bank for the year were also examined.
3.5	Administration Of Instruments
As it was above, the instrument used in gathering the data was personal interview. This was designed to gather some observational data from the respondents, since the method has unstructured format some quantitative assessment, which can add value to the survey was also employed.
In this study both primary and secondary sources of data were used to carry out the project.
· The primary source of data that was used in collection of data necessary information in this course of study is questionnaire.
· The questionnaires were administered among to department managers, sales force and clerks irrespective of their age, sex and status.
· The other methodologies by which information were gathered is through secondary source, the material used in the literature review was extracted from different text books, journal and magazines.
3.6	Sample Size
	The study aims at sample size of 20, covering the sample frames of the staff of the bank and bank customer. The choice of the sample size is informed by the statistical tool of analysis which requires a sample size of 20 out of 30 of the population. Out of 30 questionnaire given to the bank, 20 (twenty) was returned, (8) twelve by bank officials and (12) by the bank customer.
3.7	Method Of Data Presentation And Analysis
	The method used to analyze data is inferential statistic method. Inferential statistics are techniques that allow the researcher to use samples to make generalization about the population from which the samples were drawn.
	The major inferential statistical used by the researcher is true test of significant or hypothesis testing, which test a claim about the population by analyzing a statistical sample. This can be expressed in terms of a level of significance using chi-square method to test the hypothesis.
3.8	Limitation Of The Study
During the curse of carry out this research, researcher had some experiences that constituted hindrance of the study. The limitations encounters in the process are as follows; 
1. Time constraints 
1. Financial constraints 
1. Respondents constraints 
-	Time Constraints: The time allocated for this study is very tight, the project was approved in the midst of researcher studies, such as lecture, assignment and even their home work. Therefore, all these stated above made the project to be too tight. But the problems was solved through time arrangement, researchers, scheduled Friday and Saturday for the project only and researcher have decided not to exercise other assignment. 
-	Financial Constraints: In fact, one of the major obstacles to this research work is financial aspect of it, in the course of the project, researcher not financially alright, therefore, it make this very tedious. But the problem was solved through researcher parents and relatives. 
-	Respondent Constraints: Another hindrance to this study is the response of respondents, some respondent are lukewarm, and some are very hostile while some gave irrelevant information. The problem was solved by adequate communication with respondent and enlightment of the respondents. 






CHAPTER FOUR
4.0	DATA ANALYSIS AND PRESENTATION 
4.1	Introduction 
	In this chapter, the data collected through the administration of questionnaire were analyzed, copies of each questionnaire were administered on the staff and customers of bank used as the case study, which is Zenith Bank Plc
	Sample percentages and tables were used to analyze the data, this made it easy for the researcher to analyze the data and also it gives easy understanding to the readers.
4.2	Administration Of The Research Instrument	
30 copies of the questionnaire were distributed among the respondents, the questionnaire were administered personally by the research. This gave the researcher the opportunity to explain certain areas to the respondents.
Out of the 30 copies administered, 20 copies were filled and returned to the researcher, the remaining 10 were not returned. Therefore, the analysis was based on the number of returned copies.
4.2.1
	Question
	Frequency
	Percentage

	Correctly filled
	20
	66.6%

	Wrongly filled
	-
	-

	Unfilled
	10
	33.3

	TOTAL
	30
	100


Sources: Research Survey 2025
Interpretation
	According to table 4.2.1, out of 30 questionnaires prepared and administered, 20 were correctly filled (66.6%) while 10 are not filled (33.3%) at all and were not returned. Hence, presentation and analysis of the questionnaire were based on 20 questionnaires which were correctly filled.
	The two (2) sets of people sample are presented by codes 
ZBO and ZBC where
ZBO – Zenith Bank official
ZBO – Zenith Bank customer
	Respondent
	Administered no
	Return no
	Percentage 

	Zenith Bank official
	10
	8
	40

	Zenith Bank customer
	20
	12
	60

	TOTAL 
	30
	20
	100


Sources: Research Survey 2025
	From the table above, it can be seen that 10 and 20 questionnaires were sent to the Bank officials and customer respectively. A total of 8 and 12 were respectively returned.
4.3	Analysis Of Data
	This was based on the response of respondents to the question raised in the questionnaire
Table 4.3.1: Sex Distribution 
	Sex
	Frequency
	Percentage

	Male
	12
	60

	Female
	8
	40

	TOTAL
	20
	100


Sources: Research Survey 2025
	The table above show that sex distribution of the respondents to the questionnaire, 60% of the respondent representing 12 members of the population are made while, 40% representing 8 members were female. It therefore, means that the banking industry is dominated by male gender than their female counter parts both staff and customers.



