CHAPTER ONE
1.0	INTRODUCTION
The integration of Information Technology (IT) in banking operations has significantly transformed the financial sector worldwide, and Nigeria is no exception. The adoption of IT in Nigerian banks has not only enhanced operational efficiency but also improved customer service, broadened access to financial services, and streamlined business processes. This paper explores the impact of IT on the efficiency of Nigerian banks, focusing on key areas such as transaction processing, customer relationship management, and security.
The study reveals that IT adoption has led to faster and more accurate transactions, reducing human errors and enhancing operational speed. The implementation of electronic banking systems, including Automated Teller Machines (ATMs), mobile banking, and online banking, has allowed banks to offer 24/7 services, thus improving customer satisfaction and convenience. Furthermore, IT systems have enabled Nigerian banks to expand their reach to underserved populations, particularly in remote areas, by providing alternative banking channels.
However, the adoption of IT in the Nigerian banking sector has also presented challenges, such as cybersecurity risks, system outages, and the high cost of implementing advanced technologies. Despite these challenges, the positive impact of IT on banking efficiency is evident in the improved quality of services, cost reduction, and greater financial inclusion.Keywords: Internal Control Systems, Credit Management, Nigeria Deposit Money Banks.
1.1	BACKGROUND TO THE STUDY
The banking industry no doubt has interested advancement in technology like any other sector; the adoption of e-banking system is one of those at its affected banking operation entirely with the adoption of self service technology by the bank, e-banking system has continued to service the populace, in which mobile banking is an item. The offer convenience to customers and provide banking service well beyond the traditional service period.
It therefore encourages a cashless society, every sector of the economy whether financial or non-financial organization is adopting computer basic approaches to the service rendered. Mobile baking is becoming more popular in modern banking and has been a subject of interest among researchers. Mobile banking is a financial transaction conducted by lobbing on to a banks website using a cell phone, such as viewing account balance, making transfer between accounts or paying bills.
	
1.2	 STATEMENT OF THE PROBLEM  
Evidence from the liberation shows that GSM has considerable impact on the economy being on emerging communication to attain customer’s loyalty, long term viability and profitability and consequent success institution are placing increasingly emphasis on the customer’s satisfaction. Buhalis (2003) recent empirical evidence shows that quality of service and product is a key determination to improve banks service delivery in a form of transaction convenience, saving of time quick transaction alert and cost saving. 
1.3	OBJECTIVES OF THE STUDY 
i	 To assess the extent of integration of information technology (IT) systems in Nigerian banking operations.
ii	 To examine the effects of IT implementation on the efficiency and effectiveness of banking services in Nigeria.
iii	To identify the challenges and opportunities associated with the adoption of IT in the Nigerian banking industry.
1.4	RESEARCH HYPOTHESIS  
Ho: 	there is a significant on  Increased investment in information technology leads to             enhanced operational efficiency and customer service in Nigerian banks.
H1	there is a no  significant on  Increased investment in information technology leads to enhanced operational efficiency and customer service in Nigerian banks.
HO	 The adoption of IT solutions in Nigerian banks correlates positively with improvements in financial inclusion and accessibility.
H2	The adoption of IT solutions in Nigerian banks does not correlates positively with improvements in financial inclusion and accessibility.
HO	 Regulatory compliance and cyber security concerns pose significant challenges to the successful implementation of IT systems in the Nigerian banking industry.
H3	Regulatory compliance and cyber security concerns pose significant challenges to the successful implementation of IT systems in the Nigerian banking industry.
1.5	SIGNIFICANCE OF THE STUDY
Mobile banking reasonably reduces the cost of rendering service to customers
For service providers, mobile banking offers the next surest way to achieve growth by offering suitable service to attract new customer or retain old ones.
Mobile banking helps alerts customer on trend happening in their account to order to minimize fraud.
It also encourages them and wishes customers on special occasion like birthdays that customer value a lot.

1.6.1 SCOP OF THE STUDY 
	The research aim to examine the effect of information  in banking industry with special emphasis on First bank plc. 
	This research may be limited by insufficient finance, lack of enough time, lack of co-operation from the staff of First bank and the case study. 

1.7	LIMITATION  OF THE  STUDY 
There is some problems encounter during the course of this study. These include:
LACK OF ENOUGH TIME: The time consumed in putting together the information needed for the research project work is so small, mostly in term of data collection.
INSUFFICIENCY OF DATA : The data used for this project work is not enough that the secondary and primary data. Moreover  effort has been made to ensure the data contain and limitation do not affect the quality of the research.
INADEQUACY OF FUNDS: The analysis and gathering of data involve much money, therefore the extent by which information is collected depend on the availability of fund in the hand of the researcher.
UNCOOPERATIVE ATTITUDE OF THE RESPONDENTS: The respondents refuse to give a good answer to question given to them.

