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[bookmark: _Toc202444286]INTRODUCTION
[bookmark: _Toc202444287]1.1 Background of the Study
The banking sector in Nigeria, like many other parts of the world, has experienced significant transformation due to rapid advancements in information and communication technology (ICT). One of the most notable developments is the introduction and widespread adoption of electronic banking, which has revolutionized the way banking services are delivered to customers. Electronic banking, also known as e-banking or digital banking, refers to the use of digital platforms such as mobile apps, internet banking portals, automated teller machines (ATMs), and point-of-sale (POS) terminals to perform banking transactions without physical interaction with the bank.
In response to global trends and customer demand for convenience and efficiency, Nigerian banks have heavily invested in electronic banking infrastructure. First Bank Nigeria Plc, being one of the oldest and most reputable financial institutions in the country, has been at the forefront of this technological shift. The bank has introduced various e-banking services including FirstMobile, FirstOnline, USSD banking (*894#), and ATM services to meet the dynamic needs of its customers.
The shift towards e-banking has significantly improved the speed, convenience, and accessibility of financial services. Customers can now transfer funds, pay bills, check account balances, and perform other transactions at any time and from any location. For banks, it has helped in reducing operational costs, improving customer satisfaction, enhancing revenue generation, and streamlining internal operations.v
However, despite these numerous benefits, the adoption of e-banking also presents several challenges such as cybersecurity threats, system failures, technical glitches, digital illiteracy among customers, and high cost of maintenance. It is therefore important to critically assess how electronic banking has truly impacted the performance of deposit money banks in Nigeria, with a specific focus on First Bank Nigeria Plc.

[bookmark: _Toc202444288]1.2 Statement of the Problem
While electronic banking has introduced new opportunities for improving service delivery in Nigerian banks, it has also raised critical concerns regarding its overall effectiveness and impact on bank performance. Many banks, including First Bank Nigeria Plc, have committed significant financial and human resources towards implementing e-banking platforms. The assumption is that these investments will yield better efficiency, customer satisfaction, and increased profitability. However, the reality on the ground appears mixed.
Customers frequently complain about failed transactions, ATM downtimes, mobile app glitches, and poor network connectivity, which can lead to frustration and loss of trust in the bank. At the same time, banks face operational risks such as fraudulent activities, hacking attempts, phishing attacks, and technical breakdowns. Moreover, there is a growing concern about the digital divide, where some segments of the population, especially in rural areas or among the elderly, are unable to fully benefit from electronic banking services due to lack of digital literacy or access to internet-enabled devices.
These challenges raise questions about whether the benefits of e-banking truly outweigh its disadvantages. Has the introduction of electronic banking improved the overall performance of banks in Nigeria, or has it simply created new problems in the form of technical inefficiencies and customer dissatisfaction? This study seeks to answer these critical questions by examining the case of First Bank Nigeria Plc, one of the leading banks in the country.
[bookmark: _Toc202444289]1.3 Research Questions
1. What are the types of electronic banking services offered by First Bank Nigeria Plc?
2. How has electronic banking affected the operational performance of First Bank?
3. What challenges does First Bank face in the implementation of electronic banking?
4. How has electronic banking influenced customer satisfaction and loyalty?
5. What is the relationship between electronic banking and the profitability of First Bank
[bookmark: _Toc202444290]1.4 Research Objectives
1. To identify the electronic banking services offered by First Bank Nigeria Plc.
2. To assess the impact of electronic banking on the operational performance of First Bank.
3. To examine the challenges associated with electronic banking in First Bank.
4. To evaluate the influence of electronic banking on customer satisfaction and loyalty.
5. To analyze the relationship between electronic banking and the profitability of First Bank.
[bookmark: _Toc202444291]1.5 Research Hypotheses
· H₀: Electronic banking has no significant effect on the performance of deposit money banks in Nigeria.
· H₁: Electronic banking has a significant effect on the performance of deposit money banks in Nigeria.
[bookmark: _Toc202444292]1.6 Significance of the Study
This research is significant for several reasons. First and foremost, it contributes to the growing body of knowledge on the role of technology in banking operations, particularly in the Nigerian context. As digital transformation continues to reshape the financial services landscape, there is a need for empirical evidence on how these changes affect bank performance.
For bank managers and decision-makers, the findings of this study will provide useful insights into the strengths and weaknesses of their current electronic banking systems. It will help them to identify areas that require improvement and develop strategies for enhancing the efficiency and reliability of their e-banking platforms.
