INTEGRATION OF ARTIFICIAL INTELLIGENCE INTO BUSINESS PROCESS AND IT’S IMPACT ON ORGANIZATIONAL PERFORMANCE 

 (A CASE STUDY OF UBA VIRTUAL BANKER LEO)
BY

ABDULLAHI FARIDA WURAOLA

HND/23/BFN/FT/0427

SUBMITTED TO

A RESEARCH PROJECT SUBMITTED TO 

THE DEPARTMENT OF BANKING AND FINANCE, 

INSTITUTE OF FINANCE AND MANAGEMENT STUDIES, 

KWARA STATE POLYTECHNIC, ILORIN KWARA STATE.

IN PARTIAL FULFILLMENT OF THE REQUIREMENTS FOR THE AWARD OF HIGHER NATIONAL DIPLOMA (HND) IN BANKING AND FINANCE.
         JUNE, 2025. 



               

CERTIFICATION

This is to certify that this project has been read and approved as meeting the requirement for the award of Higher National Diploma (HND) in Banking and Finance Department, Institute of Finance and Management Studies, Kwara State Polytechnic Ilorin, Kwara State.

………………………………


  ……………………………

MR. AJIBOYE W.T.





DATE

PROJECT SUPERVISOR

………………………………


   ……………………………

MRS. OTAYOKHE E.Y. 




DATE

PROJECT COORDINATOR


………………………………

 
   ……………………………

MR. AJIBOYE W.T.





DATE

HEAD OF DEPARTMENT

………………………………


   ……………………………

EXTERNAL EXAMINER




DATE

DEDICATION

This book is dedicated to Almighty Allah. The source of knowledge 

ACKNOWLEDGEMENT
I sincerely appreciate the Almighty God for his grace, strength, sustenance and above all, his faithfulness and love from the beginning of this project to the very end.

I owe a great deal to my project guide, Mr. Ajiboye, W.T. which is also the Head of Department for giving me the chance to work on the project under his supervision. His encouragement and advice helped this project get finished successfully.

My sincere gratitude to my parents Mr & Mrs Abdullahi and everyone else who helped make the project a success.
TABLE OF CONTENTS
Title Page 







 i

Certification 







 ii

Dedication 







iii

Acknowledgement







iv

Table of contents 








vi

CHAPTER ONE

1.1
Introduction








1

1.2 
Statement of the problem






2

1.3
Research Questions







3

1.4
Objectives of the study






4

1.5
Research Hypothesis







5

1.6
Scope and Limitation of the study





5

1.7
Significance of the study






6

1.8
Definitions of Key Terms






7

1.9
Organization and plan of the study





9

CHAPTER TWO

2.0
Literature Review







10

2.1
Conceptual Frame work 






10

2.2
Theoretical framework






21

2.3
Empirical Review 







26

CHAPTER THREE

3.0
Research Methodology






31

3.1
Research design 







31

3.2
Sources and method of data collection




31

3.3
Population of the study 






32


3.4
Sample size and Sample Techniques 





32

3.5
Research Instruments







33

3.6
Methods of Data Analysis






33

CHAPTER FOUR

4.0
Data Presentation and Analysis





34

4.1
Introduction

34


4.2
Data Analysis








34

4.3
Demographic Representation of respondents 



34

4.4
Discussion of findings 






42

CHAPTER FIVE

5.0
Summary, conclusion and recommendation 




45

5.1
Summary of findings 







45

5.2
Conclusion








46

5.3
Recommendations







46


References
CHAPTER ONE

INTRODUCTION

1.1
Background to the study

In recent years, the financial sector has witnessed a profound shift in embracing AI-driven solutions to streamline operations and improve customer experiences. Notably, UBA Virtual Banker - LEO, developed by the United Bank for Africa (UBA), stands as a flagship example of AI implementation within the banking sector, revolutionizing customer engagement and service delivery (UBA Group, 2018).

The convergence of AI and business processes presents multifaceted implications for organizational performance. By leveraging AI-powered tools like virtual assistants, predictive analytics, and automated decision-making systems, companies aim to optimize resource allocation, minimize human errors, and elevate operational efficacy (Khan, 2020). This integration represents a paradigm shift in how businesses conceptualize and execute their operational frameworks.

However, while the potential benefits of AI integration into business processes are apparent, several critical factors influence its successful implementation and subsequent impact on organizational performance. These factors encompass technological readiness, data privacy concerns, regulatory frameworks, and the need for upskilling the workforce to adapt to AI-driven environments (Li & Liu, 2019).

Understanding the complexities and implications of embedding AI into business processes is pivotal for organizations seeking sustained competitive advantages. The dynamic interplay between technological advancements, organizational strategies, and the evolving business landscape shapes the narrative of AI integration and its subsequent influence on organizational performance (Bughin et al., 2017). Thus, conducting an in-depth analysis of UBA Virtual Banker - LEO's integration of AI within business processes presents a compelling opportunity to explore the nuances of this transformative phenomenon in the banking sector.

This research endeavors to delve into the intricacies of integrating AI, specifically through UBA Virtual Banker - LEO, to illuminate the implications on organizational performance within the banking industry. By examining the deployment, functionalities, and impact of AI-driven solutions, this study aims to contribute valuable insights to the broader discourse on AI's role in enhancing business processes and organizational outcomes.

1.2
Statement of the problem

One primary concern pertains to the potential disruption caused by AI implementation within existing organizational structures and workflows. The introduction of AI-driven systems like UBA Virtual Banker - LEO might necessitate substantial adjustments in employee roles, skills, and responsibilities, potentially leading to resistance or apprehension among the workforce (Davenport & Ronanki, 2018).

Another critical issue involves data privacy and security concerns inherent in leveraging AI technologies. The utilization of vast amounts of sensitive customer data to train AI models raises ethical considerations and regulatory compliance challenges, especially within the financial sector where confidentiality and data protection are paramount (Gandomi & Haider, 2015).

Furthermore, the scalability and adaptability of AI-powered solutions like UBA Virtual Banker - LEO across diverse customer segments and operational scenarios present a pertinent problem. Ensuring seamless integration and functionality while catering to varying customer needs and preferences remains a significant challenge for organizations adopting AI-driven initiatives (Narayanan et al., 2018).

Additionally, the potential limitations or biases embedded within AI algorithms utilized by UBA Virtual Banker - LEO could impact decision-making processes, potentially leading to unintended consequences or unequal treatment of customers. Understanding and mitigating these biases are critical for ensuring fair and equitable service delivery (Caliskan et al., 2017).

Moreover, amidst the rapid evolution of AI technologies, ensuring the continuous optimization and upgradation of UBA Virtual Banker - LEO to remain aligned with changing customer expectations and market dynamics pose a substantial challenge for organizations (Columbus, 2020).

These identified problems form the foundation for exploring the complexities and implications surrounding the integration of AI into business processes, specifically analyzing the impact of UBA Virtual Banker - LEO on organizational performance within the banking industry. Understanding and addressing these challenges are pivotal for successfully leveraging AI to enhance operational efficiency and competitive advantage in the ever-evolving business landscape.

1.3
Research Questions

This study was guided by the following questions; 
i. To what extent does the integration of UBA Virtual Banker - LEO impact the efficiency and productivity of business processes within the United Bank for Africa (UBA)?

ii. To what extent does UBA Virtual Banker - LEO influence customer experiences and satisfaction levels in comparison to traditional banking services, and how does this impact service quality within the banking sector?

iii. To what extent do challenges such as workforce adaptation, data security, scalability, and algorithmic biases affect the successful implementation and utilization of UBA Virtual Banker - LEO within the banking environment?

iv. To what extent can insights derived from the deployment of UBA Virtual Banker - LEO be used to propose effective strategies and recommendations for optimizing the integration of AI into business processes, thereby enhancing organizational performance and competitive advantage within the banking industry?

