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CHAPTER ONE
1.0	INTRODUCTION 
1.1	BACKGROUND TO THE STUDY 
Automated Teller Machine (ATM) are devices used by bank customers to process account transactions. Typically, a user inserts into the A.T.M  special plastic card that is encoded with information on a magnetic strips. The strips contains an identification code that is transmitted to the bank’s central computer by modern. To prevent unauthorized transaction, a personal identification number (PIN) must also be used by the user using a keypad. The computer then hermitic the ATM to complete the transaction most machines can dispense cash, accept deposit transfer funds, and provide information on account balances. Banks have formed cooperative, nationwide networks so that a customer of one bank can use an ATM of another for cash access, by extension all commercial banks ATM in Nigeria are inter-connected (okoh, 2010).
Globally, Automated Teller Machine (ATM) have been adopted and are still being adopted by banks they offer considerable benefits to both banks and their depositors. The machines can enable depositors to withdraw cash at more convenient times and places than during banking hours at braches. In addition, by automating services that were previously completed manually, ATM reduce the cost of servicing some depositors of demand. These potential benefits are multiplied when banks share their ATM allowing depositors of other banks access their account through a bank’s ATM (Andrews, 2003). Bank  have become the principal deplorers of ATM Two reason for this are that want to increase their market share, although due to the prevalence of ATMs, it is not likely to be the primary means by which ATMs increase profitability for most banks, or/and above a certain level of operations, the cost of a single transaction performed. At an ATM is potentially less than the cost of a transaction conducted from a teller as ATM are capable of handling more transactions per unit of time than are tellers (Laderma, 1990).
In Nigeria the deployment of ATM by banks and its use by bank customers is just gaining ground and has burgoned in recent times. This has happed especially after the recent consolidation of banks, which has in all probability, made it possible for more banks to afford to deploy ATMs or at least become part of share networks (Fasan 2007).
The increased deployment of ATMs in the banking sector has made the issue of technology relevant and important. ATM services have a history that is less than ten years in n Nigeria. At first, they were operated as elitist services designed for those desirous of exclusives services cards were rare and the process for it of shared network (fasan, 2007)
Presently, the use of ATM cards has been widely promoted. Banks no longer appear to want personal contact with their customers some banks have resorted to penalizing the customer as it were for not possessing an ATM card by debiting the account of such a customer for with drawing below a certain amount across the accouters. Agboola (2006) reported that although only a bank had an ATM in 1998 by 2004 fourteen of them had acquired the technology (2006) discovered that the adoption of ICT in banks as produced largely positive outcomes such as improved customer service more accurate records. ensuring convenience in business time prompt and fair attention and faster services e.t.c also, the banks image is improved creating a more competent market. Work has also been made easier and more interesting, the competitive edge of banks relationship with customers and the solution of basic operational and planning problem has been improved Fananopo (2006) stated that Nigeria debit card transaction rose by 93 percent over previous years owing to aggressive roll out initiative by Nigeria banks powered by interswitch network the number of ATM transaction through interswitch network had increased from 1,065,972 in 2004, to 21,4486,615 between January 2005 to march 2012. This is a rise of 92.6 percent with respect to the previous years. More than 1700 ATM have been deployed on the network, while about 12 million cards have been issued by 18 banks as at march 2012.
A recent survey conducted by consulting limited revealed that ATM services provide by Nigeria by banks and non-financial institution stood as the most popular e-business platforms in Nigeria (intermare consulting   limited, 2007). The report showed that awareness for various banking services vendered by Nigeria banks is mostly limited to the traditional banking service. The findings shows that 99%  of the respondents were aware of saving account while 92were aware of current account and 72 percent are aware of local money transfer service. However ATM emerged as the most popular with 96 percent awareness level about current accounts and slightly below saving account comankhanle 2007.
Hence, there is clearly a need to study the impact of Automated Teller Machine (ATM) on bank customer satisfaction. It is against this background that the research see the subject. Malter worthly of investigation.
1.2	STATEMENT OF PROBLEM
The impact of automated machine teller machine cannot be ignored if meaningful goals and objectives are expected to be achieved. Automated Teller Machine is introduced into the banking system to enhance good services delivery and efficient customer satisfaction. Presently Nigeria problem in Automated Teller Machine is the use of outdated or inappropriate technology and lack of adequate knowledge all experience about the machine being use in another problem facing Automated Teller Machine.
The success of our present day organizations on how to satisfy customer or consumer by providing a good service of economic growth this end this research preoccupied with the impact of Automated Teller Machine on customer satisfaction is access bank (Nigeria).
Here are some potential statement of the problem statement of the problem despite the widespread adoption of (ATMs) in Nigeria, there are concerns about their impact on suctomer satisfaction.
Some of the issues include 
1. TECHNICAL PROBLEM:  frequent ATM malfunctions network failures, and cash dispensing errors can lead to customer frustration
2. SECURITY CONCERNS: ATM related fraud, card skimming, and phasing attacks can compromise customer security and trust.
3. LIMITED ACCESSIBILITY: inadequate ATM infrastructure, particularly in rural areas, can limit customer access to banking services 
4. Long queues and waiting times: overcrowding and long waiting times at ATMs can negatively impact customer satisfaction.
1.3	RESEARCH QUESTIONS 
In the study, the research questions below are proffered with answer:
1. How does ATM enhance customer’s  satisfaction in Access Bank?
2. What benefit do customers derive from using ATM in Access bank?
3. What are the challenges militating against ATM operation in Access Bank?
4. What are the advantages of ATM over manual system of queuing in line?
5. What  level of usage and problem encounter Nigeria populance on use of ATMs?
1.4	OBJECTIVES OF THE STUDY  
The main objectives of the study is to examine the impact of Automated Teller Machine on bank customer’s satisfaction. Other specific objectives are 
i. To identify how Automated Teller Machine enhance customer satisfaction in access bank
ii. To identify the benefit that customers derive from using Automated Teller Machine in access bank
iii. To examine the challenges militating against Automated Teller Machine operation in access bank 
iv. To highlight the advantages of Automated Teller Machine over manual system of queuing in line 
v. To determine the level of usage and problem encounter in Nigeria populace on use of ATM 
1.5	RESEARCH HYPOTHESIS 
Ho: Automated Teller Machine does not enhance customers satisfaction in access bank 
Hi: Automated Teller Machine enhance customers satisfaction in access bank 
Ho: Automated Teller Machine does not enhance the  benefit that customers derive from using atm in access bank
Hi: Automated Teller Machine enhance the  benefit that customers derive from using atm in access bank
Ho: Automated Teller Machine does not identify the challenges militating against atm operation in access bank 
Hi: Automated Teller Machine identify the challenges militating against atm operation in access bank 
Ho: Automated Teller Machine does not have advantages over manual system of queuing in line 
Hi: Automated Teller Machine has advantages over manual system of queuing in line 
Ho: Automated Teller Machine has no level of usage and problem encounter in Nigeria populace 
Hi: Automated Teller Machine has level of usage and problem encounter in Nigeria populace 
1.6	SIGNIFICANCE OF THE STUDY
	The study would enable banks executives and indeed the policy makers of the banks financial institutions to be aware of Automated Teller Machine as a major product of electronic commerce in Nigeria with a view to making strategic decisions. The research is equally significant because it would provide answers to factors militating against the operation of Automated Teller Machine (ATM) in Access Bank. This work would also be useful to student, scholars and researchers who may wish to undertake a similar study as they will use it as springboard to their own work.
1.7	SCOPE OF THE STUDY 
	In pursuance of the objective of the study, attention shall be focused on Automated Teller Machine (ATM) among other electronic banking implementation. In order to conduct an empirical investigation. In order to conduct an empirical investigation into the impact of Automated Teller Machine (ATM), the researcher intends to restrict the study of the impact of Automated Teller Machine in Access Bank (Nigeria) Kwara.
1.8	LIMITATION OF THE STUDY 
	The scope of the study covers the entire managers and staffs of first-bank in Ilorin / Kwara state. There is hardly a valuable undertaken without a set back. The same thing implies to this research work. The researcher encounters some problems which are listed below
TIME CONSTRAIN: As we all know is a major raw material that needs carefulness in the use of bringing the best out of one’s effort. Time was one thing the researcher never had as the time of this project the same time of my exam 