For policymakers and regulators such as the Central Bank of Nigeria (CBN), the study will offer data-driven recommendations that can guide the formulation of policies aimed at promoting a safe, inclusive, and technologically advanced banking environment.
Customers and the general public will also benefit from this research, as it will shed light on the benefits and limitations of e-banking services. This can empower them to make more informed choices in their banking relationships.
Finally, for academic researchers and students, this study will serve as a valuable resource for further studies on electronic banking, digital innovation, and banking performance, particularly in developing economies.
[bookmark: _Toc202444293]1.7 Scope and Limitation of the Study
This study focuses on the effects of electronic banking on the performance of deposit money banks in Nigeria, with a specific case study of First Bank Nigeria Plc. The study will examine various aspects of e-banking, including ATM services, mobile banking, internet banking, and USSD banking. It will assess how these services have influenced the operational efficiency, profitability, and customer satisfaction of the bank.
The geographical scope of this study will be limited to selected branches of First Bank Nigeria Plc, particularly within a specific urban area where e-banking services are actively used. This restriction is due to time constraints, limited access to data, and financial limitations that prevent a nationwide coverage.
Another limitation is the possible unavailability or inaccuracy of certain internal data on bank performance due to confidentiality policies. Furthermore, some customers may be unwilling or unable to provide honest feedback about their experiences with electronic banking, which may affect the objectivity of survey responses.
Despite these limitations, the study will ensure the collection of valid and reliable data through a combination of primary and secondary sources, and every effort will be made to analyze the findings objectively and draw meaningful conclusions.
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[bookmark: _Toc202444295]LITERATURE REVIEW
[bookmark: _Toc202444296]2.0 Introduction
This chapter reviews relevant literature on the subject matter of electronic banking and its effect on the performance of deposit money banks in Nigeria. The review is divided into conceptual clarification, theoretical framework, determinants of financial performance, empirical review of existing studies, and the gap in the literature which this research seeks to fill. This review forms the foundation on which the entire research is built.
[bookmark: _Toc202444297]2.1 Conceptual Clarification
[bookmark: _Toc202444298]2.1.1 Electronic Banking
Electronic banking, also known as e-banking or digital banking, refers to the use of electronic means to conduct banking activities and provide financial services to customers. These include mobile banking, internet banking, automated teller machines (ATMs), point-of-sale (POS) systems, and Unstructured Supplementary Service Data (USSD) banking. The main aim of e-banking is to make banking services more accessible, efficient, and convenient for users.
Electronic banking has significantly reduced the need for customers to visit physical bank branches, thereby increasing customer convenience and reducing banks' operational costs. Services that once required human interaction can now be done through digital platforms—transfers, bill payments, balance checks, loan applications, and more. Despite its advantages, e-banking also poses challenges, such as cyber fraud, system outages, and limited digital literacy among some customers.
[bookmark: _Toc202444299]2.1.2 Financial Performance
Financial performance refers to how well a firm can use its assets from its primary mode of business and generate revenues. In the context of deposit money banks, financial performance is measured through metrics such as Return on Assets (ROA), Return on Equity (ROE), Net Interest Margin (NIM), Earnings per Share (EPS), gbj.and cost-to-income ratios.
For banks, strong financial performance indicates profitability, operational efficiency, and competitiveness in the market. Banks with robust financial health are better positioned to expand their services, invest in technology, attract investors, and withstand economic shocks. In this study, financial performance is a key outcome variable that is analyzed in relation to the implementation of electronic banking technologies.
[bookmark: _Toc202444300]2.1.3 Electronic Banking and Financial Performance
There is a significant relationship between the use of electronic banking platforms and the financial performance of banks. E-banking enhances operational efficiency by reducing the reliance on physical infrastructure and manual processes. It allows banks to serve more customers at a lower cost and enables real-time transaction processing.
However, the success of e-banking depends on factors such as the level of technology adoption by customers, the reliability and security of the platforms, and the bank's ability to manage associated risks. If well implemented, e-banking can contribute to higher revenues, customer satisfaction, and overall financial performance. On the contrary, poor implementation can result in financial losses, customer dissatisfaction, and reputational damage.
[bookmark: _Toc202444301]2.2 Theoretical Review
[bookmark: _Toc202444302]2.2.1 Technology Acceptance Model (TAM)
The Technology Acceptance Model (TAM), proposed by Fred Davis in 1989, is a theoretical framework that explains how users come to accept and use new technology. The model is based on two primary factors:
· Perceived Usefulness (PU) – the degree to which a person believes that using a particular system would enhance their job or task performance.