Table 4.3.2: section a – personal information 
Age distribution
	Age
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	Below 25years
	-
	-
	-
	-

	25- 30years
	1
	1
	2
	10

	31 -35years
	2
	2
	4
	20

	36 -40years
	6
	3
	9
	45

	41 – 45years
	2
	1
	3
	15

	46 – 50years
	1
	1
	2
	10

	TOTAL
	12
	8
	20
	100


Sources: Research Survey 2025
	Table 4.3.2 above contains information on the respondent’s age classification. The analysis above signifies that majority of those who perform or receive banking service are between the age of 30 – 40years.
Table 4.3.3: marital status
	Status 
	Frequency
	Total
	Percentage


	
	Male
	Female
	
	

	Single
	4
	2
	6
	30

	Married 
	8
	6
	14
	70

	Divorced
	-
	-
	-
	-

	Total
	12
	8
	20
	100


Sources: Research Survey 2025
	From table 4.3.3 above, it was gathered that 6 (six) respondents representing 30% are single, 14 respondent representing 70% are married. While 0% divorced. This indicates that majority of the respondents are married.

Table 4.4.4: education qualification
	Academic qualification
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	O’Level
	1
	1
	2
	10

	ND/NCE level
	2
	2
	4
	20

	HND/B.sc
	7
	4
	11
	55

	M.sc/MBA
	2
	1
	3
	15

	Total
	12
	8
	20
	100


Sources: Research Survey 2025
	Table 4.3.4 indicates that 2(two) respondents representing 10% possess O’level, 5 (five) respondents representing 20% possess ND/NCE, 11 (eleven) respondents representing 55% possess HND/B.sc while 3 (three) respondents representing 15% possess M.sc/MBA. This is an indication that most people who carried out banking service or receive banking service as customers are now more educated.
Relationship with the Bank
	Response
	Frequency
	Total
	Percentage


	
	Male
	Female
	
	

	Senior staff
	5
	5
	10
	50

	Junior staff
	4
	2
	6
	30

	Customer
	3
	1
	4
	20

	TOTAL
	12
	8
	20
	100


Sources: Research Survey 2025
	In response to their relationship with the bank, the table 4.3.5 shows 50% of the respondents which are senior staff, the other respondent 30% are junior staff while the remaining 20% are customer. Analysis of the response above shows that respondents were senior staff of the bank who may be the operator of the ICT equipment.



Table 4.3.6: introduction of international technology system has bought about efficient and effective processing in bank
	Response
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	Strongly agreed
	6
	3
	9
	45

	Agreed
	4
	4
	8
	40

	Uncertain
	1
	1
	2
	10

	Strongly disagreed
	1
	0
	1
	5

	Disagreed
	0
	0
	0
	0

	TOTAL
	12
	8
	20
	100


Sources: Research Survey 2025
	Table 4.3.6 indicates that almost all the respondents agree that the introduction of information technology system has bought efficient and effective data processing in the bank.
Section b: bank staff
Table 4.3.7: banking automation has helped to improved the banking customer relationship
	Response
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	Strongly agreed
	7
	5
	12
	60

	Agreed
	5
	3
	18
	40

	Uncertain
	-
	-
	-
	-

	Strongly disagreed
	-
	-
	-
	-

	Disagreed
	-
	-
	-
	-

	TOTAL
	12
	8
	20
	100


Sources: Research Survey 2025
	The above table 4.3.7 shows that all the respondents agreed that banking automation has helped to increase the bank customer relationship.


Table 4.3.8: banking automation has brought about more prompt and fair resolution of problems
	Response
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	Strongly agreed
	7
	5
	12
	60

	Agreed
	5
	3
	8
	40

	Uncertain
	0
	0
	0
	0

	Strongly disagreed
	0
	0
	0
	0

	Disagreed
	0
	0
	0
	0

	TOTAL
	12
	8
	20
	100


Sources: Research Survey 2025
	The table (4.3.8) above indicates that all the staff agreed that the introduction of information technology has brought about more prompt and fair resolution of problems.
Table 4.3.9: the use of automated system in the bank makes the jobs to be more simplified. 
	Response
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	Strongly agreed
	5
	4
	9
	45

	Agreed
	6
	4
	10
	50

	Uncertain
	1
	0
	1
	5

	Strongly disagreed
	0
	0
	0
	0

	Disagreed
	0
	0
	0
	0

	TOTAL
	12
	8
	20
	100


Sources: Research Survey 2025
	The table (4.3.9) above shows that majority of the bank staff all agreed that the introduction of information technology system has made jot be become more simplifies.