1.9   DEFINITION OF THE KEY TERMS
INFORMATION: Information can be defined as one or more statement or facts that are received by a human and that have some form of worth to recipient.
COMMUNICATION: Communication can be described as the process which involves the exchange of any kind of information or data.
TECHNOLOGY: Technology can be defined as the application of science or knowledge to commerce and industry.
ATM: Automatic Teller machine
EFT: Electronic Fund Transfer
CHAPS: Clearing House Automated Payment System
SWIFT: The Society for World Wide Inter-Bank Financial Telecommunications
ENIAC: Electronic Numerical Integration And Calculation
EDVAC: Electronic Diskette Variable Automated Computers
 MICR: Magnetic Ink Character Recognition
 BASC: Bankers Automated Clearing Services
 EDI: Electronic Data Interchange
 MIS: Management Information System











CHAPTER TWO
LITERATURE REVIEW
2.1	CONCEPTUAL FRAMEWORK 
Information and Communication Technology (ICT) have changed the approaches to conduct business transaction and meeting the growing demand of customers for most organization. The promises of ICTs in the customers base, reduce transaction costs 
improve quality and timeless of responses, enhance opportunities for advertisement on branding facilities, self service customization and improve customer communication and relationship (Ciara 2020) most bank in developed and some in developing part of the world are now offering e-banking services with various level of sophistication. However, most African banks seem to be content with having a web presence with only a few of them making strikes towards full pledged e-banking application.
More recently, as a new data where made evaluation and new methodology were applied empirical investigation have found evidence that it is associated with improvement in service delivery performance in Schel (1994), Lehnictherhed (1999) Siciel (1997) Brynoifsson and Hift (1996). The adoption of ICT allows for a reduction of transaction costs and lends possibility to more efficient market 
Information technology (IT) has been defined as the study, design, development, implementation, support or management of infornation systems, ICAN (2008). Information technology is a general term that describes any technology that helps to produce, manipulate, store, communicate, and/or disseminate information, Adelman (2000). Ige (1995) also defined IT as the modern handling of information by electronic neans, which involves its access, storage,
processing, transportation or transfer and delivery. Research shows that IT affects financial institutions by easing inquiry, saving time, and improving service delivery (Alu, 2002). IT   also provide solution to the modern society in health care, library services education communication network within organization.
Moreover, there is the growing evidence that customers have started associating quality service in a bank with the bank's possession of an on-line, real-time system. As a matter of fact, possession of such a system is now judged to be sine qua non of a high quality service in Nigeria. So, for a bank to be perceived as providing high quality service, that bank has to have an IT system, which it uses to deliver services to customers in a more timely, friendly and considerate manner, at no extra cost to the customers