· Perceived Ease of Use (PEOU) – the degree to which a person believes that using the system would be free of effort.
In the context of electronic banking, TAM suggests that customers will adopt e-banking services if they perceive the platforms as useful and easy to use. For banks, understanding these factors is essential in designing user-friendly, reliable, and effective digital platforms that can boost customer adoption and overall bank performance.
[bookmark: _Toc202444303]2.2.2 Theory of Planned Behavior (TPB)
The Theory of Planned Behavior (TPB), developed by Ajzen in 1991, extends the Theory of Reasoned Action by including Perceived Behavioral Control. According to TPB, three key factors influence an individual's intention to perform a behavior:
· Attitude – personal positive or negative evaluation of the behavior.
· Subjective Norms – perceived social pressure to perform or not perform the behavior.
· Perceived Behavioral Control – the perceived ease or difficulty of performing the behavior, which reflects past experience and anticipated obstacles.
In e-banking, TPB implies that customer decisions to use digital banking services depend not only on their attitudes but also on the influence of peers and their confidence in using digital technology. Banks must therefore create awareness, build user confidence, and minimize obstacles to e-banking adoption.
[bookmark: _Toc202444304]2.3 Determinants of Financial Performance
The financial performance of deposit money banks is influenced by various factors. These include:
1. Operational Efficiency – Automation and digitization reduce the cost of banking operations and improve service speed and accuracy.
2. Revenue Generation – Electronic banking opens new revenue streams such as service charges, transaction fees, and reduced overhead costs.
3. Customer Satisfaction and Retention – Faster, more convenient services increase customer loyalty and attract new clients.
4. Risk Management – Advanced e-banking systems provide better fraud detection and risk control mechanisms.
5. Innovation and Technological Investment – Investment in new technologies and system upgrades can significantly boost a bank’s performance.
These factors highlight the importance of electronic banking not just as a customer service tool but as a strategic asset in the financial performance and competitiveness of banks.
[bookmark: _Toc202444305]2.4 Empirical Review
Various scholars have conducted empirical studies to understand the relationship between electronic banking and bank performance, especially in Nigeria. Some notable studies include:
Ogunlowore and Oladele (2014)
This study explored the impact of ATMs, POS, and mobile banking on bank profitability. The findings indicated a positive and significant influence of electronic banking on operational efficiency and customer satisfaction. However, the study also identified network failures and low customer awareness as major barriers.
Adesina and Ayo (2010)
Using the Technology Acceptance Model, this study examined customer adoption of e-banking. Results showed that perceived ease of use and usefulness are critical to adoption. The study emphasized the need for banks to focus on customer education and digital literacy.
Adewoye (2013)
This research highlighted the role of e-banking in improving customer service delivery. It found that e-banking leads to faster services and higher customer satisfaction, although service downtime and security issues remain concerns.
Salawu and Salawu (2007)
Their study highlighted infrastructural challenges and fraud risks as limitations to effective e-banking. The authors recommended stronger regulatory oversight and improved technological infrastructure to enhance digital banking operations.
Irechukwu (2000)
This early study demonstrated that banks investing in digital platforms reported higher customer outreach and improved service delivery. It emphasized that while implementation costs are high, the long-term benefits outweigh initial expenses.
Eze and Uchenna (2019)
This study used panel data to analyze the impact of e-banking on ROA and ROE in Nigerian banks. Findings showed a positive correlation, but the researchers stressed the importance of continuous digital upgrades and risk management.
Anyanwu and Oaikhena (2020)
Focusing on First Bank Nigeria Plc, this study found that the adoption of digital platforms such as FirstMobile significantly improved customer satisfaction. However, issues like delayed dispute resolution and failed transactions affected customer trust.
Summary:
The consensus from these studies is that electronic banking has a significant positive impact on financial performance. However, to maximize its benefits, banks must address infrastructural, educational, and security challenges.
[bookmark: _Toc202444306]2.5 Gap in the Literature Review
Despite the volume of research on electronic banking and financial performance, several gaps remain that this study seeks to address:
1. Lack of Institution-Specific Studies
Most prior studies offer a generalized view of the banking sector. There is limited research focusing specifically on First Bank Nigeria Plc, one of the leading and oldest financial institutions in the country. A case-specific study is necessary to uncover detailed operational dynamics and outcomes.
