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CHAPTER ONE
INTRODUCTION 
1.1. Background to the Study
In the last decade, there has been an explosion of different forms of remote access financial services, i.e., beyond branches. These have been provided through a variety of different channels, including mobile phones, automatic teller machines (ATMs), and point-of-sale (POS) devices and banking correspondents. In many countries, these branchless channels have made an important contribution to enhancing financial inclusion by reaching people that traditional, branch-based structures would have been unable to reach (Beck, 2007).
Rather than a branch teller, it is the owner or an employee of the retail outlet who conducts the transaction and lets clients deposit, withdraw, and transfer funds, pay their bills, inquire about an account balance, or receive government benefits or a direct deposit from their employer. Banking agents can be pharmacies, supermarkets, convenience stores, lottery outlets, post offices, and many more. Agency banking is changing the banking industry and is having major effects on banking relationships. Banking is no longer confined to the branches where one has to approach the branch, to withdraw cash or deposit a cheque or request a statement of accounts (Berger, 2003).
Agency banking has enabled bank customers to access the basic banking service such as; deposits, withdrawals, disbursement and repayment of loans, payment of bills, transfer of funds, balance enquiry, generation and issuance of mini bank statements, collection of documents in relation to account opening, loan application, credit and debit card applications, agency mobile phone banking services among Others outside the banking hall (CBK, 2010).
Branchless banking encompasses the provision of a broad range of financial services outside conventional bank branches and often involves agent banking technologies. Agent banking has become particularly widespread over the past decade. Latin America is the region with the strongest development towards agency banking. Brazil is probably the most developed market where agency banking has significantly increased financial system structure (Bloodgood, 2010).

The World Bank recognizes the financial inclusion challenges which the country faces. These include the cost of financial services and the distance to bank branches in remote areas. Part of their approach to addressing these challenges is to promote innovation through mobile financial services and to address the delivery channel costs through increased use of agent banking (World Bank 2010). A banking agent is a retail or postal outlet contracted by a financial institution or a mobile network operator to process clients’ transactions (Ivatury, 2006).
Savings and investment are two major intermediate macroeconomic variables with a microeconomics foundation that plays a significant role in household income, price stability, employment generation, and ultimately sustainable growth. The insufficiency of domestic resources in developing countries is a common problem inhibiting domestic investment and economic growth. While most developing countries' policymakers make an effort to attract foreign savings through unrestricted financial inflow, foreign capital's volatile nature has become an issue of concern for such policy [1]. Pravakar & Ranjan [2] have argued that domestic saving mobilization has remained a significant source of investment and income for developing countries.
One of the hindrances to savings culture among the populace, as identified in the literature, is high and excess bank charges on the bank's customers. It is believed that high bank charges erode the customers' income and discourage the customers from participating in the financial sector and save especially the operators of the informal economy [5]. The high bank charges are one of the major causes of poverty (by inhibiting savings and investment), which leads to the downturn of economic activities [3].
Given the importance of customers savings on investment and economic growth and continuous trust in the financial system to handle their finance, policymakers like the Nigeria Senate has overtime wade into the issue [10]. The Nigeria senate noted that such indiscriminate and excessive charge on financial institution customers might hinder the country's financial inclusion strategy that is making significant progress. As such, the chamber set a panel to investigate the issue [10]. The Nigeria Senate is not the only key stakeholder that has made a significant effort to address the situation. The Central Bank of Nigeria, the major regulator of a financial institution in Nigeria, has over the years developed policies and guidelines to curtail excessive bank charges in response to complaints by the customers.

For instance, the CBN released a guideline on bank charges in 2004, 2013, 2017 & 2019 [11]. The 2019 banks charges guideline took effect on 1st, Jan 2020. The banks' charges guide 2019 contained a lot of re-adjustment of the 2017 guide. Worthy of note is the reduction of banks charges on 3rd withdrawal on other banks Automated Teller Machine (ATM) from ₦65 to ₦35. The removal of card maintenance fee for current account holders, since account holders already pay maintenance charges on their account. The reduction of bank charges on electronic funds transfer, where transactions not exceeding ₦5,000 will attract ₦10 bank charge, transactions from ₦5,001 to ₦50,000 will attract ₦25, and transactions above ₦50,000 will attract ₦50, against the previous charges of ₦50 for transaction below ₦500,000 [11]. Whether the deposit money banks have heeded this regulation remains a mirage as most banks still charge more on their customers.
In response to the various complaints by the bank customers and critics, the ODCs have also responded to their customers' complaints by saying that their charges are in line with the directive of the CBN Act, 2007 and the "Bank and other Financial Institution Act, 2020". They maintained that the stamp duties are to be charged on any transaction above ₦10,000, either savings or deposits, as contained in the finance act 2020 [12].
The huge question that remains unanswered in literature is whether the ODCs are complying with the Central Bank of Nigeria directives. Or whether the CBN is punishing banks that default its directive as there is no evidence in literature as to the amount that the apex bank has billed the ODCs over their failure to comply to its policies with regards to bank charges just as there was a record of a huge ₦76.75billion and $20.90million returned to customers. Secondly, literature is silent as to whether the huge charges on bank customers impede effective saving mobilization in the country and the household income. Thus, this study will make an effort to answer the above question using both secondary and primary data. The rest of the paper is organized into; Review of literature, methodology, analysis, and conclusion.
1.2.  Statement of the Problem
Nigeria is the highest populous nation in Africa with only 22% banked population as compared to 34.2% Sub-Saharan African Countries in 2014. Moreover, as per Nigeria‘s national financial inclusion strategy document the banked population is projected to reach to 60% by 2020 (CBN, 2017).
Banking service in Nigeria is highly concentrating in urban areas. This is mainly due to the fact that banks do not have sufficient incentive or the capacity to establish formal branches that require more investment in physical infrastructure and employees in rural areas.
Nowadays, the banking business competition in Nigeria is getting fiercer and striving to create more access to financial services is considered a way-out strategy by many banks. The banking industry is increasingly embracing branchless banking as a means to deliver banking services to many including unreached people especially low-income households. The most recently introduced branchless service channel is Agency Banking which is designed to reach the unbanked society.
As agency banking lowers the cost of service delivery and creates convenience or enhances customer experience, it had a great potential to extend the distribution of financial service to low income people. Agency banking has created greater access to formal banking services and it represents a cheaper alternative to conventional branch based banking (Siedek, 2008).
For the success of agent banking business model, agents are also expected to play their own significant role in creating access and convenience to the unbanked society in Nigeria. Despite the some level of research activity that has been noted on agency banking both locally and globally, the question about factors that determine the performance of agents, remains. As much is not known in the area particularly in Nigeria, it has becomes imperative to study the factors that determines agents performance. This study aimed at bridging the existing knowledge gap and giving more insight on the factors affecting performance of agents of banks in Nigeria.