FINANCIAL CONSTRAINT: The researcher encountered some financial problem which affect the timely completion of this work 
LACK OF MATERIAS: Sourcing for materias was very difficult in the course of the research, some articles and journals were protected were in some library lacks the required books for my research  
1.9	DEFINITION OF TERMS
DEFINITION OF TERMS
The key below are used in this study.
1. ATM Card: Debit card use by banks customers in making transactions via ATM. The card is complex circuit that process microprocessors with single chips that contain the complex arithmetic and logic unit of computers. It provides access to customers to perform balance inquiring, mini statement and cash withdrawal as well as transfers through the use of Automated Teller machines. This Debit Card can also be used for internet online and POS transaction.
2. Chip Card: This is a card containing one or more computer chips or integrated circuit for identification, data storage or special purpose processing used to validate personal identification numbers, authorize purchases, verify account balances and store personal records.
3. Electronic Data Interchange (EDI): The transfer of information between organization machines readable form.
4. Electronic Money: Monetary value measured in currency units stored in electronic form on electronic device in the customer’s possession. This electronic value can be purchase and held on the device until reduced through purchase or transfer.
5. Mobile Banking: This is a product that enables the bank to offer customers to access services anywhere. Customers can make their transaction enquires, stop checks and other services instructions balance inquiry, account verification, bill payment, electronic fund transfer, account balances update and history, customer service via mobile, transfer between account etc.
6. Banking: The business receiving money from outside as deposit for safe keeping and making payment accrued which the money is due for payment and also advancing loans to those who keeps money for safe keeping as well as the public at large.
7. Account: Is a period during which transaction takes at the end and in which settlement must be made.
8. Banker: These refers to group of persons who receive money from individuals for safe keeping in the agreement that he will refund the said amount collected either on demand or at some certain date agreed upon.
9. Cheque: It is an order written by the owner to the banker to pay on demand to the bearer of the cheque.
10. Dishonored Cheque: A cheque, which the bank refuse to attend to for one reason or the other e.g. irregular signature, post dated cheque etc.
11. Loan: The amount of money that is lent out and that must be repaid within an agreed rate of interest usually for specific period of time.
12. Pass Book: It supplied to the customer by the bank in which all entries are made of all deposits and withdrawals that are made.
13. Unpresented Cheque: These are cheque drawn by the drawer but not yet presented for payment by the bearer.
14. Overdraft: Is usually created on a current account unlike a loan account where only periodical payments are made. An overdraw account is a running account where drawing and deposits are made. An overdraft account is a running account where drawing and deposits are made. In an overdraft account as frequently as maybe needed or received in connection with the business to meet the account related.
15. Payment System: A financial system that establishes that means for transferring money between suppliers and of fund, usually by exchanging debits or credits between financial institutions.
CHAPTER TWO
2.0	LITERATURE REVIEW
2.1	INTRODUCTION 
	This chapter reviews the available write up on this topic and in other related area in this chapter. This was made possible by the identification collection and review of these literatures from various sources such as text books, journals reports and the internet 
2.2	CONCEPTUAL FRAMEWORK
2.2.1	THE CONCEPT OF AUTOMATED TELLER MACHINE 
Automated Teller Machine is typically made up  of the  CPU for controlling the user interface and transaction, devices, magnetic or chip card reader for identifying the customer, display which is used by the customer for performing the transaction function buttons usually close to the display or a touch screen used to select the various aspects of the transaction and a record printer which provides the customer with a record of a transaction (Cronin  and marry, 1997). Most Automated Teller Machines are connected to inter bank networks, enabling people to withdraw and deposit money from machines not belonging to the bank where they have their account or in the country where accountants  are held this enabling cash withdrawals in local currency (Maxwell 1990). They are often identified by sign above them indicating the name of the bank owing them.
2.2.2	EVOLUTION OF AUTOMATED TELLER MACHINE
	Automated Teller Machine is said to have first been introduce in the early 1970’s the dispensers were operated by a token inform of a punch card. This enable a customer to withdraw as sachets of suitable value of bank notes. This sachets process and then return the card to the customers another source has it that Automated Teller Machine concept was started around 1967, and that it was first installed in a field town on the London borough of end field by Barclay bank (Thomas, 1996). This is said to have been accredited to join shepherded baron, although George Simon registered parent in new York and Don Wetzel and the other engineers from docated company also registered patient in June/April 1973 (Brendan, 1996). This is the second generation was improved to the extent that made it possible to count proved money.
2.2.3	OPERATION OF AUTOMATED TELLER MACHINE 
	ATMs typically connect directly to their Automated Teller Machine controller via either a dial-up modem over a telephone line or directly via leased line. Leased line are preferable a connection  (Musiime and Biyaki 2010) it is observed that, most modern ATMs the customer is identified by inserting a plastic Automated Teller Machine card with a magnetic stripe or a plastic smartcard with a chip that contains a unique card number. Security is provided by the customer entering a personal identification number (PIN). For one to access Automated Teller Machine service, He/She (the card holder) has to insert the card (Magnetic Strip Card) into the machine (ATM), which then reads the strip and makes contact with the central computer to confirm the genuity of the card which is either accepted rejected depending on whether it is valid or not. When accepted the customer then punches  his/her pin number which is then verified according to it compatibility with the information stored in the card. After which in them perform the service requested of like (issuing cash, accepting cash/cheque deposit, balance enquiring mini-statement) etc and financially rejected the card.
2.2.4	EFFECTIVENESS OF AUTOMATED TELLER MACHINE 
	Without usage of technology the banking sector cannot provide customers with effective services (portico et al, 2003) effective service delivery is a new or significantly  improved service concept that is taken into practice encounter experience and service delivery mechanisms as well as the entire concept of what constitute quality service are there for key issued that need to be considered prior to the implementation of any structural changes (Patricio etal 2003) effective service delivery is a service product or systematic method. It can be new customer interaction channel, a distribution system or a technological concept or a combination of them (key et al 1990).
Kumbah, (2011) observed that effectiveness of service provision has a significant relationship with overall customer satisfaction effective service delivery is positively related to customers satisfaction in that when a customer perceives that the delivery mode of the transactions that bank is supposed to offer is quite good, the more the customers will be satisfied with the bank services.
2.2.5	THE CONCEPT OF CUSTOMER SATISFACTION 
Cacioppo (200) defines customer satisfaction as the state of mind that customers have about a company when their expectations have been met or exceeded over lifetime of the product or service increase customer expectations have created a competitive climate whereby the quality of the relationship between the customer and bank has taken on a greater significance in some cases than the product itself (Musiime and biyaki, 2010). Point out that the baking industry strives to succed by putting the topic of rapid and changing customers needs to their agenda. This can be achieved through good customer care and offering attractive services or products that other competitors may not offer. Therefore, customers satisfaction is seen as a key performance indicator within business. The concept of customer satisfaction occupies a central position in marketing and practice (Cardozo, 1965). Customer satisfaction is a person’s feelings of pleasure or disappointment resulting from comparing a product’s perceived performance or outcome in relation to his or her expectation (musiime and biyaki, 2010). In summary customer satisfaction is the actual meeting of customer’s expectation after he or she has completed consuming a product or service.
2.2.6	WHO IS A CUSTOMER
A customer is the most important visitor on our premises. He is not dependent on us. He is not an interruption to our work. his is the purpose for it. He is not an outsider  on our business rather he is part of it, we are not doing him favour by giving us an opportunity to do so (wasswa, 2003). He further described a customer as one that enables the organization exists. They are the purpose of our business. In my own view I believe that customers are the heart the life and the soul of our businesses without whom we can’t hold even for a second to  exist in business. Hence they should be accorded utmost respect and care when rendering service of them.