1.4
  Objectives of the study

This study was guided by the following questions;
i. To evaluate the extent to which the integration of UBA Virtual Banker - LEO, an AI-powered system, influences the efficiency and effectiveness of business processes within the United Bank for Africa (UBA).

ii. To assess the impact of UBA Virtual Banker - LEO on customer experiences and satisfaction levels, examining how AI integration affects service delivery and interaction quality in the banking sector.

iii. To analyze the challenges and barriers encountered during the implementation and utilization of UBA Virtual Banker - LEO, focusing on issues related to workforce adaptation, data security, scalability, and algorithmic biases.

iv. To propose recommendations and strategies for optimizing the integration of AI into business processes, drawing insights from the examination of UBA Virtual Banker - LEO's deployment, in order to enhance organizational performance and competitiveness in the banking industry.

1.5
Research Hypotheses

Hypothesis 1

Hi:
The integration of UBA Virtual Banker - LEO significantly enhances the efficiency and effectiveness of business processes within the United Bank for Africa (UBA) compared to traditional methods, resulting in measurable improvements in operational performance metrics.

Hypothesis 2

Hi:
UBA Virtual Banker - LEO positively influences customer experiences and satisfaction levels, demonstrating a superior impact on service quality and interaction outcomes compared to conventional banking services, thereby contributing to increased customer loyalty and retention.

Hypothesis 3

Hi:
The challenges related to workforce adaptation, data security, scalability, and algorithmic biases significantly affect the successful implementation and utilization of UBA Virtual Banker - LEO within the banking environment, posing hurdles that impact the system's overall effectiveness and organizational performance.

1.6
Significance of the study

· Industry Relevance: The integration of AI, exemplified by UBA Virtual Banker - LEO, within the banking sector represents a cutting-edge advancement with far-reaching implications. Understanding its impact on organizational performance holds significant relevance not only for UBA but also for other financial institutions seeking to adopt similar AI-driven solutions to enhance operational efficiency and customer satisfaction.

· Fill Knowledge Gaps: Despite the growing adoption of AI in business processes, there's a dearth of comprehensive studies specifically focusing on the impact of AI integration, such as UBA Virtual Banker - LEO, on organizational performance in the banking industry. This research aims to fill this gap by providing empirical insights into the practical implications, challenges, and benefits of AI incorporation within the financial sector.

· Strategic Decision Making: The findings from this study can offer actionable insights and strategic guidance for UBA and other financial institutions in refining their approaches to AI integration. By identifying challenges and assessing the effectiveness of UBA Virtual Banker - LEO, the study can inform decision-makers about optimizing AI-driven solutions, thus guiding future investments and strategies to ensure sustained organizational growth and competitive advantage.

1.7
Scope and Limitations of the Study

The scope of this study “Integration Of Artificial Intelligence Into Business Process And Its Impact on organizational performance, a study of United Bank for Africa (UBA) Virtual Banker-LEO” is limited to the staffs of UBA Plc, Challenge Road, Ilorin, Kwara State.


Limitations of the study

· Scope and Generalizability: This study primarily focuses on the impact of UBA Virtual Banker - LEO within the specific context of United Bank for Africa (UBA). The findings might not be universally applicable to all banking institutions or industries due to variations in organizational structures, customer demographics, and technological infrastructures. Therefore, generalizing the findings beyond the scope of this case study might require caution.

· Time Constraints and Evolution of AI: Given the rapid evolution of AI technologies, the study's findings might reflect a specific point in time and may not encompass potential advancements or changes in AI capabilities post-research. Additionally, the dynamic nature of AI could render certain aspects of the study outdated or subject to change, limiting the long-term relevance of some findings.

1.8
Operational definition of key terms

· Artificial Intelligence (AI): Refers to the simulation of human intelligence processes by machines, specifically computer systems, to perform tasks typically requiring human intelligence. In this study, AI encompasses machine learning, natural language processing, and decision-making algorithms utilized by UBA Virtual Banker - LEO.

· Integration: Denotes the incorporation or amalgamation of AI technologies, specifically UBA Virtual Banker - LEO, into the existing business processes and operations of United Bank for Africa (UBA) to augment or enhance its functionalities.

· Organizational Performance: Encompasses the measurement of UBA's efficiency, productivity, and effectiveness in achieving its strategic goals and objectives, considering various metrics such as profitability, customer satisfaction, operational efficiency, and service quality.

· UBA Virtual Banker - LEO: Refers to the AI-driven virtual assistant developed by United Bank for Africa (UBA), designed to interact with customers, provide banking services, offer solutions to queries, and assist in various financial transactions through digital channels.

· Efficiency: Describes the ability of UBA Virtual Banker - LEO to perform tasks accurately and promptly, minimizing resource utilization while achieving desired outcomes within the banking processes.

· Customer Satisfaction: Indicates the level of contentment or fulfillment experienced by UBA's customers in their interactions with UBA Virtual Banker - LEO, measured through feedback, response times, problem resolution, and overall service quality.

· Service Quality: Refers to the standard or level of service provided by UBA Virtual Banker - LEO, including factors like accuracy, reliability, accessibility, and personalization in catering to customer needs and demands.

· Challenges: Denotes impediments or obstacles encountered during the implementation, utilization, or optimization of UBA Virtual Banker - LEO, such as workforce adaptation, data security concerns, scalability issues, and algorithmic biases.

· Strategies: Refers to proposed courses of action or approaches aimed at improving the integration, functionality, and impact of UBA Virtual Banker - LEO within UBA's business processes, addressing identified challenges and enhancing overall performance.

· Optimization: Entails the process of refining and improving the utilization and effectiveness of UBA Virtual Banker - LEO within UBA's operations, with the goal of achieving higher efficiency, better customer service, and enhanced organizational outcomes.

1.9
ORGANIZATION AND PLAN OF THE STUDY

The research work is divided into the different chapters which include the following.

Chapter one contains the introduction, statement of the problem, research questions ,objectives of the study, scope of the study, significance, definition of terms and plan of study.

Chapter two entails the literature review, Conceptual framework, theoretical framework and empirical review 


Chapter three contains research methodology, sources of data, population of the study, sample size, method of data collection, method of data analysis and limitation of the study. 

Chapter four encompasses data presentation, analysis and interpretation with test of hypothesis and lastly chapter five include summary, conclusion and recommendation. 

CHAPTER TWO

LITERATURE REVIEW

2.1
Conceptual framework

2.1.1
Concept of Artificial Intelligence (AI)

Artificial Intelligence (AI) refers to the development of computer systems capable of performing tasks that typically require human intelligence. The concept encompasses a broad range of technologies and techniques that enable machines to simulate cognitive functions such as learning, reasoning, problem-solving, perception, and language understanding [Russell, S. J., & Norvig, P. (2016). Artificial intelligence: A modern approach. Pearson.].

Definitions by Various Scholars

i. John McCarthy, known as the "father of AI," defined AI as "the science and engineering of making intelligent machines, especially intelligent computer programs." He described it as the capability of machines to mimic human-like behaviors such as learning, reasoning, and problem-solving [McCarthy, J., Minsky, M. L., Rochester, N., & Shannon, C. E. (1955). A proposal for the Dartmouth Summer Research Project on Artificial Intelligence.]

ii. Herbert A. Simon, a Nobel laureate in Economics, defined AI as "the study of how to make machines do things that would require intelligence if done by men." He emphasized the focus on achieving tasks and behaviors traditionally associated with human intelligence [Simon, H. A., & Newell, A. (1958). Heuristic problem solving: The next advance in operations research.]

iii. Elaine Rich provided a definition highlighting the versatility of AI, stating that "AI is the study of how to make computers do things that people are better at or, that people cannot do at all." This emphasizes AI's goal of enhancing computational capabilities beyond human limitations [Rich, E. (1983). Artificial intelligence.]

iv. Stuart Russell and Peter Norvig described AI as "the capability of a machine to imitate intelligent human behavior" in their influential textbook, stressing the ability of machines to mimic human-like actions and decisions [Russell, S. J., & Norvig, P. (2016). Artificial intelligence: A modern approach. Pearson.].

v. Ray Kurzweil, a futurist and inventor, characterized AI as "the science of creating machines that can perform tasks that would require intelligence if done by humans." His definition emphasizes the practical application of AI in performing tasks [Kurzweil, R. (2005). The Singularity is Near: When Humans Transcend Biology.]