2.1.1	Challenges Of IT Application In Nigerian Banks 
Nigeria’spoor infrastructures have been identified as the first major challenge in banks. Reports have it that in Nigeria, there are only one computer and four main telephone lines per thousand people. Also, electricity supply is sporadic and inefficient. Most importantly, Nigeria has very low internet penetration with less than one internet service provider per thousand people [8]. Highlighted was the ineffective implementation of information technology [9]. The challenges being faced by Nigerian banks in their attempt to ensure a smooth exchange of electronic data and information are the need to build a better infrastructure that will serve as backbone for communication within the banks b) The need to collaborate in sourcing for new technological equipment that will provide common standard c) The need to get better at information technology system development and operation by bank management d) The need to impress by improving the present telecommunications infrastructure To combat these challenges, the following were proffered [10]: a) There should be government and public awareness to attract long term investments in the telecommunication industry. b) Emphasis should be set on the importance of maintaining existing infrastructure and equipment.
2.1.2	Network Design Network 
design is a critical process to network architecture and administration. This section seeks to deliver a comprehensive network design based on two models; the existing network model and a proposed network solution for the bank. The design was broken down into 4 categories: The existing WAN, proposed WAN, existing LAN and, proposed LAN.
Developing Business Models 
Nigerian banks are rapidly internationalizing; a trend most visibly demonstrated by the number of Nigerian banks opening branches across West Africa whilst new players, especially foreign banks may soon emerge. Many banks have returned to the capital market to shore up their shareholders’ funds beyond the required minimum level, to enable them play more actively in the international arena. 
2.1.4 Customer Sophistication
 The gradual re-emergence of the Nigerian middle class has given rise to a class of knowledgeable and financially savvy customers. Their benchmarks for service quality have also implementation of the current information technology support systems. risen, aided by the intense competition among financial service providers to attract new customers. It is no longer just sufficient implementation of the current information technology support systems.
2.1.5	Electronic Banking and its Revolution in Nigeria
 Electronic banking can be described as the act of carrying out the business transaction of a bank using electronic devices. Examples of electronic devices that are used include Computer Systems, Global System for Mobile Communication (GSM) phones, Automated Teller machine (ATM), Internet facilities, Optical Character Recognition (OCR), Smart Cards, etc. E-banking is about using the infrastructure of the digital age to create opportunities, both local and global. E-banking enables the dramatic lowering of transaction costs, and the creation of new types of banking opportunities that address the barriers of time and distance. Banking opportunities are local, global and immediate in e-banking The evolution of e-banking dates back to 1986 when the banking sector in Nigeria was deregulated. The result of this deregulation brought far-reaching transformation through computerization and improved bank service delivery. Competition with new products became keen within the system while customer sophistication posed a challenge for them, hence the reengineering of processing techniques of business activities encourage the automation of financial services especially among new generation of commercial and merchant banks. In effect, the emergence of a crop of new generation banks following the liberalization of bank licensing motivated the introduction of high technology in the Nigerian banking system. Some of them considered the ‚arm-chair‛ brick and mortar approach to banking of the old generation banks as having no regard for the customers and therefore an identified weakness they can exploit on. 
2.2	THEORETICAL REVIEW 
TECHNOLOGY ACCEPTANCE MODEL (TAM): Davis, F. D. (2019). TAM posits that perceived usefulness and perceived ease of use are key determinants of users' acceptance and adoption of technology. This theory can be applied to understand how Nigerian bank employees and customers perceive and adopt IT systems and services.
INNOVATION DIFFUSION THEORY: Rogers, E. M. (2020).This theory explores how new innovations, including information technology, are adopted and spread within a social system. It can be used to analyze the adoption and diffusion of IT solutions within Nigerian banks and their impact on the industry's structure and practices.
Ezeoha, A. E., & Ezeoha, S. L. (2018). This study investigates the impact of information technology on the Nigerian banking industry, focusing on areas such as operational efficiency, customer service, and financial inclusion. It provides empirical evidence and insights into the transformative effects of IT adoption in Nigerian banks.
Odunayo, M., & Oyeniyi, B. (2017): This research examines the relationship between information technology adoption and the performance of Nigerian banks. It explores how IT investments affect profitability, efficiency, and competitiveness in the banking sector, offering practical implications for banks and policymakers.
Aderemi, H. O., & Adegboyega, O. F. (2019). This study investigates the effect of information and communication technology (ICT) on the performance of Nigerian banks, including indicators such as return on assets (ROA) and return on equity (ROE). It sheds light on the mechanisms through which ICT investments influence financial outcomes in the banking industry.
2.3	EMPIRICAL REVIEW 
Ovia, J. (2017). Description: This paper examines the role of information technology in the Nigerian banking sector, particularly in the context of challenges faced by the industry. It offers empirical analysis and recommendations for improving IT infrastructure and operations to enhance efficiency and competitiveness.
 Oke, A., & Adeoti, J. O. (2016). Description: This study investigates the impact of information technology on Nigerian banks' performance, focusing on variables such as operational efficiency, customer satisfaction, and financial performance. It employs empirical data analysis to assess the relationship between IT investments and banking outcomes.
Adeoti, J. O., & Oke, A. (2017).  Description: This research assesses the impact of information technology on the performance of Nigerian banks, using empirical data from a sample of banks. It examines various dimensions of IT adoption, such as electronic banking channels, core banking systems, and IT infrastructure, and their effects on key performance indicators.
 Adedokun-Shittu, N. A., & Adeyinka, S. A. (2019). This study employs panel data analysis to investigate the effect of information technology on the performance of Nigerian banks over time. It examines factors such as IT expenditure, digital banking services, and technological innovations in relation to financial performance metrics.
 Kazeem, O. A., Adetula, D. T., & Ologunde, A. O. (2020). Description: This research explores the impact of information technology on the performance of selected banks in Lagos State, Nigeria. It utilizes empirical data to analyze the relationship between IT investments, service delivery channels, and banks' financial performance indicators.
















CHAPTER THREE
RESEARCH AND METHODOLOGY

3.0 	RESEARCH DESIGN 
Research is simply defined as the process of inquiring or investigating a phenomenon and arriving at dependable solutions to problems through the planned and systematic collection, analysis and interpretation of data. 

3.1 	RESEARCH METHODOLOGY. 
Research methodology refers to the steps or procedures used in carrying out a research project. This chapter contains the research design, population and sample, sampling procedure, method of data collection and methods of data analysis. 

3.2	RESEARCH METHODS. 
The method of research adopted by the researcher for this study is survey. It involves an observation of the operations and activities of First Bank of Nigeria Plc as it relates to information technology. This method was chosen because it is generally acceptable to all as an unbiased technique which gives every member of the selected population an equal chance of being included; it shows a true representative of the sample population studied where the entire results generalized. It's very convenient, 
saves time and cost effective. 	
In the course of this research, questionnaires and personal interview were used to generate our data. The questionnaires focused on "the impact of information technology on the operations of the banking system in Nigeria. 

3.3 	SOURCE OF DATA. 
For the purpose of this research work, primary data were used with the aid of structured questionnaire and personal interview in analyses . 

3.4 	POPULATION OF THE STUDY. 
The population of this study is focused on the staff of First Bank of Nigeria Plc and customers who make transactions with the Bank on daily basis and some policy makers of the bank. 



3.5	SAMPLE AND SAMPLING PROCEDURE. 
Since it was not feasible for the researcher to study the 20 commercial banks in Nigeria and their customers, considering time and financial constraints, the researcher was based on the study of First Bank PLC. 

The choice of this sample size takes into consideration the popu~tion size, homogeneity of respondents, level of accuracy desired and rate of response proposed from the respondents. 

3.6 	RESEARCH INSTRUMENT: 
The research instrument used for the study was a well structure questionnaire. The questionnaire was divided into two. The first part is for the bank's staff and the second one for the bank’s customers. 