2.2.7	IMPORTANCE OF CUSTOMER SATISFACTION
	Khirallah (2005) define customer satisfaction as a customers perception that his or her needs, whishes, expectations or desires with regard to products and service have been fulfilled. Consumer satisfaction in short can therefore be defined as an evaluative process that contracts pre-purchase expectations with the actual perceptions of performance during and after consumption experience. In summary, customer satisfaction is the meeting or even exceeding of a customer’s expectation after the use product. The outcomes of satisfying a customer are:- customer loyally- loyal customers are those who have the enthusiasm about the brands or product they use. The most enthusiastic a customer is the higher the profit contributed to the brand.
Musiime and biyaki (2010) opined that loyalty is a combination of intentional repurchases behaviour and psychological attachments of a customer to a particular service provider. The fundamental assumption of all the loyally models is that keeping existing customers is less expensive than acquiring new ones. 
In summary, loyalty is customer’s demonstration of faithful adherence to an institution despite the occasional errors. Thus satisfying a customer is very paramount to organizations existence.
Customer retention customer retention is the ability to hold on to customer over time (Joseph and stone, 2003). Customer retention is the activity that the selling organization undertakes to reduce customer account defections. It can also be described as a series of actions that the selling organization undertakes to reduce customer account defections. It can also be described as a series of action that the ganesh et al… (2000), observed that long term customers become less costly to serve due to the bank’s greater knowledge of the existing customer and to decrease serving costs. They also tend to be less sensitive to comparative marketing activities (czepiel, 1990). Loosing customer not only leads to opportunity costs because the reduce sales, but also to an increased need for attracting new customers which is fue to six times more expensive than customer retention (Joseph and Stone, 2003).
2.2.8	THE RELATIONSHIP BETWEEN AUTOMATED TELLER MACHINE USE AND CUSTOMER SATISFACTION 
	Brownlie, (199) has recommended that some consumers have positive attitudes towards Automated Teller Machine based on dominant perceptions of convenience/accessibility/ease of use. On the other hand, Reichheld and sasser (1990) have recognized the benefits that customer satisfaction delivers to a bank. For instance, the longer a customer stays with a bank the more utility the customer stays with a bank the more utility the customer generates. This is a result of a number of factors relating to the time the customer spends with a bank. Without usage of technology the banking sector cannot provide customers with a satisfactory service (Patricio et al 2003). Effective services delivery is a new or significantly improved service concept that is taken into practice
According to Patricio at al (2003) customer will use different service delivery systems dependent on their assessment of each channel and how it contributes to the overall service offering. Hence services satisfaction will not merely be based on isolated services encounters and experiences but rather on the overall feelings of satisfaction. With Automated Teller Machines networks already in place in most of the urban areas, the drive is now focused towards the rural areas where the use of Automated Teller Machine is still uncommon. From the review of literature, it can be observed  that the operation and use of Automated Teller Machine services in the financial sector, has contributed a lot in changing the way in which financial services and product are being delivered to the banks client. As the say goes that for every step forward (development) a lot of challenges must have been faced, fought and overcome. Thus have been faced, fought and overcome. Thus the development of Automated Teller Machine saw the emergency of some challenges for the better service while the financial institution are very busy scarchine for the most efficient way by which they can improve on their service provision.
2.3	THEORETICAL FRAMEWORK
THEORETICAL FRAMEWORK
The issue of customer satisfaction has been explained by numerous theories developed by several authors. Generally two groups of theories will be used to understand the process through which customers from satisfaction judgments. The two psychology theory.
ASSIMILATION THEORY 
	The theory of assimilation demand that customers make some kind of cognitive comparison between expectations about the product or services and the perceived product performance (Anderson, 1973). The assimilation theory is introduced after discovering that the customer evaluates the product or services after using them. Anderson (1973) asserted that customers seeks to avoid dissonance by adjusting perceptions about given a product to bring it more in line with expectations. According to this theory will help customers to reduce the tension resulting from poor services performance either by distorting expectations so that they coincide with perceived services performances or by raising the level confirmation experienced. This theory was “however criticized by several authors for instance, Payton et all the (2003) pinpointed a number of shortcomings including the fact that the simplicity of assumed relationship between expectation and satisfaction without specifying how disconfirmation of an expectation leads to either satisfaction or dissatisfaction.
	Further criticism from Payton et al, (2003) is based on the theory’s claim that consumers are motivated enough to adjust either their expectations or their perceptions about the performance of the product therefore, it would appear that dissatisfaction could never occur unless the evaluative process were to begin with negative consumer expectations (Binter, 1987). The theory mention will help the researcher is analyzing the extent to which ATMs satisfy customer needs because of usage of ATMs to customer will be determination  that the customer can be satisfied for the services provided by ATMs or not 
SOCIAL EXCHANGE THEORY
	For Bhaskar&Khera (2012), social exchange theory can be applied to account for the relationship between employer practices, employee satisfaction, and customer satisfaction. In the content of social exchange theory, the employer is devoted to building relationship of long-term employment with his employees will be committed is their employer and employees in one of the key characteristics of social exchange theory. The willingness of the employeeis demonstrated by the employer’s effort to satisfy the needs of his employees by providing them with a good working environment and better management practices. These satisfied employees envision a long tenure of employment, are willing to make discretionary effort to contribute, and are eager to an extra care of their customers for their customers for their employing organization in other words these satisfied employees are more service orientation lead to be committed to making an extra effort to offer services of a high level of quality of their customers. This in turn, enhances customer perception of service quality and satisfaction on the basis of the social exchange theory, it can be argued that employees who perceive that workings conditions are better will feel more satisfied with their job and so be more loyal to their employing organization furthermore, if employees are more loyal to their organization, they are more service orientation and are prone to delivering services of a higher level of quality that would be well received by customers. Likely, if customers like the performance of the employee and express gratitude or satisfaction in turn, it is also expected to lead to a higher level of customer.
2.4	EMPIRICAL REVIEW 