Artificial Intelligence, as defined by various scholars, represents the pursuit of creating machines or systems that exhibit intelligent behaviors and abilities typically associated with human cognition. These definitions collectively underscore the aspiration to simulate human-like intelligence in machines, enabling them to perform tasks, learn from experiences, and make decisions autonomously.

2.1.2
Concept of Organizational Performance

Organizational performance refers to the effectiveness and efficiency with which an organization achieves its objectives and goals. It encompasses various dimensions, including financial outcomes, productivity, customer satisfaction, employee engagement, innovation, and overall competitiveness in its industry [Richard, O. C., Devinney, T. M., Yip, G. S., & Johnson, G. (2009). Measuring organizational performance: Towards methodological best practice.]

Definitions by Various Scholars

i. Richard et al. defined organizational performance as "the degree to which the organization achieves its objectives." They emphasized the importance of aligning performance metrics with organizational goals to measure success [Richard, O. C., Devinney, T. M., Yip, G. S., & Johnson, G. (2009). Measuring organizational performance: Towards methodological best practice.].

ii. Michael Armstrong defined it as "the achievement of goals through the efficient and effective use of resources." He highlighted the significance of resource optimization in achieving desired outcomes [Armstrong, M. (2006). A handbook of human resource management practice.]

iii. According to David Parmenter, organizational performance is "a measure of an organization's outputs (products and services) compared to inputs (resources consumed)." This definition emphasizes the ratio between outputs and inputs as a measure of efficiency [Parmenter, D. (2015). Key performance indicators: Developing, implementing, and using winning KPIs.]

iv. O'Regan and Ghobadian described it as "the ability of an organization to achieve its mission, goals, and objectives." Their definition emphasizes the broader scope of organizational performance, encompassing the achievement of organizational purpose [O'Regan, N., & Ghobadian, A. (2004). Formal strategic planning, operating environment, size, sector, and performance: Evidence from the UK's manufacturing sector.]

v. Anthony J. Pescosolido defined organizational performance as "the ability of an organization to use its resources to achieve its goals effectively and efficiently." This definition emphasizes both effectiveness and efficiency in goal attainment [Pescosolido, A. T. (2002). Informal integration and organizational performance: A multilevel examination.]

Organizational performance, as described by various scholars, encapsulates the achievement of organizational objectives, effective resource utilization, goal attainment, and the alignment of outputs with inputs. These definitions collectively underscore the multidimensional nature of organizational performance, considering not only financial outcomes but also strategic alignment, efficiency, and goal achievement as critical aspects of an organization's success.

2.1.3
Component involved in integrating UBA Virtual Banker - LEO into UBA's business processes:

Technological Infrastructure:

· Hardware and Software Requirements: Involves identifying and acquiring the necessary hardware components (servers, processors, etc.) and software tools (AI frameworks, databases, etc.) required to deploy and support UBA Virtual Banker - LEO.

· Network Infrastructure: Focuses on establishing a robust network infrastructure to ensure seamless communication and data exchange between UBA Virtual Banker - LEO, databases, and other systems within UBA's ecosystem.

· Scalability and Compatibility: Addresses the ability of the technological infrastructure to scale and adapt as UBA Virtual Banker - LEO's usage increases and to ensure compatibility with existing systems and future upgrades.

Workforce Adaptation:

· Training Programs: Involves designing and implementing training programs to familiarize UBA employees with AI technology, its functionalities, and how to effectively collaborate with UBA Virtual Banker - LEO in their daily tasks.

· Skill Development: Focuses on upskilling employees to leverage the capabilities of UBA Virtual Banker - LEO, encouraging them to develop new skills aligned with the AI-driven banking environment.

Data Management:

· Data Collection and Storage: Addresses mechanisms for collecting, storing, and organizing data from various sources to train UBA Virtual Banker - LEO. This includes structuring data repositories and ensuring their accessibility and security.

· Data Quality and Governance: Focuses on maintaining data quality standards, ensuring accuracy, relevance, and consistency of data used to train and improve the AI system. Additionally, it involves implementing data governance policies to comply with regulations and safeguard customer information.

Customer Interaction Modules:

· User Interface Design: Involves designing user-friendly interfaces for customers to interact with UBA Virtual Banker - LEO across multiple channels (web, mobile apps, chatbots, etc.), ensuring intuitive navigation and efficient communication.

· Natural Language Processing (NLP): Incorporates NLP capabilities to enable UBA Virtual Banker - LEO to understand and respond to customers' queries in a human-like manner, enhancing the user experience and engagement.

· Personalization and Contextual Understanding: Focuses on leveraging AI algorithms to personalize interactions and understand contextual nuances in customer queries, allowing UBA Virtual Banker - LEO to provide tailored and relevant solutions.

These components collectively contribute to the successful integration of UBA Virtual Banker - LEO into UBA's business processes, ensuring a robust technological foundation, workforce readiness, efficient data management, and enhanced customer interaction experiences.

2.1.4
Models and Metrics used to Evaluate Organizational Performance within the context of AI integration, particularly focusing on UBA Virtual Banker - LEO

Efficiency Metrics

· Operational Efficiency: Evaluates the effectiveness of UBA Virtual Banker - LEO in streamlining processes, reducing processing times, and minimizing errors. Metrics might include transaction processing times, resource utilization, and turnaround times for customer inquiries.

· Cost Efficiency: Assesses the cost-effectiveness of UBA Virtual Banker - LEO's implementation by comparing the costs incurred against the achieved improvements in operational efficiency. This might include cost per transaction or cost savings due to automation.

Customer Satisfaction Metrics

· Customer Feedback and Ratings: Involves gathering customer feedback through surveys, ratings, and reviews to measure satisfaction levels with UBA Virtual Banker - LEO interactions. This feedback could encompass ease of use, responsiveness, and perceived value-added by the AI system.

· Net Promoter Score (NPS): Quantifies customer loyalty and likelihood of recommending UBA's services based on experiences with UBA Virtual Banker - LEO, providing an indicator of overall customer satisfaction and advocacy.

Service Quality Metrics

· Accuracy and Precision: Measures the accuracy of UBA Virtual Banker - LEO's responses and solutions provided to customers. It assesses the system's ability to deliver correct and precise information or actions.

· Response Time: Evaluates the speed at which UBA Virtual Banker - LEO responds to customer queries or requests, contributing to service quality and user experience.

Financial Performance Metrics

· Revenue Impact: Assesses the impact of UBA Virtual Banker - LEO on revenue generation, either through direct sales facilitated by the AI system or by attracting and retaining customers due to improved service quality.

· Cost Savings or Revenue Enhancements: Quantifies any cost savings achieved or revenue enhancements resulting from increased operational efficiency, improved customer satisfaction, and optimized resource utilization facilitated by UBA Virtual Banker - LEO.

Composite Models

· Balanced Scorecard: Integrates multiple performance metrics (financial, customer, internal processes, learning, and growth) to provide a holistic view of UBA's performance impacted by UBA Virtual Banker - LEO. This model aligns AI-driven improvements with strategic objectives.

· AI Impact Assessment Frameworks: Tailored frameworks designed to specifically measure the impact of AI integration, evaluating its contribution to various aspects of organizational performance.

These models and metrics collectively enable UBA to comprehensively evaluate the impact of UBA Virtual Banker - LEO across different dimensions of organizational performance, providing insights into the effectiveness and value derived from AI integration within the bank's operations.