Table 4.3.10: what has been the effect of banking automation on workforce in your bank?
	Response
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	Strongly agreed
	5
	4
	9
	45

	Agreed
	3
	3
	6
	30

	Uncertain
	0
	0
	0
	0

	Strongly disagreed
	2
	1
	3
	15

	Disagreed
	1
	1
	2
	10

	TOTAL
	12
	8
	20
	100


Sources: Research Survey 2025
	The table (4.3.10) above shows responses to question with 15 members representing 75% agreed that information technology system increase the number of the workforce, while 5 member representing 25% disagreed. Generally and base on majority responses, the introduction of information technology has increase the number of workforce.
Table 4.3.11: the use of automated system altered the personal skill requirement in the bank.
	Response
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	Strongly agreed
	7
	5
	15
	60

	Agreed
	5
	3
	8
	40

	Uncertain
	0
	0
	0
	0

	Strongly disagreed
	0
	0
	0
	0

	Disagreed
	0
	0
	0
	0

	TOTAL
	12
	8
	20
	100


Sources: Research Survey 2025
	Response to question (4.3.11) shown above, the table indicates that 20 member respondent representing 100% agreed that the introduction of information technology system has altered the personal skill requirement in bank.




Table 4.3.12: what is the attitude of the customer of your bank is atm
	Response
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	Strongly agreed
	7
	5
	12
	82

	Agreed
	5
	3
	8
	40

	Uncertain
	0
	0
	0
	0

	Strongly disagreed
	0
	0
	0
	5

	Disagreed
	0
	0
	0
	0

	Total
	12
	8
	20
	100


Sources: Research Survey 2025
	Response to question (4.3.12) above shows that the alternative of a bank personnel to the information technology system was receptor.
 Table 4.3.13: do you believe that the introduction of atm into the banking industry has brought about faster services to customer?
	Response
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	Strongly agreed
	6
	4
	10
	10

	Agreed
	6
	4
	10
	50

	Uncertain
	0
	0
	0
	0

	Strongly disagreed
	0
	0
	0
	0

	Disagreed
	0
	0
	0
	0

	Total
	12
	8
	20
	100


Sources: Research Survey 2025
	Response to question 4.3.13 as shown above reveals that the respondent believed that the introduction of information system into the banking industry has brought about faster service delivery to customers. It also indicates that information technology in the banking industry is a welcome development.





Section c – bank customer
Table 4.3.14: the use of electronic in banking services has resulted to more convenient business hours to customer
	Response
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	Strongly agreed
	7
	5
	12
	60

	Agreed
	5
	3
	8
	40

	Uncertain
	0
	0
	0
	0

	Strongly disagreed
	0
	0
	0
	0

	Disagreed
	0
	0
	0
	0

	TOTAL
	12
	8
	20
	100


Sources: Research Survey 2025
 	Response to question (4.3.14) as shown above indicate that 12 respondents representing 60% and respondent representing 40% agreed that the use of electronics in banking service delivery has resulted to more convenient business hour to customers.
Table 4.3.15: how will you describe the attitude and responsiveness of zenith bank staff to your needs since the introduction of automation?
	Response
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	Highly impressive
	10
	5
	15
	75

	Impressive
	2
	3
	5
	25

	Unpleasant
	0
	0
	0
	0

	TOTAL
	12
	8
	20
	100


Sources: Research Survey 2025
	Response from the table 4.3.15 shows that the 15 respondents representing 75% of the response deduced the attitude of staff as highly impressive while 5 representing 25% describe it as impressive, on conclusion the responsiveness and attitude of bank staff on customers need on introduction of automation has grown above average.




