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[bookmark: _Toc198112140]1.0	Introduction 
[bookmark: _Toc198112141]1.1	Background of the study
Due to the rapid change going on in the business environment, there has been a need for organizations to employ a faster, more efficient and more effective way of carrying out their activities in order to get better results and performance from operations. Thus, there is no better method that could be employed in achieving better performance by organizations than the use of information technology
Information technology has become global tool for banking industry to reach global markets. The use of Information technology in banks has become a global phenomenon and every bank must be Information technology compliant in order to survive in global competitive environment. The introduction of Information technology has changed manual and traditional forms of doing business and is being replaced by the sophisticated technology that is based on automation and interconnection of computers and other electronic devices. For instance, ledger books, paper invoice, printed materials and business trips are being replaced with online billing and payments, elaborate website with product information and real-time teleconferencing across continents and time zones (Ojokuku and Sajuyigbe, 2012). 
According to Ovia (2001), the banking industry has moved into an era of menu-driven ultra- robust specialized software programmes called banking applications and these applications can carry out virtually all banking functions relying heavily on information collection, storage, transfer and processing.
Woherem and Adeogri (2000) claimed that only banks that overhaul the whole of their payment and delivery systems and apply Information technology to their operations are likely to survive and prosper in the new millennium. He advices banks to re-examine their service and delivery systems in order to properly position them within the framework of the dictates of the dynamism of information and communication technology. Due to the rapid change undergoing in the business environment, there has been a need for organizations to employ a faster, more efficient and more effective way of carrying out their activities in order to get better results and performance from operations. Thus, there is no better method that could be employed in achieving better performance by organizations than the use of information technology. The role of information technology in this modern age cannot be overemphasized especially in the banking industry which operates in a complex and competitive environment. Due to the tight competition, there are a lot of changing conditions and highly unpredictable economic climate.
Laudon and Laudon (2010) contend that managers cannot ignore information systems because they play a critical role in contemporary organization. Also, Adetayo et al (2009) and Boyett and Boyett (2009) emphasized the effect of business on information. Oyebisi et al (2010) also claimed that only banks that overhaul the whole of their payment and delivery system, operations and apply information technology devices are likely to survive and prosper in the new millennium.
However, some scholars have argued that additional investments on information technology contributed negatively to productivity. Marrison and Bernard (2009), Baily (2008) argued that the estimated marginal benefits of investments in information technology are less than the estimated marginal costs. Litchenberg (2009) also argued that although information technology investments have increased productivity, it has not resulted in supernormal business profitability rather there were some evidences of small or negative impact on profitability. However, the main purpose of this study is to conduct a survey on the impact of the implementation of information technology in an organization that is if it has actually impacted on organization positively or negatively.
Information is vital and necessary for the survival of any society, establishment, industry and system irrespective of the level of its development. In a typical establishment or system, information is required to design or modify its general and specific organizational structure, determine the hierarchical levels of leadership, duration of labour amongst the workers, rules and regulations governing its operations and interrelationship with other establishments or systems within and outside its environment (Zakari, 2013).
However, due to the rapid change going on in the business environment, there has been a need for organizations to employ a faster, more efficient and more effective way of carrying out their activities in order to get better results and performance from operations. Thus, there is no better method that could be employed in achieving better performance by organizations than the use of information technology. Information technology “is a general term that describes any technology that helps to produce manipulate, process, store, communicate and/or disseminate information (William & Sawyer, 2007). In very short time information technology has become the back bone in modern industrial society and the major contributor to the progress of both developing and developed countries (Yasudevan, 2013).
The role of information technology in this modern age cannot be overemphasized especially in the banking industry which operates in a complex and competitive environment. Due to the tight competition, there are lot of changing conditions and highly unpredictable economic climate. Laudon and Laudon (2010) contend that managers cannot ignore information systems because they play a critical role in contemporary organizations. Also, Adetayo, Sanni, Ilori (2009) and Boyett and Boyett (2009) emphasized the effect of IT on business and the effect of business on IT while Oyelusi, Ilori, Ogwu and Adagunodo (2010) also claimed that only banks that overhaul the while of their payment and delivery systems, operations and apply IT devices are likely to survive and prosper in the new millennium.
However, some scholars have argued that additional investments on information technology contributed negatively to productivity. Morisson and Bernact (2009), Baily (2008) posited that additional investments contributed negatively to productivity, arguing that ‘estimated marginal benefits of investments in IT are less than the estimated marginal costs”. Litchenberg (2009) also argued that although IT investments have increased productivity, it has not resulted in supernormal business profitability rather there were some evidences of small or negative impact on profitability. Mulira (2009) also observed that ad-hoc acquisition of IT has often resulted in under-utilization of the equipment and the developmental impact on such cases has also been minimal.
In conclusion, the main purpose of this study is to conduct a survey on the impact of information technology on Nigeria banking sector that is if it has actually impacted on organization positively or negatively.
[bookmark: _Toc198112142]1.2	Statement of the problems
In this 21st century, business organizations need to find new and faster ways to adapt to the changing business environment. These days, computers and information processing devices are everywhere; they make work faster and more efficiently carried out. Computers and information processing influence decisions made by managers and decision makers and also affect how work is organized and how employees feel about work. The essential element of management is information processing and thus information technology systems are expected to heavily influence management and business operations.
However, the decision to invest on information technology by organization is based on fear of being left behind by competitors rather than on a genuine understanding of the real benefit that information technology brings to the organization. Thus the main focus of this research work is to investigate the extent of the impact of information technology on the performance of business organizations dealing especially with the banking industry.
[bookmark: _Toc198112143]1.3	Objectives of the study
The general purpose of this study is to examine the impact of information technology on operational efficiency of banks in Nigeria. This study is set out to achieve the following objectives to:
i. Assess the effect of information technology on services delivery.
ii. Assess the impact of information technology on bank’s profit.
iii. Examine whether or not information technology has any effect on the daily operations of banks in Nigeria.
[bookmark: _Toc198112144]1.4	Research Questions
This study addresses the following questions:
i. To what extent does information technology improve Nigerian banks service delivery?
ii. Does information technology have influence on banks’ profit?
iii. To what extent does information technology affect the daily operations of banks in Nigeria?
[bookmark: _Toc198112145]1.5	Research Hypotheses
The following hypotheses were postulated for the purpose of this research work:
Ho: There is no significant relationship between information technology and Nigerian banks ‘service delivery.
Hi: There is significant relationship between information technology and Nigerian banks ‘service delivery.
Ho: Information technology does not determine banks’ profit.
Hi: Information technology determines banks’ profit.
Ho: Information technology does not enhance daily operations of banks in Nigeria.
Hi: Information technology enhances daily operations of banks in Nigeria.
[bookmark: _Toc198112146]1.6	Significance of the study
The study examines the impact of information technology on organization’s performance. It is hoped that the research result would enable organizations more especially the banking industry to know the benefit or effect of IT on their profitability after investing in information technology. The findings of this study will assist senior management to have a more realistic approach in making decisions on organizational investments and the associated expectation of the likely benefits. Moreover, it is expected to serve as a blue print for students, managers and employees or organizations who are interested in conducting a research on the impact of information technology in organizations.
[bookmark: _Toc198112147]1.7	Scope and limitation of the study
In carrying out this research work, the focus of the study is on the impact of information technology on operational efficiency of banks in Nigeria. This study examines the electronic banking operation of First Bank of Nigeria Plc in Kwara metropolis.
However, due to the short time given in carrying out this study, the study is limited to First Bank - Ilorin Sawmill Branch branches of Kwara State. Also, lot of money that is required to administer questionnaire limits the researcher work.


