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CHAPTER ONE
INTRODUCTION
1.1	BACKGROUND TO THE STUDY
Before the emergence of modern banking system banking operations was manually done and this may have led to a slowdown in the settlement of transactions. This system involved posting transactions from one ledger to another manually. Counting of money was done manually which were sometimes not accurate and these may have resulted to errors. Most banks then used only one or few analog computers in carrying out their transactions and this of course did not ameliorate the sluggish nature of banking transactions.
Electronic banking is the use computers and telecommunications to enable banking transactions to be done by computer or telephone instead of human interaction. (Before the early 1980s, it really took off with the arrival of the world- wide-web when traditional banks offered their clients account access online while some new banks started). It features include: automated teller machines (ATM), electronic fund transfers for retail purchases, automatic payroll deposits and bill payments or direct deposit of pay cheques into chequing or saving accounts. Some banks offer home banking, whereby a person with a personal computer can make transactions either via direct connection or by accessing a website. Through the computer-and-telephone based systems, bank customers can check deposits, move money from one account to another, pay bills, set up new accounts, request for loans, and invest spare cash any time of the day or night. Electronic banking has vastly reduced the physical transfer of paper money and coins from one place to another. Electronic fund transfer now involves many different types of transactions. It uses computer and electronic technology as a substitute for cheque and other paper transactions. This was initiated through devices like cards or codes that let you access your account. Many financial institutions use ATM or debit cards, pay by phone and personal identification numbers (PINS) for this purpose.
Information technology (IT) is now the most important factor in the development of banks, influencing all aspect of banking activities (Mahdi and Mehrdad, 2010). Berger (2003) opined that the utilization of information technology has increased in service industries particularly the banking industry as it assist financial organizations deliver high quality service to client with less effort. This has led to the adoption of Electronic-banking (E-banking). Onyediemekwu and Oruan (2013) defined Electronic Banking System as a technological banking system that ensures the execution of information and enables customers assess banking services using electronic devices(s) or Information and Communication Technology (ITC). It involves the use of Computers (Internet Banking), Personal Data Assistants (PDAs), Mobile phones (Mobile Banking and Mobile Money), Point of Sales Terminal (POS), Computerized Credit Rating, Smart Cards and Electronic Data Interchange (EDI), ERP and Automated Teller Machines (ATMs).
Nigeria did not embrace electronic banking early, compared to developed countries of the world. In the year 1986, Society General Bank of Nigeria (SGBN) introduced online, real-time banking within its 5 branches in Lagos metropolis. However, many of the Nigerian banks adopted electronic banking system in the early 2000s. Today the ATM, Mobile, Web, and POS are major e-payment instruments currently in use in Nigeria. In the recent years electronic banking has been viewed as a driving force that is changing the landscape of the banking industry fundamentally, in particular, towards a more competitive industry. E-banking has blurred the boundaries between different financial institutions, enabled new financial products and services and made existing financial services available in different packages (Agbala, 2008).
Before the introduction of electronic banking system, the use of raw cash transactions was said to have bred armed robbery and corruption through the ‘cash and carry syndrome’ usually linked with the swift movement of Ghana must go bags by some unscrupulous individuals. Today electronic fund transfer allows money to be sent by one party in a destination to another party located differently through money transfer agent while the sender may have paid physical cash at the money transfer agency, the cash does not move physically, what move is information.
1.2	STATEMENT OF THE PROBLEM
	Most developed and some under developed countries have witnessed success stories in this century in banking technology, such technologies like the ATMs, Local Area Networks (LAN), Wider Area Networks (WAN), credit cards, electronic point of sales (PoS) systems, imaging systems, information filling systems, integrated banking system and client information filling (CIF) systems are now being routinely used by many banks to ensure a more efficient and effective operations.
The electronic banking instruments or products like Automated Teller Machine (ATM), Mobile, internet (Web), and point of sales (POS) are the major e-payment instruments .in Nigeria, the evidence is captured in the Central Bank Statistical bulletin published annually. The application of these instruments over the years may have impacted negatively or positively on the intermediation efficiency of the Nigerian economy, hence the need for this paper. This study seeks therefore to empirically address the implications of electronic banking instruments on the intermediation efficiency
1.3 RESEARCH QUESTIONS
I. What is the level of application of e-banking services in Nigeria banks?
II. In what ways has electronic payment improved customer satisfaction in banks? 
III. How has e-payment systems impacted on the banking industry and also the Nigeria economy?
IV. What are the major problems associated with the development of electronic banking system in Nigeria?
1.4	OBJECTIVES OF THE STUDY
The aim of the study is to examine the impact of electronic banking and implication on the economy of Nigeria 
I. To ascertain the extent of application of e-banking services in Nigerian banks
II. To assess the efficacy of electronic banking activities in enhancing customer satisfaction 
III. To evaluate the impact of e-payment systems in the banking industry and also the Nigerian economy.
IV. To evaluate the major problems associated with the deployment of electronic banking system in Nigeria.
1.5	RESEARCH HYPOTHESIS
H01: there is no application of e-banking services in Nigeria banks 
H02: e-payment system has no significance relationship with banking industry  
H03: there is no problem associated with the deployment of electronic banking system.
1.6	SIGNIFICANCE OF THE STUDY
Electronic banking in our economy today is a welcome development and also its impacts in the society are over-whelming, so thus research is significance in so many ways. It will expose the strength and weakness of electronic banking. It will motivate banks and other economic agents to computerize their services.
Knowledge in the area of electronic banking will be advanced. Apart from contributing to the knowledge of electronic banking, it forms a reference for future research in this area.