2.1.5
Challenges and opportunities in AI integration, specifically focusing on UBA Virtual Banker - LEO

Workforce Adaptation

· Training and Skill Gaps: Challenges arise in training and upskilling the workforce to effectively collaborate with UBA Virtual Banker - LEO. Addressing skill gaps and ensuring employees are adept at leveraging AI tools becomes crucial.

· Change Management: Resistance to change or apprehension among employees regarding AI integration may hinder the successful adoption and utilization of UBA Virtual Banker - LEO.

Data Security and Privacy

· Data Breaches and Compliance: Concerns regarding the security of customer data used by UBA Virtual Banker - LEO for learning and decision-making. Ensuring compliance with data protection regulations while utilizing customer information for AI training poses a significant challenge.

· Ethical Considerations: Addressing ethical implications related to the use of sensitive data and ensuring responsible AI practices to safeguard customer privacy while maximizing the benefits of UBA Virtual Banker - LEO.

Algorithmic Biases and Fairness

· Bias Mitigation: Identifying and mitigating biases within UBA Virtual Banker - LEO's algorithms to prevent discriminatory outcomes or unequal treatment of customers based on factors like race, gender, or socioeconomic status.

· Ensuring Fairness: Ensuring that AI-driven decisions made by UBA Virtual Banker - LEO are fair and transparent, with mechanisms to explain how decisions are reached to maintain trust and credibility

Scalability and Integration Challenges

· Scalability Issues: Ensuring UBA Virtual Banker - LEO can handle increased volumes of interactions and transactions without compromising performance or response times.

· Integration with Legacy Systems: Integrating AI systems with existing legacy systems within UBA may pose technical challenges, requiring seamless interoperability without disruptions to ongoing operations.

Opportunities

· Enhanced Customer Experience: Successful integration of UBA Virtual Banker - LEO presents an opportunity to deliver personalized, efficient, and round-the-clock services, thereby enhancing customer satisfaction and loyalty.

· Operational Efficiency: AI integration offers opportunities to streamline processes, automate repetitive tasks, and optimize resource utilization, leading to improved operational efficiency and cost savings for UBA.

· Innovation and Competitive Edge: Leveraging UBA Virtual Banker - LEO can position UBA as an innovative and tech-savvy bank, providing a competitive advantage in the financial industry.

Navigating these challenges while capitalizing on the opportunities arising from UBA Virtual Banker - LEO's successful AI implementation is essential for UBA to maximize the benefits and overcome hurdles in integrating AI into their business processes.

2.1.6
Practices And Strategies For Successful Optimizing Ai Integration In The Banking Sector

Exploring best practices and strategies derived from literature and successful case studies can provide valuable insights into optimizing AI integration in the banking sector, particularly focusing on UBA Virtual Banker - LEO:

· Comprehensive Training Programs: Develop extensive training programs encompassing both technical and non-technical aspects of AI for UBA employees. This includes hands-on training, workshops, and continuous learning initiatives to ensure a deep understanding of UBA Virtual Banker - LEO's functionalities and potential applications.

· Transparent Communication and Change Management: Implement transparent communication strategies to manage workforce concerns and expectations regarding AI integration. Highlight the benefits, address concerns, and involve employees in the transition process to foster acceptance and collaboration with UBA Virtual Banker - LEO.

· Robust Data Governance and Ethics Framework: Establish robust data governance frameworks and ethical guidelines to ensure responsible AI practices. This includes mechanisms for data privacy, security, and compliance with regulations, as well as regular audits to maintain data integrity and ethical use of customer information.

· Continuous Monitoring and Bias Mitigation: Implement continuous monitoring mechanisms to detect and mitigate algorithmic biases within UBA Virtual Banker - LEO. Regularly assess and refine algorithms to ensure fairness and minimize discriminatory outcomes in decision-making.

· Agile Development and Iterative Improvement: Adopt an agile approach to AI development, allowing for iterative improvements and adjustments based on user feedback and evolving customer needs. This enables UBA Virtual Banker - LEO to adapt swiftly to changing market dynamics and customer expectations.

· Cross-Functional Collaboration and Interoperability: Foster cross-functional collaboration among different departments within UBA to ensure smooth integration of UBA Virtual Banker - LEO with existing systems and processes. Encourage interoperability to avoid silos and enable seamless data exchange between AI and other systems.

· Customer-Centric Design and Personalization: Design UBA Virtual Banker - LEO with a customer-centric approach, focusing on delivering personalized experiences and solutions tailored to individual customer preferences and behaviors. Continuously refine AI capabilities to enhance customer engagement and satisfaction.

· Continuous Evaluation and Performance Metrics: Establish performance metrics aligned with organizational goals and regularly evaluate the impact of UBA Virtual Banker - LEO on efficiency, customer satisfaction, service quality, and financial performance. Use these insights to drive further optimizations and improvements.

By incorporating these best practices and strategies into the integration and utilization of UBA Virtual Banker - LEO, UBA can enhance its AI-driven initiatives, mitigate challenges, and capitalize on opportunities, ultimately improving organizational performance within the banking sector.

2.2
Theoretical framework

2.2.1
The Technology Acceptance Model (TAM) 

The Technology Acceptance Model (TAM) is a widely recognized theoretical framework used to understand and predict users' acceptance and adoption of new technologies within organizational settings. Proposed by Fred Davis in the late 1980s, TAM focuses on the factors influencing individuals' intentions to use and adopt a technology, such as UBA Virtual Banker - LEO, within their work environment.

TAM posits that two primary factors influence users' acceptance of a technology: perceived usefulness (PU) and perceived ease of use (PEOU). Perceived usefulness refers to the user's belief that adopting the technology will enhance their job performance or productivity. Perceived ease of use pertains to the degree to which users perceive the technology as effortless and simple to use. According to TAM, these perceptions significantly impact users' attitudes and behavioral intentions toward technology adoption.

Research applying TAM often involves measuring these two constructs—perceived usefulness and perceived ease of use—alongside actual usage behavior. Studies utilizing TAM aim to explore how these perceptions influence employees' intentions to use UBA Virtual Banker - LEO in their daily tasks and interactions with customers within the banking context.

Moreover, TAM extensions have incorporated additional factors, such as subjective norms and facilitating conditions, to further enhance its explanatory power in predicting technology adoption. Subjective norms refer to the influence of social pressures or expectations from colleagues or superiors regarding technology usage, while facilitating conditions encompass the organizational support and resources available to facilitate technology use.

Applying TAM within UBA's context to assess the adoption of UBA Virtual Banker - LEO would involve surveying employees to gauge their perceptions of the technology's usefulness and ease of use. This data would help identify potential barriers or enablers affecting employees' willingness to embrace and utilize UBA Virtual Banker - LEO in their roles. Additionally, understanding how subjective norms and facilitating conditions influence employees' attitudes toward the technology could provide valuable insights for implementation strategies and training initiatives.

Overall, TAM serves as a valuable framework for understanding the psychological and behavioral aspects underlying technology adoption, providing a structured approach for organizations like UBA to assess, plan, and promote successful integration of AI-driven systems like UBA Virtual Banker - LEO within their operational environments.

2.2.2
Innovation Diffusion Theory

The Innovation Diffusion Theory (IDT), conceptualized by Everett Rogers in 1962, focuses on understanding how innovations spread within societies or organizations. IDT explains the process through which new ideas, products, or technologies are adopted and diffused among different groups or individuals [Rogers, E. M. (2003). Diffusion of innovations. Free Press.].

IDT categorizes adopters into various segments based on their inclination and speed of adopting innovations. These segments include innovators, early adopters, early majority, late majority, and laggards. Innovators and early adopters are generally more risk-taking and eager to try new innovations, while the majority and laggards adopt innovations at a slower pace, often influenced by the experiences of earlier adopter groups [Rogers, E. M. (2003). Diffusion of innovations. Free Press.].