Table 4.3.16: access the level of speed of service automation in the bank
	Response
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	Very fast
	10
	5
	15
	753


	Normal
	2
	3
	5
	25

	Unpleasant
	0
	0
	0
	0

	TOTAL
	12
	8
	20
	100


Sources: Research Survey 2025
	The table above shows the responses to assess the question 4.3.16, 15 respondents representing 75% agreed that it has been very fast while 5 respondents representing 25% indicated no improvement. Meanwhile, it can be conclude from the analysis that the customers have been receiving faster service delivery since the introduction of electronic in the banking industry.
Table 4.3.17: describe the general comments of customers to the innovation
	Response
	Frequency
	Total
	Percentage

	
	Male
	Female
	
	

	Very welcome
	10
	5
	15
	75

	Acceptable
	2
	3
	5
	25

	Unacceptable
	0
	0
	0
	0

	TOTAL
	12
	8
	20
	100


Sources: Research Survey 2025
	In response to question 4.3.17 above 15 respondent representing 75% declared that innovation as a welcome development, while 5 respondents representing 25% said it acceptable. Generally, the table shows that the introduction of information technology system into delivery service was a welcome development by bank customers.
4.4	Testing Of Hypothesis
	In this section of the chapter, the hypothesis drawn from this study would be tested statistically using chi-square test to determine the goodness of the fit.
Chi-Square: The chi-square text would be used so that the result of the analysis will be as objectives as possible. The aim is to make the result subsequently opinion given, free from personal bias and to be solely dependent on the calculation for formulation of the chi-square with an appropriate level of significant.
	Determine the expected frequency using the above formula in the given data below
Formula = TR X TC
		    GT
Where TR = Total row
	   TC = Total column
	   GT = Grand total
Using table 4.3.6
OBSERVED VALUE				EXPECTED FREQUENCY
6:	 (9 X 12)						5.4
	     20
4:	(8 X 12) 						4.8
	    20			
1:	(2 X 12)						1.2
	    20	
1:	(1 X 12)						0.6
	   20
0:	(0 X 12)						0
	   20
3:	(9 X 8)							3.6
	   20
4:	(8 X 8)							3.2
	   20
1:	(2 X 8)							0.8
	   20
0:	(1 X 8)							0.4
	   20
0:	(0 X 8)							0
	   20
Finally, to know the calculated values for chi-square for this hypothesis, we shall use the formula:
	O1 
	e1
	O1 - e1
		(O1 - e1)2
	(O1 - e1)2
e1

	6
	5.4
	0.6
	0.36
	0.07

	4
	4.8
	-0.8
	0.64
	0.13

	1
	1.2
	-0.2
	0.04
	0.03

	1
	0.6
	0.4
	0.16
	0.27

	0
	0
	0
	0
	0

	3
	3.6
	-0.6
	0.36
	0.1

	4
	3.2
	0.8
	0.64
	0.2

	1
	0.8
	0.2
	0.04
	0.05

	0
	0.4
	-0.4
	0.16
	0.4

	0
	0
	0
	0
	0

	TOTAL
	
	
	
	X2 = 1.25



Therefore, our chi-square calculated is X2 = 1.25
DECISION RULE
Rules stated that reject H0 (Null Hypothesis) if X2 calculated is > than X2 Table. Otherwise accept H1 (Alternative Hypothesis)
To calculated table  
X2 Table = No of Row = 1
= 5 – 1
= 4
Using 95% level of significance
The X2 Table = 0.71
Interpretation Of The Hypothesis Report
H0: The use of technology has no effect on Bank Service delivery 
H1: The use of information technology in the Banking industry has improved the banks service delivery.
	Since, the calculated value (X2 Cal = 1.25) is greater than the Table value (X2 Tab = 0.71) then we reject H0 (which is the null hypothesis) and accept H1 (alternative hypothesis). Finally, the result of the hypothesis shows that the use of information and communication technology (ICT) in the banking industry has greatly improved the banks service delivery.
	Determine the expected frequency using the above formula in the given data below
Formula = TR X TC
		    GT
Where TR = Total row
	   TC = Total column
	   GT = Grand total
Using table 4.3.9
State that using automated system in the bank makes the jobs to be more sampled
OBSERVED VALUE				EXPECTED FREQUENCY
6:	 (5 X 12)						3
	     20
4:	(6 X 12) 						3.6
	    20			
1:	(1 X 12)						0.6
	    20	
1:	(0 X 12)						0
	   20
0:	(0 X 12)						0
	   20
3:	(4 X 8)							2.4
	   20
4:	(4 X 8)							2.4
	   20
1:	(0 X 8)							0
	   20
0:	(0 X 8)							0
	   20
0:	(0 X 8)							0
	   20
	