1.3. Objectives of the Study
1.3.1 Overall Objective
The overall objective of the study is to investigate factors affecting the performance of agent banking in Nigeria 
1.3.2 Specific Objectives
1. To establish the determinant of agent banking performance of deposit money banks in Nigeria
2. To examine the effect of operational flexibility of agent banking system on financial performance of Deposit money banks in Nigeria.
3. To investigate the effect of agent banking system on banking hall decongestion of Deposit money banks in Nigeria.
1.4. Research Questions
In order to address the above objectives, the following research questions come to the forefront.
i. What is the determinant of agent banking performance of deposit money banks in Nigeria?
ii. To what extent does operational flexibility of agent banking system have effect on financial performance of Deposit money banks in Nigeria?
iii. To what extent does agent banking system influence banking hall decongestion of Deposit money banks in Nigeria?
1.5. Research Hypothesis
Ho: Banks charges and commission have no significant effect on financial performance of deposit money banks in Nigeria
Hi: Banks charges and commission have significant effect on financial performance of deposit money banks in Nigeria
1.6. Scope of the Study
The study is on agent banking system and charges on deposit money banks in Nigeria. The study covers various agent banking outlets within Ilorin metropolis. All agents of the Bank working in different corners of the country are incorporated in the study.
The study focused on determining factors that affect performance of agents in Nigeria. The performance of agents studied in this research is assessed in terms of volume of transaction, commission earned, and new accounts opened.
1.6. Limitations of the Study
The research is conducted only in one private agent banking system operating in Nigeria considering the problem of logistics, finance and cooperation of other bank agents‘ to get the relevant data. It is delimited to agents banking within Ilorin metropolis.
Moreover, the research is limited only to those variable mentioned in the conceptual frame work. It implies the research didn‘t answer all agent performance related questions which is limited to selected variables.
1.7. Significance of the Study
The study will enable Deposit money banks in Nigeria to make informed decision in its management of agency banking business. Other deposit money banks before embarking on agency banking model will also have the relevant information to design appropriate strategy. In general, the study will be of great importance to financial institutions in improving their performance/ profitability concerning agency banking.
Taking into account the service duration of agency banking in Nigeria, more rules and regulations is expected to be adjusted to drive forward the existing agent business environment. Thus, the findings of this study would be an important input to policy makers while devising appropriate regulations and policies related to agents.
Those in the academic field will find additional idea/information on agency banking. The concept is still new in Nigeria and thus, there is a need for additional empirical literature to shed more light. This study would contribute to the existing body of knowledge on agency banking that could be used by scholars and researchers. The findings would further be of use as a reference point in further research in this area.
1.8. Operational Definition of Terms
Agent Experience and Knowledge: Experience refers to the process of getting skill that is obtained from doing things that is through involvement in or exposure to it, while Knowledge is the theoretical or practical understanding of a subject matter.
Cost of Delivering Financial Services: The overall expense associated with availing the agent banking services to customers.
Reward (financial and non-financial): financial rewards are cash related payments like commission and incentive type payments and nonfinancial or non-cash rewards do not involve any direct payments like recognition and job satisfaction.
Fraud: it is related mainly to financial fraud that can be broadly defined as an intentional act of deception involving financial transactions for purpose of personal gain.
· Network and technological capability: technological capability is understood in this study as all the skills, knowledge, technology, and learning experiences accumulated and developed by the Bank, while networks are transmission systems enabling information to be transmitted in analogue or digital form between various different sites by means of electromagnetic or optical signals such as mobile network and internet network.
Agent commitment: it refers to the agents‘ readiness and the decision to exert considerable effort on behalf of the Bank to provide agent banking service. It implies the state of being dedicated to render agent banking service.
Band of the represented bank: the reputation of the Bank as a business or provider of banking services.
Performance of Agents: agents are measured by the commission’s earned, number transactions conducted, and number of accounts opened. This measure is a respondent self-evaluation with respect to the three items since there is no numerical standard measurement for agent performance. Besides, it is hardly possible to get individual agent performance for each year and make comparison with each factor that affects performance.
1.9	Organization of the Paper
This thesis is structured in five chapters as follows. Following introduction in the first chapter, chapter two contained a review of related literature. The third chapter focused on research methodology. In chapter four, the results and findings of the study were discussed. Finally, the last chapter encompassed the summary of findings, conclusions drawn and recommendations of the study.















