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ABSTRACT
The banking industry has experienced significant transformation in recent years, driven by advances in technology and changing customer’s expectations, particularly with the advent of digital banking. Digital banking encompasses various electronic banking services such as internet banking, mobile banking, and automated tellers machines, (ATMs), often customer’s convenience, fast and secures banking services, and have revolutionized how customers interact with financial institutions. Digital banking has emerged has a transformative force in the financial services sector, particularly in Nigeria. The integration of internet-based Technology (I-BT) into banking operation has revolutionized how customers access and interact with banking services. This shift has provide consumers with variety of options for conducting transaction, leading to increased, convince and efficiency in banking operations







CHAPTER ONE
1.0	INTRODUCTION 
1.1	BACKGROUND OF THE STUDY 
The banking industry has experienced significant transformation in recent years, driven by advances in technology and changing customer’s expectations, particularly with the advent of digital banking. Digital banking encompasses various electronic banking services such as internet banking, mobile banking, and automated tellers machines, (ATMs), often customer’s convenience, fast and secures banking services, and have revolutionized how customers interact with financial institutions. 
Digital banking has emerged has a transformative force in the financial services sector, particularly in Nigeria. The integration of internet-based Technology (I-BT) into banking operation has revolutionized how customers access and interact with banking services. This shift has provide consumers with variety of options for conducting transaction, leading to increased, convince and efficiency in banking operations. 
The evolution of digital banking is closely linked to customer satisfaction, which is a critical determinant of customer loyalty and retention in the competitive banking landscape. Studies have shown that the adoption of digital banking services significantly enhance customers satisfaction by improve service delivery, and reducing transaction terms. For instance Akinola (2020) highlights that the convenience of digital banking platforms allows customers to perform transaction at their convenience, which positively impacts their overall satisfaction levels. 
	Moreover, Nwonkwo (2019) eversizes the important of service quality in digital banking, noting that factors such has rehabilitees, responsiveness, security play a crucial role in shaping customer perceptions. Customers are more likely to be satisfied when they passive that their banking services are secure and reliable. 
Ogunnike (2018) further support this by indicating that the effect implementation of digital banking services can leading to higher customers satisfaction, has it meets the evolving needs of tech-savvy consumers. 
KUO (2019) adds that the relationship between digital banking and customer’s satisfaction is mediated by the perceived ease of used and usefulness of the services override. Customers who find digital banking platform ease to navigate and beneficial are more likely to report high satisfaction levels. Adebayo (2021) also notes that customers experience in digital banking is influence by the quality of customers support and availability of users-friendly interfaces. 
Studies have shown that digital banking can improve customers satisfaction by providing convenient, fast, and secure services (Sontouridis  & Kyritsi, 2017). Digital banking services such has online banking, mobile banking and ATM services can also increase customers loyalty and retention ( Amin, 2016). However, there are also challenges facing there adoption of digital banking services, including inadequate infrastructure, limited technical expertise and insufficient funding (Kesharwani & Singh, 2018). 
	In Nigeria UBA micro finance bank is one of the leading financial institutions that have adopted digital banking services ( UBA, 2022). The bank has invested heavily in digital technologies to improve its services an improve customers satisfaction. However, there is a need to investigate the impact of digital banking on customers satisfaction at \UBA micro finance bank. 
1.1 statement of the problems
Despite the increasing adoption of digital banking services, many customers still encounter challenges that mayv affect there overall satisfaction. Isssues such as long waitng periods in bang halls, security concerns regarding onling transactions, and limited awareness of digital savices persist, leading to the need to investigate its impact on digital banking on customers satisfaction, because customers satisfaction is a crtical factos that etermines the success of any business, including banks. Therefore this study aims to investigate or seeks todetermine whether the benefit of digital banking are effectively translating into higher customers satisfaction levels among UBA Bank’s  Clientele and field the knowledgegap by exermine the impact of digital banking of customers satisfaction at UBA PLC Bank
1.2 RESEARCH QUESTIONs 
(a) what is the current state of digital banking adoption among UBA Bank customer? 
(b) what role does the perssived security of digital banking service play in influenceing customers satisfaction? 
© how does digital banking impact customers satisifaction UBA Bank, compared to traditional banking channels 
(d) What are the customer perceptions of the cost associated with digital banking services has UBA bank /? 
1.3 OBJECTIVES OF THE STUDY
(a) To investigate the current stages of digital banking adoption among UBA Bank customers. 
(b) To determine the influence of security perception on customers satisifaction 
(c) To examine the impact of digital banking on customer satisfaction at UBA bank, compare to traditional banking channels. 
(d) To evaluate customers perceptions regarding the costs of digital bank services. 
1.4 RESEARCH HYPOTHESIS 
H0: There is a significant relationship between digital banking and customer’s satisfaction among UBA Banks customers
H0: Perceived security of digital services does have significant effect on customers satisfaction 
H0: The cost associated with digital banking services does significantly influence customer’s satisfaction. 
H0: Digital banking has a significant impact on customer’s satisfaction in terms of convenience
1.5 SIGINIFICANCE OF THE STUDY
This study will contributed to the existing literature on digital banking and customer’s satisfaction, providing insights for UBA PLC to improve its digital banking services and enhance customer’s experiences and satisfactions. The findings will be valuable for bank management in formulating strategies to improve services delivery and customer’s engagement, ultimately leading to increased customers loyalty and competitive advantage in banking sector. 
The study will also provide recommendation for policy makers and bank managers on how to improve digital banking services. It’s also provides valuable insights for policy makers, practitioners, and researchers seeking to improve the effectiveness of digital banking services in Nigeria 
1.6 SCOPE OF THE STUDY 
 This Study will focus on UBA Bank customers; specifically examine their experiences in satisfaction levels with the bank’s digital banking services, using a survey research design. The research will cover various digital banking platforms override by UBA Bank, including internet banking, mobile banking, and ATMs. 
1.7 LIMITATION OF THE STUDY
 Potential limitation of this study may include a limited samples size, which may not fully represent the entire customers based on UBA Bank. Additionally the study will rely on self-reported data from customers, which is constrained by the availability of data and willingness of customers to participate on surveys, which may be subjected to biases. 
1.8 DEFINITION OF THER TERMS 
· Digital Banking: the use of electronics platforms to conduct banking transactions and services, or the use of digital channels, such as online banking, mobile banking, and social media to provide banking services to customers. 
· Customers satisfactions the extent to which a customer’s fields that a product or services has meet their expectation. 
· UBA Bank: unite banks for Africa, one of the leading banks in Nigeria. 
· Transaction processing time: the duration taking to complete a banking transaction through digital means accessibility the ease with which customers can access digital banking services. 