3.7. 	VAUDITY OF INSTRUMENT: 
The questionnaire was structured by the researcher with the help and information received from the Bank Website. 

The wonderful contributions and appropriate responses from respondents who readily understood the items thereby establishing the validity of the instrument. 

3.8 	METHOD OF DATA ANALYSIS 
The data obtained were analyzed using Simple Percentage and Chi-Square to test the formulated hypotheses. 

3.9	INSTRUMENTS FOR DATA COLLECTION
These can be distributed among bank customers, employees, and management to gather perceptions, opinions, and experiences regarding the use of information technology in banking services. Questions can cover topics like ease of access to banking services, satisfaction with online banking platforms, security concerns, and overall perceptions of IT impact.
Interviews: Conducting structured or semi-structured interviews with key stakeholders such as bank executives, IT managers, regulators, and customers can provide in-depth insights into the specific ways information technology has affected banking operations, customer experiences, regulatory compliance, and strategic decision-making.
Document Analysis: Reviewing official reports, policy documents, industry publications, and academic research on the Nigerian banking sector can offer historical context, regulatory frameworks, and industry trends related to information technology adoption and its impact.
Observation: Direct observation of banking operations, customer interactions, and IT infrastructure within Nigerian banks can provide valuable qualitative data on how technology is being utilized in practice and its effects on efficiency, customer service quality, and security measures.
Financial Data Analysis:  Analyzing financial data from Nigerian banks, such as profitability metrics, investment in IT infrastructure, and operational efficiency indicators, can help quantify the impact of information technology on financial performance and operational effectiveness.
Focus Groups: Organizing focus group discussions with diverse participants, including bank customers from different demographics, can facilitate deeper exploration of specific themes related to IT impact, such as digital literacy challenges, trust in online banking, or preferences for specific digital banking features.
3.10	HISTORICAL BACKGROUND OF THE STUDY
The roots of FirstBank trace back to the early 20th century. In 1894, the Bank of British West Africa (BBWA) was established by Sir Alfred Jones, a shipping magnate, to cater to the banking needs of British West Africa. BBWA was the first banking institution in Nigeria and had its headquarters in present-day Ghana. It later expanded its operations to Nigeria, opening branches in Lagos (1894), Calabar (1900), and other locations. In 1912, BBWA merged with its counterparts in Nigeria to form the Bank of British West Africa (BBWA Nigeria), with its headquarters in Lagos.After Nigeria gained independence in 1960, the bank was incorporated locally as Standard Bank of Nigeria Limited, following the Nigerian Enterprises Promotion Decree of 1969.
In 1979, Standard Bank of Nigeria Limited changed its name to First Bank of Nigeria Limited, reflecting its position as the first indigenous bank in Nigeria. Over the years, FirstBank expanded its branch network across Nigeria and diversified its services to include retail banking, corporate banking, investment banking, and international banking.It played a pivotal role in facilitating economic development in Nigeria by providing financial services to individuals, businesses, government entities, and international clients.
FirstBank has been at the forefront of technological innovation in the Nigerian banking sector. It introduced various electronic banking services, such as ATMs, online banking, and mobile banking, to enhance customer convenience and operational efficiency.
- FirstBank has been led by prominent figures in Nigeria's banking and business sectors over the years. It has earned a reputation for stability, reliability, and customer-centric service. As of my last update, First Bank of Nigeria Plc remains one of the largest and most influential banks in Nigeria, offering a wide range of financial products and services to millions of customers across the country and beyond.
Throughout its history, FirstBank has adapted to changes in the banking industry, evolving from its colonial origins to become a cornerstone of Nigeria's financial landscape, supporting the country's economic growth and development.






















CHAPTER FOUR
DATA PRESENTATION AND ANALYSIS

4.0	INTRODUCTION: 
In this chapter efforts will be made at the empirical qualifications of responses of the respondents. The administered questionnaire was directed at two different classes of people: the bank’s staff and the bank's customers. The questionnaire directed at the bank's staff was divided into two parts A and B, part A deals with personal information about the respondents, while part B is on information related questions as it affects the staff's performance and banking services in First Bank of Nigeria PLC. 

The questionnaire directed at the bank's customers was also divided into part A and B. Part A deals with personal information about the customer, while part B was designed to get the customer's view in relation to information technology and it's effect on the corporate performance and banking services. All these are considered very importantly in arriving at a balance data for the purpose of this research project. Most subjects interviewed have had experience with banking services before and after introduction of information technology into banking operations in Nigeria. 

4.1 	CLASSIFICATION AND ANALYSIS OF RESPONSES 
A total of 150 questionnaires were used for the study. The first section of the two questionnaires deals with personal data and the second section of the questionnaires deals with information technology related data, both (Part A and B) would be analysed using Simple percentage and the hypothesis testing will be done using Chi-Square. 