CHAPTER TWO
REVIEW OF RELATED LITERATURE
2.1 Introduction
This chapter focuses on reviewing the literature in the area of agency banking. The issues discussed include both the theoretical and empirical studies of existing literature. The theoretical review helps in understanding the current body of knowledge on the research topic. An empirical review of studies of different scholars has been done to guide the research gaps for this study. Altogether, the reviews were used to develop conceptual framework.
2.1.1. Concept of Agency Banking
Agency banking refers to contracting a retail or postal outlet by a financial institution or a mobile network operator to process bank clients’ transactions. Banking agents help financial institutions to divert existing customers from crowded branches providing a “complementary”, often more convenient channel. Other financial institutions, especially in developing markets, use agents to reach an “additional” client segment or geography (Mwachofi, 2013). Reaching poor clients in rural areas is often prohibitively expensive for financial institutions since transaction numbers and volumes do not cover the cost of a branch. In such environments banking agents that piggyback on existing retail infrastructure and lower set up and running cost - can play a vital role in offering many low-income people their first-time access to a range of financial services (Kinyanjui, 2011). Also, low-income clients often feel more comfortable banking at their local store than walking into a marble branch. The trend of agent banking is evident in many nations all over the globe, such as in Australia where post offices are used as bank agents, France utilizing corner stores, Brazil making use of lottery outlets to provide financial services, Nigeria pioneering the mobile financial services, Nigeria, South Africa and the Philippines (Siedek, 2008).
Agency banking refers to contracting a retail outlet whether corporate or a small market enterprise by a financial institution or mobile network operator to process bank client’s transaction (Calleo, 2014). Sahut (2011) defines agency banking as systems that enable bank customers to access accounts and general information on bank products and services through a personal computer or an intelligent device or any other banking activity held on internet. Agency banking is different from a bank cashier or tellers in that the owner conducts the transactions such as cash deposit, cash withdrawal, electronic fund transfers and payment of bills, account balance enquiry and loan referrals.
Agency banking has been seen as the delivery of financial services outside conventional bank branches after using non-bank retail outlays that rely on technologies such as point-of-sale (POS) devices or mobile phones for real-time transaction processing (Modupe, 2010). From the definitions given, it can be said that Agent banking is a tool used in other emerging economies to: expand demand for banking services, decongest bank branches, reduce the cost to serve, and achieve financial inclusion. It also holds a promise of a low-cost means of market penetration by banks and other financial institutions, especially into the rural areas.
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2.1.3 Benefits of Agency banking to retail outlets
Increased customer traffic: Bank agents usually conduct their normal businesses in addition to being bank agents. For example, a hardware shop that acts as a bank agent will continue conducting its main business in addition to being a bank agent. The increased traffic brought about by customers performing banking activities also leads to more people getting to know your business which will lead to more sales.
Increased income through commission: Bank agents are usually awarded commission whenever they perform transactions on behalf of the financial institutions. These commissions are mainly awarded when someone deposits cash, withdraw cash and also open a bank account through the agent.
2.1.4 Benefits of Agency banking on the customer
Agency banking has brought banks to the un-banked and this has come with it many merits to the customer
1. Flexible hours: Most banks in Nigeria close their doors by 4pm, but with bank agents, for as long as the business premises remains open, you can do your transactions. This has proven to be very convenient.
2. Cost effective: Transacting through bank agents has proven to be cost effective especially to people who live in rural areas that are far away from banks in urban areas.
2. Easily accessible: With bank agents almost everywhere, you no longer need to travel long distances to visit your bank for any activities.
2.1.5 Benefits of Agency banking to the banks
Financial institutions have recorded an increase in their profits and agency banking is one of the main attribute to such huge profits. These benefits include;
1. Cutting costs: Banks are finding it cheaper to set up agents as opposed to opening a branch where they will incur extra costs of staffing, rent, electricity, regulatory fess etc. With agency banking, the agent bears almost all the costs.
2. Wide customer base: Bank agents are paid commissions when they sign up new customers and this has led to an increase in the number of customers for banks. Banks are finding it effective to increase their customer numbers in this manner as opposed to using sales people.
2.1.6 Regulatory framework of Agency Banking in Nigeria
The agent banking system was introduced in 2013 by the central bank of Nigeria (CBN) as part of its efforts to increase financial inclusion by increasing access to financial services. Under the system, financial institutions (FIs) and mobile money operators (MMOs) can afford third parties to provide financial services on their behalf to members of the public
The objectives of the guidelines used by the central bank of Nigeria on Agent banking are to
i.	Provide minimum standards and requirements for agent banking operations
ii.	Enhance financial inclusion and provide for agent banking as a delivery channel for offering banking services in a cost effective manner
2.1.7. Agency Banking and Financial Performance
Agency banking as a branchless banking model has been very successful in propelling the financial performance of banks in many developing countries. Success stories have been reported in Colombia, Brazil, Peru and India (Kinyanjui, 2011). The agency model was launched in Nigeria in the year 2010. However, just a handful of banks have so far taken up the option. Only fourteen out of the 43 Nigeria Deposit money banks have successfully embraced agency banking (CBK, 2010).
In spite of the success of agency banking globally and good financial performance of Deposit money banks in Nigeria, there are a number of challenges facing the agency banking model. For starters many of the banks that have embarked on agency banking roll-out have found that agents lack the capacity to handle large transactions of cash .According to Shankaran and Roy (2009), agency banking as a model has been very successful in propelling the performance of deposit money banks in many developing countries. Success stories have been reported in South America and Asia. In addition, Njuki (2012) indicated that agency banking has helped to raise banks’ profits and spread reach of financial services in Nigeria. As such and owing to the accelerated competition of banking services in Nigeria today, 13 out of 44 Nigerian deposit money banks have embraced agency banking model. Keen to take advantage of the cost-saving, accessibility and better customer service brought about by the agency banking model, Nigerian financial institutions have over the last two years embarked on an aggressive entry into this segment.
2.2 Theoretical Review
Agency banking is the recently introduced financial service distribution channel that allows deposit money banks to offer financial services outside the traditional bank premises. In many countries agents are now authorized to offer various traditional products offered by banks. Like bank branches agent are offering similar services including cash deposits and withdrawals, disbursement and repayment of loans, payment of salaries, pension, transfer of funds, and issuance of mini-bank statements. In addition, the agent facilitates new account opening, credit and debit card application, and cheque book request (Kiburi 2016).
There are a number of theories that explain the performance of business of contracted agencies. The theories discussed in this section include the Agency Theory, Intermediation Theory, and the Bank led Theory.
2.2.1. Agency Theory
Agency theory is a theory that shows the contracts between the owners of economic resources (the principals) and managers (the agents) who are charged with using and controlling those resources (Kambua, 2015).
Jenses and Meckling (1976) were the first scholars to explicitly model the theory of agency, defines an agency relationship as a contract under which one or more persons the principal(s) engage another person (the agent) to perform some service on their behalf which involves delegating some decision making authority to the agent. An agency, in general terms, is the relationship between two parties, where one is a principal and the other is an agent who represents the principal in transactions with a third party. As a result, contracts and decisions are made with third parties by the agent that affects the principal and thereby, agency problems that are almost limitless in nature will arise.
Agency theory is concerned with two resolving problems that can occur in the agency relationship, the first is the agency problem that arise when the interest of the principle and the agent are in conflict, while it requires huge monitoring cost to verify what the agent is actually doing. The problem is that the principal can‘t verify the agent has behaved appropriately. Thus, there is a good reason to believe that the agent will not always act in the best interests of the principal when both parties to the relationship are utility maximizers. The other problem is risk sharing that arises when the principle and the agent have different attitudes and preferences towards risk thus making them to have different actions/decision (Eisenhardt K. M., 1989).
The agency model is applicable in a variety of ways and it is mostly used in organizational phenomena (Ibid). The first proposition in agency theory is that when the contract between the principal and the agent is outcome based, the agent is more likely to behave in the interest of the principle (Jensen & Meckling, 1976). An appropriate incentive provision can limit the divergence of the agent activity from the principal. In some instances, to assure that the agent will not take certain action the principal will make the agent to expend resource (incur costs) as a bonding between the two parties and even to the extent that he will not take certain actions which would harm the principal or to ensure that the principal will be compensated if he does take such actions. The second proposition is that when the principal has information to verify agent behavior, the agent is more likely to behave in the interests of the principle (Ibid).
According to Lambert (2001) the typical reasons for conflicts of interest between and gent and principal include: (i) effort aversion by the agent; (ii) the agent can divert resources for his private consumption or use; (iii) differential time horizons; e.g., the agent is less concerned about the future period effects of his current period actions because he does not expect to be with the firm or the agent is concerned about how his actions will affect others‘ assessments of his skill, which will affect compensation in the future; and (iv) differential risk aversion on the part of the agent. Thus, agency theory models are constructed based on the philosophy that it is important to examine incentive problems and their ‗‗resolution‘‘in an economic setting in which the potential incentive problem actually exists. The agency theory distinguishes itself from ‗‗traditional‘‘information economics is its belief that multi-person, incentive, asymmetric information, and/or coordination issues are important in understanding how organizations operate.