1.7	SCOPE OF THE STUDY
This research is on the role of electronic banking and the implication on economic of Nigeria banks using Access bank PLC as the case study and it covers the various forms of payment and electronic systems used by banks.
In the course of carrying out the study, some challenges were encountered by the researcher that stood as limitation to the study.
1.8	LIMITATIONS OF THE STUDY.
	Like every other research work, a lot of things posed as limitations to the research. They include;
Financial: the present economic constraint in the country makes it difficult for some families to feed well. Parents are faced with the difficulty of training their children, especially those who have children in the university find it difficult to pay school fees much more sponsoring the research project work. The researcher of this project is not an exception. So also, she uses limited resources within her reach to make his research work a reality.
Time: The interval between choosing of project topic, the submission of the project and the preparation for the degree exams is very infinitesimal, but these are mandatory activities and hence, the researcher was deprived of many other activities to ensure their fulfillment.
Attitude of workers: Owing to the fact that so many workers (employees) are not aware of what research is all about and it is important they have non-challant attitude towards the researcher making it difficult for her to get the information needed.  
1.9	OPERATIONAL DEFINITIONS OF TERMS
Bank: Business that keeps money for individual people or companies, exchanges currencies, makes loan and offers other financial services.
Electronic Banking: The use of computers ad related networks/devices to carry out transfers of money and other banking transactions. 
Economic: is the social science that studies the production, distribution and consumption of goods and services.
Cashless society: society that does not use cash a theoretical society in which consumers purchase all goods and services by credit card or electronic funds transfer, without the use of cash.  


CHAPTER TWO
LITERATURE REVIEW
2.1	CONCEPTUAL FRAMEWORK
2.1.1	E-BANKING AND BANKS EMPLOYEES’ JOB SECURITY 
Modern companies, particularly, banks have resorted to the automation of processing capabilities and the substitution of labor intensive process by machine processed applications. Rifklin (1995) noted that new and more sophisticated software technologies are going to bring evaluation over closer to the new workerless world. He then concludes that information technology otherwise refers to as e-banking has been used to deskill, discipline and displace human labor in a global speed up of unprecedented proportions. 
The modern banking service place more emphasis on technological innovations to improve service delivery and high level of customers’ satisfaction; and this however increases the level of employees’ job insecurity by rendering some skills obsolete and demanding high level of skill in information technology (Olusegun, Ishola & Hammed, 2011). They pointed out that adoption of e-banking leads to loss of jobs and early retirement of employees in Nigerian banking sector. Similarly, they asserted that adoption of automated teller machine and other e-payment system effect job stability and employment of teller officers in the Nigerian banking sector. Modern day banking services emphasize on the usage of technological innovations to improve service delivery and increase customers’ satisfaction. This explains why we experienced high level of job insecurity among employees in the modern-day banking industry. 
2.1.2	E-BANKING AND CUSTOMERS’ SATISFACTION 
Agboola (2001) studied the impact of computer automation services and discovered that electronic banking (e-banking) has tremendously improved the services of some banks to their customers in terms of satisfaction in Lagos. He averred that e-banking provided customers with a wide range of financial benefits such as lower transaction handling fees, higher deposit rates, opportunities to win prizes and extra credit card bonus points. It allows customers to save time by conducting their transactions quickly without having to queue up and to use paper documents. E-banking offers customers the opportunities to interchange electronic data to communicate with bank staff with a view to enhancing customers’ satisfaction. 
Customers’ complaints are part of the business life of any corporate entity. This is more so for banks because they are service organizations, customer service and satisfaction should be prime concerns of the banks. The banks believe that providing prompt and efficient service is essential not only to attract new customers but also to retain existing one. Adewuyi (2013) noted that customers’ complaints, grievances and dissatisfaction can be reduced by banks through proper service delivery and review mechanism. Prompt service delivery has been described to be one of key performance indicators of corporate organizations including banks. The extent to which customers of banks are satisfied with the service rendered has impact on the overall performance and must be seriously taken by players of the industry. Quality of services is a key determinant of customer satisfaction and customer loyalty. E-banking is expected to improve banks service delivery in a form of transactional convenience, saving of time, quick transaction alert and cost savings, ultimately customers’ satisfaction. Thus, the extent to which e-banking is correlated with banks customers’ satisfaction is worth evaluating. This is what this present study seeks to achieve.