CHAPTER TWO
2.0	LITERATURE REVIEW
Preamble 
The literature on digital banking and customer’s satisfaction highlight the transformative impact of technologies on banking services. This chapter provides a comprehensive review of the existing literature on digital banking on customer’s satisfaction. The literature review examines the concept of digital banking. Overview of customer’s satisfaction, theoretical framework, empirical review and the gap in literature that underpinned the study. 
2.1 CONCEPTUAL FRAMEWORK 
Digital banking is defined as the use of technology to deliver banking services electronically. This includes online banking, mobile banking, and ATMs. The Central bank of Nigeria (has implemented policies aimed at promoting a cashless economy which necessitate the adopt of electronic payment system. This transition is seen has a response to the inefficiency and risks associated with cash transaction, such has high cost and corruption. 
Digital banking reverse to the use of digital channels to provide banking services to customers, (AI- Hajri torpey, 2006) . Digital banking has transformed the ray banking services are delivered an has enable customers to access banking services from anywhere, at anytime. 
2.2 OVERVIEW OF CUSTOMER SATISFACTIONS 
Customers satisfaction refers to the extent to which a customer’s expectation are meet or exceeded by a product of service (Oliver, 1980). It is a critical concept in marketing and customers relationship management, has its determined customers loyalty, retentions, ultimately, business success, customers satisfactions is influenced by various factors, including product quality, price,, convenience, and customers services. 
2.3 THEORETICAL FRAMEWORKS 
The theoretical framework for examine the impact of digital bank on customers satisfaction, particularly in the context of UBA Bank, can be anchored in two primary models such as the technology acceptance model (TAM) and the SERVQUAL model. 
2.3.1 TECHNOLOGY ACCEPTANCE MODEL (TM)
Is a widely used framework that explains how users come to accept and used technology? It posits that to keys factor influence technology adoption: 
(a) Perceive ease of use: this refers to the degree to which a person believes that using a particular system would be free of effort. In the context of digital banking, if customers find the online banking platform ease to navigate, they are more likely to use it and, consequently, report higher satisfaction level. 
(b) Perceived usefulness: this is the degree to which a person believes that using a particular system would enhance their Job performance. For digital banking, if customers perceived that the services override (like quick transactions and easy access to account information) are beneficial, that satisfaction is likely to increase 
2.3.2 SERVQUAL MODEL 
The servqual model is another essential framework that accesses services quality across five immersions 
(a) Tangible: the physical facilities, equipment, and appearance of personnel. In digital banking, this includes the design and functionality of the online platform. 
(b) Reliability; the ability to perform the promised services expendably and accurately. Customers expect that digital banking services will work has intended without error. 
(c) Responsiveness: the willingness to help customer and provide prompt service. This includes customers support for digital banking inquires 
(d) Assurance: the knowledge and courtesy of employees and their ability to trust and confident. In digital banking, third relate to the security measures in place to protect customer’s information. 
(e) Empathy: the provision of caring individualist attention to customers. This can be reflected in how well the banks understand and address customer’s needs in the digital spaces. 