2.2.2. Bank Led Theory
In an endeavor to deliver financial service to unbanked people, deposit money banks are finding alternative channels. Accordingly, instated of using the conventional bank branches they offer banking services though licensed or legally accepted retail outlets. Unlike the bricks and mortar which is fundamentally limited by its cost, branchless banking‖ using retail agents has become more convenient and cheaper for the unbanked people.
As a new distribution channel branchless banking allows deposit money banks to offer financial services outside the traditional bank premises. For instance, mobile banking, internet banking and automatic teller machines (ATMs)—can be seen as modest extensions of conventional branch-based banking. On the other hand, agency banking is another development which is a distinct alternative to conventional branch-based banking in that a customer conduct financial transactions via retail agents instead of at bank branches or through bank employees (Lyman, Ivatury, & Staschen, 2006).
The basic essence of bank-led theory of branchless banking is that a licensed financial institution (typically a bank) delivers financial services through a retail agent, where the bank develops financial products and services, but distributes them through retail agents who handle all or most customer interaction. The bank is the ultimate provider of financial services and is the institution in which customers maintain accounts (Lyman, Ivatury, & Staschen, (2006) and Mwando, 2013).
This bank-led theory promises the potential to substantially increase the financial service outreach by using a different delivery channel (retailers/mobile phones), a different trade partners (chain store) having experience, management companies that identify, contract, equip, and monitor retail agents on behalf of the banks, and target market distinct from traditional banks. It may be significantly cheaper than the bank based alternatives (Tomášková, 2010).
In a bank led theory retail agents on the banks‘behalf contact substantial number of customers and their by agent related risks arise. From a typical banking sector regulator‘s perspective, entrusting retail customer contact to retail agents would seem riskier than these same functions in the hands of the bank tellers in a conventional bank branch. The retail agents may operate in remote area that is hard-to reach or dangerous areas and they lack physical security systems and specifically trained personnel (Kiburi, 2016).
On top of that, lack of expert training may seem a particular problem if retail agents‘wants to function beyond the typical bank tellers of the cash-in/cash-out transactions like provision of loan services. The regulators are concerned about various risks and seek to mitigate it. Of the multiple categories of risk, credit risk, operational risk, legal risk, liquidity risk, and reputation risk take on special importance when customers use retail agents rather than bank branches to access banking services (Kumar, Nair, & Urdapilleta, 2016).
In the nonbank-led theory of branchless banking, customers do not deal with a bank, nor do they maintain a bank account. In such a case the non-banks perform all the financial services and the bank‘s service distribution channels including its agents will not be involved. Instead, customers deal with a non-banking entity either through a mobile network operator or through prepaid card issuer-and retail agents serve as the point of customer contact. Rather than cash in, cash out or transferring fund using a bank account, customers exchange their cash for e-money stored in a virtual e-money account, which is not linked to a bank account in the individual‘s name (Ibid). Retail agents in the nonbank-led system also perform more or less the same basic functions as in the banked system.
2.3. Empirical Review
Ridwan and Tonuchi (2021) investigated the effect of bank charges on saving and income of bank’s customers in Nigeria. The study sampled 180 bank customers in Lagos state, and it was revealed that excessive bank charges are not only hindering effective saving mobilization in the country but also the financial inclusion policy of the Central Bank of Nigeria. It was further discovered that excessive bank charges are of greater concern to small savers like students and self-employed customers. The study therefore concludes that excessive and indiscriminate bank charges does not only cause more than 30 percent of Nigerian bank customers to switch to other banks but impacts their saving culture and income.
Githae and  Mwambia (2018) revealed the factors affecting uptake of agency banking services among customers in rural Nigeria identified bank agent skills, location and confidentiality were found to be statistically significant and affects agent performance. In addition, the study concluded that fraud likelihood affects uptake of agency banking services by rural community and it had a negative relationship with the uptake of agency banking services. Cromie and John (cited in Kyenze 2016) concluded that starting a business is different from managing since the skill required are different from the skills for starting. The skill level of the organization is important in growth of a small business. The technical and managerial skills add more to performance.
Nwakwo and Idachaba (2016) examined the effect of agency banking on the performance of Deposit Money Banks in Nigeria. The researcher was guided by the following objectives: to determine the effect of agency banking operational challenges, transaction cost and its reliability on performance of deposit money banks in Nigeria. Data was collected using questionnaires and review of documentation. Data analysis was done quantitatively using percentages with the help of computer software statistical package for social scientists (SPSS) and then presented in tables. 
Ndung‘u, Okibo, and Nyang‘au (2015) also concluded that network strength also affected security of funds through compromising integrity of the system and it had also a strong positive correlation with the performance of banking agents. The study concluded that incidences of frauds affect customer‘s confidence on services offered by banking agents and it had a positive correlation with the performance of banking agents






CHAPTER THREE
METHODOLOGY
Introduction
This section discusses the research methodology used for the study. It describes the research design that is employed; the procedures applied; the target population considered; the sample size and sampling techniques used; data collection and the instruments used as well as the data analysis and presentation techniques.
3.1. Research Design
This study adopted a descriptive survey design which according to Churchill (2009),a descriptive survey design is appropriate where the study seeks to describe the characteristics of certain groups, estimate the proportion of people who have certain characteristics and make predictions. Descriptive research design was adopted for the study because it enabled the researcher to generalize the finding to a larger population. The descriptive research design approach has been credited due to the fact that it allows easy analysis and relations of variables.
3.2. Target Population
The study endeavors to draw from all the agent banks within Ilorin metropolis spread across Ilorin metropolis. Therefore, the target population of this study comprised of banks officials and various agent banking outlets within Ilorin metropolis.
3.3. Sampling Technique
Since the population of the study is enormous, this study was conducted via a purposive sampling techniques. A purposive technique enables the researcher to use its discretion in choosing the sample of the research work
3.3.1. Sample Size
About 200 agent banking outlets is selected for this research work.
3.4. Data Collection Method
To collect primary data a semi-structured questionnaire with both close end and open ended questions was utilized. The open-ended questions provided additional information that may not be captured in the close-ended questions. The study is concerned with variables that cannot be directly observed such as opinion, perception and feelings of respondents. According to Oso (2009), such information can best be described through questionnaires. Its purpose was to collect a lot of information over a short period of time.
3.5. Data Collection Procedure
The researcher informed the respondents that the data to be collected was for research purpose only and the responses from the respondents were to be kept secret and confidential. The researcher obtained an introductory letter from the university to collect data and then personally deliver the questionnaires to the sample of bank agents. The researcher issued the questionnaire and collected them later. However, it was difficult for the respondents to fill in as the researcher waits a drop and pick later method was employed where the questionnaires were given out to the respondents and then collected later. To ensure high response rate, follow up calls were made to remind the respondents to complete the questionnaires. The researcher exercised care and control to ensure all questionnaires issued to the respondents are received, therefore, the researcher maintained a register of questionnaire given out and the ones returned.
3.6. Reliability and Validity
The questionnaires that were used in this study to design and measure the competitive strategies applied by commercial bank agents to sustain their market share in Ilorin metropolis. To ensure that it was valid, expert judgment was the sought from the supervisor and other lecturers at Nigeriatta University to test face for validity and construct reliability.
Cronbach Alpha was determined for every objective which formed a scale in the research. The pilot study involved 10 respondents. Cronbach's Alpha is a measure of internal consistency, that is, how closely related a set of items are as a group. To assess the reliability of the instruments thus the internal consistency to indicate how well different items on a scale measure the concepts which they are purported to measure a reliability test was done. Internal consistency is calculated by measuring a statistic known as the Cronbach’s alpha. Cronbach’s alpha is considered a good measure of reliability in social science research when it is found to be 0.70 or above.
Table 1: Cronbach's Alpha

	
	
	Cronbach's Alpha
	No. of Items

	
	
	
	

	
	Cost Effectiveness
	.834
	4

	
	Agency Banking Commission
	.921
	4

	
	Operational Flexibility
	.902
	4

	
	Decongesting of Banking Halls
	.897
	6

	
	Bank Financial Performance
	.796
	4

	
	
	
	


Source: Field survey, 2025

The findings of the pilot test showed that Cost Effectiveness scale had a Cronbach’s reliability alpha of 0.834, Agency Banking Commission scale had an Alpha value of 0.921 and Operational Flexibility scale had an Alpha value of 0.902. In addition Decongesting of Banking Halls scale had an Alpha value of 0.897 and Bank Financial Performance had an Alpha value of 0.796. The pilot test showed that the scales measuring the objectives had a very high reliability.