	Few research have discussed the impact of electronic banking service on customer’s satisfaction in Nigeria and other parts of the world, with a number of such studies specifically focusing on ATM usage and the level of satisfaction of banks’ customers, this segment will so review the essence of such studies 
	According to Odusina (2014) while investigating the level of ATM usage and customer satisfaction in Nigeria using comparative analyzes of three banks in ogun state metropolis of Nigeria. The study employed primary data source through questionnaires which were administrated to a total of 200 respondents, cutting across the three banks the data were analyzed using the Chi-square statistical tool, the study thus revealed that there is a positive and significant relationship between that there is positive and significant relationship between ATM usage and customer satisfaction. Alex (2014) examined the impact of e-banking on customer services and profitability of banks in Ghana the random sampling technique was used to select ten banks and two hundred and fifty customers all in Accra for the study. The study found that e-banking has impacted positively on customer service and profitability of banks through the study identified a number of challenges, it thus recommended among others that there should be 24/7 monitoring of ATMs so that any failure is addressed as soon as possible to guarantee customer retention.
Ogunlowore and Oladele (2014) also examined the impact of electronic banking on satisfaction of corporate bank customers in Nigeria. Data were collected with a structured questionnaire and also analyzed with description statistics while the hypotheses of the study was tested using chi square technique. The study revealed that there is a significant relationship between electronic banking and customers satisfaction and also suggested that critical infrastructure like lower, security and telecommunication should be strengthened to ensure the application of electronic banking in Nigeria and optimum satisfaction on the part of customers. Alabar (2012) conducted research in electronic banking services and customer satisfaction in the Nigeria banking industry he sampled 400 respondents of some selected banks across the six geo-political zones of the country. Using regression analysis, the study revealed that electronic banking services has significant effect on customer’s satisfaction in Nigeria.
Similarly, E banking (2010) investigated the effect of ATM infrastructure on the success of e-payment. The analysis of the study was based on primarily data collected from the users of ATM. A total of 1141 users of ATM were sampled. The data were analyzed using the factor analysis simulation model. The study also modeled five strategic decision clusters, in which inadequate availability of quality infrastructure  was identified as the most critical limitation to the efficient e-payment via ATM. The study thus concluded that provision of adequate infrastructure such as power is critical for effective integration of the Nigeria banking system to the global network of electronic payment via ATMs and for this to be possible, the study advocated for concerted effort by stakeholders to resolve the lingering crises in the energy sector.
Contrarily, chinedy , et al (2012) analyzed the negative effect of the ATM as a channel for delivery banking services in Nigeria using a sample of 600 respondent, conveniently selected from two state of the federation. The data were analyzed using chi-square. The study found that the ATM system of delivery banking services not only contribute to the increasing rate of bank fraud, but equally lures Nigerians into profligate expenditures. They therefore recommended the banks should strive to increase their security layers to subvert the tricks of web scammers and limit the amount which customer may be allowed to withdraw at a time.
In another instance, Alabar and Agena (2013) also investigated the effect of information and communication technology and customer satisfaction in the Nigeria banking industry the study employed primary data and four hundred banks customers were served with questionnaire and the regression analysis was used infesting the hypothesis. The study discovered that the present state of ICT based services to customers in the country. Fenuga and Oladejo (2010) investigated the effect of electronic payment on customer service delivery in Nigerian banks 100 respondents ere stratified proportionately amongst customers of the selected banks with the aid of questionnaire which was randomly administered to customers of four selected commercial banks in the country. Chi-square and regression analysis were employed to analyze the data. The study concluded that electronic payment has significant impact on the service rendered by the banking industry in Nigeria. Adewoye (2013) equally examined the impact of mobile banking on service delivery in the Nigerian banks the study employed primary data sourced through questionnaire, which were administered to staff and customers of some selected banks in the country. The data collected were analyzed using Chi-square statistical technique. The results of the findings shows that mobile banking improve banks service delivery in a form transactional convincing saving time and so on. To this end, the study recommended that banks management should create awareness to inform the public about the benefit delivered on the e-banking service products.
Also Jegede (2014) investigate the effect of ATM on the performance of Nigerian banks. Questionnaires were used to collect the data from a convincing sample of 125 employees of five selected banks in Lagos state with interswitch network. The data analyzed statically using the Chi-square technique which was   done electrically via the software package for social science (spss version 20.0)
The result therefore indicate that less than the benefits, the deployment of ATM terminals have averagely improved the performance of Nigeria banks. The researcher thus recommended in conformity with chenedu et al (2012) recommendations, that banks  should strive to increase their security layers so as to subvert the tricks for web scammers and also limit the amount which customers amy be allowed to withdraw at a time and the provision of extra security layer that can prevent third party from making use of someone else’s ATM card for unauthorized withdraws. Olanipekun et al (2013) examined the impact of e-banking on human resources performance and customer satisfaction. Primary data was adopted for the study which was sourced viaa structured questionnaire administrated to fifty randomly was used to analyze the data. The study revealed that introduction of electronic banking has impacted positively on the bank’s human resource performance and has also enhance customer’s satisfaction. They therefore recommended that critical infrastructure that will aid the usage of e-banking produce should be provided.
Lastly ray and Ghosh (2014) empirically examined the impact of internet banking services quality dimensions on customer satisfaction. The study employed pre-structured questionnaire in collecting the primary data from a sample of 120 respondents through personal contact, field survey and email. The data were analyzed through spss version 21.0. the analysis revealed that there are three dimension of service quality namely, Assured service, service efficiency and convenient service, which impact customer satisfaction and that customers are more satisfied with additional service dimensions like trustworthiness, sincerity, accessibility and awareness.
Meanwhile, from the precious research efforts, one could say with all modest that relationship between ATM usage and the level of satisfaction derived by banks customers has received a fair share of empirical studies and a number of recommendations from both administrative and monetary analysts across the globe. However, as it is observed, none of these studies have investigated the relationship between customers’ satisfaction and ATM usage in the Ilorin metropolis thus creating a research gap, which necessitated the study.
 