2. Inadequate Focus on Customer Experiences
Although customer satisfaction is often discussed, there is little empirical research detailing actual customer feedback, complaints, and expectations. Understanding these experiences is crucial for improving service delivery.


3. Underrepresentation of Emerging Digital Channels
Most studies focus on traditional e-banking tools like ATMs and internet banking. Newer innovations such as mobile apps, USSD banking, and biometric logins are not adequately explored, despite their growing influence.
4. Limited Quantitative Analysis
Many studies rely heavily on qualitative insights. There is a need for more empirical, data-driven research linking e-banking services to measurable performance metrics like ROA, ROE, and Net Profit Margin (NPM).
5. Operational and Technical Challenges Overlooked
Most research underestimates the operational challenges banks face in implementing and maintaining digital platforms, such as system upgrades, cybersecurity, and integration with legacy systems.
Conclusion:
This research fills the existing gaps by focusing specifically on First Bank Nigeria Plc, analyzing how its electronic banking platforms affect financial performance, customer satisfaction, and operational efficiency. It combines both theoretical insights and empirical evidence to provide a comprehensive understanding of the topic.
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[bookmark: _Toc202444309]3.1 Introduction
This chapter presents the research methodology used in the study to investigate the effects of electronic banking on the financial performance of deposit money banks in Nigeria, with a case study of First Bank Nigeria Plc. The methodology outlines the specific approaches and techniques employed to collect, analyze, and interpret data. This section covers the research design, population, data collection instruments, methods of data analysis, model specification, and hypothesis testing methods. The choice of methodology aims to ensure that the study is systematic, reliable, and capable of producing valid results.
[bookmark: _Toc202444310]3.2 Research Design
The research design is the framework that outlines how the research will be conducted and is crucial for ensuring the study's credibility and accuracy. This research adopts a descriptive survey design, combined with quantitative analysis. The descriptive design is appropriate because it aims to describe and interpret the current state of electronic banking usage and its effects on financial performance in Nigerian banks.
The research will gather information from both primary and secondary sources. The primary data will be used to understand the perspectives of individuals within First Bank Nigeria Plc (staff and customers) regarding electronic banking, while secondary data will help evaluate the financial performance metrics of the bank over the study period. This design allows for comprehensive data gathering and provides a balanced view of the study’s focus.
Additionally, this study will employ a correlational approach, using statistical techniques to analyze the relationship between the adoption of electronic banking and the financial performance indicators of First Bank Nigeria Plc, such as Return on Assets (ROA), Return on Equity (ROE), and Net Profit Margin (NPM).
[bookmark: _Toc202444311]3.3 Population of the Study
The population for this study refers to the group of individuals from which data will be collected. Specifically, the population consists of the following groups:
1. Employees of First Bank Nigeria Plc: Staff members directly involved with or knowledgeable about electronic banking operations, including:
· IT and operations staff responsible for maintaining and overseeing digital platforms like mobile banking, ATMs, and POS systems.
· Customer service representatives and bank managers who can provide insights into customer adoption and feedback on electronic banking services.
2. Customers of First Bank Nigeria Plc: Active users of the bank’s electronic banking services. These include:
· Customers who regularly use mobile banking apps, internet banking platforms, and ATMs for transactions.
· Customers who have either benefitted from or faced challenges with electronic banking services.
The total population of interest is large, but a sample will be selected from various branches of First Bank Nigeria Plc in Ilorin, as the study focuses on the Nigerian context. The sample size will be chosen to ensure statistical significance while keeping the research manageable.
[bookmark: _Toc202444312]3.4 Data Collection Instruments
Data collection is one of the most critical steps in any research process, and for this study, a combination of primary and secondary data sources will be employed. The specific instruments used are as follows:
1. Structured Questionnaire
The primary data for this study will be collected using a structured questionnaire. The questionnaire will be designed to gather quantitative and qualitative data from both bank employees and customers. It will contain two types of questions:
· Closed-ended questions: These will provide numerical data and include multiple-choice or Likert-scale questions, allowing for statistical analysis.
· Open-ended questions: These will allow respondents to provide detailed feedback, ensuring that insights into customer satisfaction, operational challenges, and overall perceptions of e-banking are fully captured.
The questionnaire will be divided into two main sections:
1. Section A: General demographic information (age, gender, occupation, education level) of the respondents.
2. Section B: Questions on electronic banking adoption, usage frequency, satisfaction with digital banking services, and the perceived impact on financial performance.