[bookmark: _Toc198112148]1.8	Definition of key terms
Information: This can be defined as processed data that has been verified as accurate and timely, organized for a purpose and presented within a context that gives it meaning and also relevant to the decision at hand.
Information technology (IT): This can be defined as both the hardware and software that is used to store, retrieve and manipulate data in order to process it into information.
Organization: This can be defined as a group of people who form a business in order to achieve a particular aim.
Performance: This can be defined as a successful execution of a contract, or fulfillment of an obligation.
Banking: This a vital instrument through which financial activities of individuals and government are widely booted. Bank is an institution that serves in the safe keeping of money, documents and other valuables.
[bookmark: _Toc198112149]1.9	Plan of the study
This study is divided into five chapters. The first chapter which is the introduction shall present the background of the study, statement of the problem and objectives of the study among others. Chapter two deals with the literature review, conceptual framework, theoretical framework and empirical review. Chapter three is dedicated to the methodology which includes the characteristics and basic of elements of the research study shall also be presented. Data presentation, analysis and interpretation covered in chapter four, while the concluding part of the research work is presented in chapter five in a nutshell, the summary, the conclusion and the recommendations are discussed.
[bookmark: _Toc198112150]
CHAPTER TWO
[bookmark: _Toc198112151]LITERATURE REVIEW
[bookmark: _Toc198112152]2.0	INTRODUCTION
This chapter is aimed at reviewing related literature on information technology and to assess how Nigerian banks have been able to cope with recent development in information technology. 
[bookmark: _Toc198112153]2.1	Conceptual Framework	
[bookmark: _Toc198112154]2.1.1	Concept of Information Technology
Information technology refers to the new technology of gathering, storing, manipulating arid transforming of information. (Freuseel, 1996). According to Woherein (2000), information technology incorporates two main technologies or domains of study, namely; computer technology and telecommunication technology. Ikechuku (2000) also posted that information technology comprises of all the electronic infrastructure and facilities employed by banks to achieve competitive rendering of services and efficient data base management for effective control and management. According to Adevemi (1997), information technology is a systemized body of tools, techniques and infrastructure or generating, collecting, storing, processing transmitting data in information.
As mentioned earlier, the first domain of information technology is the computer technology. A computer is an electronic device that uses information on instructions provided to it for its data or information processing functions. It accepts data through its input unit, processes the data in its arithmetic and logic level, stores the data for future use in its memory unit and output the data through the output peripherals. This definition of a computer includes handled computers, palm top computer, mainframe computers as well as super computer, computer have thus empowered people not just by the increased functionality but because they have led to the liberation of individuals from mundane task or jobs they used to carried out.
The first attempt to automate the manual process of banks was in the late 1970s when banks such as United Bank of Africa and Standard Bank introduced the IBM 370 series of computer. Then entries were first written in input7 sheet and sent to the data control unit (DCU) for verification and the report were finally sent to the users having gone through several processes in the data control unit. During this period, processing was in small batches with the use of mainframes. The advent of computer network was witnessed in 1980. Banks began to develop information system through local metropolitan and wide area network (LAWS, MANS, AND WANS).
They introduced integrated banking application delivered through a wide area network in a real-time online model. The result of this was that customers could go to any branch of their banks in the country to transact their normal banking activities and would seem as if they never left their branches. This also led to a reduction in wasting time. While that was true with the new generation banks due to the non-automation of their banking services and the absence of online real time banking.
Today, almost all the banks in the country have implemented or are seeking to implement a wide area networking and real time online banking. They also realized that it is not enough to mostly implement a wide area network to help in running and integrated banking application but that networks (LANS AND WANUS) should also carry other application. They like becoming become means for intro-communication, group work, extra-communication and of gaining access to the rest of the world.
The other part of information technology telecommunication technology. While people have been communicate from time to time immemorial with words, store tablet, parchment and smoke signals, telecommunication is a newer and more powerful form of communication it is the technology that is used to bring about the communication of voice and data signals through some geographical distance through mediums like telephone, radio, microwave, fiber optics satellite. It started in 1837 with the invention of telegram by Samuel Morse. It was used to transmit information using electrical modules through a copper wire. Messages were transmitted by translating character in sequence of long or short electrical impulse (called dish and dishes) that is then transmitter to a recipient.
Allexander Graham Bell improved upon the telegram in 1896 which made it possible for voice signal to be converted to directly electrical energy which is then transmitted over a wire and later converted back to sound. This way telephone was brought into existence and that was the major starting point of telecommunication.
Today, telephones have become ubiquitous of offices and homes. They can not only be used in communicating voice but also data and multimedia of different data types. In fact telephones have become one of the communication channels through which data re-transmitted from a terminal to a computer or from a computer to a terminal with the assistance of a modem.
[bookmark: _Toc198112155]2.1.2	Concept of Banking
Banking is the business much like any other business. it has customers with which it transacts business. A bank provides certain services for its customers depositors and borrowers and in return receives payment from them in one form or another. It tries to earn a profit for its stock owners. In a simple way a bank according to Berry (1984) can be - defined as a deal to money and credit holding itself out to receive from the public deposit repayable on demand by cheque.