IDT identifies several factors influencing the adoption and diffusion of innovations. These factors include perceived benefits, relative advantage over existing solutions, compatibility with existing practices or values, complexity or simplicity of use, and observability - the visibility of the innovation's benefits to potential adopters [Rogers, E. M. (2003). Diffusion of innovations. Free Press.].

In the context of organizations like United Bank for Africa (UBA) and the adoption of innovative technologies such as UBA Virtual Banker - LEO, IDT helps in understanding how different groups of employees within the organization adopt and embrace these innovations. The theory aids in identifying the characteristics of early adopters who quickly accept and champion new technologies versus those who require more time and convincing [Rogers, E. M. (2003). Diffusion of innovations. Free Press.].

UBA can leverage IDT insights by targeting early adopters within the organization to create success stories and advocates for the innovative technology. Additionally, emphasizing the relative advantage of UBA Virtual Banker - LEO in terms of efficiency, convenience, and customer satisfaction can accelerate adoption across different segments within the organization [Rogers, E. M. (2003). Diffusion of innovations. Free Press.].

Understanding the Innovation Diffusion Theory provides UBA with valuable insights into the process of technology adoption, aiding in strategic planning, targeted implementation strategies, and effective communication to facilitate the adoption of UBA Virtual Banker - LEO within the organizational context.

2.2.3
Organizational Change Theory

Organizational Change Theory focuses on understanding the process of planned change within organizations and how they adapt to new circumstances or environments. This theory emphasizes that organizations need to evolve and adapt continuously to stay competitive and responsive to external pressures and internal dynamics [Burke, W. W., & Noumair, D. A. (2015). Organization change: Theory and practice. Sage Publications.].

One of the fundamental aspects of Organizational Change Theory is Lewin's Three-Stage Model of Change. It comprises three phases: unfreezing, changing, and refreezing. Unfreezing involves preparing the organization for change by breaking down existing mindsets and behaviors. Changing involves implementing new processes, technologies, or structures. Refreezing refers to stabilizing the organization in its new state to ensure the change becomes a permanent part of organizational culture [Burke, W. W., & Noumair, D. A. (2015). Organization change: Theory and practice. Sage Publications.].

Organizational Change Theory highlights several factors influencing successful change implementation. These factors include effective leadership and communication, employee engagement and involvement, organizational culture, resources, and support systems for change initiatives. The theory emphasizes the importance of managing resistance to change and creating a supportive environment conducive to change adoption [Burke, W. W., & Noumair, D. A. (2015). Organization change: Theory and practice. Sage Publications.].

In the context of organizations like United Bank for Africa (UBA) and the adoption of innovative technologies such as UBA Virtual Banker - LEO, Organizational Change Theory provides a roadmap for managing the transition. It helps UBA understand the stages of change implementation, including the need for preparing the organization, effectively introducing the technology, and ensuring its integration becomes a part of the organizational culture [Burke, W. W., & Noumair, D. A. (2015). Organization change: Theory and practice. Sage Publications.].

UBA can use the principles of Organizational Change Theory to engage employees in the change process, ensuring their involvement and support. This involves transparent communication, addressing concerns, providing adequate training, and fostering a culture that embraces innovation. By applying this theory, UBA can effectively manage the transition to incorporating UBA Virtual Banker - LEO and ensure its successful integration into the organizational fabric [Burke, W. W., & Noumair, D. A. (2015). Organization change: Theory and practice. Sage Publications.].

Understanding and applying Organizational Change Theory equips UBA with strategies and frameworks to navigate the complexities of change management. It facilitates a systematic approach to implementing innovations like UBA Virtual Banker - LEO, ensuring a smoother transition and integration into the organizational structure and culture.

2.3
Empirical Review

Wisskirchen et al., (2017) carried out a research titled “Artificial Intelligence and Robotics and Their Impact on the Workplace”. The study was able to discuss legal, economic and business issues, such as changes in the future labour market and in company structures, impact on working time, remuneration and on the working environment, new forms of employment and the impact of labour relations. The study was able to establish the risk and opportunities which are attached to artificial intelligence. For risks, the study acknowledged that AI will entail short term disadvantages. This, they posited by saying several million jobs worldwide are under threat and there may not be employment opportunities in other sectors for these employees because they lack sufficient training to perform efficiently and effectively in a new environment.

With the introduction of ever more new machines and intelligent IT systems, humans will become increasingly irrelevant for work profession. Wisskirchen et al., (2017) recommended that “Creative Solutions”from employee representatives, national lawmakers and companies are required in order to manage the problems that will arise subsequently. On the opportunity angle, the study admitted that AI opens new opportunities for companies and individuals. Humans are adaptable and will create new jobs. The use of intelligent IT systems improves efficiency and help decrease the time required to be spent on the product or the service, and the associated costs as well. The time saved, especially for dangerous works, can be used by human beings for other work or for leisure. AI should thus result in a growth of prosperity. Wisskirchen et al., (2017) took a step further by saying, technical developments will lead to a situation in which older employees and employees with disabilities can be better integrated; while machines can perform dangerous work. The new job models that will become prevalent as a result of AI, digitalization and the global integration of workers will be a grand chance for the younger generation to have more free time and to create an individual working atmosphere. Conclusively, the study by Wisskirchen et al., (2017) posited that both blue (informal) and white-collar (formal) sectors will be affected by a potential loss of jobs and that the digitalization (and automation) of services is a global phenomenon and trend. 

Another related study was carried out by Soni et al.,(2018). This research was titled “Impact of Artificial Intelligence on Business”.The study centered on innovation with artificial intelligence as a talking point. The paper attempts to answer why every company want to be an AI company or want to acquire AI companies. The study also seeks to answer the question regarding why there is an exponential growth in the usage of AI. The paper attempt at answering these questions by scanning a number of business newsletters, AI magazines, journal papers, conference articles, machine learning posts, annual reports of the companies, press releases, stock market websites, online forums and many other platforms to gather the data required to help in their investigation.

The study by Soni et al.,(2018) investigated the effect of the amazingly increasing intelligent behavior of machines on the growth rate and changing behavior of the business all over the world. The study attempts at answering the questions raised by investigating 100 AI start-ups born all over the world, to meet customers’expectations in different application areas. The research positioned that increase in productivity, time and cost efficiency, human error reduction, faster business decisions, customer preference, predictions, and sales maximization are some of the merits of automation, cognitive technologies, and data analysis using AI algorithm. In furtherance, the research stated categorically that AI wave is on and appetite for AI growth is on an exponential increase. The research aims at carrying out further studies which will help the human community to get prepared and accept the changes with the rapid infusion of AI in human life and business.

Another literature which was examined by this study was the paper presented on “Artificial Intelligence in Business: Balancing Risk and Reward” by Dr. Rob F. Walker, Vice President, Decision Management and Analytics, Pegasystems in 2017. The paper examined if AI was truly a match for creativity; if machines can do what we (as thinking entities) can do; exploring the human/artificial intelligence continuum; optimizing AI through control & collaboration; AI Algorithm Quality Assurance (QA) Process; and how AI technologies benefit the business. The paper posited that AI can deliver tremendous business value, but it must first be operationalized. Real-time customer engagement is one area in which AI has been successfully operationalized and is delivering unprecedented business benefits. A real-time environment in which the models receive fast feedback on decisions and lots of data provides the perfect conditions for machine learning. Many companies can now test and perfect AI models in real-time with the data from millions of customer interactions per day.

In a more profound research, focusing on "Customer Satisfaction" and AI, which is one of the non- financial parameters used to measure business performance in this study, an interesting discovery was made with regards to the banking sector. Yeshodeep Khati & Emil Åberg (2018) carried out a research on "Artificial Intelligence in Customer Service: A Study on Customers‟ Perceptions regarding IVR Services in the Banking Industry". The purpose of the paper was to explore consumer perspectives on automated IVR (International Voice Recognition) customer services. Based on the findings of their study, they argued that customers are open to learn and adapt to IVR telephone customer service as long as it is advanced enough so that it can provide adequate customer service. Customers using the services currently are in doubts about the benefits of the systemand are left without a choice. Leading to this it was found that customers are skeptical towards the quality of AI- driven customer service as it is today, however, they do express optimism and believe that it will be better in the future and they have accepted that there will be a change in technology.