ANALYSIS OF INDIVIDUAL QUESTIONS USING SIMPLE PERCENTAGES. 
PART A: PERSONAL INFORMATION 
Table 4.1 Respondents distribution by Age 
	AGE
	STAFF FREQUENCY
	STAFF PERCENTAGE (%)
	CUSTOMER FREQUENCY
	CUSTOMER PERCENTAGE (%)

	20 – 25 
	9
	10.25
	15
	21.42

	26 – 30 
	16
	20
	35
	50.00

	31- 35
	52
	65
	10
	14.29

	36 – 40 
	4
	5
	6
	8.57

	40 Above 
	-
	-
	3
	4.28

	Total
	80
	100%
	70
	100%


Source: Field Survey2025
The following information can be deduced from the above table. 65% of the staff are young and dynamic and 50% of the customers are also young. This shows a bright future for the bank. 
Non of the staff is above 40 years and 3% of the customers is above 40 years. 


Table 4.2 Respondents distribution by Sex 
	SEX
	STAFF FREQUENCY
	STAFF PERCENTAGE (%)
	CUSTOMER FREQUENCY
	CUSTOMER PERCENTAGE (%)

	Male 
	48
	60
	40
	57.14

	Female 
	32
	40
	30
	42.86

	Total
	80
	100%
	70
	100%


Source: Field Survey2025
Fromthe above table, the following information can be deduced: 
i. 	That there are more male staff than female in the ratio 60:40 
ii. 	That there are more male customers than female in ratio 57.14 to 42.86. 

STAFF'S QUESTION NO.3: 
Table 4.3	Respondents distribution by Educational Qualification 
	EDUCATIONAL QUALIFICATION
	STAFF FREQUENCY
	STAFF PERCENTAGE (%)

	SSCE/WAEC
	12
	15

	NCE/ND
	32
	40

	B.Sc/HND
	28
	35

	PROFESSIONAL/MBA
	5
	6.25

	P.hD
	3
	3.75

	Total
	80
	100%


Source: Field Survey2025

From the information in table above, it can be deduced that: 
i. 	40% of the staff are NCE/ND holders and 35% are B.Sc/HND holders 
ii.	4% has professional qualification of an M.Sc/MBA and 3%has a P.hD. 

The result above shows that the bank has educated and energetic staff and in fact some even hold professional qualifications including a P.hD in different professions. Their responses are taken to be objective since they are people of high integrity. 

Thismeans that the bank would spend less on staff training and development and there would be continuous innovation and inventions in the bank to achieve overall growth and development. 




STAFF'S QUESTION NO.4: Work experience with the bank 
Table 4.4 the work experience of the staff with the bank. 
	WORK 
	FREQUENCY 
	PERCENTAGE (%) 

	EXPERIENCE
	
	

	1-5
	39
	48.75

	6-10
	28
	35

	11-15
	10
	12.50

	16-20
	2
	2.5

	l1 and Above
	1
	1.25

	Total
	80
	100%


Source: Field Survey2025
From the table above, it can be deduced that: 
i. 	48% of the staff has 1-5 years work experience 
ii. 	35% of the staff has been with the bank for 6-10 years. 

This shows that the majority of the working staff been administered the questionnaires have been with the bank before and after post consolidation in 2004. Hence, they can make a more informed and accurate comparism about the banks information before filling the questionnaire. 

STAFF'S QUESTION NO.5: Position or cadre? 
Table 4.5 staff distribution by position in the organization in the bank. 
	POSITION/CADRE
	FREQUENCY
	PERCENTAGE(%)

	Management
	15
	18.75

	Senior Staff
	18
	22.5

	Junior Staff
	19
	23.75

	Contract Staff
	28
	35

	Total
	80
	100%


Source: Field Survey2025

From the table above, it can be deduced that: 
i. 	18% of the respondents are at the to management cadre. 
ii.	22% are at the top management level. 

This shows that the majority of the respondents are at the top management level of the bank, the train, evaluate and make use of the bank's information technology equipment more often. 

CUSTOMERS' QUESTION NO.1: How long have you been banking with First Bank of Nigeria PLC. 
Table 4.6 Customer banking experience with First Bank PLC 
	YEAR
	FREQUENCY
	PERCENTAGE (%)

	1-5
	20
	28.57

	6-10
	25
	35.71

	11-15
	15
	21.43

	16 and Above
	10
	14.29

	Total
	70
	100%


Source: Field Survey2025

From the information in the table above, it can be deduced that: 
i.	28% of the respondents have been banking with the bank for 1-5 years 
ii. 	35% of the respondents have been with the bank for 6-10 years. 

From the above analysis, it can be deduced that majority of the respondents have been with the bank for a quiet a long time, hence, they can make more accurate decision on the bank's information technology.


CUSTOMERS' QUESTION NO.2: Type of account operated? 
Table 4.7 Type of account operated by customer. 
	ACCOUNT TYPE
	FREQUENCY
	PERCENTAGE (%)

	Savings
	29
	38.56

	Current
	23
	32.86

	Business
	10
	14.29

	Domiciliary
	8
	11.43

	Total
	70
	1000/0


Source: Field Survey2025

From the table above, it can be deduced that: 
i. 	38% of the customers operate a savings account 
ii. 	32% of the customers operate a current account 

From the above analysis, it can be deduced that the bank has a reasonable number of savings and current account operators, hence, the bank would continuously see patronage from savings account holders which can be continuously used for daily banking operations and interest on current account holders. 