2.1.3	E-BANKING AND SECURITY OF FINANCIAL TRANSACTIONS 
Security of financial transactions being executed from some remote locations and transmission of financial information over the air are the most complicated challenges affecting e-banking in Nigeria. It is one of the needs that should be addressed jointly by mobile application developers, wireless network service providers and the banks’ information technology departments. Several banks in Nigeria have lunched the mobile banking services that enable customers to carry out simple transactions based on short message service technology with customers’ mobile phones serving as the terminals. Such transactions include account balance enquiries, funds transfers between customers’ own accounts and to other accounts within the same bank, transaction tracking and third party payments such as bills payments, cheque book request and balance confirmation. The security controls used are pin code and pass code identification (Adewuyi, 2013). Also, to enhance effective security measure, banks have since been upgrading their ATM cards from the magnetic stripe to the Euro-Visa-Master card standard, popularly known as Verve Card (www.businessdayonlinc.com). This latter technological device is more fraud resistant because all the data of the customer are recorded on the chip. The union of technology and finance has recorded huge success and has impacted on financial transactions. E-banking system has become the main technology-driven revolution in conducting financial transactions. However, banks have made huge investments in telecommunication and electronic systems, users have also been validated to accept e-banking system as useful and easy to use (Adesina & Ayo, 2010).
2.1.4 	CHALLENGES OF E-BANKING 
Banking organizations have been delivering electronic services to consumers and businesses remotely for years. Electronic funds transfer, including small payments and corporate cash management systems, as well as publicly accessible automated machines for currency withdrawal and retail account management, are global fixtures. However, the increased world-wide acceptance of the Internet as a delivery channel for banking products and services provides new business opportunities for banks as well as service benefits for their customers (BCBS, 2001). Notwithstanding the significant benefits of E-banking and its capabilities, it carries risks and challenges which must be recognized and managed by banking institutions in a prudent manner.
The speed of change relating to technological and customer service innovation in E-banking is unprecedented. Historically, new banking applications were implemented over relatively long periods of time and only after in-depth testing. Today, however, banks are experiencing competitive pressure to roll out new business applications in very compressed time frames, often only a few months from concept to production. This competition intensifies the management challenge to ensure that adequate strategic assessment, risk analysis and security reviews are conducted prior to implementing new e-banking applications (BCBS, 2001).
E-banking increases banks’ dependence on information technology, thereby increasing the technical complexity of many operational and security issues and furthering a trend towards more partnerships, alliances and outsourcing arrangements with third parties, many of whom are unregulated. This development has been leading to the creation of new business models involving banks and non -blank entities, such as Internet service providers, telecommunication companies and other technology firms (BCBS, 2001). The Internet is ubiquitous and global by nature. It is an open network accessible from anywhere in the world by unknown parties, with routing of messages through unknown locations and via fast evolving wireless devices. Therefore, it significantly magnifies the importance of security controls, customer authentication techniques, data protection, audit trail procedures, and customer privacy standards (BCBS, 2001). Other E-banking related problems are user error, bad internet connections, access problems and security issues. Most of these problems may or may not outweigh the benefits.