When looking specifically at the banking industry, the findings of Yeshodeep Khati & Emil Åberg (2018) suggested that consumers usually don’t have much interaction with their banks, but when they do, they prefer to talk to a regular person over an automated response. This is due to the fact that the consumers believe that the AI-provided responses could misinterpret the caller or lack the latest information which could cause frustration that would not have been caused if the call was responded by a real person. There is however a lack of communication from the company side to explain the benefits of using the IVR to its customers, and this could potentially affect their relationship with their banks. The cause and effect appear to be companies taking liberty in cutting cost and generating profits rather than providing a satisfactory customer service. One major thing to note is that ability to guarantee a satisfactory customer service is the quintessential aspect in creating and maintaining customer loyalty; thus, it is important to see the degree and extent to which IVRs are able to provide a satisfactory customer service. It should also be mentioned that consumers consider banking services to be of high importance since they would not let someone who they don’t have much confidence in to take care of their money, and therefore they expect customer service to be of high quality as well.

CHAPTER THREE

METHODOLOGY

3.1
Research Design

The research design for this study involves a mixed-method approach, combining quantitative and qualitative methodologies. The quantitative phase comprises a structured survey administered to employees within UBA to gauge their perceptions and experiences regarding the integration of UBA Virtual Banker - LEO into business processes and its perceived impact on organizational performance metrics. Additionally, qualitative methods, such as semi-structured interviews with key stakeholders and in-depth case studies of successful AI integration instances within UBA, will provide contextual insights and nuanced perspectives. This mixed-method approach aims to triangulate data, offering a comprehensive understanding of both the quantitative metrics and qualitative narratives surrounding AI integration and its influence on UBA's organizational performance.

3.2
Sources of Data
The research employed two types of data in the course of this work. These are:

Primary Data

This was collected the through responses from questionnaire and interviews

· Questionnaire: A well-structured questionnaire was designed by the researcher for the staffs of United Bank for Africa (UBA), Challenge Road, Ilorin Kwara State Branch. The questionnaire consisted of printed questions in which the respondents have to fill in the answers. They researcher made use of multiple choices in the questionnaire

· Interview: The researcher also used oral/personal interview in collecting primary data. This method served a very useful purpose in obtaining certain facts and data that were not possible through the questionnaire method.

Secondary Data

The researcher also generated data from literature review from text books, and journals including newspaper prints.

3.3
POPULATION OF THE STUDY
The population for the study consists of the entire staffs (Junior and Senior Officers) of United Bank for Africa (UBA), Challenge Road, Ilorin Kwara State Branch estimated to be fifty-seven (57) (Head of Human Resource, 2024).

3.4
SAMPLA SIZE AND SAMPLING TECHNIQUE 
Multi-stage sampling technique was adopted for the survey. Stratified sampling technique was used to select the readers of print and/or electronic newspaper(s) and in order to give a better representation.

Sample is a small or selected group used to represent the whole. The sample size that will be used to represent the whole population will be determined using the Yaro Yamane as it would not be easy to use the entire population. 

The “Yaro Yamane” Formula is as stated below 
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Where, 

n = Sample size 

N = Finite population (57)

1 = Constant 

e = Level of significance taken to be 0.05 

n =    57

   1+57(0.05)2
 = 50

Therefore, the sample size for this study is estimated at fifty (50).

3.5  
Research Instrument

A structured questionnaire that has been carefully created to gather data pertinent to the research objectives was used for data collection. Face-to face mode of questionnaire administration (Interview) was also used.

Questionnaires were distributed to the subjects used in the study. The researcher appealed to the respondents to complete the questionnaires within the premises to ease out the stress of collecting the questionnaires. The information obtained through oral interview by the researcher was guided by interview guide where the questions to be asked were listed so that the researcher won’t miss out on any important questions.

3.6
Data Analysis Method

To facilitate accurate analysis of data, the researcher employed descriptive method of analysis. The descriptive statistics incorporate the use frequency counts, percentages and mean were used to analyse the data.
CHAPTER FOUR
Data Presentation and Analysis
4.1
Introduction 
This chapter is concerned with presentation, analysis and interpretation of data tested with regard to the research objectives stated in chapter one.

4.2
Data Presentation 
The research data were derived using non-participant observation and questionnaire. The research questionnaire comprised of close ended so as to guide respondents towards the research objective. Data derived from this study were presented in tables and analyzed using descriptive statistics. The presentations and analysis are as stated below. 

Table 4.2.1: Questionnaire Distribution and Collected

	
	Frequency
	Percentage (%)

	Number of questionnaire distributed
	50
	100

	Number of questionnaire returned
	45
	90

	Number of questionnaire not returned
	5
	10


Source: field survey, 2024

For the analysis, the researcher made use of the number of  returned questionnaires which is forty five (45).

4.3
Demographic Representation of Respondents

Table 4.3.1: Demographic representation of respondents
	Gender
	Respondents
	Percentage (%)

	Female
	20
	40

	Male
	30
	60

	Total
	50
	100

	

	Marital Status
	Respondents
	Percentage (%)

	Single
	20
	40

	Married
	30
	60

	Total
	50
	100

	

	Age Bracket
	Respondents
	Percentage (%)

	Below 15 years
	-
	-

	15 years -25 years
	15
	30

	26 years -35 years
	20
	40

	36 years-45 years
	15
	30

	Total
	50
	100

	

	Qualification 
	Respondents
	Percentage (%)

	OND/NCE
	5
	10

	HND
	15
	30

	BSC or its equivalents
	20
	40

	Others
	10
	20

	Total
	50
	100


Source: Fieldwork, 2024.

From the above analysis, it can be seen that 40% representing 20 respondents were female, while the remaining 60% representing 30 respondents were male. This shows that there are more male respondents. The above analysis also shows that greater percentage of the respondents were married at 60% representing 30 respondents while 40% representing 20 respondents were single. The above analysis also portrayed that 30% representing 15 respondents were between 15-25 years bracket, 40% representing 20 respondents were within 26-35 years bracket, 15% representing 30 respondents were within 36-45 years bracket.

Conclusively, the above analysis revealed that 10% representing 5 respondents have OND/NCE certificate, 30% representing 15 respondents have HND, 20% representing 40 respondents have B.Sc or its equivalent and finally the remaining 20% representing 10 respondents were made up of employees with other certificates above the B.Sc degree.

4.4 Presentation of Data According to Research Questions

Research Objective 1: To assess the employees' perception of the impact of UBA Virtual Banker - LEO on efficiency in business processes.

Table 4.4.1: 
	S/N
	Questions
	Agreed

(%)
	Disagreed

(%)
	Don’t know

(%)
	Total

(%)
	Mean

	1.
	UBA Virtual Banker - LEO has improved the efficiency of our business processes.
	23

46.7%
	27

53.3%
	-

0%
	50

100%
	2.47

	2.
	The integration of UBA Virtual Banker - LEO has streamlined workflow within the organization.
	14

27.9%
	33

66.4%
	5

5.7%
	50

100%
	2.22

	3.
	I believe UBA Virtual Banker - LEO contributes to a more efficient work environment.
	19

37.7%
	31

62.3%
	-

0%
	50

100%
	2.38

	4.
	Tasks handled by UBA Virtual Banker - LEO are executed more quickly compared to traditional methods.
	9

18.0%
	37

73%
	5

9.0%
	50

100%
	2.09

	5.
	The use of UBA Virtual Banker - LEO has positively impacted the overall efficiency of our organizational processes.
	18

36.1%
	30

59.8%
	2

4.1%
	50

100%
	2.32

	Total 
	2.30


Source: Fieldwork, 2024.

