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CHAPTER ONE
INTRODUCTION
1.1.	Background to the Study
In general, the impact of technology on banks is not limited to the financial services industry. Application of information and communication technology policies, processes, policies, and implementation methods in banking services has become a critical and timely issue for all banks, as well as a necessary prerequisite for global and regional banking competitiveness. The market climate in the financial sector is highly competitive as a result of this technological improvement, observing drastic changes and forcing banks to provide online assistance to their customers while using internet banking (Singh & Kaur, 2020). According to Hammoud et al (2018), since the 16th century, businesses had to provide high standards for their goods and services. Any company needs to represent its clients as efficiently and as effectively as it wants. In recent years, banks have been struggling to offer the highest level of technical infrastructure, which has led to widespread use of e-banking platforms through the spread of websites to meet consumer needs. Despite the variations in prices and types of e-services offered, many banks use e-banking services to purchase, sell and exchange services via e- commerce websites.

The era of globalization is the 21st Century, transformed by the technological revolution. All facets of business are greatly affected by the Internet. Electronic business is no longer a choice for companies but a requirement (Bezhovski, 2022). According to various commercial activities, electronic banking has recently been introduced. Using internet platforms to improve the facilities, such as retail sales of goods and purchases of items. Regardless of the threats related to this current form of technology, the desire to make the planet a village has necessitated the development of a consumer economy. The adoption of electronic banking by commercial and financial institutions to more conveniently link banking operations or affairs than in previous years (Toor et al., 2022). As a result of technological advances, it is now easier for a controlling bank which is known as the parent bank to manage its distantly located subsidiary bank through electronic banking (Toor et al., 2022).
Raza et al (2020) defines online banking as a type of e-banking that allows customers to use multiple banking services, pay bills and make investments as an effective scheme of e- commerce and as a partner. Banks have introduced internet banking to enhance customer service and offer dual benefits at discounted prices these days. It's rare to come across a national bank that doesn't have any kind of electronic banking service, even in the most remote parts of the country. Online banking services are now being used as a strategic tool in developed and emerging areas of the world (Al-dmour, 2019). Competitiveness in the banking sector has called for an increase in industries around the world on board the electronic network. In order to minimize holding time, lapses, cost, and boost customer service support, banks decided to introduce, evaluate, examine and attempt to present internet banking services. Customers may use their internet banking services to access their bank account and may also make inquiries about their personal accounts, as well as make simple payments from their home computers and smartphones at work, whenever the timing of the transaction is convenient for them (Dauda & Lee, 2022).

Electronic banking has become common in Nigerian banks and the financial services sector in general in recent years. Dauda & Lee (2022) noted that when the CBN authorized "All states" Trust Bank's application to launch the ESCA closed device electronic purse, it was a significant step forward. The launch of such e-payment items in Nigeria began in 1996. Diamond Bank followed up with the introduction of a related product called 'Paycard' in February 1997. With the approval of Smart Card Nigeria Plc, a group of 19 banks formed a corporation named "valucard" in February 1998 to produce and administer cards that were issued by the member banks. E-money goods focused on cards presumed an inclusive forum. As a result, between 1998 and 2000, many banks unveiled their websites in order to provide Internet banking.

1.2	Statement of the Problems
The banking industry is one of the major contributors to the economic development of any nation in the world. However, the existing banking facilities in the country at this time cannot effectively cope with the requirements of modern banking”. These problems have further resulted to sub problems of slow banking operation, slow storage and retrieval system, time wastage and reduced customers’ patronage. Therefore, it became very apparent and necessary for banks to search for a better method, which would seek to improve and speed up banking operations in the country. This is what call for introduction of computerization system, however, despite many benefits of using computerized systems, in many banking industries, incidences of accounting malpractice, delays in preparation of financial reports, financial misreporting and fraud have been reported (CAG, 2023).  This casts a shadow of doubt on whether the introduction of computerized systems has helped to improve banking performances. 
1.3 Research Questions
i. To what extent have e-banking service availability, convenience and reliability in the Nigeria deposit money banks?
ii. Does e-banking service in deposit money banks impacted on delivery of customers’ satisfaction in Nigerian banking industry.
iii. To what extent has Electronic Banking has impact on the total deposit of Nigeria money deposited banks?
1.4	Research Objectives
The main objective of this study is to examine the impacts of computerization on the performance of Nigeria money deposit banks, while specific objectives are to:
i. To examine the extent by which e-banking service availability, convenience and reliability in the Nigeria deposit money banks
ii. To evaluate how e-banking service in deposit money banks has impacted on delivery of customers’ satisfaction in Nigerian banking industry.
iii. To establish how Electronic Banking has impact on the total deposit of Nigeria money deposited banks?
1.5	Research Hypothesis
Ho1: - introduction of e-banking has not brought convenience and reliability to Nigeria deposit money banks 
Ho2: e-banking services do not have any impact on customer satisfaction
Ho3: Electronic banking system has no effect on total deposit of Nigeria deposit money banks
1.6	Significance of the Study
The study focuses on the impacts of computerization on the performances of deposit money banks in Nigeria. It is expected that the findings of the study will assist stakeholders in the banking sector ascertain whether the introduction of computerization has enhanced growth of deposit money banks in Nigeria or not.

To policy
Most banks have growth and continuity as part of their objective, and such objectives are best realized by an efficient management, as well as effective computerized accounting system. This has made it possible for banks to gain inherent advantage while minimizing risks involved in their daily operations. 
To practice
This research project will therefore be of immense advantage or benefit to the management of banks, computers and other business organization using electronic banking system. Hence, the theories and concept contained therein can be infused into their management system. 
To knowledge
In the realm of academic, the project will add to the data bank of academic environment as more empirical review will be available.


1.7	Scope and Limitation of the Study
The scope of the study is restricted to examining the impacts of computerization on performances of Nigeria money deposited banks, using UBA as a study area.  The interest on the chosen case study area is due to the easy accessibility of researchers to the information needed in the case study because it is researcher residential area.
1.8	Organization of the Study
This project work is divided into five chapters, chapter one deal with the introduction, objective, significant, scope and limitation of the study, statement of the problems, format of the study and research question & hypotheses as well as definition of terms.
Chapter two deals with the literature review, it reviews some of the literature of former researcher on the topic, it contains the theoretical frame work of the research work and appraisal of the literature review.
Chapter three deals with research methodology i.e. the method adopted in collection of the data used for the research, while chapter four deals with the presentation interpretation and analysis of data collected for the research.
Chapter five which is the final chapters, contains the summary of the findings, conclusion drawn from the research and recommendations
1.9	Definition of Terms
i. Computer:  IBM defines a computer as a machine that can by following a controlled sequence of instructions perform both logical and arithmetic operations with data and can also record results for either immediate or future reference.
ii. Computerization: Computerization according to online dictionary is the installation of computers as a part of a process of automation
iii. Electronic banking Electronic banking is the conduct of banking business electronically which involves the use of information communication technology to drive banking business for immediate and future goals.
iv. Performances: Performance can be described as a measure that reveals the position of an organization.
v. Data:  Data refers to any and all of the facts that are collected, stored and processed by an information system.
vi. Hardware: 	 The machine that processes the information stored in the memory.
vii. Information:  Information is data that has been organized and processed so that it is meaningful. The value of information is the benefit produced by the information minus the cost of producing it.
viii. Input/output:  These are the devices used in keying in data in a computer or retrieving data from the computer. 
ix. System:  A system is a set of two or more interrelated component that interacts to achieve a goal.
x. Software:  The programmes used by the computer in carrying out a specific operation.