2.2	THEORETICAL FRAMEWORK
Emerging information technology tremendously affects the growth and flexibility in the user friendliness of electronic banking (Nadim & Begum, 2008). In recent times electronic banking has been highly appreciated in the banking sector service provision, and especially in online banking services. Foreign as well as local banks are adopting online banking system to enhance their services. They have adopted superior technology through automated transaction systems for attracting clients and offering inter-branch and inter-bank networking.
Nadim and Begum (2008) observe that these systems seem neglected by the customers, in spite of rigorous efforts by the banks. It is perceived that in e-banking customer impression is quite vital for successful e-banking service delivery. The banking sector has tried to collect more information to discern factors that endear customers to online banking (Gerrard & Cunningham, 2003; Sathye, 1999). Various authors have proposed different models on customer online banking adoption. These models comprise of technology acceptance model that has its origin from theory of reasoned action, which has become the most widely used, and the theory of planned behavior
2.2.1 TECHNOLOGY ACCEPTANCE MODEL
This model is at times referred to as Technology Acceptance Theory (TAT) it addresses the adoption behavior of customers which is usually assessed by the aim to use a specified system which is predicated on the impression of its usefulness and the convenient usability of the system. Previous authors researched on the fundamental construct of TAMs validity in forecasting the acceptance of individual’s and noted that TAMs fundamental construct does not wholly address the explicit effect of technology and the usability factors that actually influence the user’s acceptance (Moon & Kim, 2001). Davis, 1989 contents that expected usefulness is usually termed as an individual belief to improve the degree job performance by the application of modern technology of information system. Perceived effortlessness of use shows how easy an individual learns the operations of the emerging technology and information system. The model emphasizes the positive impact of perceived simplicity of use on the impression of the system’s usefulness (Gefen, Karahanna, & Straub, 2003).
This model is at times referred to as Technology Acceptance Theory (TAT) it addresses the adoption behavior of customers which is usually assessed by the aim to use a specified system which is predicated on the impression of its usefulness and the convenient usability of the system. Previous authors researched on the fundamental construct of TAMs validity in forecasting the acceptance of individual’s and noted that TAMs fundamental construct does not wholly address the explicit effect of technology and the usability factors that actually influence the user’s acceptance (Moon & Kim, 2001). Davis, 1989 contents that expected usefulness is usually termed as an individual belief to improve the degree job performance by the application of modern technology of information system. Perceived effortlessness of use shows how easy an individual learns the operations of the emerging technology and information system. The model emphasizes the positive impact of perceived simplicity of use on the impression of the system’s usefulness (Gefen, Karahanna, & Straub, 2003).
2.2.2.	THEORY OF PLANNED BEHAVIOR
	This theory taken in the notion of perceived behavioral control to advance the theory of reasoned action predictive power. It is therefore founded on the fundamental factors of attitude and behavioral control. These variables are perceived to positively impact on persons’ behavioral intentions, which instigate an individual’s actual action (Ogare, 2013). A person’s valuation of self-performance is viewed as attitude. One’s supposed ease or difficulty of accomplishing specific behaviors is viewed as perceived behavioral control. Subjective norm is supposed to be an individual’s opinion about specific behavior, predisposed to others perception. Perceived behavioral control, subjective norms and attitude are seen as behavioral intention influencing variables. This hints at the individual’s willingness to undertake a particular behavior and it is presumed to be an immediate forerunner of behavior. In turn the behavior is determined by behavioral intention.
	In the present time internet usage has mushroomed worldwide and its application intensified. Researches on TPB application to online commerce have equally increased. Tan and Teo (2000) in their study incorporated diffusion of innovation theory and TPB to investigate the expected reasons that affect individual’s intention concerning internet usage. In consequent studies, Hunget et al. (2006) observed that TPB actually explains individual’s behavioral intention of submitting tax returns online. Hsu et al. (2006) noted the user’s persistent behavior towards online shopping by repeated observation; it involved the application of TPB components such as perceived behavioral control, subject norms, and attitude. The results of the research depict attitude, perceived behavioral control and subjective norms as the major drivers to consumer’s continuity of online shopping. Likewise, the concept of equity which is scholarly appreciated (Efebera, Hayes, Hunton, & O’Neil, 2004; Moser, Evans, & Kim, 1995; Jackson & Milliron, 1986) is conspicuously left out in the pre-factors. The findings of the aforesaid scholar literatures demonstrates that TPB could expound on the behavioral manner of individuals in embracing emerging information technology
2.2.3	THEORY OF REASONED ACTION
	Ajzen and Fishbein, (1980) noted that behavioral intentions are a function of significant beliefs and facts about the possibility of carrying out a specific behavior which leads to a particular result. Behavior beyond the acceptance of technology has been explained using TRA by employing four ideas; intention to use and actual use, subjective norms and lastly behavioral attitudes. It contends that the costs of particular behaviors are evaluated by individuals who then formulate intentions to act that are in line with those evaluations.
	Ogare (2013) studied through a longitudinal analysis of 44 commercial banks in Kenya and the resultant effect of e-banking services provision on perceived financial performance. The study established that the intentions determine individuals’ behavior, and subjective norms and individuals’ attitudes determine intention. Attitudes are usually predicted from beliefs of an individual, and the resultant behavioral consequences, this is according to the chain of prediction. Individuals think the behavior should or is not supposed to be done as anticipated by subjective norms. TRA, viewed from a specific technological perspective affirms inclusion of other factors that impact on behavior indirectly through affecting both subjective norms and attitudes. TRA is suitable in behavior prediction regarding use of technology of multimedia. TRA in its theoretical generalization does not particularly specify which identified beliefs would be significant in specific occurrences
2.3	EMPIRICAL REVIEW
	The new development in the banking sector being more technologically inclined in different economies and the world at large have led to different studies being carried out on how the banking sector development can affect different aspects of the economy and the economic growth at large. There seems not be a consensus both theoretically and empirically over the roles of banks in the economic growth process. While some researchers came up with the conclusion that banks played prominent role in development of the economy other founds that the role is negligible (Ndebbio, 2004). However, only few empirical studies have been carried out on the impact of the recent electronic banking on the economy.
	Rafiu and Salamu (2007) carried out a study on the benefit and influence of e-business on banking activities and the satisfaction of customer. They made use of cross tabulation and chi-square method of analysis and the result of the study showed that there is a linear and significant relationship between high–level automation of banking services and improvement in service delivery.
	Aregbeyen (2011) evaluated the impact of the re-engineering of operational processes on the First Bank Nigeria Plc using paired data samples for the period 1986 to 2008 using both descriptive and inferential analysis. The study showed that the re-engineering project significantly improved the profitability performance of the bank in the period under study while Okoro and Kigho, (2013) employed the primary method of analysis in investigating on the problems and prospects of ETransaction in Nigeria. The result of their study showed that electronic transaction has a significant impact on economic growth of Nigeria.
	Obademi and Adegboyega (2014) examined the relationship between banking development and economic growth and the direction of the causality in Nigeria emphasizing on the financial repression hypothesis over the period 1970-2010. They employed the ordinary least square method of regression analysis and the Pairwise Granger Causality test. The results of the study showed that banks have significant positive impacts on growth in Nigeria under all the regulatory regimes than the deregulation period. It was however concluded that although banking development showed positive impacts on growth, it cannot be said to be the propelling force for economic growth in Nigeria.
Olajide (2012), adopted certain theories to investigate electronic banking and its effect on banking sector he found out that cashless policy will boost the economy on the long run Zeithami and Gilly (1981), developed technology acceptance theory to determine the characteristics affecting the acceptance of relating technologies. 
Lee and Schumann (2002), adopted quantitative survey to ascertain the influence of communication source and mode on customer adoption of technological innovations in Nigerian. They discovered the older the adopters the lower the rate of technology adoption of customers perception of security indicators or giving awareness or notice, that Security Indicators (S1) are not very effective at alerting and shielding or giving awareness or notice, warning to users from revealing sensitive information to tool e-banking sites in Nigeria. 
Olatokun and Igbindion (2009), presented discussion of innovation (VOL) theory to investigate the adoption of Automated Teller Machine in Nigeria, they found out that the constraints relative advantage, complexity, observe ability, compatibility and trial ability were positively related to attitude to the purpose of ATM cards in Nigeria. 
  Ovier (2001) argue that e-banking is a product of e-commerce in the field of banking and financial services. In what can be describe as business – to – consumer (B2C) domain for balance enquiry, request for cheque books, recording stop payment instruction, balance transfer instruction, account opening and other forms of traditional banking services. Banks are also offering payment services on behalf of their customer who stop in different e-shops. Some of these e-banking 19
products that will be discussed in this work are: Telephone and Pc banking products, the cord system, the automated Teller Machine (ATM), cheque. Electronic banking both as a medium of delivery of banking service and as a strategic tool for business development, has gained wide acceptance internationally and is fast catching up Nigeria with more and more banks entering the fray. Nigeria with more and more banks entering the fray. Nigeria can be said to be the resold of a major banking revolution with net banking having already been unveiled (Ovia, 2001) of all the sector in the Nigeria economy banking stands out despite “not too good” economy. Electronic banking provide the facility of accessing customer account from anywhere in the world by using a computer with internet connection, is particularly fascinating to non-resident Nigeria and high net worth individuals having multiple bank accounts. The growth potential is, therefore, immense. Further incentives provide by bank would dissuade consumer from visiting physical branches, and thus get “hooked” to the convenience of armchair banking. 
       