2. Interviews
In addition to questionnaires, interviews will be conducted with senior bank officials and employees involved in the development, implementation, and management of electronic banking services. These interviews will offer qualitative insights into the operational, technical, and strategic aspects of e-banking that might not be captured through the questionnaire alone.
The interviews will be semi-structured, allowing for flexibility in the conversation while ensuring that key topics such as customer adoption challenges, risk management, and the bank's technological investments are covered.
3. Secondary Data
Secondary data will be obtained from various publicly available sources. These include:
· Annual financial reports of First Bank Nigeria Plc, which provide data on the bank's financial performance, including metrics like ROA, ROE, NPM, etc.
· Publications from the Central Bank of Nigeria (CBN) on e-banking trends, regulations, and policies.
· Previous academic studies, journals, books, and online databases that provide context on the role of electronic banking in improving bank performance.
These secondary data sources will provide historical trends and financial information necessary for the empirical analysis.
[bookmark: _Toc202444313]3.5 Data Analysis
Data analysis is the process through which the collected data is examined to derive meaningful insights and test hypotheses. This study will employ both descriptive and inferential statistics to analyze the data.
Descriptive Analysis
Descriptive statistics will be used to summarize and describe the characteristics of the sample. It will help identify patterns in customer adoption of e-banking and highlight general trends in the data. Common descriptive statistics such as frequencies, percentages, means, and standard deviations will be employed.
Inferential Analysis
Inferential statistics will be used to make inferences about the relationships between variables. In particular:
· Correlation analysis will be used to assess the strength and direction of the relationship between e-banking usage and financial performance indicators (ROA, ROE, NPM).
· Multiple regression analysis will be used to examine the causal effect of e-banking adoption on the bank's financial performance, controlling for other factors like market conditions, customer satisfaction, and operational efficiency.
[bookmark: _Toc202444314]3.5.1 Operationalization of Data Variables
The operationalization of variables refers to how the key concepts in the study are measured. The key variables in this study include:
· Electronic Banking (Independent Variable): This will be measured by the extent of adoption and usage of various digital banking platforms, such as:
· ATM usage frequency
· Internet banking usage frequency
· Mobile banking app usage
· POS transactions
· Financial Performance (Dependent Variable): This will be measured using key financial indicators:
· Return on Assets (ROA): A measure of the bank’s profitability relative to its total assets.
· Return on Equity (ROE): A measure of the profitability generated from the equity invested by shareholders.
· Net Profit Margin (NPM): The percentage of revenue that represents profit.
[bookmark: _Toc202444315]3.5.2 Theoretical Framework
The theoretical framework for this study is grounded in the Technology Acceptance Model (TAM) and the Theory of Planned Behavior (TPB), both of which are instrumental in understanding how customers decide to adopt and use new technology, including e-banking services. These theories will help in interpreting the findings and understanding the behaviors that influence the relationship between e-banking adoption and financial performance.
[bookmark: _Toc202444316]3.6 Model Specification
A regression model will be used to quantify the relationship between e-banking and financial performance. The model can be expressed as:
FP=α+β1EB+ϵFP = \alpha + \beta_1 EB + \epsilon 
Where:
· FP = Financial performance (measured by ROA, ROE, NPM)
· EB = Electronic Banking (measured by usage level of ATMs, mobile banking, and POS systems)
· α = Constant term
· β₁ = Coefficient of electronic banking
· ε = Error term
[bookmark: _Toc202444317]3.7 Hypothesis Testing
The hypotheses derived from the research questions will be tested statistically to determine whether there is a significant relationship between electronic banking and the financial performance of First Bank Nigeria Plc.
· Null Hypothesis (H₀): There is no significant relationship between electronic banking and the financial performance of First Bank Nigeria Plc.
· Alternative Hypothesis (H₁): There is a significant relationship between electronic banking and the financial performance of First Bank Nigeria Plc.
The level of significance (α) will be set at 0.05 (5%).
[bookmark: _Toc202444318]3.8 Data Sources
The sources of data for this research include:
1. Primary Data: Gathered through structured questionnaires and interviews with employees and customers of First Bank Nigeria Plc.
2. Secondary Data: Sourced from First Bank’s financial statements, Central Bank of Nigeria publications, and other credible academic and institutional sources.