[bookmark: _Toc198112156]2.1.3	Commercial Banking
According to Simon (1981) commercial Banks are privately owned profit seeking firm. The accept demand deposits (often called current account) and time deposit (often called saving or deposit account). They transfer demand deposit among customers and banks when ordered and then place interest in return and also invest in interest earning financial asset.
[bookmark: _Toc198112157]2.1.4	Central Bank of Nigeria
All Central Banks perform more or less the same function, Berry (1984) states that the central bank is the agent of monetary policy. Monetary policy can be defined as the attempt to regulate the economy by regulating the supply of money and terms and availability if credit. The central bank of Nigeria is the bank to the Federal Government. It maintains close contact with the government of the 36 states of the federation in financial matters. Its responsibilities include issuing currency, safe guiding its value maintaining adequate value of level of eternal reserves, promotion of monetary stabilities and same financial structure in the federation.
Historical Background of Banking in Nigeria
The history of banking in Nigeria is as old as the history of colonization which dates backs to 19th century. For this purpose, earlier banks could be divided into foreign and indigenous banks.
Foreign Banks
Simeon (1981) state that the first commercial bank in Africa banking operation opened its first branch in Lagos in (1892).
Although the bank experienced some initial difficulties, according to Akinolu (1985), a new bank known as British Banking West Africa (BBWA) was established on 1883 with a capacity of GBP 1000 which was valued at (10000) during the same year. It was recognized in London as a limited liability company in West African countries like Ghana, Sierra Leone, e.t.c while the second Nigeria Branch was opened in 1900.
However, it is pertinent to note that another name Anglo African Bank was established in 1899 in Calabar by the UAC to complete with BBWA. The name of the bank was change to Bank of Africa with branches at Burutu, Jebba and Lokoja but due to violent competition and the monopoly for the important of silver from Royal mint enjoyed by BBWA, the bank was later sold but to BBWA in 1912. to day BBWA is known as first bank of Nigeria (FBN) plc.
Barclays bank (DCO) Dominion colonial and overseas. The bank came after BBWA and it is known as Union Bank of Nigeria Plc. In 19512, these two expatriate banks had all forty-six branches in West African and dominated the Nigerian Banking Service.
British and French Banks
According to Simeon and Oladej i (1981), the British and French Bank now called United Bank for Africa (UBA) plc was established in 1949 making it the third expatriate bank to dominate early Nigeria commercial banking. Those foreign banks came purposely to render services in connection with international Trade as their relation at that time was Chiefly with the expatriate trading company and with the government. They largely ignbred the development of local African entrepreneurship. From 1914 to the early 1930’s several abortive attempts were made to established locally owned and managed banks to break the foreign policy.
Indigenous Bank
Simeon and Oladeji (1981) explain that the industrial and commercial bank was set up in 1929 by the handful of patriotic Nigerians. It folded up in 1980 due to poor management and competition from expatriate banks. In 1931, another bank set up, the Nigerian merchant Bank was established which also went into liquidation in 1936 with great courage and planning, the same group of pioneers in 1938 launched the National Bank of Nigeria Limited, which was the first indigenous bank to survive.
According to Akinaju (1985), the next bank to be established was the Agbonmagbe Bank founded by Chief Otupe in 1945. this bank was taken over by the Western Government of Nigeria in 1969 with the name changed to WEMA Bank. It was stated by Nwachukwu (1980) that between 1947 end 1952 a total of 85 banks were registered without actually commercial operation. The African continental Bank (ACB) founded by Dr. Nmnamdi Azikwe was also established during this period.
The first banking legislation was passed in 1952 and despite, this banks still inquest in some malpractice which the banking act could not effectively control. Therefore, the need for a central bank to supervise and control the banks became more apparent. Thus the Central Bank of Nigeria comes into being in 1959. A new ordinance was promulgated in 1952 aimed at heightening of N 49,000. This was increased again in 1969 to N1.5million. Today, Nigeria has a wide variety of banks due to awareness of Nigerians as regarded the benefit to be derived from banking. Despite the success of banks in opening many branches all over the countries customers’ satisfaction could not be achieved because of low speed and inaccurate work being performed by the workers. Just about one and half decades ago, the Nigeria banks started applying computers in processing their data.
At this juncture, we need to have an insight of what it is and what are the capabilities which will be a necessary aspect. It is with this appreciation that further development be achieved.