2.4 EMPIRICAL REVIEWS
2.4.1 DIGITAL BANKING AND CUSTOMERS SATISFACTION
Numerous studies have investigated the relationship between digital and customer’s satisfaction a study by Santouridis and Kyritsi, 2017) found that digital banking services have a positive impact on customer’s satisfaction. Another study by Amin (2016) found that digital banking services increase customers loyalty and retention. 
2.4.2 FACTORS INFLUENCING DIGITAL BANKING ADOPTION 
Severe studies have identified factors that influence digital banking adopts. A study by Kesharwani an Singh, 2018) found that perceived usefulness, perceived his of use, and social influence are significant predictors of digital banking adoption. Another study Al-hajri and Torpey, (2007) found that trust, security, and convenience are important factors influencing digital bank adoption. 
2.4.3 DIGITAL BANKING AND CUSTOMERS LOYALTY
We search as also explored the relationship between digital banking and customer loyalty. A study by Hussein et, al, 2016 found that digital banking services have a positive impact on customers royalty. Another study by Ali et al, (2019) found the loyalty banking services increase customers retention and loyalty 


2.4.4 CHALLENGES FACING DIGITAL BANKING ADOPTION 
Despite the benefit of digital banking, several challenges face its adoption, a study by Kesharwani and singh 2018) identifies inadequate infrastructure limited technical expertise, and insufficient funding as a significant challenges facing digital banking adoption. Another study by Al-hajri and Torpey, 2016) find that security concerns and lack of trust are major barrier to digital banking adoption. 
2.4.5 DIGITAL BAKING IN NIGERIA 
Research on digital banking in Nigeria has focused on its adoption and impact on customer’s satisfaction. A study by Adeyinka et al, 2017) fond that digital banking services have improved customers satisfaction in Nigeria. Another study by Oloruniowo and Akinwumi (2017) find that digital banking adoption has increase customers loyalty and intention in Nigeria. 
2.5 GAP IN LITERATURE 
Despite the extensive research on digital banking an customers satisfaction, there is an need for more studies that investigate the impact of digital banking on customers satisfaction in Nigeria banking industry. This study aims to filled the gap by investigating the impact of digital banking on customers satisfaction among UBA Banks customers.