CHAPTER THREE
3.0	RESEARCH METHODOLOGY 
3.1	INTRODUCTION 
	This chapter presents the research design, source of data, population of the study, sampling size and sampling techniques, definition and measurements of variables, method of data and model specification.
3.2	RESEARCH DESIGN
The research was descriptive and analytical in nature however in order to find out the role of Automated Teller Machine in the satisfaction of customer quantitative and qualitative method were used 
3.3	POPULATION OF THE STUDY
The population of this study consist of first bank, which has 315 braches all over the state of the federation including Abuja
3.4	SAMPLE SIZE AND SAMPLING TECHNIQUE 
Sampling Size: Due to the limited time and money this finding could only access two branches of first bank of Nigeria plc in Ilorin, Kwara state.
Sampling Techniques: The research used random sampling techniques in the selection of the sample size in this study. The data collected covers the period of 2008-2010 for pre-adoption and 2017 to date for post adoption of electronic banking. Since the objective of the study has been determined whether e-banking has significally improved the profitability of banks of Nigeria
3.5	SOURCES AND METHOD OF DATA COLLECTION 
PRIMARY SOURCE OF DATA: there is the data obtained from a particular investigation which are usually obtained by questionnaire  person interview option survey sampling and the like.
Secondary sources of data these are naturally move really accessible data primary data they are collected frequently for administration reason of usually happens where the researcher collect his or her data by watching and recoding information.
Similarly, it involves deep search through related literature  which include relevant document materials such as textbook writing newspaper magazines journal and  ready made information.