[bookmark: _Toc198112158]2.1.5	Development of information technology in the Nigeria
Ever since 1892, when African Banking Corporation made a debit on Nigeria Financial market, no time has there been such a massive deployment of information Technology (IT). It is now in the banking industry.
Forces often alluded to this, change were the winds of deregulation of the banking industry in 1986 which unleashed innovation and unprecedented competitive spirit among participants in the sector. In addition, it was recognized through efficient and cost effective that the services could be relatively efficient and cost effective than the traditional face to face banking (ADUBA, 1997). JACKQUILOL 1999) putting it differently, information technology (IT) is a vital enabler that defines and refocuses competition such that its deployment in the right mix will anther quality and speed of services delivery.
Without doubt, this underscores customers new paradigm shift while in the past, they were contacted with any services the banks proffered to offer now they prescribe such services. Now customers are in likely to adopt and adapt to the so-called mass produced and mass marketing mytopia which characterized the pre- 1986 banking period. Now, they want bank products and services that meet their specifications. They are tired of sapping through mercies of meaningless advertisement or commercials that say little or nothing about the specific products/services which their banks could offer to solve their peculiar problems (Zeilner, 2000).
Just as information technology has provided limitless opportunities for banks in the area of a new products service and cut down turnaround time often associated with these products/services. It also creates unprecedented treats to them. Now a day, phrases like “shopping around” continues to make founds among bank customers than it was less than two decades ago.
With a clock of the mouse, it is possible for bank customer to bourse through countless web pages to find arrays of product/services and the prices offered by banks and non-bank competitor (ETIM, 2000).
[bookmark: _Toc198112159]2.1.6	Roles of Information Technology in the Nigerian Banking Industry
Information Technology (IT) as could be seen at the heart of economic and technological development of a nation. According to Topplier (1990) the world, as we know is changing dramatically in terms of the way we seen work, socialized, learn, shop and conduct business due to the widespread and increasing use of information technology giving rise to an entirely new system of wealthy creation.
According to Woheren (2000), it plays important roles in the economy as a whole and in the Nigerian banking industry in particular. Information Technology has become a major weapon that banks use in engendering competitive advantage since information has become the forth factor of production and in order to survive the highly competitive world if today banks are struggling to acquire new business and financial strength either to maintain or improve their share in the local and international business miller. In order to achieve this. many banks have installed the appropriate information to enable them reach better and faster decisions while devoting fewer resources and probably a fewer layers if management than banks that still adopt the conventional means of sharing information through exchanging paper, work, placing telephone calls and for gathering around a conference table in which plenty of time of expensive fact to face meeting and presentation are required to reach good decision.
Also, information technology has made it possible for banks to have greater participation in intra and international trade. The linking of countries of the World which has made the world a global village has created an environment when Nigerian banks do not compete only among themselves but also with banks in other countries of the world. Hence, it has made possible for Nigerian banks to have greater participation in intra and international trade than before through their participation in international trade, Nigeria banks have learnt new ways of carrying out banking activities arid have become more efficient and profitable.
Another role of information technology in the Nigerian banking sector is that it brings about increased efficiency and effectiveness in the industry its introduction has reduced the problems and limitation of the traditional labour- intensive method of carrying out banking operations and has; brought about changes in the quality and variety of services offered by banks. It has enhanced the speed of banking operations, information management, increase security and creditability of the industry.
It is evident today that the adaptation of information; technology by banks has facilitated easy flow and safe storage of information. According to Ikechukwu (2000) information technology Services, enhance decision-making process, reduce the strains in management and make operation more efficient and less cumbersome.
[bookmark: _Toc198112160]2.1.7	Problems of Information Technology in Nigerian Banks
In Nigeria, the use of computer has been more widespread in banks than in all other sector of the economy except perhaps the energy sector yet, the banks still have a long way to go in order to meet the standard of information technology use in banks in other part of the world.
There are many problems contrary banks in Nigerian in their use of information technology. Woherein ((2000) identified some of those problems to include lack of information technology management absence of information technology, strategies, lack of maintenance culture in the Nigerian public network and unhelpful government actions. Others are bank reluctance to collaborate and gimmicks of Vendors (Adeyemi, 1997).


System Downtimes
This is a chronic feature of Nigerian telecommunications infrastructure while banks have wide area networks (WANS) through which they can provide online real time services to their clients nationwide, they find that they cannot do so most if the time due to constraint link failures. From NITEL lines, which are often as a result of spikier and surges caused by NEPA’s inconsistent electronic power supply. The reason adduced by NITEL usually have to do with noisy services, damaged cables, damaged equipment and slow communication, speeds.
Another area is where systems purchased as a result of the solicitations rather than some prior determinable need of the banks. This is due to banks staffs lack of knowledge of their own needs and how to proactively seek to satisfy those need all by them. It is also due to lack knowledge of their industry. They therefore, often rely heavily on vendor to inform. Item of information technology solution out there in the market place that are “best” for their banking operations. Thus, the banks tend to react to information or proposals made or put to than by vendors. Instead of decoding their own information Technology needs and going but seek vendors that could meet those needs.
Management Lack knowledge on information technology
Just like most other companies or organization in Africa, many Nigerians banks introduced information technology system without proper feasibilities studies which specify requirements before embarking on a design codes are quickly bashed out and the complete system needs to be done in order to professionalize all the banks in Nigeria.
[bookmark: _Toc198112161]2.1.8	The absence of Information Technology Strategies
Most information technology in Nigeria banks operates in an ad hoe manner. The actual information technology needs are determined now projected. Usually, their no attempt to evolve short or medium terms plans for their information technology needs, bearing in mind the businesses strategies of their organization
Lack of Investment Capital
Funds can be used to buy new information technology and modernizations of existing system are generally n short supply. Whilst there are number of modem banking application in use, they are mainly the interpreted banking system, many Nigerians banks are yet to computerize most of their non-core banking processes. However, there is still a death of the use of technologies to improve products, enhance delivery channels, target the most profitable customers and strengthen services quality.
Lack OF the Basic Infrastructure and Facilities for the Exchange of Information
Standard package for the technical exchange of digital information like sophisticated and modern telecommunication exchange, internal gateway and backbones, internet pipes and backbones, satellites e.t.c and generally lacking in Nigerians a whole and not just in the banking sector. In such an environment even the most sophisticated bank information technology system will perform sub optimally.
Lack of knowledge of how to develop Information Technology System Internally
In all banks, most of the system in use were developed externally or one of the shelf banking application. There is a need to turn the information technologies department in banks into proper computer department by embarking upon the development of some of the systems in house and training their personnel.