Finally, to know the calculated values for chi-square for this hypothesis, we shall use the formula:
	O1 
	e1
	O1 - e1
		(O1 - e1)2
	(O1 - e1)2
e1

	6
	3
	0.9
	5.4
	2.1

	4
	3.6
	10.8
	64.8
	21

	1
	0.6
	1.8
	10.8
	21

	1
	0
	0
	0
	0

	0
	0
	0
	0
	0

	3
	2.4
	7.2
	43.2
	21

	4
	2.4
	7.2
	43.2
	21

	1
	0
	0
	0
	0

	0
	0
	0
	0
	0

	0
	0
	0
	0
	0

	TOTAL
	
	
	
	X2 = 86.1


Therefore, our chi-square calculated is X2 = 86.1
DECISION RULE
Rules stated that reject H0 (Null Hypothesis) if X2 calculated is > than X2 Table. Otherwise accept H1 (Alternative Hypothesis)
To calculated table  
X2 Table = No of Row = 1
= 5 – 1
= 4
Using 95% level of significance
The X2 Table = 86.1
Interpretation Of The Hypothesis Report
HI: There is a positive correlation between information technology and efficient service delivery in the banking 
H0: There is no correlation between information technology and-efficient services delivery.
	Since, the calculated value (X2 Cal = 86.1) is greater than the Table value (X2 Tab = 86.1) then we reject H0 (which is the null hypothesis) and accept H1 (alternative hypothesis). Finally, the result of the hypothesis shows that There is a positive correlation between information technology and efficient service delivery in the banking.
4.5	Data Analysis And Interpretation
	In question one: 90% say yes, because banking automation system has helped to improve banking customer relationship.
	In question two: 100% say yes, because banking automation has brought more prompt and fair resolution of problems.
	In question three: 90% say yes, because the use of automated system in the bank has made jobs easier.
	In question four: 80% say yes, because the use of electronic in banking services has result to more convenient business hour to customers.
	In question five: 90% say yes, because there is believe that ATM into the banking has brought about faster service to the customers.

CHAPTER FIVE
5.0	SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	Summary Of The Study
	The main objective of the study is to appraise the effect of information technology (IT) on equitable service delivery in the banking industry in Nigeria, Zenith Bank Plc (ILORIN) was used as a case study.
	Information and communication technology, the language of the new age and its grammar which is science has become an indispensable and veritable tool for enhancing effectiveness and efficiency in all other aspects of life. Banking industry was learnt the grammar and understands the language of the new age and tremendously transform the industry from what is used to be to the economic mover of the whole wide world, through the magic hands of computer science innovations. The adoption of ICT in banks has improved customer services, facilitated accurate records, provides for home and office banking services, ensure convenient business hour, prompt and fair attention and enhance faster services. The adoption of ICT also improves the banks’ image and leads to a wider, faster and more efficient market. It has also made work easier and more interesting.
	This research study analysis the impacts made by the information and communication technology (ICT) in the banking industry.   	
5.2	Findings
	From the data analysis carried out in chapter four, the following findings were reveals. The introduction of information technology has brought about efficient and effective data processing in the banks.
Introduction of information technology has helped the bank customer relationship. Introduction of information technology has bought about more prompt and fair resolution of problems
The use of information technology has made jobs to be more simplified in the banking industry. The introduction of information technology improved the skills of the workers in the banking industry. The introduction of information technology into the banking industry has brought about faster service delivery. The use of electronic in banking services had resulted to more convenient business hour to customer. The introduction of information technology in banking industry is a welcome development to the customers.
5.3	Conclusion
From the findings, one can conclude as follows
The introduction of information technology has brought about efficient and effective data processing in the banking industry and so on. This will enable them spend more money on information technology. If all banks in the country engage in electronic banking Nigeria economy would change for the best.
Introduction of information technology has bought about more prompt and fair resolution of problems. Introduction of information technology improved the technical skill of the work force of the banking industry.
5.4	Recommendations
Since information technology is being adopted by every organization in the world, in fact information technology has received the whole world to a similar village, The government through the central bank of Nigeria should made it mandatory for bank to invest a certain percentage of their profit on the acquisition of modern technology so that they could deliver efficient service to people. This will in no small measures assist the economic development policy of the government.
And, lastly, government in turn should provide an enabling environment for the certain incentives such as tax holiday. 
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