CHAPTER THREE
RESEARCH METHODOLOGY
3.1	RESEARCH DESIGN
	The research is concerned with situation of the moment. The descriptive survey is usually prompted by the need to know what the current situation is with regard to a particular education planning problems Ibrahim, Landu Opadokun (2002) is aimed at describing the characteristics of subject much of early work in science is descriptive, since it is necessary to know something about the characteristic of the subject before trying to study more complex research questions. Most .descriptive research can be classified as either survey or observation research.
The researcher was privileged to be through organization journal for more information. The research design adopted for this study is a survey method. Data collection was based on a field survey using a questionnaire. This technique was chosen so as to have a comprehensive study on the topic.
3.3	 POPULATION OF THE STUDY
The population of this study consists of the staff and customers of the Access bank PLC, Ilorin branch. It is imperative to focus on the bank branch customers and staff in the locality in that it generally reflects technologies and operations by the branches nationwide. The total of 50 respondents both customers and staff of the bank form the population of the sample.
3.4	SAMPLE SIZE AND SAMPLING TECHNIQUES
The sample size for the study is thirty (30) respondents selected through stratified simple random sampling techniques. Ten (10) bank workers were selected from Access bank Ilorin branch and twenty (20) customers were selected in Ilorin metropolis, Kwara State.
3.4	SOURCE OF DATA
Primary source of data is adopted for the purpose of this study which may be expressed for a specific purpose. They are data recorded by an actual eye witness or participant in an event of the historical object itself. This study relied on the use of questionnaire as sources of primary data.
However, for the purpose of this study, data is to be gotten from questionnaire that will be administered and filled by respondents in the sample under consideration.