Lack of internal maintenance skills or culture in Nigeria Public network
This had often led to frequent breakdowns in most of the equipment required for information exchange with its attendant inefficient in the banking sector.
Unhelpful Government Action
Government policies and decress have been known to be counter production to the development of certain key private telecommunication projects. Examples are the government face-off with UTS Ltd, and the slow space of government approvals for satellites and ratio transportation licenses years after the enabling decree was promulgated.
Banks Reluctance to Collaborate
Here in Nigeria the banks see any products or information technology as a means for acquiring a competitive edge over their competitors and would generally prefer not to share it. This parochial attitude of the banks is a limitation to the possibility of ensuring that the banks pursue the acquisition of the needed information technology jointly or in a concerted manner.
GIMICKS Vendors
Many systems are purchase as a result of solicitations or gimmilis of vendors rather than some determined needs of the bank. This is due to banks lack of knowledge of their own needs and how to pro-actively seek to satisfy those needs all by themselves. It is also due to lack of knowledge of the industry. They therefore often rely heavily on vendors to inform them of information technology solution out there in the market place that best for their banking operations. Thus, the banks tend to in act to information or proposals made or put to them by vendor instead of deciding their own information technology needs and going out to seek vendors that could meet those needs.


[bookmark: _Toc198112162]2.1.9	Observed impact of Information Technology on Banking Operations
Even with the level of information technology department in the banks, head offices of banks have continued to be in on dated with request in more staff, thus keeping management worried that they have not achieved the desired integration of front and back office. Functions. Their observation in adventently gives the impression that banks management has not succeeded in achieving job consolidation in their various institutions, but the fact of the matter is that according to say (1994), supply creates its own demand in which case the development of information technology has created its own special staff demand because the deployment has suddenly increased the propensity of customers and employees alike for more convenience more information and more of everything.
According to Oboh (2005), the installation of information technology had necessitated. Some radical organization restricting. In many banks, the information technology department was charged with the responsibility for the purchase of inchoate and software information technology infrastructure maintenance and administrative aspect of these functions.
However, since the staff of the information technology department were essentially technical people and could not handle administrative problems efficiently, certain functions had to be taken away from them.
For instance, in some banks now, the information technology department is just responsible for only information technology infrastructure maintenance and enhancement.
Banks have also been taking advantage of information technology to empower their field managers by devolving more and more responsibilities to the branches and area/regional offices by increasing their various limits. The stage is now set when the operation personnel of banks are not only conversant with the front office functions but also back office. The use of the software for many back office functions is yet to be fully exploited and there is partly a function of the general in adequate training, taro-phobia of many staff and the resistance of personnel to embrace new systems. Consequently the expected interface and synergy between technical people in the information technology departments and the operation personnel have not been maximized. This has generally made it difficult for operations personnel to continuously evaluate the performance of installed information technology infrastructural and pass appropriate information on their short comings to staff in it departments for rectification through either minor repairs, remodeling or reconfiguration. In some other cases, banks operations staffs have also been able to specify what information the software should produce on daily, weekly and monthly basis with result that the new systems reproduce a lot of information that nobody seems to have only need.
[bookmark: _Toc198112163]2.2	Theoretical Framework 
The theories that will guide this research are the theory of planned behavior and socio-technical systems theory. The Theory of Planned Behavior (TPB) proposes that a person's intention to perform certain behavior is the central determinant of that behavior because it reflects the level of motivation a person is willing to exert to perform the said behavior (Teece et al., 1997). A fundamental principle of socio-technical systems thinking is that a technology on its own has little meaning for purposes of organizational performance analysis. It can only be understandable in terms of the context in which it was embedded and the organizational goals or transformations that it serves or enables (Rothwell, 1992).
Socio-technical systems theory argues that a network of social relationships surround all working practices (cooperation among workers over the course of a task or activity, supervisory relationships, and general social interaction). Productive application of any technology relies heavily on the ability and willingness of users to employ it for worthwhile tasks. This study, applied the TPB model and sociotechnical systems theory as a theoretical background of the study.
[bookmark: _Toc198112164]2.3	Empirical Review 
Taleghani et al. (2013) examined the impact of information technology application on personal empowerment of social security organization in Guilan province Iran. The result of the study shows that there is significant relationship between hardware, software, network, database, and empowerment of employee.
Al-Azzawi and Altmimi (2015) investigated the effect of information and communication technology investment on the profitability of the Jordanian commercial banks. The result of the study indicated a positive effect between investment in information and technology and the performance of the Jordanian commercial bank. 
Akomea-Bonsu and Sampong (2012) examined the impact of information and communication technology (ICT) on small and medium scale enterprises (SMEs) in the Kumasi metropolis Ghana West Africa. The result of the study found significant positive relationship between ICT and small and medium scale enterprises.
A study by Ayatse (2012) investigated the impact of information communication technology (ICT) on corporate performance. The result of the study show that ICT has positively contributed to cooperated performance. Pirzada and Ahmed (2013) study the effect of new technology on firm business objective. The result of the study indicate that new technology have a strong relationship with firm business objective. 
Hawajreh and Sharabati (2012) investigated the impact of information technology on knowledge management practice in Jordan. The result of the study shows that there is positive and significant relationship between information technology and knowledge management practice. (Onu et al., 2015) examined the effect of information communication technology investment on organizational productivity and growth of small and medium scale enterprises in developing countries. The result of the study shows that positive and significant effect exists between independent variable and dependent variable of the study.
Hailu (2014) determine the impact of information system (IS) on organizational performance with reference to ethio-telecom Southern region, Hawassa, Ethiopia. The result of the study show that top management commitment facilities, skilled man power, information ethic, quality system, user perception, significantly affect organizational performance. Another similar empirical study show that information and communication technology have significant positive effect in innovation activities of companies Penalba (2015).
Similar study by Alabar and Agema (2014) indicated that the information and communication technology have significant influence on customer satisfaction. 
Sepehrdoust and Khodaee (2013) found positive and significant effect between ICT and employment selected of Selected OIC Countries. 
Olise et al. (2014) investigated the determinant of ICT adoption for Improve SMEs performance in Anambra state Nigeria. The result indicated that there is positive and significant relationship between dimension and SMEs performance. Binuya and Aregbehola (2004) findings of the study indicated that the use of ICT increased return on capital employed as well as return on asset of south African banking industry and the study discover more of the contribution come from ICT cost efficiency.