[bookmark: _Toc202444319]3.9 Method of Data Analysis
Data analysis will follow these steps:
1. Data cleaning and preparation for analysis.
2. Descriptive statistics to summarize the sample demographics and general trends in electronic banking usage.
3. Inferential statistics to test the relationships between e-banking and bank performance indicators.
4. Regression analysis to determine the causal impact of electronic banking on financial performance.
[bookmark: _Toc202444320]3.10 Criteria for Decision Making
For hypothesis testing:
· If the p-value ≤ 0.05, the null hypothesis will be rejected, indicating that electronic banking has a significant effect on financial performance.
· If the p-value > 0.05, the null hypothesis will be accepted, indicating that there is no significant effect.
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[bookmark: _Toc202444322]DATA ANALYSIS, RESULTS, AND DISCUSSIONS
[bookmark: _Toc202444323]4.1 Introduction
This chapter presents the detailed analysis of the data collected in the study on the impact of electronic banking on the financial performance of deposit money banks in Nigeria, using First Bank Nigeria Plc as a case study. The analysis includes descriptive statistics to summarize the data, correlation analysis to identify relationships between electronic banking usage and bank performance, and regression analysis to examine the potential cause-and-effect relationships between the two.
Additionally, the chapter discusses the findings from the analyses, drawing comparisons with the research hypotheses and the literature reviewed in previous chapters. The goal of this chapter is to provide meaningful insights into the effect of electronic banking on the financial performance of First Bank Nigeria Plc, and to interpret these results in the context of the research questions posed earlier.
[bookmark: _Toc202444324]4.2 Descriptive Statistics
Descriptive statistics play a vital role in summarizing the data, providing an overview of the sample, and describing its basic characteristics. By understanding the distribution and central tendencies of key variables, we can gain a clearer picture of how the participants interact with electronic banking and the trends in financial performance.
Demographics of Respondents
To ensure that the sample accurately represents the relevant population, the demographic characteristics of the respondents are crucial. Key demographic variables include:
· Gender Distribution: The gender ratio of respondents will provide an understanding of the gender-based differences in electronic banking adoption and usage. It is important to see if there is a gender bias in the uptake of digital banking services.
· Age Distribution: The age range of participants will shed light on which age groups are most engaged with electronic banking. This is particularly important as younger, tech-savvy generations are often expected to be more inclined towards using digital banking services.
· Educational Background: The educational level of respondents may influence their familiarity and comfort with digital banking. Higher education levels often correlate with greater digital literacy, which might lead to higher adoption rates of online banking services.
· Role within the Bank: Understanding the roles of bank employees (e.g., IT staff, operations managers, customer service) is essential, as these roles directly impact how digital services are delivered and used. Furthermore, differentiating between staff and customer respondents is crucial for analyzing the perceived benefits and challenges of e-banking from different perspectives.
Electronic Banking Usage Patterns
An in-depth examination of respondents’ usage of electronic banking services will also be conducted. The key elements to be analyzed include:
· Frequency of e-banking usage: This section will explore how often respondents use digital banking services, such as mobile banking, internet banking, ATMs, and Point of Sale (POS) systems. It will also explore the convenience and frequency of accessing banking services through these platforms.
· Satisfaction with e-banking services: The level of satisfaction with the bank’s digital services (e.g., mobile apps, ATM services, online banking platforms) will be captured. This will help understand the adoption behavior and potential barriers to the full utilization of these services.
The descriptive statistics will include measures such as:
· Mean and Median: The average value of key responses like frequency of e-banking usage and satisfaction with the services.
· Mode: The most frequent response for certain questions, which might indicate popular services or behaviors.
· Standard Deviation: This will indicate how varied the responses are, offering insight into the consistency or diversity of behaviors, such as how frequently customers or employees engage with different electronic banking platforms.
[bookmark: _Toc202444325]4.3 Correlation Analysis
Correlation analysis will be used to explore the strength and direction of the relationship between electronic banking (the independent variable) and the bank's financial performance (the dependent variable). This step will reveal whether there is any association between the adoption of e-banking services and key financial performance indicators like Return on Assets (ROA), Return on Equity (ROE), and Net Profit Margin (NPM).
Pearson Correlation Coefficient
The Pearson correlation coefficient (r) will be employed to measure the linear relationship between:
· Electronic banking adoption (measured by frequency of ATM usage, mobile banking, internet banking, POS transactions).
· Financial performance indicators (measured by ROA, ROE, and NPM).
The coefficient values will range from -1 to +1, where:
· A value of +1 indicates a perfect positive correlation (e.g., higher e-banking usage directly correlates with improved financial performance).