CHAPTER TWO
LITERATURE REVIEW
2.0	Introduction
This chapter deals with literature review, issues relating to computerization system will be discussed. The work of past researchers about computerized system will be used, the researcher will refer to different writers who presented a variation views about impact of computerization system in Nigeria money deposit banks.   The chapter is divided into three one deals with conceptual issues, two deals with theoretical framework, while the other one deals with empirical evidence. While reviewing the literature, the main focus is to establish the missing link that can be filed by the researcher gap between the various researchers if any and the current situation.
2.1	Conceptual Issues
2.1.1	Concept of Computer? 
Vermant and Shelly (2021) define computer as electronic device, operating under the control of instructions stored in its own memory, that can accept data, process the data according to specified rules, produce results and store the results for future use. 
Computers process data into information. Data is a collection of unprocessed items, which can include text, numbers, images audio and video. Information conveys meaning and is useful to people.  Tanenbaum (2020) defines computer as an electronic device for storing and processing data, typically in binary form, according to instruments given to it in a variable program. 
The electronic digital computer system can be divided into Hardware and Software. The Hardware is the physical components and devices which make up the visible computer. It can be divided into two: Central Processing Units [CPU] and the peripherals. The CPU is responsible for the processing functions of the computer while the peripherals are responsible for feeding data into the system and for collection information from the system. The Central Processing Unit [CPU] consists of the main storage, Arithmetic and Logical Unit [ALU] and Control Unit [CU]. 
2.1.2	Electronic Banking 
The revolution of Electronic Banking has influenced almost every spheres of life; notable is the banking sector. The introduction of electronic banking has changed and redefined the ways banks were operating. Similarly, the emergence of global economy, e- business has increasingly become a necessary component of business strategy and a strong catalyst for economic development, as technology is now considered the major contributor for organizations’ success and as their core competencies.
Consequently, electronic banking system has become an important practice among commercial banks in Nigeria, owing to the fact that the introduction of this banking system has improved banking efficiency in rendering services to customers. Thus, the banks (domestic or foreign) are investing more on providing the customers with the new technologies through e banking.
According to Abaenewe, Ogbulu, and Ndugbu, (2020) electronic banking is the conduct of banking business electronically which involves the use of information communication technology to drive banking business for immediate and future goals. 
Electronic Banking System is seen to be an innovative service delivery mode that offers diversified financial services like cash withdrawal, funds transfer, cash deposits, payment of utility and credit card bills, cheque book requests, and other financial enquiries, (Onyedimekwu and Oruan, 2020). Similarly, Imiefoh (2023) sees electronic banking as an umbrella term for the process by which a customer may perform banking transactions electronically without visiting a brick-and-mortar institution. That is, automated delivery of new and traditional banking products and services directly to customers through electronic, interactive communication channels. E-banking generally implies a service that allows customers to use some form of computer to access account-specific information and possibly conduct transactions from a remote location like home or workplace, (Odulaja 2023).
Consequently, e-banking has become popular because of its convenience and flexibility, and also transaction related benefits like speed, efficiency, accessibility and so on (Elisha, 2020). He described e-banking as the term used for new age banking system, it could also be called online banking and it is an outgrowth of PC banking.
That is a banking which includes the systems that enable financial institution customers, Individuals or businesses, to access accounts, transact business, or obtain information on financial products and services through a public or private network, including the Internet or mobile phone. Further, electronic banking is referred to as the process of using the internet as delivery mode for the provision of services like opening a deposit account, electronic bill payments, and online transfers. These services can either be provided by the banks having physical offices or by creating a website and providing services through that or services can be provisioned through a virtual bank as well. The internet is used as a strategic and differentiating channel to offer high valued financial services and complex products at the same time or improved quality at lower costs without physical boundaries and to cross sell products like credit cards and loans.
2.1.3 	Bank Performance	
Performance can be described as a measure that reveals the position of an organization. It helps to tell how far and well an organization has improved in terms of its profitability as a result of its services delivery. Performance of a business can be identified using different proxies. 
By bank performance, generally it implies whether a bank has fared well within a trading period to realize its objectives. The only document that explains this is presumably the published financial statements.
The study by Abaenewe, Ogbulu and Ndugbu (2022), proxy performance using return on asset (ROA) and return on equity (ROE). However, it is important to note that firms’ profitability is not the only performance indicator of an organisation. 
Thus, studies like that of Ibukunle and James (2023), Olorunsegun (2020) and some others have identified performance in a different perspective; productivity, increase in sales, cost reduction, competitiveness, efficiency and effectiveness. Base on the above, the study makes a conclusion that performance of a business can be measured with any of these; profitability ratios, growth rates and profit margins. 
According to Rose (2001), cited in Abaenewe, Ogbulu, and Ndugbu. (2020).  A fair evaluation of any bank’s performance should start by evaluating whether it has been able to achieve the objectives set by management and stockholders. Certainly, many banks have their own unique objectives. Some wish to grow faster and achieve some long Hrange growth objective, others seem to prefer quiet life, minimizing risk and conveying the image of a sound bank, but with modest rewards to their shareholders.
Ordinarily, stock prices and its behaviour are deemed to reflect the performance of a firm. This is a market indicator and may not be reliable always. However, the size of the bank, the volume of deposit and its profitability could be deemed as more reliable performance indicators. For the purpose of this study, profitability indicators, precisely the Return on Equity 
Capital (ROE) and the returns on Assets (ROA) are used to assess bank performance. 
These ratios are indicators of management efficiency, and rate of returns. According to Rose (2001) cited in Abaenewe,  Ogbulu, and Ndugbu. (2020) these profitability measures vary substantially over time and from one banking market to another. The ROE and ROA are popularly in use today. Nikolai & Bazley (1997) cited in Abaenewe,  Ogbulu, and Ndugbu. (2020) posit that the amount of net income earned in relation to total assets is an indicator of how efficiently a company uses its economic resources. They further stressed that when the ROE is higher than the ROA, the company has favourable financial leverage. 
2.1.4	Electronic Banking and Bank Performances
As earlier mentioned, e-banking system is said to have increase the performance of the banking industry. Several researches have been carried out to find the extent to which e banking has impacted on banks using both qualitative and quantitative data. Though, there still lie divergent views. 
Milind (2005) cited in  Shehu, Aliyu, & Musa, (2020), reported that transaction with internet banking does not have a significant impact on performance and risk profile. Thus, concluded that internet banking has not proved to be a performance enhancing tool in major credit unions in Australia. 
Abaenewe et al (2020) analysed the effect of e banking on bank performance in Nigeria. They found that e banking has positively and significantly impacted on return on equity while e banking did not impact on return on assets. 
Similarly, Ibukunle and James (2023) claimed that e banking has led to increase customer satisfaction, improved operational efficiency, reduced transaction time, better competitive edge, reduced running cost and ushered in swift response in service delivery. 
In their research, Sana, Mohammed, Hassan and Monina (2021) investigated the impact of e banking on the profitability of Pakistani banks. Their findings reveal that e-banking has increased the profitability of banks, hence enabling them to meet their costs and earn profits in short span of time. Also, the illiteracy of customers is not regarded as a major impediment in provision of their products. Furthermore, Olorunsegun (2020) found that bank has an effective e banking system which has improved its customers’ satisfaction, by critical appraisal of e banking in unity bank. 
Subsequently, Elisha (2020) studied the prospects of e banking in developing economy. The study showed that e banking serves several advantages to Nigeria banking sector; provides convenience and flexible advantages. It also provides transaction related benefits like easy transfer, speedy transaction, less cost and time saving. Commission, (2021), investigated internet banking and performance of micro and small enterprises in Costa Rica. The result shows that internet use is limited in MSE daily operations because of limited access to computer and the relatively low penetration of internet services. 
2.1.5	Types and Delivery Channels of e-banking 
E-banking can be classified into three basic types. These include Internet banking, Smart card banking and Mobile/telephone banking. 