[bookmark: _Toc198112165]2.4	Gap in Literature
Despite the increasing attention on the role of information technology (IT) in enhancing banking operations, several gaps still exist in the current body of literature—particularly in the Nigerian context.
Limited Case-Specific Analysis: While various studies have broadly addressed IT adoption in Nigerian banks, few have provided in-depth, institution-specific analyses. There is a noticeable lack of comprehensive studies focusing on First Bank of Nigeria Plc, especially with respect to recent technological innovations and their direct effect on productivity, customer satisfaction, and operational efficiency.
Inadequate Coverage of Recent Technological Advancements: Much of the existing literature emphasizes legacy systems such as ATMs and basic online banking. However, there is limited research on how emerging technologies like mobile banking apps, artificial intelligence (AI), digital onboarding, blockchain, and data analytics are transforming banking services in Nigeria.
Neglect of Employee and Operational Impact: Most studies have focused on customer satisfaction and external performance outcomes, with insufficient emphasis on how IT impacts internal operations, staff efficiency, and employee adaptation in Nigerian banks.
Geographical and Demographic Bias: Several past studies are concentrated in major commercial cities such as Lagos and Abuja, creating a geographic gap. There is a need to explore the impact of IT on banking services in other regions and among diverse customer demographics.
Lack of Longitudinal Studies: The dynamic nature of technology demands continuous evaluation. However, longitudinal studies tracking the impact of IT on banking performance over time are scarce. Most research presents a snapshot analysis, which may not reflect ongoing trends or shifts in IT implementation.

Policy and Regulatory Considerations: There is minimal discussion on the regulatory challenges, cybersecurity concerns, and data protection issues that banks face as a result of IT adoption. This gap is crucial in understanding the full scope of IT’s impact in the Nigerian financial environment.
Addressing these gaps, this study focuses on the specific case of First Bank of Nigeria Plc, examining both customer-facing and operational impacts of IT. It seeks to bridge the knowledge divide by evaluating contemporary technologies, capturing staff and customer perspectives, and offering policy-relevant insights into IT’s role in the evolving Nigerian banking sector. 
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CHAPTER THREE
[bookmark: _Toc198112167]3.0	Research Methodology
This chapter comprises activities the researcher carried out in order to solve problem acceptable solution(s) to the research problems. To explain the research design population of the study, sample size and sampling technologies, instrument adopted for the study as well as the method of analysis used in the research.
[bookmark: _Toc198112168]3.1	Research Design
The research design adopted in this study is the survey method. This method provided for an intensive analysis of the case study upon which generalization can be made. First Bank of Nigeria Plc, Ilorin was used as a case study.
[bookmark: _Toc198112169]3.2	Population of the study
The population of the study comprises of both the staff and customers of First Bank of Nigeria Plc, Ilorin Kwara State. The conclusion of this project was based on the response of these groups.
[bookmark: _Toc198112170]3.3	Sample size and sampling techniques 
The population size of the study was the total number of workers at various cadres of the First Bank of Nigeria Plc, Ilorin, however, the sample size was restricted to forty (100) staffs and one hundred (100) customers of First Bank of Nigeria Plc, Ilorin.
[bookmark: _Toc198112171]3.4	Research instrument
Both primary and secondary data were used for the purpose of this study. The primary data was sourced through the use of questionnaires while the secondary data was sourced from textbooks, journals, annual reports arid account of the case study and other relevant literature.


[bookmark: _Toc198112172]3.5	Reliability of the instrument
The questionnaire was administered on a small group of respondent and the administration was repeated after two weeks. The responses were scored accordingly and person moment coefficient was employed to correlate the two scores. The result shows that the reliability level of the instrument was 0.6 and this is high enough.
[bookmark: _Toc198112173]3.6	Method of data analysis
Data analysis was carried out with the use of both descriptive and inferential statistics. Descriptive statistics involve the use of sample percentage and frequency counts while inferential statistics involve the use of Vt test at a  level of 0.05 t is computed using the formula:
Where t is the test statistics
X = U

X = the Mean
 = Standard Deviation
N = Population
DECISION: If the observed value is greater than the critical value, there is significant differences and if otherwise not significant.
[bookmark: _Toc198112174]3.7	Historical background of the case study
First bank of Nigeria Plc for over a century has distinguished itself as a leading financial institution and a major contribution to the economic advancement and development of Nigeria.
The bank was incorporated as a limited liability company on March 31, 1984, with Head office in Liverpool by Sir Alfred Jones, a shipping magnate. It stated business in the office of Elder Dampster and company in Lagos under the corporate name of the Bank for British West Africa (BBWA) with a paid up capital of 12,000 pounds sterling, after absorbing its predecessor the African Banking corporation, which was established earlier in 1892. In its early years of operations, the bank recorded an impressive growth and worked closely with the colonial government in performing the traditional functions of Central Bank, such as issue of specie in the West African Sub-region.
To justify its West African coverage, a branch was opened in Accra, Ghana in 1896 and another in Freetown Sierra Leone in 1898. These marked the genesis of the Bank international banking Operations. The second branch of the bank in Nigeria was in the old Calabar in 1900 and two years later, services were extended to northern Nigeria.
To reposition and take advantage of opportunities in the changing environment, the Bank had at various times embarked on restricting initiatives. In 1g57, it changed its name from Bank of British West Africa to Bank of West Africa. In 1969, the bank was incorporated locally as the standard Bank of Nigeria limited in line with companies Decree of 1968. Changes in the name of bank also occurred in 1979 and 1991, to First bank of Nigeria Plc, respectively. In 1985, the bank introduced a decentralized structure with five regional administrations.
To further enhance the bank’s operational efficiency, this was reconfigured into sixteen area office in 2003, in view of the foregoing. It was therefore, a natural progression when in 2001, the Bank began the process of transforming it corporate identity to reflect its rejuvenated focus. The transformation process which began in earnest in 2001 gained momentum in 2003 and was launched on Tuesday, April 27, 2004 with the introduction of a new corporate identity.
First bank got listed on the Nigerian Stock Exchange (NSE) in March 1971 and has won the NSE presidents Merit Award eleven times for the best financial report in the banking Sector.
In conclusion, the bank has adopted the use of Information Technology (IT). This is evidenced by an online, real time, integrated networks which enables customers to access their account and transacts business from any of its business offices regardless of where the accounts is domiciled.
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CHAPTER FOUR
[bookmark: _Toc198112176]4.0	DATA PRESENTATION, ANALYSIS AND PRESENTATION 
[bookmark: _Toc198112177]4.1	Introduction
This chapter is made up of the presentations and analysis of the data collected through responses to questionnaires administered for the purpose is simplicity, the analysis was done through the use of tables, simple percentage and two hypothesis formulated in chapter one were tested using t — test method.
[bookmark: _Toc198112178]4.2	Analysis of Questionnaires Administered
In order to collect data for this research work, hundred copies of questionnaires were distributed out of which all were returned duly completed.
Table 4.1: Analysis of questionnaire administered
	Distributed
	Number
	Percentage