METHOD OF DATA COLLECTION 
Data collection is one of the major phases  of the research process: The method used in gaining data is questionnaire . the questionnaires were distributed to owners, executive managers, managers and employees of selected in the company.
Questionnaire 
Questionnaire is a structure arranged and circulated to secure reactions to specific inquires (creswell, 2013 questionnaire is the universal in which each person is asked to respond  to the same set of questions in predetermined order (devaus 2002) citied in (saunders et al 2012). Questionnaires were used as primary sources of data collection tools to require information from the company. The purpose behind utilizing questionnaire is that it is the most productive device for information gathering also, it is useful in order for the researcher to ascertain fitness and applicability of the questionnaire it eas presented.
3.6	INSTRUMENT FOR DATA COLLECTION 
INDEPTH INTERVIEWS: are conducted with some staff  of the organization. The interview were structures to give room for less versatility and record, the spot adaptability on the part of the researcher having located the respondents, the researcher explained precisely why and for whom the result will be of interest  and also what is expected to emerge  research survey conducted.
Responses collected from the interview were recorded while the researcher was alert for vague and genuine answers. The result was recorded while the impression and observation in the course of interview which were later used for the analysis stage 
OBSERVATION: This is another primary sources used it is a systematic method of collecting data by natural scientist, it implies the use of one eye it may be  planned or unplanned. In this process, the researcher was able to observe some changes that have taken place in the company and some that need proper implementation as earlier discussed.
DOCUMENTATION: Information obtained through secondary method i.e use of library and journals are vitally essential as it form the bedrock of all research work. In this method relevant textbooks, handout and company’s record were used.
3.7	TECHNIQUES FOR DATA ANALYSIS 
First bank of Nigeria plc, Ilorin Kwara state is chosen as the representatives of the population for this study, a sample size of 50 respondents was sampled the 50 respondents were taken randomly on equal basis from the related departments of the organization. 
Statistical techniques were used to present an analytical data for the purpose of achieving clarity, compactness and completeness with the mechanical limitations of the types scripts.
· The statistical techniques used are 
Frequency distribution table which is of fundamental importance in analyzing data, it is a summary method of presenting data 
· A frequency distribution table is one which particular variable of interaction form the basis classification & the entires are frequencies they show the frequency or amount of time in which a particular variable or events occurs. It is valuable for summarizing a set of data which might be more difficult to identify by looking at the whole, in construction the table the overall range of variable in a set of data that full into each of these classes are counted.
· PERCENTAGE:  one of the analytical tools that provides for effective comparison, based of 100% was set up on which frequency occurrences were  determined 
· Chi-square (X2) test will also be used 
· O= The observed frequent of any value\
· E= The expected frequency, pf any value of significance level of significance 5% 
to find X2 it is necessary to valuate 
F= implies summation
O = observation 
E= expected frequency 
	The following model can be specified:
Model Equation
Customer satisfaction= Bo + B1 (ATM Convienience) + B2 (ATM Reliability ) + B3 ( ATM Security ) + B4 (ATM Service Quality) ɛ CONT’D virables.
i. Customer satisfaction dependent variable measured through surveys or questionnaires 
ii. ATM Convenience indepent variable measuring ease use and accessibility
iii. ATM Reliability independent variable, measuring frequency of downtime and errors 
iv. ATM security independent variable, measuring  preserved security and risk
v. ATM service quality: independent variables, measuring responsiveness and helpfulness.
vi. Σ: error term, representing unexplained variations
3.8	MODEL SPECIFICATION
Linear model 
A common way to represent rthe relationship between department and independent variables is using a linear model, often expressed as  
Y= a + bx ( simple linear regression)
Y= a + b1 x 1 + b2 x 2 + …… + bn.
	Xn (multiple Linear regression)
X (or x 1, x2, etc) are the independent variables
a is the intercept (the value of  y when  x is o) b or (1, b2, etc) are the regression coefficients, indicating the change in ‘y’ for a one unit change in the corresponding ‘x’ variable  
       