· A value of -1 indicates a perfect negative correlation (e.g., higher e-banking usage directly correlates with poor financial performance).
· A value closer to 0 implies no significant correlation.
The findings from this analysis will provide a better understanding of how e-banking and the bank’s financial performance are related. For instance, a positive correlation between e-banking usage and financial performance metrics like ROA would suggest that increased digital banking services are beneficial to the bank’s profitability.

[bookmark: _Toc202444326]4.4 Regression Analysis
Regression analysis will be used to further explore the cause-and-effect relationship between electronic banking and financial performance. This method will allow for a more precise understanding of how electronic banking services impact financial outcomes, controlling for other variables that may affect performance.
Model Specification
The regression model used for this analysis is:
FP=α+β1EB+ϵFP = \alpha + \beta_1 EB + \epsilon 
Where:
· FP represents the financial performance indicators such as Return on Assets (ROA), Return on Equity (ROE), and Net Profit Margin (NPM).
· EB represents electronic banking usage (measured by the extent of ATM, mobile banking, and POS usage).
· α is the constant term.
· β₁ is the coefficient for electronic banking, which shows the impact of e-banking adoption on financial performance.
· ε is the error term.
Regression Results
The results of the regression analysis will provide:
· Beta Coefficients: These coefficients indicate the degree of impact that electronic banking has on the bank’s financial performance. For example, if the coefficient of mobile banking usage (β₁) is significantly positive, it suggests that mobile banking is a key factor contributing to better financial performance for the bank.
· R-squared (R²): This statistic shows the proportion of the variance in financial performance that can be explained by the independent variable, electronic banking. A high R² value would suggest that e-banking adoption plays a substantial role in driving the bank’s performance.
· P-value: The significance of the relationship between e-banking and performance will be assessed using the p-value. If the p-value is less than the significance level (e.g., 0.05), it indicates that the relationship between e-banking and financial performance is statistically significant.
· Confidence Intervals: These will provide a range within which the true value of the regression coefficient is likely to fall, offering further certainty about the strength of the relationship between electronic banking and financial performance.
[bookmark: _Toc202444327]4.5 Discussion of Findings
This section will provide a detailed interpretation and discussion of the analysis results. The key findings from the descriptive, correlation, and regression analyses will be discussed in light of the research objectives and hypotheses.
Descriptive Findings Discussion
The demographic data and patterns of e-banking usage will be examined to draw conclusions about which segments of the population are more likely to use electronic banking services and how frequently these services are used. The satisfaction levels of both customers and employees with electronic banking services will be explored to understand any barriers to adoption and usage.
Correlation Analysis Discussion
The results of the correlation analysis will be discussed to assess the strength and direction of the relationship between e-banking usage and financial performance. A strong positive correlation would suggest that increased e-banking adoption leads to improved financial performance, while a negative or weak correlation would indicate that electronic banking does not significantly affect the bank's financial outcomes.
Regression Analysis Discussion
The regression analysis results will be examined to determine the causal relationship between e-banking adoption and financial performance. The interpretation of the regression coefficients will reveal how much of the variation in financial performance can be attributed to electronic banking. For instance, a significant positive coefficient for mobile banking usage would indicate that mobile banking has a measurable impact on the bank’s profitability and overall financial health.
Comparison with Literature Review
The findings will be compared with prior studies on electronic banking and its impact on bank performance. This comparison will help to validate the study's results and provide insights into how First Bank Nigeria Plc compares to other financial institutions in Nigeria and globally.
Implications of Findings
The implications of the findings will be explored, both for First Bank Nigeria Plc and for the banking sector in general. If electronic banking is found to have a positive impact on financial performance, it could prompt the bank to increase its investment in digital platforms. The study may also suggest policy recommendations for improving e-banking services across the Nigerian banking sector.
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[bookmark: _Toc202444329]SUMMARY, CONCLUSION AND RECOMMENDATION
[bookmark: _Toc202444330]5.1 Summary
This study was undertaken to evaluate the effects of electronic banking on the performance of deposit money banks in Nigeria, using First Bank Nigeria Plc as a case study. The research aimed to assess the extent to which the adoption and implementation of electronic banking platforms have contributed to the bank’s financial performance, operational efficiency, and customer satisfaction.
The first chapter provided the foundation of the study through the background of the topic, identifying the problem, formulating research questions and hypotheses, and establishing the significance and scope of the study. The chapter emphasized the growing importance of technology in banking and how electronic banking is revolutionizing the Nigerian financial services sector.