	Returned
	100
	100

	Not returned
	-
	-

	Total
	100
	100


Source: Field Survey, 2025
[bookmark: _Toc198112179]4.3	Analysis of Personal Data of Respondents
The following table shows the analysis of personal data of respondents.
Table 4.1: Management level
	Management level
	Respondent
	Percentage

	Low
	12
	12

	Middle
	60
	60

	Top
	28
	28

	Total
	100
	100


Source: Field Survey, 2025
The table above show that 12 respondents representing 12% are in the low level of management, 60 respondents represent 60% are in the middle level of management while 28 respondents representing 28% are in the Top level of management
Table 4.2: Frequency distribution of educational Qualification of respondents
	Qualification
	Respondent
	Percentage

	WASSC/SSCE
	5
	5

	ND/NCE
	35
	35

	HND/Bsc
	35
	35

	M.sc/2nd Degree
	20
	20

	Other qualifications
	5
	5

	Total
	100
	100


Source: Field Survey, 2025
The table above shows that 5 respondents representing 5% were WASC/SSE holder, 35 respondents representing 35 I were ND/NCE holders, 35 respondents representing 35% were HND/B.SC holders, 20 respondents representing 20% were M.SC 2nd Degree holders while 5% respondents representing 5% were other qualification.
This distribution enables reliance to be placed on data supplied by the respondents because they are welt informed to give realizable responses.
Table 4.3: Frequency distribution of respondents working experience
	Year
	Respondent
	Percentage

	1-5
	40
	40

	6-10
	35
	35

	10 and above
	25
	25

	Total
	100
	100


Source: Field Survey, 2025
The above table indicate that 40 respondents representing 40% were between 1 and 5 years of working experienced, 35% were between 6 and 10 years of working experience while 25 respondents representing 25% were 10 and above of working experience years.
This indicates that respondents have required sufficient experience to understand the meaning of the subject matter of their organization.
[bookmark: _Toc198112180]4.4	Analysis according to research questions
The following tables show the analysis of respondents to research question in the questionnaire.
Table 4.4: Frequency distribution on whether the banking automation system has helped to improve the bank customer relationship or not
	Option
	Respondent
	Percentage

	Strongly agree
	75
	75

	Agree
	20
	20

	Neutral
	5
	5

	Disagree
	-
	-

	Strongly disagree
	-
	-

	Total
	100
	100


Source: Field Survey, 2025
The above table shows that 100 respondents representing 100% agree that banking automation system helped to improve the bank customer relationship., while 5 respondent representing 5% were neutral.


Table 4.5: Frequency distribution on whether the use of automation system in your bank has made the job to become easier or not?
	Option
	Respondent
	Percentage

	Strongly agree
	60
	60

	Agree
	30
	30

	Neutral
	10
	10

	Disagree
	10
	10

	Strongly disagree
	-
	-

	Total
	100
	100


Source: Field Survey, 2025
The above table shows that 90 respondent representing 90% were agreed that the use of automated system has made job to become easier while 10 respondents representing 10% were neutral.
Table 4.6: frequency distribution on whether the information technology (it) has brought about the efficient and effective data processing in your bank or not?
	Option
	Respondent
	Percentage

	Strongly agree
	30
	30

	Agree
	40
	40

	Neutral
	-
	-

	Disagree
	30
	30

	Strongly disagree
	-
	-

	Total
	100
	100


Source: Field Survey, 2025
The above table shows that 70% respondents representing 70% were agree that IT has brought about the efficient and effective data processing in their bank while 30% respondent were neutral.
Table 4.7: Frequency distribution on whether the it has any impact on the skill of their personnel or not
	Option
	Respondent
	Percentage

	Strongly agree
	48
	48

	Agree
	12
	12

	Neutral
	27
	27

	Disagree
	10
	10

	Strongly disagree
	3
	3

	Total
	100
	100


Source: Field Survey, 2025
The table above shows that 50% of respondent were of the opinion that the IT has impact on the skill of their personnel, 27% respondents were neutral while 13% of respondents were disagreed, that the IT has no impact on the skill of their personnel.
Table 4.8: Frequency destitution on whether the government policy has impact on the introduction of I.T
	Option
	Respondent
	Percentage

	Strongly agree
	23
	23

	Agree
	12
	12

	Neutral
	35
	35

	Disagree
	5
	5

	Strongly disagree
	25
	25

	Total
	100
	100


Source: Field Survey, 2025
The above table shows that 35% of respondents were of the opinion that the govt. policy has impact on the introduction of IT, 35% were neutral while 30% were of disagree With the opinion that the govt. policy has no impact on the introduction of IT.
Table 4.9: Frequency distribution on whether their bank has enough information technology or not
	Option
	Respondent
	Percentage

	Strongly agree
	55
	55

	Agree
	20
	20

	Neutral
	15
	15

	Disagree
	5
	5

	Strongly disagree
	5
	5

	Total
	100
	100


Source: Field Survey, 2025
The tables above shows that the 75% of respondents were agree that their bank has enough information technology, 15% of respondent were neutral while 10% of respondent were disagreed.
Table 4.10: frequency on whether the respondent agree that the financial constraint has effect on the introduction of i.t or not
	Option
	Respondent
	Percentage