CUSTOMERS' QUESTION NO.3: Occupation 
Table 4.8  Customers Occupation. 

	
OCCUPATION
	FREQUENCY
	PERCENTAGE (%)

	Student
	30
	42.86

	teacher /lecturer
	15
	21.43

	Self employed
	2
	2.86

	Civil Servant
	15
	21.43

	
	Others
	8
	11.43

	
	Total
	70
	100%


Source: Field Survey2025

From the above table, it can be deduced that 42% of the customers are students and 21% of the customers are teachers/lecturers. 

From the above analysis, it can be deduced that majority of the bank's customers are students, hence there is potential growth for the bank because those students upon graduation can join the bank and pass priceless exceptional recommendations about the bank's services. 

ANALYSIS OF STAFF QUESTION RESPONSES USING SIMPLE PERCENTAGES. 
4.2.1 	PART B (First Bank PLC staff's questionnaire). 
STAFT QUESTION NO.6: Is information technology a welcome development in the banking industry? 
Table; 4.9 Information technology and the banking industry. 
	DECISION
	FREQUENCY
	PERCENTAGE (%)

	Stronglyagree
	27
	33.75

	Agree
	35
	43.75

	Undecided
	10
	12.5

	Disagree
	8
	10

	Total
	80
	100%


Source: Field Survey2025
	
Out of 80 respondents used for this research, 27 which represent 33.75% respondents strongly agree that information technology is a welcome development in the banking industry, 35 which represents 43.75 respondents agrees to this fact, 10 which represent 12.5% 10 respondents were indifferent and 8 which represent 10% respondents disagree. 

From the information above, it can be deduced that information technology is a welcome development in the banking industry because it makes banking services easier by allowing easier withdrawal of fund from other branches, easier account checking through ATM, online, mobile phone etc. 
STAFF QUESTION NO.7: Is there a radical improvement in banking services with the introduction of information technology? 
Table 4.10 Improvement in banking services. 
	DECISION
	FREQUENCY
	PERCENTAGE

	Strongly agree
	32
	40

	Agree
	29
	36.25

	Undecided
	7
	8.75

	Disagree
	12
	15

	Total
	80
	100


Source: Field Survey2025

Out of 80 respondents used for this research, 32 which represents 40% respondents strongly agree that there has been a radical improvement in banking service as a result of the availability of Information technology products and services, 29 which represents 36.25%respondents agree to this fact, 7 which represent 8.75% respondents were indifferent and 12 which represents 15% respondents disagree. 

From the above analysis, it can be deduced that there is a radical improvement in banking services. These include lesser waiting time in the banking hall, faster service delivery, reduction in number of customers in the banking hall (due to ATM and e-banking services) among others. The majority of the staff can respond to this because they are with the bank before and after the 2004 j banking consolidation in Nigeria so they can make more informed comparism. 

This is one of the hypothesis questions that will be subjected to chi-square. 

STAFF QUESTION NO.8: Does Information technology increase the bank efficiency? 
Table 4.11 	Information technology and bank efficiency. 
	DECISION
	FREQUENCY
	PERCENTAGE

	Yes
	64
	80

	No
	16
	20


Source: Field Survey2025

Out of 80 respondents used, for this research, 65 which represents 81.25%respondents agree that information technology increase the bank efficiency, while 15 which represents 18.75% respondents disagree to this fact. 

From the above analysis, it can be deduced that information technology increases the efficiency of the banking service. 

STAFF QUESTION 9: How would you rate the level of convenience with which you deliver banking services? 
Table 4.12 level of convenience and delivery of banking services? 
	DECISION
	FREQUENCY
	PERCENTAGE (%)

	Above average
	18
	22.5

	Average
	52
	65

	Poor
	6
	7.5

	Undecided
	4
	5

	Total
	80
	100


Source: Field Survey2025
Out of 80 respondents used for this research, 18 which represents 22.5% respondents agreed that information technology has improved the level of convenience with which you deliver banking services, 52 which represents 65% respondents are of the average opinion that information technology has improved the level of convenience of the banking service, 4 which represents 5% respondents were undecided and 6 which represents 7.5% respondents believe that the service is poor. 

From the above analysis, it can be deduced that information technology has increased the level of convenience of banking service.

STAFF QUESTION 10: Did the introduction of Information Technology help in satisfying your customers with services delivery? 
Table 4.13 Customers' satisfaction with services delivery. 
	RESPONSE
	FREQUENCY
	PERCENTAGE

	Strongly agree
	20
	28.57

	Agree
	26
	37.14

	Undecided
	9
	12.86

	Disagree
	15
	21.43

	Total
	70
	100


Source: Field Survey2025
Out of 80 respondents used for this research, 20 which represents 28.57% respondents strongly agree that information technology increase the level of customers' satisfaction with services delivery, 26 which 37.14% respondents believe that customers' satisfaction is between 21-40%, 9 which represents 12.86 were undecided on the impact of information technology on customers' services delivery and 15 which represents 21.43 believe that the services delivery is below average. 