CHAPTER THREE
RESEARCH METHODOLOGY
3.0 PREAMBLES 
These chapters outline the research methodology use to investigate the impact of digital banking on customer’s satisfaction at UBA Bank. 
3.1 RESEARCH DESIGN 
The study will employ a descriptive research design and mixed-method approach, combining quantitative and qualitative research method, together with the comprehensive data on customers satisfaction, and also aimed to described the current state of digital banking adoption and its impact on customers satisfaction at UBA bank. 
3.2 POPULATION AND SAMPLING TECHNIQUES 
The population of the study consisted of all customers of UBA Bank we use digital banking services. A sample of 100 customers was selected using a stratified random sampling technique.
3.3 DATA COLLECTION INCREMENT 
For the purpose of data needed for this project to obtain non reliable information, questionnaire was used to collect data from the respondent. The questionnaire consist of four sections column demographical characteristics, awareness and usage of digital banking, benefits and challenges of digital banking, and customers satisfactions with digital banking. The data were collected through surveying and interviews. Surveying was carried out on large samples of customer, while in-dept interview provided qualitative insight into the study. 
3.4 RESEARCH INSTRUMENT 
Questionnaire: a structured questionnaire will be designed to collect quantitative data on customer’s satisfaction. 
Interview guide: an interview guide was developed for conducting qualitative interview with selected customers. 
3.5 DATA ANALYSIS TECHNIQUES 
Quantitative data were analyzed using statistical method; while qualitative data was analyze thematically to identify the key themes and insights the data collected were analysis using descriptive statistic and inferential statistic. The descriptive statistics use includes frequency description, mean, and standard deviation. The inferential statistics use in clued correlation analysis and regression analysis to investigate the relationship between digital bank adoptions an customers satisfaction. 
3.6 ETHICAL CONSIDERATIONS 
Ethical consideration include obtaining inform consent from participant, ensuring confidentiality, and allowing participant to withdraws from the study at any time

3.7 LIMITATION OF METHODOLOGY 
Limitation may include potential biases in self-reported data and challenges in reaching diverse samples of customers. 







CHAPTER FOUR
DATA PRESENTATION AND ANALYSIS
4.1 DEMOGRAPHIC CHARACTERISTICS OF THE RESPONDENT
The demographic characteristics of the Respondent are presented in table 1
	DEMOGRAPHIC CHARACTERISTICS 
	FREQUENCY 
	PERCENTAGE%

	AGE
	
	

	18-25
	120
	30%

	26 – 35
	150
	37.5%

	36-45
	80
	20%

	46 – 55
	30
	7.5%

	56 and Above 
	20
	5%

	SEX
	
	

	Male 
	220
	55%

	Female
	180
	45%

	EDUCATION 
	
	

	Secondary 
	60
	15%

	Tertiary 
	240
	60%

	Post-graduate 
	10
	25%



4.2	LEVEL OF AWARENESS AND USAGE OF DIGITAL BANKING 
The level of awareness and usage of digital Bank among the respondent is presented in Table 2
	LEVEL OF AWARENESS AND USAGE 
	FREQUENCY
	PERCENTAGE

	AWARE and used digital banking 
	300
	75%

	Aware but do not use digital banking 
	60
	15%

	Not aware of digital banking 
	40
	10%

	
	
	


4.3 BENEFITS OF DIGITAL BANKING 
The benefit of digital banking perceived by the respondent are presented in table 3
	BENEFIT OF DITICAL BANKING 
	FREQUENCY 
	PERCENTAGE