3.5	RESEARCH INSTRUMENTS
	A structured Likert-type questionnaire was used in this study as the main gathering instrument. The Likert-type questionnaire was divided into two sections. Section A captures basic biographic information of the respondents such as department/limits, designation, rank in the work place, period of banking and E-banking usage. Section B contained questions where respondents were asked to indicate the extent to which they agree/disagree to the various statements regarding e-banking as well as the issues and challenges involve since the adoption of e-banking by the banks’ staff and customers.
3.6	METHOD OF DATA ANALYSIS
The method of data analysis is quantitative, using simple percentage. The results are presented in tabular forms.
	Data collected for the study were analyzed by the researcher using five point likertscale. The 3 hypothesis formulated for the study were tested with t-test with aid of chi-square. Using table and percentage, 5% is considered a normal significance level. The accept reject criterion was on the computed t-value. Square at the level of significance of 5% and a degree of freedom of (r-1) (c-1) of chi-square distribution (x2). 
3.7 	MODEL OF SPECIFICATION 
To ascertain the level of issues and challenges surrounding application of e-banking platform in the banking industry, the model below in its mathematical form is used: eb = f(ejs, sd, cs, sft and caw) The model is specified in its stochastic form as eb = β0 + β1ejs + β2sd + β3cs + β4sft + ut. 
Where 
eb indicate electronic banking (e-banking) and is the dependent variable. 
β1 – β4 are the coefficients of the independent variables; and 
ejs = employees job security in banks 
sd = service delivery of the banks via e-banking 
cs = customers’ satisfaction of e-banking
sft = security of financial transactions 
β0 is the intercept while ut is the stochastic error acting as surrogate in the construct 
However, the apriori expectation of the variables employed in above model is β0, β2, β3, β4 > 0.
This suggests that the independent variables are expected to be positively associated with and also influence e-banking in Nigeria. The method of analysis used to analyze the data generated from primary source is the ordinary least squares regression analysis.


CHAPTER FOUR
DATA ANALYSIS AND DATA PRESENTATION
4.1	PREAMBLE
This chapter presents the analysis of data interpretation and discussion of findings on the research study titled “Impact of human resources management on employees’ performance in organization”.
Section A deals with bio-data of respondents while section B deals with analysis of research questions and testing of hypothesis formulated.
4.2	ANALYSIS OF DEMOGRAPHIC OF RESPONDENTS
Table 1: Presentation of data according to gender
	Gender
	No of Respondents
	Percentage (%)

	Male
	12
	  40

	Female
	18
	  60

	Total
	30
	100


Source: field survey, 2025
The table above showed that 12 (40%) of the respondents were male while 18 (60%) were female. This indicates that majority of the respondents were female.
Table 2: Presentation of data according to age distribution
	Age
	No of respondents
	Percentage (%)

	20-30 years
	17
	56.7

	31-40 years
	10
	  33.3

	41-years above years
	3
	  10

	Total
	30
	100


Source: field survey, 2025
The table above showed that 17 (56.7%) of the respondents were between age 20-30 years, 10 (33.3%) were between age 31-40 years old while 3 (10%) were between age 41-years and years. This indicates that majority of the respondents were between age 20-30 years old




Table 3: Presentation of data according to marital status
	Marital status
	No of respondents
	Percentage (%)

	Married
	14
	46.7

	Single
	16
	53.3

	Total
	30
	100


Source: field survey, 2025
The table above showed that 14 (46.7%) of the respondents were married while 16 (53.3%) were single. This indicates that majority of the respondents were married
Table 4: Presentation of data according to educational background
	Education background
	No of respondents
	Percentage (%)