INTERPRETATION

Efficiency Improvement: A slightly higher percentage agrees that UBA Virtual Banker - LEO has improved the efficiency of business processes, with a mean score of 2.47 indicating a moderate level of agreement.

Workflow Streamlining: A majority disagrees that the integration of UBA Virtual Banker - LEO has streamlined workflow, reflecting a lower level of perceived impact with a mean score of 2.22.

Contribution to Work Environment: A significant portion disagrees that UBA Virtual Banker - LEO contributes to a more efficient work environment, with a mean score of 2.38 indicating a moderate level of disagreement.

Task Execution Speed: A notable majority disagrees that tasks handled by UBA Virtual Banker - LEO are executed more quickly compared to traditional methods, with a mean score of 2.09 indicating a relatively low level of agreement.

Impact on Overall Efficiency: A majority disagrees that the use of UBA Virtual Banker - LEO has positively impacted the overall efficiency of organizational processes, with a mean score of 2.32 reflecting a moderate level of disagreement.

Overall, the data suggests mixed perceptions regarding the impact of UBA Virtual Banker - LEO on business processes, workflow, work environment, task speed, and overall organizational efficiency.

Research Objective 2: To evaluate the perceived impact of UBA Virtual Banker - LEO
 on customer satisfaction.

Table 4.4.2: 
	S/N
	Questions
	Agreed

(%)
	Disagreed

(%)
	Don’t know

(%)
	Total

(%)
	Mean

	6.
	Customers find interactions with UBA Virtual Banker - LEO to be satisfactory.
	36
	14
	-
	50
	2.71

	
	
	71.3%
	28.7%
	0%
	100%
	

	7.
	UBA Virtual Banker - LEO enhances the overall customer experience with our services.
	25
	22
	3
	50
	2.43

	
	
	50%
	44.4%
	6.6%
	100%
	

	8.
	The introduction of UBA Virtual Banker - LEO has led to improved customer satisfaction levels.
	30
	18
	2
	50
	2.56

	
	
	59.8%
	36.1%
	4.1%
	100%
	

	9.
	Customers prefer engaging with UBA Virtual Banker - LEO for certain transactions.
	33

66.4%
	17

33.6%
	-

0%
	50
	2.66

	10.
	The integration of UBA Virtual Banker - LEO has positively influenced customer feedback and ratings.
	36
	14
	-
	100%
	2.72

	
	
	72.1%
	27.9%
	0%
	50
	

	Total 
	2.62


Source: Fieldwork, 2024.

INTERPRETATION

Satisfactory Interactions: A significant majority agrees that interactions with UBA Virtual Banker - LEO are satisfactory, indicating a high level of positive customer perception with a mean score of 2.71.

Enhancement of Customer Experience: There is a balanced perception regarding whether UBA Virtual Banker - LEO enhances the overall customer experience, with a mean score of 2.43 indicating a moderate level of agreement

Improved Customer Satisfaction Levels: A majority agrees that the introduction of UBA Virtual Banker - LEO has led to improved customer satisfaction levels, with a mean score of 2.56 suggesting a moderate level of agreement.

Preference for UBA Virtual Banker - LEO: A substantial majority agrees that customers prefer engaging with UBA Virtual Banker - LEO for certain transactions, indicating a strong preference with a mean score of 2.66.

Positive Influence on Customer Feedback and Ratings: A significant majority agrees that the integration of UBA Virtual Banker - LEO has positively influenced customer feedback and ratings, reflecting a high level of positive impact with a mean score of 2.72.

Overall, the data suggests a generally positive perception among customers regarding satisfactory interactions, preference for certain transactions, and a positive influence on customer feedback and ratings. However, there are more balanced views regarding the enhancement of overall customer experience and improved customer satisfaction levels.

Research Objective 3: To examine the employees' perspectives on the adaptability and learning curve associated with UBA Virtual Banker - LEO.

Table 4.4.3: B.V.N policy's effect on saving accounts in Nigeria

	S/N
	Questions
	Agreed

(%)
	Disagreed

(%)
	Don’t know

(%)
	Total

(%)
	Mean

	11.
	Employees find it easy to adapt to UBA Virtual Banker - LEO in their daily tasks.
	28
	22
	-
	50
	2.57

	
	
	56.6%
	43.4%
	
	100%
	

	12.
	Training programs provided for UBA Virtual Banker - LEO effectively prepare employees for its use.
	32
	16
	3
	50
	2.57

	
	
	63.1%
	31.1%
	5.7%
	100%
	

	13.
	The learning curve for using UBA Virtual Banker - LEO is reasonable.
	25
	24
	1
	50
	2.48

	
	
	50%
	48.4%
	1.6%
	100%
	

	14.
	Employees feel confident in utilizing UBA Virtual Banker - LEO without frequent assistance.
	39
	11
	-
	50
	2.78

	
	
	77.9%
	22.1%
	
	100%
	

	15.
	The integration of UBA Virtual Banker - LEO has positively impacted employees' skill development.
	49
	9
	-
	50
	2.83

	
	
	82.8%
	17.2%
	
	100%
	

	Total
	2.65


Source: Fieldwork, 2024.

INTERPRETATION

Ease of Adaptation: A somewhat balanced response indicates that a significant portion of employees finds it challenging to adapt to UBA Virtual Banker - LEO in their daily tasks, with a mean score of 2.57 suggesting a moderate level of agreement.

Effectiveness of Training Programs: The majority agrees that the training programs provided for UBA Virtual Banker - LEO effectively prepare employees for its use, reflecting a positive perception with a mean score of 2.57.

Reasonable Learning Curve: A balanced response suggests that opinions are split on whether the learning curve for using UBA Virtual Banker - LEO is reasonable, with a mean score of 2.48 indicating a moderate level of agreement.

Confidence in Utilizing UBA Virtual Banker - LEO: A significant majority feels confident in utilizing UBA Virtual Banker - LEO without frequent assistance, indicating a high level of confidence with a mean score of 2.78.

Positive Impact on Skill Development: The data suggests a strong positive perception that the integration of UBA Virtual Banker - LEO has positively impacted employees' skill development, with a high mean score of 2.83.

Overall, the results indicate a positive trend in employees' confidence, perceived effectiveness of training, and the impact on skill development. However, there are mixed views on the ease of adaptation and the learning curve associated with UBA Virtual Banker - LEO.

Research Objective 4: To investigate the perceived impact of UBA Virtual Banker - LEO on organizational performance metrics such as financial outcomes.

Table 4.4.3: B.V.N's impact on electronic payment systems 

	S/N
	Questions
	Agreed

(%)
	Disagreed

(%)
	Don’t know

(%)
	Total

(%)
	Mean

	16.
	UBA Virtual Banker - LEO contributes to improved financial outcomes for the organization.
	28
	22
	-
	50
	2.57

	
	
	56.6%
	43.4%
	
	100%
	

	17.
	The use of UBA Virtual Banker - LEO is associated with enhanced revenue generation.
	32
	16
	3
	50
	2.57

	
	
	63.1%
	31.1%
	5.7%
	100%
	

	18.
	The integration of UBA Virtual Banker - LEO has positively impacted the organization's profitability.
	25
	24
	1
	50
	2.48

	
	
	50%
	48.4%
	1.6%
	100%
	

	19.
	UBA Virtual Banker - LEO is perceived to contribute to cost savings within the organization.
	39
	11
	-
	50
	2.78

	
	
	77.9%
	22.1%
	
	100%
	

	20.
	The financial performance of UBA has improved since the implementation of UBA Virtual Banker - LEO.
	49
	9
	-
	50
	2.83

	
	
	82.8%
	17.2%
	
	100%
	

	Total 
	2.65


Source: Fieldwork, 2024.