CHAPTER FOUR
4.0	DATA PRESENTATION ANALYSIS AND INTERPRETATION  
4.1	INTRODUCTION
The chapter deals with analysis and interpretation of data collection for the research work. This is based on total number of staff that is working access Bank in 2018 to 2019 and also the questionnaire given to the respondents. The sample size is twenty five (50). Which is hundred percent (100%) of the total respondent.
4.2	DEMOGRAPHIC CHARACTERISTIC OF RESPONDENT 
DISTRIBUTION OF RESPONDENT BY SEX
TABLE 4.1	
	Alternative 
	Respondents 
	Percentage 

	Male 
	20
	40

	Female 
	30
	60

	Total 
	50
	100


Sources: Field Survey, 2025
	From table above it shows that 20 of the respondent represent 40% are males while 30 of the respondents represent 60% are females 

DISTRIBUTION OF RESPONDENT BY AGE 
TABLE 4.2	
	Alternative 
	Respondents 
	Percentage 

	21-30 yrs
	25
	50

	31-40yrs
	15
	30

	41-and above
	10
	10

	Total 
	50
	100


Sources: Field Survey, 2025
	From the above table shows that 25 respondent present 50% were between the age of 21 – 30yrs, 15 respondents 30% were between 31 - 40 years and 10 respondent were between 40 and above.     
DISTRIBUTION OF RESPONDENT BY MARITAL STATUS  
TABLE 4.3	
	Alternative 
	Respondents 
	Percentage 

	Single 
	10
	20

	Married 
	30
	60

	Widow 
	5
	10

	Divorced
	5
	10

	Total 
	50
	100


Sources: Field Survey, 2025
	The above information on the table shows that 10 respondent 20% were single 30 respondents represents 60% were married, 5 respondent 10% were widow while 5 respondents represent 10% were divorce , which shows that married people were mostly employed by Access bank because of the maturity      
DISTRIBUTION OF RESPONDENT BY EDUCATION QUALIFICATION  
TABLE 4.4	
	Alternative 
	Respondents 
	Percentage 

	SSCE
	5
	10

	NCE/OND
	15
	30

	HND/BSC
	30
	60

	Others
	-
	-

	Total 
	50
	100


Sources: Field Survey, 2025
From the above table it shows that 5 respondent 10% were under secondary school certificate holder, 15 respondent represent 30% were NCE/OND certificate holder and responded represent 60% were HND/BSC certificate holder.