Internet banking:
This is a type of e-banking service where customers’ instructions are taken and attended to through the internet. Internet banking offers customers the possibility of enjoying banking services from the comfort of their homes and offices. What this means is that customers can buy goods by placing orders from the net, instruct their banks to pay the vendor the invoice amount involved, and the products are delivered to the destination where the buyer wants. 
Smartcard banking:
This is the conduct of banking transactions through the use of electronic cards (Value Card, ATM Card, Debit Card, Credit Card etc.). The smart card system makes it easy for bank customers to have access to cash, carry out transfers and make enquiries about their accounts without visiting the banking hall. Smart card facility is usually mounted at strategic places in the cities such as supermarkets, Hotels, Transport terminals, shopping malls etc. 
Mobile/telephone banking: 
This involves the conduct of banking business through the use of mobile phones or fixed wireless phones. It takes the following steps: Instructions are passed via voice or short messages (SMS) to the computer; the computer decrypts the message and executes the instructions through a highly coded device. Then, the response is given back to the customer electronically. 
2.1.6	Benefits of E-banking 
Rogers, (1995) cited in Abaenewe,  Ogbulu, and Ndugbu. (2020) posits that the rate of adoption of a new innovation is related to (perceived) relative advantage: The greater the perceived related advantage, the faster the adoption. Secondly, the desire to improve organizational performance is seen to be an enabler for technological change. However, the benefits of electronic banking encompass a broad range of functions and include: Electronic mail (e-mail) improves communication between individuals and the bank, within the bank, with the bank and external parties and between banks. 
The availability of online information provides bankers and customers with a powerful vehicle for research. Banks can provide information and services online which customers can pay for and receive. 
Banking processes are made more efficient and cost effective by integrating other aspects of banking operations such as management and financial control. Ovia (2001) cited in Abaenewe,  Ogbulu, and Ndugbu. (2020) posits that online banking services have now become a birth right of the customer as the customer demands the flexibility of operating an account in any branch of a bank irrespective of which branch the account was domiciled. With internet banking, customers would enjoy sitting in the comfort of their homes and offices and with a Personal Computer, log onto their banks’ servers and transact banking activities.
2.1.7	Electronic Banking Risks and Control 
Each financial institution should apply guidelines based on its scope and level of sophistication in e-banking technology.  Typically, electronic banking amplifies the scale of exposure of banks to traditional risks, such as transaction, strategic, reputation and compliance risk, among others. As information systems become more connected and interdependent, the risk of computer intrusion will increase. 
Arguably, this is the single most challenging aspect of the “new” electronic delivery system. Banks with weak physical and system security substantially increase their exposure to a plethora of risks, many of which could lead to collapse. Potential consequences include direct currency loss, change reputation, improper disclosure, and law suits or regulatory sanction. Bank consolidation as most Central Banks think, may not only be the solution to Bank distress and collapse. But exposure to global risk due to the adoption of electronic banking can in a moment throw a bank into oblivion. The security of payment cards from the view point of the holder is another area of concern. The danger of invasion of the system by fraudsters to corner and divert funds is ever present and a successful invasion could result in jumbo scale diversion of funds. 
Another security problem of payment cards as noted by Okafor (2006) cited in Abaenewe,  Ogbulu, and Ndugbu. (2020) is the consequence of any break down even momentarily and for whatever reasons, could be devastating. Therefore, banks deploying this technology should have an eagle eye to monitor occurrence of breakdown and good maintenance culture. 
Therefore, e-banking should be consistent with the banks overall strategic and business plans, and adequate expertise should be employed to operate and maintain such systems. It is therefore imperative that e-banking risks be managed as part of a bank’s overall risk management process. The level of risks assumed by banks need to be consistent with individual bank’s overall risk tolerance, and not its ability to manage and control risk. 