3.7. Methods of Data Analysis
Data was analyzed using descriptive statistics and multiple regression analysis. Before processing the responses, data preparation was done on the completed questionnaires by editing, coding, entering and cleaning the data. The study generated both qualitative and quantitative data. Data was coded and entered into Statistical Packages for Social Scientists (SPSS Version 20.0) and analyzed using descriptive and multiple regression analysis. Responses with common themes or patterns were grouped together into coherent categories. Descriptive statistics involved the use of absolute and relative (percentages) frequencies, measures of central tendency and dispersion (mean and standard deviation respectively). The descriptive statistical tools helped in describing the data and determining the respondents’ degree of agreement with the various statements under each factor.

3.8. Model Specification
The regression equation was:
Y = β0 + β1X1 + β2X2 +β3X3 +β4X4 + +ε
Where: Y = Financial Performance; Β0 = Constant; X1 = Cost Effectiveness; X2 = Agency banking commission; X3 = Operational flexibility; X4 = Decongestion in banking halls; e = error term



















CHAPTER FOUR
PRESENTATION OF DATA, RESULTS AND DISCUSSION
  Introduction
This chapter presents the research findings. The analysis of the survey results is categorized in two major parts namely, descriptive and inferential statistics analysis. The descriptive statistics such as frequency, percentage, mean and standard deviation were used to analysis the data and effectively measure magnitudes, relation, trends, and the like. Inferential statistics is also used to make judgments and generalizations on the study. The regression model was preceded by relevant diagnostic tests. 
4.1. Descriptive Statistics Analysis
In this study, descriptive statistics was used as a way to analyze the mean and standard deviation regarding the main variables included in the study. The researcher used descriptive statistics to examine the perception of agents on the factors that determine their performance. The summary of the descriptive statistics result shown below includes all the study variables which is evaluated based on a 5-point scale (where 1 = strongly disagree, 2 = disagree, 3 = moderately agree, 4 = agree, and 5 = strongly agree).
Table 4.2: Descriptive Statistics
	
	N
	Mean
	Std. Deviation

	
	
	
	

	Agent experience and
	174
	3.1852
	.87857

	knowledge
	
	
	

	Fraud
	173
	3.3880
	.62827

	
	
	
	

	Network and technological
	173
	3.4323
	.81397

	capability
	
	
	

	Agent commitment
	174
	3.3283
	.74098

	
	
	
	

	Brand of the represented
	174
	3.5595
	.86540

	bank
	
	
	

	Cost of delivering financial
	174
	3.1667
	.77460

	services
	
	
	

	Reward
	174
	3.1778
	1.09314

	
	
	
	

	Performance of agents
	174
	3.6494
	1.16206

	
	
	
	