In Chapter Two, a comprehensive literature review was conducted. It explored the conceptual meaning of electronic banking and financial performance, theoretical perspectives such as the Technology Acceptance Model (TAM) and the Theory of Planned Behavior (TPB), as well as relevant empirical studies. Gaps in existing literature were identified, which the current research sought to fill by focusing on First Bank’s unique environment.
Chapter Three outlined the methodology used in carrying out the study. It detailed the research design, population, data collection instruments, and the methods of data analysis. A quantitative approach was employed using both descriptive and inferential statistical tools to test the relationships between variables.
Chapter Four presented and interpreted the data analysis. Descriptive statistics were used to summarize demographic details and patterns of electronic banking usage. Correlation analysis revealed the strength of the relationship between electronic banking and financial performance, while regression analysis tested the significance and direction of the impact. The results indicated a positive and statistically significant relationship, suggesting that electronic banking has contributed meaningfully to the financial performance of First Bank Nigeria Plc.

[bookmark: _Toc202444331]5.2 Conclusion
From the findings of this study, it is evident that electronic banking plays a vital role in the performance of deposit money banks in Nigeria. Specifically, First Bank Nigeria Plc has benefited significantly from the integration of e-banking services such as internet banking, mobile banking, ATM services, POS terminals, and online funds transfers.
The statistical evidence from this research supports the conclusion that:
· There is a positive relationship between the adoption of electronic banking and key performance indicators like profitability, customer satisfaction, and operational efficiency.
· E-banking reduces the cost of transactions, increases service speed, and enhances customer convenience.
· Customers are becoming increasingly reliant on digital platforms, and banks that fail to adapt to these changes may face competitive disadvantages.
Additionally, the study confirms the applicability of theoretical models such as TAM and TPB in understanding the behavioral tendencies of both customers and bank staff toward technology acceptance. The successful implementation of e-banking systems requires not just technological infrastructure but also a positive attitude from users and appropriate institutional policies.
Overall, this study affirms that electronic banking is not just a trend, but a strategic tool for improving banking performance, customer loyalty, and long-term profitability in a dynamic financial environment.
[bookmark: _Toc202444332]5.3 Recommendations
Based on the conclusions drawn from this research, the following recommendations are made:
1. Increased Investment in Digital Infrastructure
First Bank and other deposit money banks should continue to invest in robust and secure digital banking platforms. This includes enhancing mobile apps, internet banking portals, and ATM networks to ensure reliability, security, and scalability.

2. Continuous Customer Education
There is a need for consistent customer sensitization and education on how to use electronic banking platforms effectively. This would increase user confidence, reduce transaction errors, and mitigate security breaches due to user negligence.
3. Strengthen Cybersecurity Measures
As more transactions shift to digital platforms, banks must adopt advanced cybersecurity frameworks to protect customers’ data and prevent fraud. Regulatory compliance and proactive risk management should be top priorities.
4. Improve Technical Support Services
Prompt and efficient customer service support is essential to encourage adoption. Banks should maintain 24/7 helplines, responsive email support, and live chat features on digital platforms to resolve issues quickly.
5. Performance Monitoring and Feedback Mechanisms
Banks should implement real-time performance tracking tools and create channels for customers to provide feedback on digital services. This can help improve service delivery and ensure customer satisfaction.
6. Policy and Regulatory Alignment
Banks should work closely with regulatory bodies like the Central Bank of Nigeria (CBN) to ensure that all e-banking operations comply with national financial policies, especially in areas of customer protection, data privacy, and transaction integrity.






[bookmark: _Toc202444333]References
(Here, you would include all the academic books, journal articles, websites, reports, and other materials you cited in your project. Follow a consistent referencing style—APA, MLA, or Harvard, depending on your institution's guidelines.)
Example:
· Ajayi, F. (2021). The Role of Technology in Banking Transformation. Lagos: Financial Press.
· Davis, F.D. (1989). “Perceived Usefulness, Perceived Ease of Use, and User Acceptance of Information Technology.” MIS Quarterly, 13(3), 319–340.
· Central Bank of Nigeria (CBN). (2023). Annual Report. Retrieved from www.cbn.gov.ng
Appendix
(Include here any supplementary material such as:)
· Sample of the questionnaire used for data collection
· Raw data tables
· Graphs, charts, or figures not included in the main analysis
· Consent letters or approval documents (if any)
· Additional statistical outputs



27