2.1.8	Major Limitations to effective electronic banking system in Nigeria
Security
The security of e-banking entails ensuring the records and information of customers are kept safe on the website (Hossain et al., 2021). Security can be ensured by providing information about the security of confidentiality and procurement mechanisms, as well as the display of reliable third-party logos. For instance, showing a trusted partner logo gives a certain level of safety and has an important effect on how consumers perceive the reliability of e-sellers (Hossain et al., 2021). A number of factors have been identified and investigated by researchers in terms of privacy and safety, including retaining confidentiality of transactions, preventing the exchange of individual data and ensuring a great level of safety for client data. According to Mei et al (2022), protection has had a huge effect on the satisfaction of clients. Another important factor that clients really worry about is privacy. Customers often think that when performing transactions through Internet banking, banks should secure their personal and financial details. According to Safi & Awan (2018), Security plays an important role in Internet banking. With many cyber security protocols for encrypted data packets, customers are unaware of encryption. Due to limited security, some banks only use popular websites. Some versions of browsers are acceptable.
Ease to Use and User Friendliness
Ease to use and/or user friendliness is considered an important concept in e-banking as it significantly affects the satisfaction of customers. According to Jaspal & Parminderjit (2020)ease to use is measured as the degree to which an individual feels it is easy to use a specific service. Pooya (2020) suggested that one of the most significant factors to be considered is the ease of use of internet banking websites and Apps. Furthermore, the study indicates that one of the most important characteristics of a customer's acceptance is the ease of use of an innovative. It also indicates that customers choose different service options based on the effort expended to use the service. While Kundu (2015) suggests that attributes of ease of use and user friendliness are considered to be acceptable and are included in the initiative and difficulty attributes. In addition, Mei et al. (2022) looked into the factors that influence people over the use of internet banking in Malaysia.
Reliability
Reliability is defined in terms of the quality of the website's operation, applies in particular to the technical functions of the website, its availability and its proper functionality (Khatoon et al., 2020). While Ayo & Oni (2022), define reliability as the fulfillment of duties in areas such as accuracy of calculations, proper registration and delivery of service within a satisfactory time frame. In this study, the level of effectiveness of which e-banking solutions complete transactions is referred to as efficiency. It is expected that the ability of the e-banking system to complete the transaction effectively would lead to consumers appreciating the system's quality. Many experiments have discovered that reliability plays an important role in deciding service efficiency (Ahmed et al., 2018; May et al., 2017; Mei et al., 2022). In addition, Mei et al. (2022) suggests that the level of customer satisfaction is significantly influenced by the efficiency of e-banking services in terms of reliability.
2.2	Theoretical Framework
Theoretical framework
 (Davis, 1993) predicting human behavior and suggests how users come to accept and use a technology and proposes that when a person is adopting a new technology, a number of factors such as the perceived usefulness, perceived ease of use, attitude towards use and behavior intention can influence their decision about how and when he or she will use it. Also (Bergeron, 1995) implies TAM framework, as a theory from social psychology, explicitly shows the social, cultural, individual and organizational factors that influence the behavior.  Davis developed TAM framework, while under contract to IBM Canada Limited to evaluate the market potential for a variety of the then-emerging PC-based applications in the area of multimedia, image processing, and pen-based computer in order to guide investment in a new development. 
Since its original development, TAM has been the focus of considerable academic attention (Venkatesh, 2003). TAM had received, adapted and extended by numerous researchers (Johnson et al 2003). These adaptations have variously explored TAM’s constructs and variables (Davis, 1993), issue of social influence, the temporal invasion of IT adoption behavior (Johnson, 2003), the degree of voluntary attitudes in IT adoption and usage (Davis, 1989), usage self-measurement bias and the case of object-oriented systems development (Johnson 2003). 
However, there is potential bias in TAM. One of the major biases is that TAM assumes that when someone forms an intention to act, that the person will be free to act without limitation (Bagozzi 1992). However, in the real world, there will be many constraints such as limited ability, time limit and individual freedom to act (Bagozzi, et al 1992). TAM with its original emphasis on the system design characteristic does not account for social norms, subconscious habits and facilitating condition of the organisational environment in the adoption and utilisation of new IS including A IS (Venkatesh, 2003).
Further, most of the existing studies on TAM were conducted in North American countries (Davis et al 1989). When TAM is tested in the other countries such as Switzerland and Japan, the results vary on TAM’s predictive power, culture, social norms, habit and facilitation in individual IS.
2.3	Empirical Review
Asidok and Michael (2021) investigated the impact of internet banking transactions on bank profitability in Nigeria using selected banks data from Electronic payment system office; Central Bank of Nigeria statistical bulletin.The study adopts Panel unit root and SURE model estimation technique to conduct quantitative analysis for four selected old and new generation banks. The results of this study were analyzed using economic a priori criteria, statistical criteria and econometric criteria. The positive and statistically significant relationship between automated teller machine of old and new generation banks in Nigeria indicates that automated teller machine is a major factor that contributes to old and new banks performance in Nigeria. The positive and statistically significant relationship between point of sale of old and new generation bank in Nigeria indicates that point of sale is a major factor that contributes to old and new banks performance in Nigeria. The positive and statistically significant relationship between internet banking of old and new generation banks in Nigeria indicates that internet banking is a major factor that contributes to old and new banks performance in Nigeria.
Edwin (2021) investigated the extent of the adoption and usage of the mobile phone banking services among banking customers in Nigeria and the associated problems. Mobile phones are now ubiquitous and a standard aspect of daily life for a large percentage of the world population. In addition, innovations in mobile finances offer the potential to change the way customers conduct financial transactions. Yet many banking customers all over the world remain sceptical about the benefits of mobile financial services and the levels of security provided with these services. Thus the aim of this study was to understand the levels of usage and non-usage of these financial services by customers within Nigeria. In the course of the research, ten out of twenty one banks were selected in Nigeria. The stakeholders interviewed included bank staff, customers and students from higher education institutions. Study data was gathered over a two month period using an unstructured set of interview questions and data analysis was through thematic evidences arising from the data analysed. Internet banking services were first introduced into the Nigerian financial system in 2019 and other electronic banking services such as the ATM and phone banking followed thereafter. The findings of this study however, discovered that phone banking was more established than internet banking and ATM services, but ATM services had a wider reach.
Vincent and Caroline (2019) examined the effects of internet banking on the financial performance of Deposit Money Bank: in Kapsabet Town. The study was guided by the following research objectives to: establish the effect of internet banking withdrawals and deposits on financial performance of banks; establish effects of internet banking loans on financial performance of banks; establish the role of internet banking funds transfer on financial performance of Deposit Money Bank; evaluate the effect of internet banking payment of bills on financial performance. The study adopted descriptive research design where selected banks in Kapsabet were studied. The population under the study included the management team, head of departments, bank staff and bank customers of selected banks in Kapsabet town. This study was guided by the systems theory and the theory of constrain. This study employed stratified random sampling method as a technique of probability method, which was done according to the bank structure. Purposive sampling technique was used to select management team and head of departments while Simple Random Sampling technique was used to select bank staff and bank customers. The questionnaires were tested for reliability by using Cronbach alpha to determine the internal consistency of the items. The researcher used expert judgment method to determine content validity. Questionnaire and interview schedule were used as the main instruments of data collection for this study. The data obtained from the research instruments were analyzed using Statistical Package for Social Science (SPSS) version 20. Descriptive and inferential statistics were used in analyzing the data. Descriptively frequencies and percentages were used to analyze demographic data, while testing variables in hypothesis were inferentially analyze using multiple regression model. The expected findings was that internet banking improves the financial performance of Deposit Money Bank. The findings of the study revealed that there was a significant relationship between internet banking and financial performance (p<0.005).
2.3.1	Summary and Gap Identified in the Literature
The study examines the Implication of electronic banking in Nigeria deposit money banks using United Bank Of Africa as study area.   E-banking means to control, perform, process, or store (a system, operation, or information) by means of or in an electronic computer or computers, to equip with or automate by computers. Bank performance, generally it implies whether a bank has fared well within a trading period to realize its objectives. The only document that explains this is presumably the published financial statements. Among the benefit of computerization include: Electronic mail (e-mail), availability of online information provides bankers and customers with a powerful vehicle for research and banking processes are made more efficient and cost effective.
There are several arguments for and against whether computerization has any impact on banks performance and any advantages on bank deposit. Some researchers against the opinion due to the result of their finding that result shows the cost of implementing computerized banking monitoring information system has a significant effect on Zenith bank Performance in Nigeria banking industry Samuel, Oluremi,  Babatunde, (2021). But researcher like, Abaenewe, Ogbulu, and Ndugbu, & Carrallio and Siegel (2021) are in support that the adoption of electronic banking has positively and significantly improved the returns on equity (ROE) of Nigerian banks. 
Although many studies have been conducted on the computerization of bank and its performances, little studies have been conducted on the impact of computerization on Nigeria money deposit banks. As a result, there is a knowledge gap that needs to be addressed. It is the objective of this study to fill that gap