SECTION B
IS ATM MACHINE EASY TO USE?
	Option  
	Respondents 
	Percentage 

	Strongly Disagreed 
	10
	20

	Disagreed 
	5
	10

	Neutral 
	-
	-

	Agreed 
	15
	40

	Strongly Agreed
	50
	40 

	Total 
	50
	100


Sources: Field Survey, 2025
	From the table above shows that is ATM machine easy to use which shows that 20% strongly agreed, 100% disagreed, 30% agreed while  40% strongly agreed that ATM machine are easy to use. 
DOEST PEOPLE STILL VISIT THE BANKING HALL FOR CASH WITHDRAWAL DESPITE THE ATM
	Option  
	Respondents 
	Percentage 

	Strongly Disagreed 
	15
	30

	Disagreed 
	5
	10

	Neutral 
	-
	-

	Agreed 
	10
	20

	Strongly Agreed
	20
	40

	Total 
	50
	100


Sources: Field Survey, 2025
From the table above it shows that does people still visit the banking hall for cash withdrawal which shows that  30% strongly disagreed, 10% disagreed,  20% agreed while 40% strongly agree that despite the ATM, people still visit the banking hall for cash withdrawal 
DOES  THE USAGE OF ATM SATISFIED THE CUSTOMERS 
	Option  
	Respondents 
	Percentage 

	Strongly Disagreed 
	10
	20

	Disagreed 
	5
	10

	Neutral 
	-
	-

	Agreed 
	15
	30

	Strongly Agreed
	20
	40 

	Total 
	50
	100


Sources: Field Survey, 2025
From the table above shows that the customer are satisfied with the usage ATM which shows that  20% strongly disagreed, 10% disagreed, 30% agreed while 40% strongly agreed that customers are satisfied with the usage of ATM.



DOES N65 CHARGES ON ATM USAGE AFFECT THE CUSTOMER 
	Option  
	Respondents 
	Percentage 

	Strongly Disagreed 
	15
	30

	Disagreed 
	5
	10

	Neutral 
	-
	-

	Agreed 
	10
	20

	Strongly Agreed
	20
	40 

	Total 
	50
	100


Sources: Field Survey, 2025
From the table above shows that N65 charge on ATM usage affect the customers which shows that 30% strongly disagree, 20% agreed and 40% strongly agreed.
IS THERE ANY PROBLEM ASSOCIATED WITH THE USAGE OF ATM TRANSACTION 
	Option  
	Respondents 
	Percentage 

	Strongly Disagreed 
	10
	20

	Disagreed 
	5
	10

	Neutral 
	-
	-

	Agreed 
	15
	30

	Strongly Agreed
	20
	40 

	Total 
	50
	100


Sources: Field Survey, 2025
From the table above shows that is there any problem associated with the Usage of ATM transaction which shows that 20% strongly disagreed 10% disagreed, 30% agreed while 40% strongly agreed that there is a problem associated with the usage of ATM transaction. 











CHAPTER FIVE
5.0	SUMMARY, CONCLUSION AND RECOMMENDATION 
5.1	SUMMARY
   This project examine the effect of Automated Teller Machine (ATM) industrial is a five chapter project. Chapter one contains the introduction of the project limitation of the study, objective of the study and plan and organization of the subject matter of automated teller machine (ATM) and facilities, effect and impact of automated teller machine (ATM) in bank service delivery in the Nigeria money about the methodology of the research and explained in define the methods used in the project.
	 While the four Chapter contains the presentation, analysis of the data use in the project an analyzed. Finally, the chapter five which is the last chapter contain the summary, conclusion and recommendations.
5.2	 CONCLUSION 
	 Investment information technology has become an important component in both strategies and traffic management to ensure competitive advantage. Automated Teller Machine (ATM) has continued to change the structure contain and equality of the bank payment system in Nigeria lack of ling environment to be provided by function electricity facility in the country.
5.3	 RECOMMENDATIONS
	In view of the findings of the research the following the fully appropriate they give of automated teller machine (ATM) and 
A. Management of bank in Nigeria should crate for interaction and occasional meeting between the banks and their customer. This is essential as to lovely offer an impersonal consequence of automated teller machine (ATM) service.   
B. Contingent plan should be made by management of banks to central the effect of computer crime.
C. Research and development (R/D) department needs to be  establish to keep abreast of the new development in the banking industry as it is  dynamic 
D. The Nigeria electric main utility (PHCN) should be revitalized to provide more reliable electric power supply to the commuters.
E. Independent power provider (IPPs) should allow operating given room for health competition. 
F. Necessary step should by talking to avoid Automated Teller machine (ATM) error and failure. 
G. Individual personal Pin security that will prevent card fraud should also be introduced.
H. Automated Teller machine (ATM) should be place outside the banking premises to aid effective functioning of the machine 
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