The customers of every business organisation to an extent determine the survival or downfall of that organisation, for this reason, First Bank of Nigeria PLC is investing a lot in marketing facilities, introducing new technologies and improving customer 
relations. All for the purpose of increasing and maintaining customers' satisfaction.
STAFF QUESTION 11: Has information technology increased the profitability and growth of the bank? 
Table 4.14:Increase in profitability and growth of the bank. 
	DECISION
	FREQUENCY
	PERCENTAGE (%)

	Strongly agree
	28
	35

	Agree
	47
	58.75

	Undecided
	3
	3.75

	Disagree
	2
	2.5

	Total
	80
	100


Source: Field Survey2025
Out of 80 respondents used for this research, 28 which represent 35% respondents strongly agree that information technology increases the profitability and growth of the bank, 47 which represents 58.75% respondents agrees to this fact, 3 whichrepresent 3.75% respondents were indifferent and 2 which represent 2.5% respondents disagree. 

From the above analysis, 47 which represent 58.75% of the First Bank PLC staff attest to the fact that information technology has led to increase in the growth and profitability of the .bank. The Bank Management has invested a lot into information technology only to increase the number of their customers without compromising satisfying their interest. This led to an increase in the bank's profitability. 








STAFF QUESTION 12: Has information technology increased the globalisation of the bank? 
Table 4.15: 	Globalisation of the bank. 
	RESPONSE
	FREQUENCY
	PERCENTAGE

	Strongly agree
	26
	32.50

	Agree
	44
	55.00

	Indifferent
	4
	5

	Disagree
	6
	7.5

	Total
	80
	100


Source: Field Survey2025
Out of 80 respondents used for this research, 26 which represent 32.5% respondents strongly agree that information technology has increased the globalisation of the bank, 44 which represents 55% respondents agree to this fact, 4 which represent 5% respondents were indifferent and 6 which represent 7.5% disagree. 

From the information obtained above, it can be deduced that information technology has increased the globalisation of the bank as it has brought about provision of facilities like MoneyGram, Western Union Money Transfer, Visa and MasterCard International Debit and Credit cards among others enable customers to send and receive money from and to Nigeria from any part of the world. This rapidly increases the globalisation of the bank . 

STAFF QUESTION 13: Does the benefit of information technology justify the cost involved in utilizing the facility? 
Table 4.16:Cost of acquisition of the IT equipment and utility of the facility. 
	DECISION
	FREQUENCY
	PERCENTAGE

	Strongly agree
	64
	80

	Disagree
	16
	20

	Total
	80
	100


Source: Field Survey2025
Out of 80 respondents used for this research, 64 which represent 80% respondents agree to, the fact that the benefits of information technology justify the cost involved in utilizing the facility, while 16 respondents which represent 20% of the sampled population disagree to this fact. 

From the analysis above, it can be deduced that the impact of information technology on the competitiveness of the bank cannot be over emphasized. As most respondents agreed that it has given the bank an edge above other banks in the industry. 

This is one of the hypothesis questions that will be subjected to Chi-square. 

4.2.1 PART B (First Bank of Nigeria PLC customer's questionnaire) 
QUESTION 4: Does the choice of Information Technology have an impact in considering your choice of bank? 
Table 4.2.2:Information technology and customer's choice of bank. 
	RESPONSE
	FREQUENCY
	PERCENTAGE (%)

	Strongly agree
	20
	28.57

	Agree
	26
	37.14

	Undecided
	9
	12.86

	Disagree
	15
	21.43

	Total
	70
	100


Source: Field Survey2025

Out of the total respondents of 70, 20 representing 28.57% strongly agreed that there is a remarkable improvement in services offered at First Bank of Nigeria PLC since the introduction of information technology (IT), while 26 representing 37.14% agree. 9 was undecided representing 12.86% and 15 representing 21.43% 
disagreed. 

The result above reveals that information technology has an impact in the customer's choice of bank. 

QUESTION 5: How often do you use the bank Information Technology outside the banking hall? 
Table 4.2.3: Use of the bank's information technology outside the banking hall. 
	DECISION
	FREQUENCY
	PERCENTAGE (%)

	Very often
	18
	25.71

	Always
	24
	34.29

	Seldom
	28
	40

	Total
	70
	100


Source: Field Survey2025

Out of the total respondents of 70, 18 of them representing 25.71 % use the bank's information technology outside the banking hall very often, while 24 which represent 34% use the bank's IT always and 28 representing 40% was seldom. 

From the above result of the analysis, it can be deduced that majority of the bank's customers use the bank's information technology service outside the banking hall. 
QUESTION 6: How would you rate the level of your satisfaction in relation to Information Technology utilization? 
Table 4.2.4: Level of customers' satisfaction in relation to IT. 
	DECISION
	FREQUENCY
	PERCENTAGE

	Excellent 
	26 
	37.14 

	Good 
	25 
	35.71 

	Fair 
	12 
	17.14 

	Poor 
	7 
	10 

	Total 
	70 
	100 


Source: Field Survey2025
The result of the above analysis reveals that out of the 70 respondents, 26 which represents 37% respondents agree that the bank's information technology excellently increase the customers' satisfaction, 25 which represents 35.71% respondents that the service is good, 12 which represents 17% respondents affirmed that it's fair and 7 which represents 10% respondents that it's poor. 