CHAPTER THREE
METHODOLOGY
3.1 Introduction 
Research methodology is the specification procedures and methods of collecting and analyzing the data necessary to defined and solves problems.  Asika (1990). This section discuses the techniques and procedures for gathering and analyzing the research data, the section has been sub-divided into: Research design, Research Population, sample and sampling technique, method of data collection, method of data analysis and model specification.
3.2	Research Design
The phase of this work involved a design of procedure that guided the researcher in data collection which is the hall mark for any research. The research design adopted in this research work is the descriptive survey research design which involves the usage of structured designed questionnaire in the collection of data
3.3	Research Population
Since case study is to be employed to conduct the research; the population of this research work therefore consists of staff of United Bank of Africa Unity branch Ilorin, Kwara State and some selected customers of the Bank. The total population is 70.
3.4. Sample and Sampling Technique
In other to have an accurate statistical power, the following formula by Yaro Yamane (1964) was used to determine the sample size from the population.
N	=	   N____
		1+N(e)2
Where:
N	= Population Size
E	= Error limit 0.05 (5%)
N	= Sample size
Where; 
N = and e = 0.05 or 5% 
n = 70 n= 70 ; n =70 
1 + N(e)2 1+70(0.08) 1+70(0.0025) 
n = 70 70 
1 + 0.175 + 1.175 
. n = 60 sample size
The sample size of the population is 60 and the researcher issue the same number of questionnaire to the staff of both banks to the responses in the study.
3.5	Method of Data Collection
The main source of data collection for this study is both primary and secondary source. The primary source involved administration of questionnaire and interview of personnel in the case study (United Bank Of Africa, Unity branch Ilorin). The secondary sources of the data were obtained from all relevant literatures.  In related field, the study was conducted with a view to provide concrete evidence of the validity of effect of investment in information and communication technology as it affects the efficiency of the bank in terms of services delivery and overall profitability.
3.6.	Method of Data Analysis
These explain the statistical techniques to be used in analyzing the data of collection.  (SPSS Version 16.0) was used in analyzing the data. Pearson correlation and Ordinary Least Regression was used to analyze the data because the data.


3.7.	Model specification
PROFITABILITY = f (PERF)
PERF= f (QFR, QSD, AC)
Where, Y= Profitability (return on equity)
PERF= Performance
QFR= Quick Financial Reporting
QSD= Quick Service Delivery
AC = Accuracy
𝛼= the intercept 
𝛽= coefficient of independent variables 
t𝜀= error term 
PRO = A+B1QFR+C2QSD+D3AC+e
3.8. Ethical Issues
The issue of ethic in conducting this research is highly adhered to. And also ensure we adhere to high moral and ethical values; thus ensuring protection of the right of individual in particular and the organization as a whole. In this case of the participant, enrollment was done on a voluntary basis. This ensured that the person engaging in the study giving information at ease, without being pressurized and not to intrude into their privacy in any way. The aspect of confidentiality was also given optimum attention. In this case, the identity of the participants was not disclosed alongside guaranteeing them security for any complications which may erupt thereafter.



CHAPTER FOUR
PRESENTATION AND ANALYSIS OF DATA
4.1	Introduction
This chapter deals with the presentation, analysis and discussion of data collected from the questionnaires administered.  The purpose is to know the response of the respondents towards the questions in the questionnaire.  Simple percentage method and tables used to do the analysis of the data collected.  The number of people that constituted study sample is drawn from Staffs of the United Bank Of Africa.
4.2 Presentation of Data 	
Table 4.2.1: Demographical analysis of respondents
Table A: Gender of Respondent 
	Sex 
	Number of respondents 
	Percentages 

	Male 
	35 
	58 

	Female 
	25 
	42 

	TOTAL 
	60 
	100% 


Source: research field survey, 2025
The table above shows the demographic analysis of the respondents; there were 35 male respondents which represents 58% of the total population while the remaining 25 respondents 42% were female.
Table B: Marital Status: 

	Marital status 
	Number of Respondents 
	Percentages 

	Single 
	29 
	48 

	Married 
	31 
	52

	TOTAL 
	60 
	100% 


Source: research field survey, 2025
The above table shows that 29 respondents which represent 48% were single while 31 respondents which represent 52% were married

Table C: Academic Qualification 
	Academic Qualification 
	Number of Respondents 
	Percentages 

	WAEC 
	10 
	17 

	NCE/OND 
	20 
	33

	HND/BSC 
	21 
	35

	OTHER 
	9 
	15

	TOTAL 
	60 
	100% 


Source: research field survey, 2025
Academic qualification of the respondents show that B.sc/HND holders has the dominated the total population of the respondents with 21 representing 35%, this is followed by 20respondents holding either NCE/ND, 9 respondents were either holders of master or professional qualification The remaining 10 respondents’ represents 17% were O’ level holders. This shows that the total populations were well learned, so their opinion on the subject matter could be held with high level of acceptability.
Table D: Working Experience
	Work Experience 
	Number of Respondents 
	Percentages 

	5yrs and Below 
	15 
	25

	6-10 years 
	20 
	33

	11-15 years 
	12
	20

	16-20 tears 
	10 
	17

	Above 20 years 
	3
	5

	TOTAL 
	60 
	100% 


Source: research field survey, 2025
Table E indicate the work experience of the respondents, respondents with verse experience dominated as more than 45 respondents had between 6-20 years of working experience, only 15 respondents represents 25% had below 5 years working experience.


Table E: Department Sections 
	Sections 
	Number of respondents 
	Percentages 

	Accounting/Audit/Logistics 
	25
	42

	Marketing 
	15 
	25 

	General Administrative 
	12 
	20 

	Operations 
	23 
	38 

	TOTAL
	60
	100%


Source: research field survey, 2025
The above table E shows that 25 respondent representing 42% were accounting / audit/ logistics, 15 (25%) of the respondent were marketing department, also 12 respondent representing 20% of the population were general administrative and lastly the remaining 23 respondent representing 38% of the population where operations department 
Source: research field survey, 2025
s. This shows that our respondents had enough experience to give needed answer to our respective questions. 
4.3.	Statistical Analysis of Data
Table: 4.3.1.	Normality test
	
	
	Electronic Banking has no significant impact on services delivery in the banking industry 

	Electronic banking system has no effect on total deposit of Nigeria deposit money banks



	N
	60
	60

	Normal Parametersa
	Mean
	3.65
	3.62

	
	Std. Deviation
	1.384
	1.444

	Most Extreme Differences
	Absolute
	.253
	.259

	
	Positive
	.165
	.169

	
	Negative
	-.253
	-.259

	Kolmogorov-Smirnov Z
	1.288
	1.320

	Asymp. Sig. (2-tailed)
	.072
	.085

	a. Test distribution is Normal.
	
	

	
	
	
	


The above table shows the test for normality which shows that our data is normally distributed at 0.072 and 0.085 level of significance based on Kolmogorov Smirnov.
TABLE 4.3.1.2. TO WHAT EXTENT IS THE OPERATIONS OF YOUR BANK COMPUTERIZED.
	S/no 
	Options 
	Number of Respondents 
	Percentages 

	1 
	Strongly agree 
	40 
	67 

	2 
	Agree 
	20 
	33 

	3 
	Undecided
	- 
	 

	4 
	Disagree 
	- 
	- 

	5 
	Strongly disagree
	- 
	- 

	
	TOTAL
	60
	100%


		Source: Research survey, 2025
The table above shows that 40 respondents representing 67% strongly agreed that their bank operation were fully computerized while 20 respondents 33% agree to the assertion.