	O’level
	5
	16.7

	ND/NCE
	11
	36.7

	HND /Bsc
	14
	46.6

	Total
	30
	100


Source: field survey, 2025
The table above showed that 5 (16.7%) of the respondents were O’level holders, 11 (36.7%) were ND/NCE holders, while 14 (46.6 %) were HND/ Bsc holders, 10 (11.1%) were holders of other professional certificate. This indicates that majority of the respondents were HND /Bsc holders.
ANALYSIS OF RESEARCH QUESTIONS
Table 5: would you say that all the operations of most Nigeria banks are fully computerized
	Variable 
	Frequency 
	Percentage (%)

	Yes 
	25
	83.3

	No 
	5
	16.7

	Total
	30
	100


Source: field survey, 2025
From the table, 25 respondents (83.3%) who answered the questionnaires said that most banks are fully computerized. 
Out of the 70 respondents, 5 representing 16.7% did not agree with this. From the above, it is clear that a good number of Nigerian banks base their operations on computer technology.

Table 6: Does your bank use computer technology in rending service to customers?
	Variable 
	Frequency 
	Percentage (%)

	Yes 
	30
	100

	No 
	-
	-

	Total
	30
	100


Source: field survey, 2025
From the table above it shows that all the respondent chose “yes” which connote access bank use computer technology in rending service.
Table 7: Does your bank offer computer based payment service such as smartcard, money transfer internet payment 
	Variable 
	Frequency 
	Percentage (%)

	Yes 
	26
	86.7

	No 
	4
	13.3

	Total
	30
	100


Source: field survey, 2025
From the table above the total of 26 respondents which represent 86.7% said yes, it is deducible that Access banks in offer computer-based payment services, while 4 respondents representing 13.3% disagreed with the assertion.
Table 8: to what extent does your bank use computer technology to offer computer based payment services?
	Variable 
	Frequency 
	Percentage (%)

	Large extent
	22
	73.3

	Some extent
	8
	26.7

	No extent
	-
	-

	Total
	30
	100


Source: Field survey, 2025
From the table above 22 respondents which represent 73.3% thick large extent, 8 respondents which represent 26.7% while none of the respondents chose “no extent”.


Table 9: Would you say that the application of computer-based payment services has improved your bank's profit level?
	Variable 
	Frequency 
	Percentage (%)

	Yes
	25
	83.3

	No 
	5
	16.7

	Total
	30
	100


Source: Field survey, 2025
From the table above 83.3% of the respondents believe that the introduction of the computer based payment system has improved the profitability of their bank’s operations while 16.7% however had a contrary opinion. 
Table 10: to what extent has the introduction of computer based or electronic payment services improved banks operational efficiency 
	Variable 
	Frequency 
	Percentage (%)

	Large extent 
	5
	16.7

	Some extent
	12
	40

	Partially
	8
	26.6

	No extent 
	5
	16.7

	Total
	30
	100


Source: Field survey, 2025
From the table above good number of respondents representing 40% are of the opinion that the introduction of the electronic payment system has some extent influence on their banks operational efficiency. 26.6% said that the impact is partial or insignificant while 16.7% claimed its impact or positive influence on operational efficiency may be to large extent and no extents respectively.
Table 11: Has the introduction of electronic payment products such as smartcard, ATMs, internet banking etc reduced your customer’s strength (financial ability) 
	Variable 
	Frequency 
	Percentage (%)

	Increased customer loyalty/patronage  
	19
	63.3

	No change improvement 
	8
	26.7

	Decreased customer loyalty
	3
	10

	Total
	30
	100


Source: Field survey, 2025
The response from the table is a clear indication that electronic monetary system cannot lead to financial disintermediation in banking industry. 63.3% of the respondents said since the inception of the electronic monetary system (EMTS) that their customer's strength has not reduced. 26.7% of the respondents believe there is no change improvement while 3 respondent which represent 10% has a different opinion.
Table 12: how would you describe the relationship between you bank and its customers since the introduction of electronic banking
	Variable 
	Frequency 
	Percentage (%)

	Yes 
	11
	36.7

	No 
	19
	63.3

	Undecided 
	-
	-

	Total
	30
	100


Source: Field survey, 2025
The introduction of EMTS from our table has shown how increased the confidence and loyalty of customers are to the banking industry. 63.3% of the respondents describe the relationship between banks and customers as an improved one after the introduction of EMTS. While 36.7% said that customer loyalty has declined towards the banking industry.
Table 13: do you think the introduction of electronic payment products has increased the level of economic activities in the country. 
	Variable 
	Frequency 
	Percentage (%)

	Yes 
	27
	90

	No 
	3
	10

	Total
	30
	100


Source: Field survey, 2025
From the above table, it is very clear that electronic payment products have not increased the level of economic activities 90% agree and share this view while only 10% had different opinion.