	Source: Authors’ Survey, 2025
Table 4.2 indicates that the effect of the represented bank has the highest mean value, followed by network and technological capability and fraud. The effect of financial cost has the least mean value followed by a reward. Overall, it is deduced from table 4.2 that respondents were moderate in evaluating the factors that affect agent performance.
4.2.1. Effect of Agent Experience and Knowledge on Performance
Experience and knowledge are considered as an essential element that agents need to ensure in order to carry out business in an advanced way. The study set out to examine the effect of agent experience and knowledge on the performance of agent banking. According to table 4.2, the perception of agents regarding the effect of experience and knowledge of agency banking on performance is rated as moderately agreed. The result shows that the mean score of experience and knowledge is 3.19. It has also a standard deviation of 0.88, showing high consistency or uniformity of the data. This modest mean value of agent experience and knowledge implies that the agents as well as the Bank ‘s attempt in enhancing agents‘ execution capability could be further improved to a higher level. Knowledgeable and skilled agents contribution is undeniable for higher performance of agent banking services. Thus, the Bank needs to improve the current level of knowledge and skills of agents so as to make agents more competent and capable which results in an impact on their performance.
4.2.2. The Effect of Fraud
The study sought to examine the effect of fraud on the performance of banking agents. The level of fraud occurrence in agent banking business is one of the elements that affect the performance of agents. According to the results of the study, the agents‘ perception of conning and theft from both employees and fraudsters and its effect on performance of agents is moderate. The agents‘ perception on the effect of fraud has a mean score of 3.39. In addition, the standard deviation is very low (0.63) indicating the consistency of the data that spreads close to the mean. This moderate effect signals that there is a potential risk that fraud will affect the activities of agents. This also implies that the Bank as well as the agents should make an endeavor to minimize fraud exposures sustainably.
4.2.3. Effects of Network and Technological Capability on Agents’ Performance
The study also revealed the subsequent effect of network and technological capability on the performance of banking agents. The aforementioned table 4.2 shows that the effect of network and technological capability has a mean of 3.43 and standard deviation of 0.81. This indicates that the bank agents have moderately agreed that network and technological capabilities has an effect on the performance of agents. In addition, the respondents disclosed that in some rural areas especially in regional small towns/villages, the network problem has affected their performance. Nowadays, the technology used by the Bank and the telecom infrastructure or network coverage is improving although further development and updates are needed timely so as to improve the capability of agents in processing transactions timely and appropriately. Thus, improvements in network and technological capability will enhance the performance of agents.
4.2.4. Effect of Reward on Agents’ Performance
The study set out to assess the effect of reward (i.e. both financial and non-financial) on the performance of bank agents. The agents were asked to rate the effect of reward on the performance of agent banking. As table 4.2 depicts the mean score of agents‘ perception about the effect of financial and non-financial rewards on agent performance is 3.18. The standard deviation (1.09) shows that the data was not significantly spread from each other. The research found out that agents moderately agreed on the effect of reward on their performance. Besides, the respondents indicated that the Bank should improve the reward so as to motivate agents for a better performance.
As mentioned earlier the Bank‘s agents are engaged in different business activities and they may focus on their core business activities. As a result, providing better reward may initiate agents to give emphasis for agent banking business which ultimately improves their performance.
4.2.5. The Effect of Agents’ Commitment on Performance
The commitment of the entire manpower of a business entity is considered as one of the internal factors that affect performance. Likewise, agents‘commitment is expected to play an important role in target achievement. The study revealed that, agents‘perception regarding the effect of commitment on performance is moderate with mean score of 3.33 and standard deviation of 0.74. The standard deviation shows that the data set dispersion is close to the mean.
Furthermore, the agents suggested that the Bank should follow up regularly their activity so that agents will be vigilant and this will lead to a higher performance. Some agents‘expectation is high and even they want the Bank to provide the necessary information in their locality; however, agents have to give attention for agent banking business and also become committed.
4.2.6. Effect of Cost of Delivering Financial Services
The study sought to assess the effect of cost of delivering financial services on the performance of agent banking. Respondents were requested to rate the cost of operation to deliver agent banking service at their locations. The study revealed that cost of delivering financial services affect performance of banking agents moderately. As the summary of descriptive statistics indicated in table 4.2 shows the cost of delivering financial services had an effect on performance of agent banking with a mean score of 3.17 and standard deviation of 0.77. The low standard deviation indicates that we can rely on the data set as they spread close to the mean. The moderate effect of cost of delivering the financial service on agent performance implies that agents can increase their service provision by far as the operating costs are not as such high that put pressures on their financial activities.
4.2.7. Effect of Brand of the Represented Bank
The study craves to scrutinize the effect of brand of the represented bank on the performance of agents. Respondents were requested to rate the Bank‘s brand and its effect on agent performance. Accordingly, the study revealed that the agents had agreed about the effect of brand of the represented bank on performance of agency banking. The result shows that the mean score of brand of the represented bank and the standard deviation is 3.56 and 0.87, respectively. This implies in agent banking business the effect of brand matters in providing service and indeed, in performance of agents. Hence, performance of agents could be further improved by keeping the brand of the Bank to upsurge sustainably. In connection with this, the respondents have also suggested that promoting services of the Bank and its brand will enhance their performance undoubtedly.
4.2.8. Performance of Bank Agents
Agents have different levels of performance as they have different capability and competencies in providing agent banking services. The research sought to reveal the perceived performance level of bank agents measured in terms of transaction and commission earned. As indicated in table 4.2 above respondents had almost agreed on their acceptable level of performance with a mean score of 3.65. The standard deviation is 1.16 indicating the consistency of the data set which is close to the mean. In connection with this, respondents mentioned that lack of regular follow up and operational support from the Bank, unsatisfactory returns on investment, poor network infrastructure, and poor awareness level of the localities played downside role in performance of bank agents.
4.3. Inferential Statistics Analysis
4.3.1. t-test results on factors affecting agent performance
A t-test is a statistic that checks whether two means (averages) are reliably different form each other. Of the main types of t-test, Independent Samples t-test is the most common form of t-test. A t-test‘s statistical significance indicates whether or not the difference between two groups‘averages most likely reflects a real difference in the population from which the groups were sampled. If the two-sample means are sufficiently different from each other, then the population means are stated different.
In order to interpret the t-test result first we have to look at the equality of population variance using Levene‘s test. The Levene‘s test will guided us which t-test result to be used based on the significance level (Sig.)
The decision rule for Levene‘s test (for α = 0.05): If the significance level is greater than .05, then we can say that group variances are equal (not significantly different) and interpret the top row of results for t. If the significance level is less or equal to .05, then we can infer that the group variances are not equal (significantly different) and interpret the bottom row of results for t.
Once the t-test row is determined we have to look at the t-test for the equality of the means and its significance. The decision rule for assessing the t-test (for α = 0.05): if p > 0.05, we assume that there is no significant difference between two groups and if p <0.05, the difference between two groups is assumed to be significant.
As per the above decision rule the variance between male and female agents in their perception of the effect of reward, network & technological capability and brand of the represented bank on performance is not equal and statistically differs significantly. While there is equal variance between male and female agents regarding agent experience and knowledge, reward, cost of delivering financial services, fraud, agent commitment and performance of agents. The t-test result is summarized and tabulated based on the above decision rules.
Table 4.3 A t- test result showing sex difference for variables under study
	Variables
	Gender
	N
	Mean
	Std. Dev.
	Df
	T
	Sig.

	
	
	
	
	
	
	
	(2tailed)

	Agent Experience
	Male
	121
	3.2174
	.87490
	171
	.684
	.495

	and Knowledge
	Female
	52
	3.1173
	.89872
	
	
	

	Reward
	Male
	121
	3.1034
	.90019
	171
	.561
	.581

	
	Female
	52
	3.3333
	1.44749
	
	
	

	Cost of Delivering
	Male
	121
	3.1852
	.79734
	171
	.123
	.902

	Financial Services
	Female
	52
	3.1250
	.79750
	
	
	

	Fraud
	Male
	120
	3.4263
	.64185
	170
	1.140
	.256

	
	Female
	52
	3.3072
	.59744
	
	
	

	Network and
	Male
	121
	3.4935
	.75855
	170
	1.399
	.166

	Technological
	Female
	51
	3.2871
	.93147
	
	
	

	capability
	
	
	
	
	
	
	

	Agent
	Male
	121
	3.4248
	.68402
	171
	2.658
	.009*

	Commitment
	Female
	52
	3.1029
	.82924
	
	
	

	Brand of the
	
	
	
	
	
	
	

	Represented Bank
	Male
	121
	3.6004
	.76003
	171
	0.807
	0.423

	
	Female
	52
	3.4673
	1.08080
	
	
	

	Performance of
	Male
	121
	3.7163
	1.10274
	171
	1.087
	0.278

	Agents
	Female
	52
	3.5064
	1.29603
	
	
	


[image: ]
Note: The mean difference is significant at the 0.05 level.
Accordingly, on average male and female agents had almost similar perception about the effect of agent experience & knowledge, cost of delivering financial service, fraud, and brand of the represented Bank on the performance of agents with a mean difference of 0.10, 0.06, 0.12 and 0.13, respectively. These differences are not statistically significant with t (171) =.684, p > .05 for agents experience and knowledge, t (171) =.123, p > .05 for cost of delivering financial services, t (170) =1.140, p > .05 for fraud, and t (171) =.807, p > .05 for band of the represented bank, indicating that there is no perception difference between male and female agents about the effect of agent experience & knowledge, cost of delivering financial services, fraud, and brand of the represented bank on performance of agents.
The table above shows female agents had higher perception on the effect of reward and network & technological capability on performance of agents and on agent performance itself with mean difference of 0.23, 3.29, and 0.21, respectively. These differences are not statistically significance since all p-value are greater than .05 (p >.05). This indicates that there is no significance perception difference between male and female agents towards the effect of reward and network & technological capability on agent performance and performance of agents itself.
On the other hand, male and female agents had reveled significance difference in their perception on the effect of agent commitment on performance of agents with mean and standard deviation of (M=3.42, SD = .684) and (M=3.10, SD = .829), respectively. This difference is statistically significant with t (171) =2.658, p <.05, indicating that there is significance difference between male and female agents towards the effect of agent commitment on performance of agents.
Regression Analysis
In addition, the researcher conducted a multiple regression analysis so as to test relationship among variables (independent) on the financial performance of Deposit money banks. The researcher applied the statistical package for social sciences (SPSS Version 21) to code, enter and compute the measurements of the multiple regressions for the study. Coefficient of determination explains the extent to which changes in the dependent variable can be explained by the change in the independent variables or the percentage of variation in the dependent variable (financial performance of Deposit money banks) that is explained by all the four independent variables (cost-effectiveness, commissions earned, operational flexibility and banking hall decongestion).
The model summary provides information about the regression line’s ability to account for the total variation in the dependent variable (financial performance of Deposit money banks). The table below demonstrates how observed y-values are highly dispersed around the regression line.
Table 3: Model Summary