TABLE 4.3.1.3
Question 2:- Your bank has a specific computer (Data base) department/ section unit?
	S/no 
	Options 
	Number of Respondents 
	Percentages 

	1 
	Strongly agree 
	56 
	93 

	2 
	Agree 
	4 
	7

	3 
	Undecided
	- 
	- 

	4 
	Disagree 
	- 
	- 

	5 
	Strongly disagree
	- 
	- 

	
	TOTAL 
	60 
	100% 


Source: Research survey, 2025
	56 respondents representing 93% strongly agreed that there is ICT department which monitors the activities of the bank, 4 respondents which represents 7% agree, none of the respondents were indifference nor disagreed.
	TABLE 4.3.1.4.
Question 3:- Electronic Banking aid quick customer services, decision making process and accountability in your bank? 
	S/no 
	Options 
	Number of Respondents 
	Percentages 

	1 
	Strongly agree 
	60 
	100 

	2 
	Agree 
	 -
	-

	3 
	Undecided
	- 
	- 

	4 
	Disagree 
	- 
	-

	5 
	Strongly disagree
	- 
	- 

	
	TOTAL 
	60 
	100% 


Source: Research survey, 2025
	The table shows that the total population of the respondents (60) representing 100% strongly agreed that Electronic Banking has aided quick customer services there by making decision process faster.
TABLE 4.3.1.5
Question 4:- Electronic Banking system is an effective means of keeping proper banking records.
	S/no 
	Options 
	Number of Respondents 
	Percentages 

	1 
	Strongly Agree 
	47 
	78 

	2 
	Agree 
	10 
	17 

	3 
	Undecided
	3
	5 

	4 
	Disagree 
	- 
	- 

	5 
	Strongly disagree
	- 
	- 

	
	TOTAL 
	60 
	100% 


		Source: Research survey, 2025
the table above shows that 47 respondents representing 78% strongly agreed that Electronic Banking is a means of keeping banking records, 10 respondents agreed, 3 respondents which represent just 5% were undecided whether ICT keep proper banking records compared to manual system. None of the respondents were neither disagreed nor strongly disagreed. 
Table 4.3.1.6
Question 5:- Electronic Banking system help to gain inherent advantage while minimizing risks involved in the daily banking operations.
	S/no 
	Options 
	Number of Respondents 
	Percentages 

	1 
	Strongly Agree 
	40 
	67

	2 
	Agree 
	10 
	17 

	3 
	Undecided
	7
	11

	4 
	Disagree 
	3 
	5

	5 
	Strongly disagree
	- 
	- 

	
	TOTAL 
	60 
	100% 


		Source: Research survey, 2025
The analysis of the table above shows that 40 respondents(67%) strongly agreed that ICT help gain inherent advantage while minimizing risks in daily activities of the banks, 10 respondents (17%) agreed, 7 respondents (11%) were undecided while just 3 respondents representing (5%) disagreed.
Table 4.3.1.7
Question 6:- There is a relationship between the application of the ICT and manual system in the accounting system of the banking industry.
	S/no 
	Options 
	Number of Respondents 
	Percentages 

	1 
	Strongly Agree 
	50 
	83 

	2 
	Agree 
	10 
	17 

	3 
	Undecided
	- 
	- 

	4 
	Disagree 
	- 
	-

	5 
	Strongly Disagree
	- 
	- 

	TOTAL 
	60 
	100% 
	


		Source: Research survey, 2025
The table shows that 50 respondents (83%) strongly agreed that there is relationship between ICT and manual accounting system as both work in collaborating each other, 10 respondents (17%) agreed while none opposed to the assertion.
TABLE 4.3.1.8
Question 7: The effect of Electronic Banking system enhances higher turnover and profitability in banks.
	S/no 
	Options 
	Number of Respondents 
	Percentages 

	1 
	Strongly agree 
	48 
	80 

	2 
	Agree 
	12 
	20 

	3 
	Undecided
	- 
	- 

	4 
	Disagree 
	- 
	-

	5 
	Strongly disagree
	- 
	- 

	TOTAL 
	60 
	100% 
	


	Source: Research survey, 2025
Table 4.8. shows that 48 respondents (80%) strongly agreed that Electronic Banking enhances higher turnover and profitability in banks while 12 respondents 20% agreed. No respondents were either disagree or disagreed.
TABLE 4.3.1.9
Question 8:- There is co-ordination and quality performance in banking operations through the use of Electronic Banking.
	S/no 
	Options 
	Number of respondents 
	Percentages 

	1 
	Strongly Agree 
	54 
	90

	2 
	Agree 
	6 
	10

	3 
	Undecided
	- 
	- 

	4 
	Disagree 
	-
	-

	5 
	Strongly Disagree
	- 
	- 

	TOTAL 
	60 
	100% 
	


Source: Research survey, 2025
Table 4.9 indicated that there is co-ordination and quality performance in banking operations through the use of Electronic Banking as 54 respondents (90%) strongly agreed while 6 respondents (10%) agree; none of the respondents disagreed non strongly disagreed.
TABLE 4.3.1.10
Question 9:- There is an effect of using computer to keep accounting records.
	S/no 
	Options 
	Number of Respondents 
	Percentages 

	1 
	Strongly Agree 
	40 
	67 

	2. 
	Agree 
	20 
	33 

	3 
	Undecided
	- 
	- 

	4 
	Disagree 
	- 
	- 

	5 
	Strongly Disagree
	- 
	- 

	TOTAL 
	
	60
	100%


Source: Research survey, 2025
The table above shows that 40 respondents (67%), strongly agreed that using computer in keeping accounting records is evitable, 20 respondents 33% agreed. None of the respondents disagreed.
Table 4.3.1.11
Question 10:- Electronic Banking aids in the examination of banks statements of financial position to ensure agreement with source documents.
	S/no 
	Options 
	Number of Respondents 
	Percentages 

	1 
	Strongly Agree 
	45 
	75 

	2 
	Agree 
	15 
	25 

	3 
	Undecided
	- 
	-

	4 
	Disagree 
	-
	-

	5 
	Strongly Disagree
	- 
	- 

	TOTAL 
	60 
	100% 
	


Source: field survey, 2025
The table above show that Electronic Banking aids in the examination of banks statements as 45 respondents (75%) strongly agreed, 15 respondents representing 25% agreed. 
4.4	Test of Hypothesis
	Hypothesis one

	
	Mean
	Std. Deviation
	N

	Electronic Banking
	16.0000
	19.60867
	5

	UNITED BANK OF AFRICA   Total Deposit
	16.0000
	19.22238
	5

	Correlations

	
	
	Electronic Banking
	UNITED BANK OF AFRICA   Total Deposit

	Electronic Banking
	Pearson Correlation
	1
	.988**

	
	Sig. (2-tailed)
	
	.002

	
	N
	5
	5

	UNITED BANK OF AFRICA   Total Deposit
	Pearson Correlation
	.988**
	1

	
	Sig. (2-tailed)
	.002
	

	
	N
	5
	5

	**. Correlation is significant at the 0.01 level (2-tailed).


Decision
From the findings in table 5 above with two tails test when P is close to the significant value of R 0.959 at 0.01 and N is equal to 5. A linear relationship has observed between Electronic Banking and United Bank of Africa   Total Deposit, Pearson correlation is .002 at significance level 0.05 (2 sided). The result implies that Electronic Banking has impact on the total deposit of United Bank Of Africa . The researcher is of opinion that the United Bank Of Africa  electronic banking functions effectively and it has advantage on the deposit of the bank. The result also answers the researcher question that Electronic Banking has effect on total deposit of United Bank Of Africa . In addition, this is in line with the finding of Abaenewe, Z.C., Ogbulu, O. M. and Ndugbu, Carrallio and Siegel (2021) found in their study that the adoption of electronic banking has positively and significantly improved the returns on equity (ROE) of Nigerian banks. 
Hypothesis 2
Test of hypothesis
	Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.853a
	.727
	.591
	1.28150E7

	a. Predictors: (Constant), QFR, QSD
	AC


R indicates that the variables QFR, QSD and AC have an overall impact of 85% on the profitability measure of banks in Nigeria.
	ANOVAb