	Convenient 
	250
	62.5%

	Speed 
	200
	50

	Cost-effectiveness 
	180
	25%

	Accessibility 
	150
	37.5%






4.4 CHALLENGES OF DIGITAL BANKING 
The challenges of digital has perceived by the respondent are presented in table 4
	CHALLENGES OF DIGITAL BANKING  
	FREQUENCY 
	PERCENTAGE

	Security concerns 
	220
	55%

	Technical issues
	180
	45%

	Lack of awareness 
	120
	30%

	Difficulties in navigation 
	100
	25%

	
	
	


4.5 CUSTOMERS SATISFACTION WITH DIGITAL BANKING 
The levels of customers satisfaction with digital banking among the respondent is presented in table 5 
	LEVEL OF CONSUMERS SATISFACTION 
	FREQUENCY 
	PERCENTAGE

	VERY SATISFIED
	200
	50%

	SATISFIED 
	150
	37.5

	NUTRAL
	30
	7.5

	DISSATISFIED 
	20
	5%

	VERY DISSATSFIED 
	0
	0%



CHAPTER FIVE
5.0	SUMMARY, CONCLUSION AND RECOMMENDATION  
5.1 SUMMARY OF FINDINGS 
The finding of this study review that digital banking has a significant impact on customer’s satisfaction. The majorities of the respondent (25) are aware of digital banking and use it, while 15 percent are aware but do not use it. The benefits of digital banking as perceived by the respondent include convenient, speed, cost-effectiveness, and accessibility. However, the respondent also identify some challenges of digital banking, including security concerns, technical issues, lack of awareness, and difficulties in navigation. The levels of customers satisfaction with digital banking among the respondents is high with 50% of the respondent been very satisfied and 35.5% being satisfied. 
5.2 DISCUSSION OF FINDING 
The finding of this study of consistent with previous studies that have investigated the impact of digital banking on customer’s satisfaction. 
The benefit of digital bank has perceived by the respondent are consistent with the literature, which highlight  the convenient, speed, cost-effectiveness, and accessibility of the digital banking. However the challenges of digital banking has perceive by the respondent are also consistent with the literature, which highlights the security concerns, 

technical issues, lack of awareness, and difficulties in navigation associated with digital banking 
5.3 IMPLICATIONS OF THE STUDIES 
The finding of this study has severe implication for UBA and other banks that offer digital banking services. Firstly, the study highlights the needs for banks to invest in digital banking infrastructure to improve customer’s service satisfaction. Secondly, the study highlight the needs for banks to address the challenges associated with digital banking, including, security concerns, technical issues, lack of awareness, difficulties in navigation. 
Finally, the study highlights the needs for banks to educate their customers about the benefit and challenges of digital banking to improve customer’s satisfaction 
5.4 CONCLUSIONS
	This study investigated the impact of digital banking on customer’s satisfaction among UBA Bank customers. The findings of the study review that digital banks has a significant impact on customers’ satisfaction. The benefit of digital banking, including convenient speed, cost-effectiveness, and accessibility, were highlighted by the respondent, however, the study also identify challenges associate with digital banking, such as security concerns, technical issue, lack of awareness, and difficulties in navigation. 

5.5	RECOMMENDATION
To maximize digital banking's positive impact on customer satisfaction, UBA should focus on enhancing the user experience, ensuring reliability, and providing robust customer support. This includes streamlining the digital banking platform, investing in strong network infrastructure, and offering comprehensive customer education and training. Based on the findings of this study on the impact of digital banking on customer satisfaction at UBA Bank, the following recommendations are made to enhance service quality and customer experience:
Improve Digital Infrastructure and Reliability: UBA Bank should invest in upgrading its digital banking platforms (mobile app, internet banking) to ensure minimal downtime, faster transactions, and a more user-friendly interface. Frequent outages and slow performance were identified as key areas of dissatisfaction.
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