From the above results, it can be deduced that information technology has increased the bank's customers' satisfaction. With the help of information technology, the bank now introduce an email customer service, toll free telephone customer service among others to deal with customer's concern and even phone the bank at no cost to the customer. All this and many more are some of the features that makes banking with the First Bank exceptional, courtesy of information technology. 

This is one of the hypotheses questions that will be subjected to Chi-square. 

HYPOTHESIS  TESTING. 
Ho: Information technology has contributed to the profitability, improvement in banking services, customers' satisfaction and an edge over other banks in the banking sector Versus H1: Not Ho.

4.2.6 	OBSERVED TABLE 
	
	Strongly agree
	Agree 
	Indifferent 
	Disagree 
	Total 

	Customer 
	26 
	25 
	12 
	7 
	70 

	Staff 
	32 
	29 
	7 
	12 
	80 

	Customer 
	25 
	24 
	10 
	11 
	70 

	Staff 
	23 
	40 
	10 
	7 
	80 

	Total 
	106 
	118 
	39 
	37 
	300 


Source: Field Survey2025
  
Table 4.2.7 
EXPECTED TABLE 
	
	Strongly 
	Agree 
	Indifferent 
	Disagree 
	Total 

	
	agree 
	
	
	
	

	Customer 
	24.73 
	27.53 
	9.1 
	8.63 
	69.99 

	Staff 
	28.27 
	31.47 
	10.4 
	9.87 
	80.01 

	Customer 
	24.73 
	27.53 
	9.1 
	8.63 
	69.99 

	Staff 
	28.27 
	31.47 
	10.4 
	9.87 
	80.01 

	Total 
	106 
	118 
	39 
	37 
	300 



TEST STATISTIC 
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=0.0652+0.4921+0.029+0.9824+0.2325+0.1939+0.4526+2.3121+0.9242+1.1115+0.0890+0.0154+0.3079+0.4597+0.6509+0.8345 = 9.1529

At 5% level of significance, that is, q= 0.05 tabulated chi-square value 

X2(4-1) (4-1), 0.95 = X29, 0.95 
= 16.92
Decision rule: Reject Hoif X2 Calculated is >X2Tabulated. 

Decision: Since X2calculated = 9.1529 is less than X2 Tabulated (16.92), we will accept Ho. Therefore, we conclude that information technology has contributed to the profitability of the bank, led to improvement in banking services, improved customers' satisfaction and has given the bank a competitive edge over the other banks in the banking industry. 

4.2 	DISCUSSION OF FINDINGS. 
Banks now acquire sophisticated information technology to enhance their operational efficiency. They will continue to improve on this as innovation arises. 

Odubanjo (2018) summarised the fall out of the innovation of information technology as the reduction in the waiting time of customers in the banking halls and the emergence of products that satisfy the yearning need of the banking public. This corroborates the opinion of Accad (2017) and Awe (2012) who both stated that information technology has entrenched operational efficiency of commercial banks. 

This is in line with the findings of this research work which includes the fact that information technology has helped reduced banks costs/expenses leading to a resultant increase in revenue, faster speed of banking transaction, innovation of new products and services, few people now do the work of many people which were manually done before the introduction of information technology into the bank's operations. The nature of services available engendered customers' satisfaction and loyalty. It has given the bank a competitive edge over others in the same banking industry. 
The implication of all these is that the impacts of information technology on the operational efficiency of commercial banks are numerous and cannot be overrated. Hence, every bank should constantly develop on its banking services to remain relevant in the industry. 



CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	SUMMARY 
	The research has critically examined the impact of information technology on the Nigeria banking sector that mostly makes use of information technology in Nigeria economy.
	It reveal the various impact of the mobile banking that have been adopted by banks in activities to effectively and efficiently render their services and the various application areas which the mobile banking can be more implementation and can reduce the service of some banks and make them more effective and efficient in their service rendering. This create an easy access on every customers account and allow the customer to have an easy operation on how account when the desired.
	This method of data collection used in the research work include primary ands secondary source. The data collection from correspondents, were analyzed and subjected statistical test using T-test method to know the acceptability of otherwise.
5.2	CONCLUSION
	Based on the study carried out on this research one may calculate that mobile sector will continued to play a very important role in Nigeria banking sector and will continue to play a very important role in the Nigeria banking sector. Banking in Nigeria have responded to the society pleasures on them to discharged effectively deposit mobilization, credit extension effectively on them to discharge effective payment, this also entails all payment of bill online. 



5.3	RECOMMENDATIONS  
This project work is recommended to add to the existing value of mobile baking system to Nigeria First Bank.
Creating awareness to inform the public about the benefit derived on the E-banking service product.
Skilled manpower and computer wizard should be employed by every bank in order to stop or prevent fraudulent personal hackers from manipulating the bank account.
Provision and maintenance of public system and availability of these basic infrastructures in fundamental to the efficient functioning of the mobile banking service.
Collaboration among banks will also help to spread and reduce the initial cost of setting up the electronics banking system.
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