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	2.625E15
	3
	8.749E14
	8.327
	.004a

	
	Residual
	9.853E14
	6
	1.642E14
	
	

	
	Total
	3.610E15
	9
	
	
	

	a. Predictors: (Constant), SG, QR, CR
	
	
	

	b. Dependent Variable: PROF
	
	
	
	


The Anova table shows that all the variables are significant at 0.004 while the factor is 8.327
	Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	1.250E7
	1.232E7
	
	1.014
	.034

	
	QFR
	-6.052E6
	2.979E6
	-.175
	-2.013
	.049

	
	QSD
	835610.483
	8.892E6
	.022
	.094
	.0228

	
	AC
	6.116E6
	1.665E6
	.802
	3.673
	.010

	a. Dependent Variable: PROF
	
	
	
	


The R2 indicates how much of the dependent variable, profitability, can be explained by the independent variables and in this case, 85.3% of the variation in the dependent variable can be explained by the predictor variables in our model while the remaining 14.7% could be explained by other factors such as the size of a brewer. We discovered from the multiple linear regressions that QFR, QSD and AC had statistically significant effect on Profitability (as 0.049 < 0.05, 0.0228<0.05& 0.10 < 0.05 respectively). Therefore, the essence of Electronic Banking through its ability in quick financial reporting (QFR), Quick service delivery and Accuracy improve the efficiency in banks’ performance which translates to more profitability. This result is in line with a priori expectations. 
4.5.	Discussion of Findings
Practically, the overall result of the hypotheses tested shows a significance t-cal 0.034< 5% which indicate that indeed the application of Electronic Banking has significant impact on services delivery in the banking industry towards enhancing efficiency and higher turnover in banks. We accepted the alternate hypothesis which states that Electronic Banking has significant impact on services delivery in the banking industry. This is in accordance with Innovation Technology Model previously adopted. According to (IDT) theory, technological innovation is communicated through particular channels, over time, among the members of a social system.
Consequently, in the work of Otieno (2020), he opined that as computers become smaller, faster, easier to use and less expensive, the computerization of accounting functions grows across the entire financial service industry. The effect is significant, as indicated by the coefficient of audit risk management is significantly linked to assessment and determination of risk, monitoring and evaluation control awareness, technology, and attitude and perception. The examined system risk factors identified important areas of information system risks to be the risk of breaches in system security and the risk that the information provided by the system is inadequate and the nature of systems risk factors identified related to those risks. Also Novan (2021), carried out research on impact of computerized accounting information systems’ effectiveness in increasing the efficiency of human capital: field study in the financial department in the public Jordanian Universities. the results showed positive impact of Computerized Accounting Information Systems regarding factors of human capital ( knowledge, creativity, skills) in the Jordanian public universities as the management of the Jordanian public universities provide the most necessary requirements to increase the efficiency of the computerized accounting system to ensure the good quality of the outcomes. This is also supported by Yaser (2020) in his study on the impact of accounting information systems used in the income tax department on the effectiveness of tax audit and collection in Jordan where speed, accuracy and efficiency are articulated.



CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1.	Summary
This research project the effect of Electronic Banking in service Delivery in Banking Industry with specific reference to United Bank of Africa   plc. It  also  review extant  literatures  that have expounded the existing factors that affects electronic  banking system  in Nigeria,  how  they have been managed, and its relative effect on profitability and performance of banks in Nigeria. The study’s research design was the survey design and the population was the entire staff of United Bank of Africa, Ilorin. Taro Yamane sampling technique was employed to get 60 respondents. Simple percentage was used to analyze the data, while Pearson and Regression analysis was used to test the hypothesis.
5.2.	Conclusion
It was revealed that high literacy level negatively impact on the Electronic Banking on service delivery in Nigeria. The study further revealed that power cuts during transaction send wrong signals about e-banking and poor regulation of the e-banking structures is a limitation of banking in Nigeria. A significant portion of the population is of the opinion that Electronic Banking has increased banks performance and profitability through the use of ATM in a bid to imbibe e-banking culture. Furthermore, some banks have lost customers due to poor implementation of e-banking. The study also shows that nevertheless Electronic Banking has helped to increase customer’s satisfaction especially the corporate ones.  There is a significant improvement in general banking services as a result of the introduction of electronic banking, while the level of profit made by banks can be attributed partly to the introduction of electronic banking.  Electronic Banking and Electronic banking has help to increase bank market share.
5.3.	Recommendations
Having identified Electronic Banking to be very crucial to an organization and its effectiveness, organizations are therefore encouraged to utilize IT to the fullest advantage in order to enhance its effectiveness. As  ICT reduces the work of the manager in terms of close supervision it also improves the drive, initiative and quality of work of the employees thus assist them to be more committed to  achieving  the  goals  and  objectives of the organization and  this  has  the tendency of enhancing effectiveness  among  workers  within the organization. It is recommended that critical infrastructure like power; security and telecommunication should be strengthened to ensure the application of Electronic Banking in Nigeria and optimum satisfaction on the part of customers. The organization should always train and retrain their staff to ensure that they keep up with the dynamism of Electronic Banking. Implied from the above, foreign direct investment will increase, productive capacity will be doubled. This will improve standard of living of citizenry and further engender economic growth and development.