INTERPRETATION

Contribution to Improved Financial Outcomes: The response indicates a somewhat balanced perception regarding whether UBA Virtual Banker - LEO contributes to improved financial outcomes for the organization, with a mean score of 2.57 suggesting a moderate level of agreement.

Association with Enhanced Revenue Generation: A majority agrees that the use of UBA Virtual Banker - LEO is associated with enhanced revenue generation, with a mean score of 2.57 indicating a moderate level of agreement.

Positive Impact on Profitability: The data suggests a balanced perception on whether the integration of UBA Virtual Banker - LEO has positively impacted the organization's profitability, with a mean score of 2.48 indicating a moderate level of agreement.

Contribution to Cost Savings: A significant majority perceives that UBA Virtual Banker - LEO contributes to cost savings within the organization, indicating a high level of agreement with a mean score of 2.78.

Improvement in UBA's Financial Performance: The data strongly suggests that respondents believe the financial performance of UBA has improved since the implementation of UBA Virtual Banker - LEO, with a high mean score of 2.83 indicating a high level of agreement.

Overall, the results suggest a positive perception regarding the contribution of UBA Virtual Banker - LEO to financial outcomes, revenue generation, profitability, cost savings, and the overall financial performance of UBA.

4.4
Discussion of Findings

· Employee Perception and Adoption:

The findings from employee responses indicate a mixed perception regarding the integration of UBA Virtual Banker - LEO into daily tasks. While a significant proportion finds it challenging to adapt, the majority expresses confidence in utilizing the virtual banker without frequent assistance. The effectiveness of training programs is acknowledged by a substantial number of employees, emphasizing the importance of structured training initiatives in facilitating a smoother transition. The positive impact on skill development is a strong indication that, despite initial challenges, employees recognize the long-term benefits and improvements in their capabilities.

· Customer Experience and Satisfaction:

Customer feedback reveals an overall positive perception of interactions with UBA Virtual Banker - LEO. The majority of customers find these interactions satisfactory, showcasing a favorable aspect of the virtual banking experience. However, there is a more nuanced response concerning the enhancement of overall customer experience and improved satisfaction levels. While a balanced view is presented, a significant percentage agrees that UBA Virtual Banker - LEO contributes to improved customer satisfaction. Additionally, a notable majority expresses a preference for engaging with the virtual banker for specific transactions, indicating a targeted effectiveness in certain aspects of customer service.

· Impact on Financial Outcomes:

The research data on the impact of UBA Virtual Banker - LEO on financial outcomes presents a nuanced picture. While there is a moderate level of agreement that the virtual banker contributes to improved financial outcomes, revenue generation, and cost savings, opinions are more evenly divided on its positive influence on the organization's profitability. The high agreement regarding the improvement in UBA's financial performance since the implementation of UBA Virtual Banker - LEO is noteworthy, suggesting that, despite varying opinions on specific financial aspects, the overall financial health of the organization is perceived to have positively evolved.

· Implications and Recommendations:

The findings have several implications for UBA's ongoing strategy with Virtual Banker - LEO. Addressing the challenges in employee adaptation could involve refining training programs and providing additional support. Emphasizing specific transactional strengths highlighted by customers could guide further development and optimization of the virtual banking system. Additionally, understanding the varying perceptions on financial impacts may prompt UBA to communicate more transparently about the specific areas where UBA Virtual Banker - LEO has made significant contributions. Overall, the findings underscore the importance of ongoing refinement, communication, and targeted strategies to maximize the positive impact of virtual banking on both employees and customers.

CHAPTER FIVE

SUMMARY OF FINDINGS, CONCLUSION, RECOMMENDATIONS

5.1
Summary of Findings

The research findings provide a comprehensive overview of the perceptions surrounding UBA Virtual Banker - LEO, encompassing perspectives from both employees and customers. Employees exhibit a diverse range of responses, with a notable challenge in adapting to the virtual banker in daily tasks. However, the majority expresses confidence in using it independently, indicating the importance of effective training programs and recognizing the long-term benefits in skill development. These insights suggest that ongoing support and training refinement may further enhance employee integration.

Customer experiences with UBA Virtual Banker - LEO lean towards the positive side, as evidenced by a significant majority finding their interactions satisfactory. While opinions on the overall enhancement of customer experience and improved satisfaction levels are more balanced, a clear preference for engaging with the virtual banker for specific transactions emerges. This suggests that UBA Virtual Banker - LEO is making targeted and effective contributions to certain aspects of customer service.

The impact on financial outcomes presents a nuanced picture, with varying levels of agreement on its influence on different aspects such as improved financial outcomes, revenue generation, profitability, and cost savings. Notably, the majority agrees on the improvement in UBA's overall financial performance since the implementation of UBA Virtual Banker - LEO. These findings underline the need for strategic communication, targeted improvements, and ongoing refinement to maximize the positive impact of virtual banking within UBA, both in terms of operational efficiency and customer satisfaction.

5.2
Conclusion

In conclusion, the research findings shed light on the multifaceted impact of UBA Virtual Banker - LEO within the organization. While employees navigate initial challenges in adapting to the virtual banker, the positive response towards its contribution to skill development and independent utilization underscores the potential for long-term benefits with strategic training enhancements. Customer perceptions reveal a favorable experience, particularly in specific transactional interactions, suggesting that UBA Virtual Banker - LEO has carved out a niche in enhancing targeted aspects of customer service.

The nuanced views on financial outcomes highlight the complexity of gauging the virtual banker's impact across various metrics. Acknowledging the diverse perspectives on its influence on profitability and other financial aspects, the overwhelming agreement on the improvement in UBA's overall financial performance post-implementation is a significant indicator. As UBA continues to integrate technology into its operations, these findings provide valuable insights for refining strategies, addressing challenges, and leveraging the positive aspects to further enhance both employee integration and customer satisfaction.

5.3
Recommendations

1. Continuous Training and Support:

To address the observed challenges in employee adaptation, it is recommended that UBA invests in continuous training programs tailored to the evolving needs of employees. Regular workshops, tutorials, and hands-on sessions can enhance their proficiency with UBA Virtual Banker - LEO. Additionally, a dedicated support system should be in place to provide assistance and guidance, fostering a smoother integration process and boosting employees' confidence in utilizing the virtual banker effectively.

2. Targeted Communication and Education for Customers:

Given the positive customer feedback on specific transactional engagements with UBA Virtual Banker - LEO, UBA should strategically communicate the strengths of the virtual banker to its customer base. This involves targeted campaigns, educational materials, and interactive sessions highlighting the efficiency and convenience of using the virtual banker for specific transactions. Clear communication will reinforce the positive aspects of the virtual banking experience and potentially drive increased usage.

3. Transparent Communication on Financial Impact:

To address varying perceptions on the financial impact of UBA Virtual Banker - LEO, UBA should engage in transparent communication regarding specific areas where the virtual banker has contributed significantly. This may involve periodic reports or updates on improvements in financial outcomes, revenue generation, and cost savings attributable to the virtual banking system. Transparent communication can align expectations and build confidence among stakeholders regarding the financial benefits derived from the integration of UBA Virtual Banker - LEO.

4. Continuous Improvement and Innovation:

UBA should establish a feedback loop involving employees and customers to gather insights for continuous improvement and innovation. Regular assessments of the virtual banker's functionality, user interface, and overall performance can guide updates and enhancements. Additionally, actively seeking input from users can identify areas for innovation, ensuring that UBA Virtual Banker - LEO remains aligned with evolving customer and employee needs in the dynamic landscape of banking technology.

5. Strategic Alignment with Organizational Goals:

To maximize the impact of UBA Virtual Banker - LEO, it is recommended that UBA aligns the virtual banker's functionalities with broader organizational goals. This entails a strategic assessment of how the virtual banker can contribute directly to key performance indicators such as operational efficiency, customer satisfaction, and financial growth. Integrating the virtual banker into the overarching organizational strategy will ensure that its implementation remains purposeful and impactful, driving the organization towards its strategic objectives.
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