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

	
	1
	0.933
	0.8704
	0.793
	0.6273


The findings show that the independent variables significantly influenced the dependent variable as shown by an Adjusted R Square of 0.793. The output indicates that the strength of association between the variables is very high (Adjusted R Square = 0.793). The four independent variables (cost-effectiveness, commissions earned, operational flexibility and banking hall decongestion) explained only 79.3% of the financial performance of the selected Deposit money banks as represented by the Adjusted R Square. This therefore means that other factors not studied in this research contribute 20.7% of the financial performance of the selected Deposit money banks studied.
Analysis of Variance (ANOVA) consists of calculations that provide information about levels of variability within a regression model and form a basis for tests of significance.
Table 4: ANOVA
	Model
	
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	2.1702
	3
	0.7234
	4.1292
	.0179a

	
	Residual
	4.7304
	27
	0.1752
	
	

	
	Total
	6.9006
	30
	
	
	


In view of the results in table 4 the significance value is 0.0179 (which is less that 0.05) indicates that the overall model is statistically significance in predicting how cost-effectiveness, commissions earned, operational flexibility and banking hall decongestion affect financial performance of the selected Deposit money banks. The F critical at 5% level of significance is 3.23 from the Standard F-tables. Since F calculated (value = 4.1292) is greater than the F critical, this shows that the overall model was a good fit.
Another output from the multiple regression analysis was the table of regression coefficient. is a key output of regression analysis. It is interpreted as the proportion of the variance in the dependent variable that is predictable from the independent variable. The results are as shown in the table;
Table 5: Regression Coefficients


	
	
	Unstandardized
	Standardized
	
	
	Collinearity
	

	
	
	Coefficients
	Coefficients
	
	
	Statistics
	

	
	Model
	
	Std.
	
	
	
	
	

	
	
	B
	
	Beta
	
	Sig.
	Tolerance
	VIF

	
	
	
	Error
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	t
	
	
	

	
	1  Constant
	1.172
	0.7257
	
	1.615
	.0367
	
	

	
	cost-
	0.798
	0.1889
	0.152
	4.223
	.0146
	.689
	1.451

	
	effectiveness
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	commissions
	0.571
	0.1533
	0.054
	3.724
	.0229
	.898
	1.114

	
	earned
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	operational
	0.676
	0.1717
	0.116
	3.936
	.0211
	.502
	1.992

	
	flexibility
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	banking hall
	0.739
	0.2276
	0.307
	3.247
	.0154
	.653
	1.531

	
	decongestion
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	


Table 5 above presents results of the beta coefficients as well as the p-values for each independent variable. The regression function extracted using the unstandardized betas is as follows (Y = β0 + β1X1 + β2X2 + β3X3 + β4X4 + ε): Y= 1.172+ 0.798X1+ 0.571X2+ 0.676X3+ 0.739X4
According to the regression function, holding all factors constant at zero (cost-effectiveness, commissions earned, operational flexibility and banking hall decongestion), the coefficient for financial performance of the selected Deposit money banks will be 1.172. The findings further indicate that taking all other independent variables at zero, a unit increase in cost-effectiveness leads to a 0.798 increase in financial performance of the selected Deposit money banks; a unit increase in commissions earned leads to a 0.571 increase in financial performance of the selected Deposit money banks all else held constant; a unit increase in operational flexibility leads to a 0.676 increase in financial performance of the selected Deposit money banks all else held constant whereas a unit increase in banking hall decongestion will lead to a 0.739 increase in financial performance of the selected Deposit money banks all else held constant. This infers that cost-effectiveness contribute the most to the financial performance of Deposit money banks.

The p-value for each coefficient tests the null hypothesis that the coefficient is equal to zero (no effect). A low p-value (< 0.05) indicates that you can reject the null hypothesis. In other words, a predictor that has a low p-value is likely to be a meaningful addition to your model because changes in the predictor’s value are related to changes in the response variable. The coefficient of regression from the regression model of Agent banking charges has a p-value (0.0146<0.05) we therefore reject the null hypothesis and imply that it is a significant predictor of the financial performance of the selected commercial bank. The coefficient of regression from the regression model of Commissioned earned has a p-value (0.0229<0.05) we therefore reject the null hypothesis and imply that it is a significant predictor of the financial performance of the selected commercial bank. The coefficient of regression from the regression model of Operational flexibility has a p-value (0.0211<0.05) we therefore reject the null hypothesis and imply that it is a significant predictor of the financial performance of the selected commercial bank. The coefficient of regression from the regression model of Bank hall decongestion has a p-value (0.0154<0.05) we therefore reject the null hypothesis and imply that it is a significant predictor of the financial performance of the selected commercial bank.

4.3. Discussion of Findings
The study’s response rate was adequate for data analysis with most of the participants willingly participating. The study was also fairly represented with views by both male and female respondents used in the analysis. In addition, the views and data used in the study were generated from participants coming from diverse age groups. A considerable majority of the respondents indicated that the adoption of agency banking was affected by the security of the locations and capital availability to be qualified as a bank agent. Majority of the participants indicated that agency banking influenced agent banking charges to both the customers and to the banks to an excellent extent. In addition, a majority of them also indicated that agent banking charges of agency banking further influenced the financial performance of the Banks to a very great extent. The findings concurs with the research by Mwando (2013) agency banking promoted financial services accessibility, increased market share, central bank regulation and low transaction cost enhances financial performance of deposit money banks in Rwanda. The findings are also in line with Michael and Bloodgood (2010), who seemingly as our study did determined governments ought to create incentives and accelerate the development of agent networks and better uptake of financial services by distributing salary, welfare and social payments through agents. The study found that it is easier, cheaper, and faster for all, and it provides volume to help build the network and to enable low-cost models.

Moreover, the study found that a considerable majority the bank officials’ rated the amount of commission earned by the bank and the bank agents as excellent. A majority of the respondents strongly agreed that commission earned acted as a motivation to agents to work harder whereas some indicated that the commission earned helped in expansion of the bank . The findings show a majority of the respondents were of the opinion that agency banking, has brought about some desired form of operational flexibility there was a significant difference in the delivery of banking services since the adoption of agency banking. The findings are in line with the research by Kambua (2015) agency banking has low infrastructural cost and hence reduction in cost; Efficiency and convenience in operation in agency banking have increased the banks customers' transactions; therefore the enhanced financial performance. The findings of our study further echo those of Kithuka, (2012), who determined that the top concerns among agents are low remuneration, liquidity management and network availability. He found that many agents are often paid on commission based on the number of transactions and accounts opened as a motivation for them to work hard so that they can earn more.