References
Abubakar, M; GAtawa, N.M and Birnin Kebbi, H.S (2021): impact of information and communication technology and bank performance: a case study of selected commercial banks in Nigeria (2001-2021).
Adesola; M.A; Moradeyo, A; Oyeniyi; K.O (2023): impact of information and communication technology on Nigerian banks operations a study of United Bank of Africa for Africa (UBA) Plc. International Journal on business and management invention Vol. 2 Issues page 7-12.
Agboola, A.A (2001): impact of electronic banking on customers services in Lagos Nigeria” Ife journal of Economic and Finance Vol.5 vol 1 and 2.
Ahasanul, H. (2009): “Issues of E-banking Transaction: An Empirical Investigation on Malaysian Customers Perception”, Journal of Applied Sciences, 2(6) 29-42
Akingbola, A.  A (2006):  “Electronic Payment   Systems and   Tele-banking Services in   Nigeria”, Journal of Internet Banking and Commerce; 11(3), 13-28
Alamatu. R (1997): the networked bank, Lans Wans the internet, internet and group ware system in ICT in the Nigeria banking industry.
Al-Sukkar, H. (2005): “Toward a Model for the Acceptance of Internet Banking in Developing Countries”, Electronic Banking for Development, 11(4);.381-398
Alu. A.D (2022): Effect of Electronic Banking on customer services in the banking industry in Nigeria, international Journal of Scientific research Vol. 1 No 1 pp 99-103.
Christopher, G. C., Mike, L. and Amy, W. (2006): “A Logit Analysis of Electronic Banking in New Zealand”, International Journal of Bank Market,   24: 360-383
David Wase, O (2005): “Electronic Banking (11) integration in banks consolidation” Zenith bank Economics Quarterly, Vol 3 pp1-61.
Ehikhamenar E. (2003): Electronic Banking in Nigerian banks: the limits of expectations, Electronic Banking for development Vol. 10 pp 13-24 http://dx.doi.org//10.1002/il.aj.1590100103
Gupta, P. K. (2008): “Internet Banking in India: Consumer Concern and Bank Strategies”, Global Journal of Business Research, Vol.  2(1) 43-51
Gonzalez,  M.  E.  (2008):  “An Alternative Approach  in Service Quality:  An E-Banking Case Study”, Quality Manage, 1(5);  41-48
Ibikunle, F and James, O (2023): impact of Electronic Banking on Nigerian banking industry! A case study of skye bank, covenant University, Ota, Nigeria, international journal of computing Academic research (IJCAR). 1 (1) pp 25-35 http://www.research.org/ijcar/archieves/3.pafi.aug10,2021
Ikechukwu, G. (2000). Enhancing the Performance of Banking Operations through Appropriate Electronic Banking in Nigeria Banking Industry, Ibadan:  Spectrum Books.
Ilo, Joseph V.C; Ani W U; and Chioke, N.S (2021): impact of technological innovation on delivery of banking services in Nigeria Journal on economics, education and humanities Page 162-168. http://dx.doitory//10
Irrechukwu. G (2000): Enhancing the performance of banking operations through appropriate Electronic Banking, in Electronic Banking in Nigerian banking industry. Spectrum books, Ibadan. 63-78.
Josiah A and Nancy K. (2023): the relationship between electronic banking and financial performance among commercial banks.
Kharwish, H.A and Al-Saidi, N.M (2021):  the impact of E-banking on bank profitability. Evidence from Jordan, Middle Eastern finance and economics-issue 13: 142-158.
Kannabira and Narayan (2005): “Deploying Internet Banking and E-Commerce: Case Study of  a Private  Sector Bank in India”,  Information  Technology for Development;11(4); 363-379
Laudon, D. Paw Lauden J.P (2020): Management information systems: managing the digital form, 11th Edition; London: Pearson Education Ltd.
Madueme, I.S. (2009). Banking Efficiency and Electronic Banking in Nigeria: An Empirical Investigation.  International Journal of Economics and Development   8 (1&2). 23-45
Mahdi, A. and Zhila A. (2008): “Islamic Banking Practice and Satisfaction: Empirical Evidence from Iran”, ACRM Journal of Business and Management Research, 3(2); 35-41
Maholtra,  P.  and Singh,  B.  (2023): “Determinants of Internet Banking Adoption by Banks in India”, Emerald Internet Research 17(3); 323-339
Mejabi. O.V (2008): Relevance of Electronic Banking is management: an unpublished lecture manual of MBA programme at University of Ilorin. 
Mohammed, S. K. Siba S. M. (2009): “Service Quality Evaluation in Internet Banking: An Empirical Study in India”, International Journal of Indian Culture and Business Management,2(1): 12-19
Ojokuku, R.M; Sajuyigbe (2023): the impact of electronic banking on human resources performance in the Nigerian banking industry. International Journal of economic development research and investment vol. 3 No 2 page 61-69.
Ovia, J (2001): internet banking: practices and potentials in Nigeria, A paper presented at a seminar organized by the institute of chartered Accountants of Nigeria (ICAN) Lagos Sharotan Hotel (and Timers Ikeja.
Ovia, J. (2005): “Internet Banking: Practices and Potentials in Nigeria”, A paper  presented  at a seminar organized by the Institute of Chartered Accountants  of  Nigeria  (ICAN)  Lagos  Sheraton Hotel & Towers, Ikeja.
Oyesola S. (2023): “The Emergence of Internet Banking in Nigeria: An Appraisal”, Electronic Banking Journal;6 (4)  490-496
Timothy, A. T. (2023), Electronic Banking Services and Customer Satisfaction in the Nigerian Banking Industry International Journal of Business and Management Tomorrow 2(3) 1 – 8
QUESTIONNAIRE
Kwara State Polytechnic, Ilorin,
Department of Banking and Finance,
Institute of Finance and Management Studies,
Research questionnaire
Dear respondents, 
I Mustapha Timilehin Kaosarat with matric number ND/20/BFN/FT/293 a final year student of Kwara State Polytechnic, Ilorin currently pursuing Higher National Diploma at the Institute of Finance  and Management Studies, as a part of the academic requirement of my course work is expected to conduct a 6 unit compulsory research project. Hence, the research topic “Impact of Electronic Banking (E- Banking) on Banks’ Performance in Nigeria ( a case study of United Bank For Africa) ” to help conduct the study, you have been identified as a key respondent and therefore your participation will be highly appreciated. Thanks.

Yours faithfully,
Sanni Olamilekan Oluwfemi
HND/23/BFN/FT/0157
PART A: DEMOGRAPHIC VARIABLES
Instruction: please tick inside chosen box
1. Age in years: 18-25 (     )    26-40 (    )    41-50 (    )    51 and above (    )
2. Work experience in years: 1-5 (    )    6-10 (    )    11-15 (    ) 16 and above (    )
3. Gender: Male (    )		Female (    )
4. Marital status: Single (    )    Married (    )    Divorced (    )
5. Educational Qualification: OND/NCE or equivalent (    )    Bsc/HND or equivalent (    )    Msc/MBA/MED or equivalent (    )    PHD (    )   Other specification (    ).


PART B
Please indicate the extent to which you agree, disagree, with the following statement (tick only one in each case please)
Strongly Agree (SA), Agree (A), Neutral (N), Disagreed (D), Strongly Disagree (SD). On reverse scale: Very High (VH), High (H), Moderate (M), Low (L), Very Low (VL).
SECTION A: ROLE OF NDIC ON NIGERIAN FINANCIAL SYSTEM
	S/N
	Statement
	SA
	A
	N
	D
	SD

	1.
	TO WHAT EXTENT IS THE OPERATIONS OF YOUR BANK COMPUTERIZED.
	
	
	
	
	

	2.
	Your bank has a specific computer (Data base) department/ section unit
	
	
	
	
	

	3.
	Electronic Banking aid quick customer services, decision making process and accountability in your bank
	
	
	
	
	

	4.
	Electronic Banking system is an effective means of keeping proper banking records.
	
	
	
	
	

	5.
	Electronic Banking system help to gain inherent advantage while minimizing risks involved in the daily banking operations.
	
	
	
	
	

	6
	There is a relationship between the application of the ICT and manual system in the accounting system of the banking industry
	
	
	
	
	

	7
	The effect of Electronic Banking system enhances higher turnover and profitability in banks.
	
	
	
	
	

	8
	There is co-ordination and quality performance in banking operations through the use of Electronic Banking.
	
	
	
	
	

	9
	There is an effect of using computer to keep accounting records.

	
	
	
	
	

	10
	Electronic Banking aids in the examination of banks statements of financial position to ensure agreement with source documents.
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