	Strongly agree
	62
	62

	Agree
	33
	33

	Neutral
	-
	-

	Disagree
	5
	5

	Strongly disagree
	-
	-

	Total
	100
	100


Source: Field Survey, 2025
The above table shows 95% of respondent were agreed that the financial constraint has effect on the introduction of IT while 5% of respondents were disagreed.
Table 4.11: frequency distribution on whether their bank has internal maintenance skill or culture in Nigeria public network
	Option
	Respondent
	Percentage

	Strongly agree
	39
	39

	Agree
	51
	51

	Neutral
	10
	10

	Disagree
	-
	-

	Strongly disagree
	-
	-

	Total
	100
	100


Source: Field Survey, 2025
The above table shows that 90% of respondents were agreed that their bank has skill or culture in Nigeria public network while 10% of respondent disagreed.
Table 4.12: frequency distribution on whether bank can compete favorably in the global financial market or not
	Option
	Respondent
	Percentage

	Strongly agree
	13
	13

	Agree
	37
	37

	Neutral
	21
	21

	Strongly disagree
	10
	10

	Total
	100
	100


Source: Field Survey, 2025
The table above shows that 50% of respondent were agreed that the bank on complete favourable in global financial market, 21% were neutral, while 29% of respondent were disagreed.
INTERPRETATION OF RESULT
Ho: A customer’s choice of bank does not depend on the level of information banking services, the above hypothesis will be tested using question 7, 8 and 9.
Analysis of respondent to question 7, 8 and 9
	Question
	5
	4
	3
	2
	1
	Total

	7
	48
	12
	27
	10
	2
	100

	8
	23
	12
	35
	5
	25
	100

	9
	55
	20
	15
	5
	5
	100



Computation of t-test hypothesis
	Question
	5
	4
	3
	2
	1
	Total
	N
	X

	7
	240
	48
	81
	20
	3
	392
	100
	3.92

	5
	115
	48
	105
	10
	25
	303
	100
	3.03

	9
	275
	80
	45
	10
	5
	45
	100
	4.15



Calculation Of X
	X
	X-X
	(X-X)2

	3.29
	0.22
	0.0484

	3.03
	0.69
	0.4489

	4.15
	0.45
	0.2025

	11.1
	
	0.06998

	X3.7
	
	



Formular
X - U
  
Vn -1
X – u
∑ (x –x)2
VN – 1
VN – 1
  = V0.6998 = 0.3499 = 0.25
V3-1	V2
= V0.25 = V0.25 = 0.177
V3.1 V2
= 3.7 – 2.5 = 6.81
0.177
Decision
Since the computer value of 6.81 is representing 20% were M.SC / 2nd Degree holders with 50% respondents representing 5% were other qualification.
This distribution enables reliance to be placed on data supplied by the respondents because they are well informed to give realized responses.


[bookmark: _Toc198112181]CHAPTER FIVE
[bookmark: _Toc198112182]5.0	SUMMARY, CONCLUSION AND RECOMMENDATION
[bookmark: _Toc198112183]5.1	Summary
This research work has critically examined the impact of information technology on the Nigeria banking sector, the sector that mostly makes use of information technology in Nigeria economy.
	This widespread use of information technology in the Nigeria banking industry is as a result of the deregulation and its consequent banks and other financial institutions increase volume of services, customer sophisticated and globalization of financial services.
	It reveals the various technological development that have been adopted by banks in activities to effectively and efficiently render their services and the various application areas of information technology in the Nigeria banking sector. The researcher work also reveal how the bank had been taking the advantages of information technology to empower their field manager by devolving more and more responsibilities to the branches and area regional offices by increasing their various limits.
It give us the information on how the information technology has made it possible for banks to have greater participation in internal and international trade.
	The method of data collection use in this research work include primary and secondary data.
The primary data consist of questionnaires which were to work in the low, middle or top management level of the case study, while the secondary data were collected from textbook, journals, articles and annual reports of the case study.
The lastly, the data collected from respondents were analyzed and subjected to statistical test using t-test method to know the acceptability or other wise of the hypothesis formulated in chapter one.
From the analysis and interpretation carried out, the following outcome was recorded.
i. The customer’s choice of bank depend on the level of information technology (IT) driven banking services.
ii. The information Technology (IT) has brought about the efficiency to the operation of the Nigeria banking industry	
[bookmark: _Toc198112184]5.2	Conclusion
Based on the study carried out on this research, one may conclude that IT has played and will continue to play a very important role in the Nigeria banking sector. It notes that bank were converting existing branches to new banking application software had its implication in terms of the cost of hardware, software and ICT human capacity building.
Banks in Nigeria have responded to the society’s pressure on them to discharge efficiently, their core functions of deposit mobilization, credit extension (project financing) and payments facilitation while the timely adoption of such development; or equably in the fastest growing sector in Nigeria confers enormous benefits on the economy, it imposes huge costs and responsibilities on the banks. This is a classic situation of extended economics for which public finance theory recommends some subsidy to the economic agent conferring the benefit on society. The class for subsidizing the IT development of banks is also justified on some other grounds including the phenomena opportunity costs which public utilities failure impose on the banks (e.g. electricity, telecommunications, security firefighting services, e.t.c)


[bookmark: _Toc198112185]5.3	Recommendations
In line with problems and risk involved in the adoption of IT, the following suggestions may be of assistances.
1. Banks should come together to collaborate in sourcing some new and common technologies such as VSAT.
2. The need to professionalized IT systems development, use and management in Nigeria banks.
3. The need to build a better and more optimal infrastructure that will serve as a backbone for communication within the banks.
4. Government should assist banks on their IT development by enhancing them concessions in the form of lower corporate tax, tax holiday and exemptions.
5. The Nigerian government can also borrow from Indian which as now become the software silicon valley of the world. Today, India is arguably the world’s largest exporter of software and hardware and this is achieved through governments’ deliberate incentives for software developments.
[bookmark: _Toc198112186]5.4	Suggestion for further studies
Based on the findings of this research of IT in the Nigerian banking industry can be fraud prone, potential researchers should try to look into issue like it and crime management in the Nigeria Banking and other sectors.
[bookmark: _Toc198112187]
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