CHAPTER FIVE
SUMMARY, CONCLUSION, AND RECOMMENDATION
Introduction
This chapter presents a summary of the research findings on the factors affecting the performance of bank agents. It further gives the conclusions based on the findings in chapter four and recommendations on what measures the banking industry can put in place to improve the overall performance of agents. The recommendations are forwarded based on the objectives of the study.

5.1. Summary of Findings
The study set out to analyze the factors affecting the performance of agents. The study was focused on seven factors whose influence on the dependent variable (agent performance) was assessed: agent experience and knowledge, cost of delivering financial services, reward, fraud, network and technological capability, agent commitment and brand of the represented bank. With the objective of determining the effect of these factors the study analyzed the data using both descriptive statistics and inferential statistics. The following is a summary of the findings.
The findings of this study indicate that agents were moderately agreed on the effect of each factors on the performance of agents with a mean values of 3.0 and above. Of all the factors, the effect of brand of the represented bank has the highest mean value, followed by network and technological capability.

Considering the demographic characteristics of the respondents, the t-test showed that the effect of agent commitment on performance has significant difference between male and female agents. Likewise, the ANOVA tests also revealed that there is significant difference between single and married groups on their perception about the effect of cost of delivering financial services. Taking in to account the educational status of agents their view on the effect knowledge and experience on agent performance varies significantly. Last but not least, a significant difference has been observed between different work experience groups on their overall performance.
The result of the correlation analysis, which is used to measure the degree of association between different variables under consideration, shows positive and significant relationship was found in agent experience and knowledge, network and technological capability, agent commitment, brand of the represented bank, and reward with performance of agents.
On the other hand, the study established that fraud and cost of delivering financial services had a negative and insignificant relation with performance of agent. Contrary to what has been found in this study, Ndung, Okibo, & Nyang‘au (2015) and Tefera (2018) reached on the conclusion that fraud and cost of financial services had positive and significant impact on agents‘ performance.
The regression model showed a goodness of fit measure indicated by the coefficient of determination (R2) with a value of 0.964. This demonstrates that the factors affecting the performance of agents included in this study (the independent variables) explain 96.4% percent of the variations in performance of agents.
Moreover, the study found out that not all of the factors affecting agent performance have positive and significant effects on bank performance. Of the seven factors, agent experience and knowledge, network and technological capability, brand of the represented bank and reward had positive and significant effect on the performance of agents. Similarly, agent commitment had a positive but insignificant effect on agent performance. On the contrary, fraud and cost of delivering financial services has negative and insignificant effect on agent performance.
5.2. Conclusion
Bank agents are an important delivery channel for financial services designed to alleviate costs of banks and also to increase access to finance for underserved markets, which ultimately advance financial inclusion. Accordingly, agency banking will improve accessibility to financial services; this will expand and develop the banking sector. The National Bank of Nigeria introduced agency banking regulation with the objective of bringing banking services closer to the people through agents. Accordingly, agents are expected to deliver services to their locality and outshine in their performance. To this end, the study addressed the factors that determine performance of agents.
In line with the objective of the study as well as from the findings of the study, it can be concluded that performance of agents is affected mainly by brand of the represented bank, reward, agent experience and knowledge, and network and technological capability.
The study concluded that brand of the represented bank has magnificent impact on performance. Considering the existence of ethnic based and politically motivated banks, having super brand for a bank, particularly in service quality, price and availability of the service would lead to an outstanding performance of agents.
5.3. Recommendation
It‘s hoped that this study will have important practical implications for all those interested in the subject of agent banking business. This research emphasized the importance of determining factors affecting the performance of agent banking.
i. Banks should give emphasis in building their overall brand and acceptance by the society. The image of the Bank will be enhanced by providing quality and consistent service and also by promoting their service to a standardized level. In addition, banks should take great care in agent selection and also urge agents to meet their standards. After all agent banking service is all about trust and societal acceptance like other banking services. Agents should also make an endeavor, to build the image of the bank that they are representing in their locality. By doing so, the performance of agents will be improved considerably.
ii. In agent banking business, banks should design better reward systems and programs that link the type of rewards given to agents with performance results. Banks should introduce bonus and gifts for high performing agents so that they will be encouraged to perform better. The higher the rewards perceived by agents, the greater the satisfaction towards the represented bank and the agent banking service provision which resulted in improved performance.
iii. Since the experience and knowledge of agents have a significant effect on their performance, agents should have updated information and also strive to be acquainted with the necessary skill to conduct agent banking services. In addition, the Bank should initiate agents using brochures, short notes and the like to have a better understanding of the business. The Bank should also give regular training for agents at their own location. When the capacity of agents is built, they will be capable of rendering agent banking service beyond customers‘ expectation and hence, their performance will eventually be improved.
iv. Banks should put pressure on telecom infrastructure providers, as well as system developers for a better network and technology. 
v. Even though fraud, cost and commitment has no significant impact on agent performance, agents in collaboration with banks should make an utmost effort to minimize threats of fraud using more secured system and conducting better training on integrity, be conscious in managing costs of delivering agent banking services by improving operational efficiency, and be committed in providing service beyond the expectation of customers, despite having their own core business.
vi. In a nutshell, as a business model banks and agents should give emphasis for agent banking service considering the success of many countries in the world and the untapped market potential of Nigeria. For a new agent or a bank who wants to adopt agent banking, the task is not free of challenges or cost, but it is advisable to account into account the aforementioned recommendations so that, it will be possible to secures greater achievement in this line of business.
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PART II: RELATED FACTORS AFFECTING PERFORMANCE
The questions under this part are presented on a five point Likert scale. How do you rate the following statements in relation to performance of an agent?
Key:	1=strongly disagree,	2= disagree,	3=moderately Agree,	4= agree,	5=strongly agree
	
	Agent experience and knowledge

	
	
	
	
	

	
	Training given by the bank help to build the agent knowledge and skills to provide agency banking services
	
	
	
	
	

	
	My level of education help me to deliver services in a better way
	
	
	
	
	

	
	I believe that I have enough experience and knowledge to provide agent banking service
	
	
	
	
	

	
	Experienced and skilled agents perform better
	
	
	
	
	

	
	My explanation to customers about agent banking services is clear and understandable
	
	
	
	
	

	
	I regularly update myself about services of agent banking
	
	
	
	
	

	
	Cost delivering financial services

	
	The investment cost incurred to be an agent is low
	
	
	
	
	

	
	I believe that the cost of operating/running the agent banking service is low (e.g. salary paid to employees and expense incurred for the purchase of materials)
	
	
	
	
	

	
	There is no or significant cost of accessing agent banking services using mobile based device
	
	
	
	
	

	
	Considering the low cost to become an agent large number of agents will join the service provision
	
	
	
	
	

	
	The application or use of agency banking enables agents to minimize costs in their overall trading activity
	
	
	
	
	

	
	Reward (Financial and Non-Financial)
	
	
	
	
	

	
	The current reward motivates agents for higher performance
	
	
	
	
	

	
	Reward is given to agents based on their contribution
	
	
	
	
	

	
	The Bank is providing non-financial rewards like recognition for high performing agents
	
	
	
	
	

	
	The pay levels of the Bank to agents are competitive
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