Table 14: is there price stability since the introduction of electronic payment products in Nigeria	 
	Variable 
	Frequency 
	Percentage (%)

	Yes 
	5
	16.6

	No 
	23
	76.7

	Undecided 
	2
	6.7

	Total
	30
	100


Source: Field survey, 2025 
As against the general belief of many writers the introduction of SMTS has not really brought about price stability in the economy. 76.7% of the respondents are of this view while 16.6% claimed that EMTS has created an atmosphere of stability in the pricing system of Nigeria's economy
Table 15: have electronic payment products improved the country’s Gross Domestic Product (GDP)	 
	Variable 
	Frequency 
	Percentage (%)

	Yes 
	8
	26.7

	No 
	18
	60

	Undecided 
	4
	13.3

	Total
	30
	100


Source: Field survey, 2025 
A large number of 60% respondents are of the view that electronic payment products do not have any incremental impact on the nation's GDP. Only an insignificant percentage of 26.7 respondents share a different view. 13.3% of respondents claimed ignorance of the impact of EMTS on the GDP.
4.4	TEST OF HYPOTHESIS
Hypothesis I: there is no application of e-banking services in Nigeria banks 
Chi square for calculating table 5 -7
	
	Yes 
	No 
	Total 
	
	

	Table 
	25
	5
	30
	
	

	Table 
	30
	-
	30
	
	

	table
	26
	4
	30
	
	

	Table 
	81
	9
	90
	
	

	Total 
	27
	3
	
	
	



Computation of chi square	
	O
	E
	(0-e)
	(o-e)2
	(o-e)2/2

	81
	27
	54
	2916
	1458

	9
	3
	6
	36
	18

	90
	30
	60
	2952
	1476

	X2 = 16.4


Test for degree of freedom (df) 
DF = (r-1)(c-1) where r = rows, and c = columns 
= (2-1)(3-1) = 2 
From the table Value = 2 at 5% significant level we have 5.991 as table value. 
From table 4 we have calculated result as 16.4
Applying Decision Rule 
Since X2c > X2t, Null hypothesis (HO1) is rejected and Alternate hypothesis (HA) is accepted. There is application of e-banking services in Nigeria banks 
Table 5, 6 and 7 shows responses to the question put forward in the questionnaire, which says “there is application of e-banking services in Nigeria Banks?” 
4.5	DISCUSSION OF FINDINGS
The use of electronic technology in service provision in the banking industry remains indispensible (Oleka, 2009). Table 5-8 used to answer research question 1 which assess the extent of application of e-banking services in Nigerian banking. Finding show that most banks are fully computerized and all the respondents affirmed that computer technology used by Access bank in the rendering of services. Also a great majority (60% of respondents) believe that the information and communication technology (ICT) is used to large extent in banking operations. Also 60 respondents representing 80% acknowledged the use of computer technology in providing service like money transfer and smartcard electronic funds transfer, etc. these finding agree with Ovia’s (2005) claim that banks in Nigeria are gradually embracing internet banking services and this has brought about radical changes in the Nigerian financial landscape (qtd in Agbolade, 2011). The patronage given to these new products by banks is not unconnected with the CBN directives of 2005 that banks must have a global reach and be competitive at the international level. Thus in line with Ovia’s (2005). 
Although the use of information technology is still not widespread in the banking industry, there are clear indications that in the nearest future, ICT will become fully diffused in the industry. So far, a good number of banks which offer computer based services tend to be constrained by a lot of factors. These factors constitute the major problem hindering the development of electronic banking system in Nigeria.
Research question 2 assesses the efficacy of electronic banking activity in enhancing customer’s satisfaction; the answers are presented in table 11, 12 and 13. The introduction of electronic banking in Nigeria has a strong influence on the development of the payment system in particular and the banking system in general which in turn boosts customers’ confidence on the banking industry. These findings are corroborated in Agboola’s (2001) study of six banks’ in Lagos which concluded that e-banking has tremendously improved the services of banks to their customers. According to responses obtained from staff of the banking, the introduction of electronic banking studies, the introduction of electronic banking has increased customer’s loyalty to bank in general. This view was shared by about 72% of the total respondents. The findings in answer to research question two find a parallel in John and Rotimi’s (2014) study which found that there is a significant relationship between electronic banking and customers satisfaction 


CHAPTER FIVE
SUMMARY OF FINDINGS, CONCLUSION AND RECOMMENDATIONS 
5.1	SUMMARY OF FINDINGS
	The modern day banking services rely mainly on the adoption of information and communication technologies such as internet, telephone, automated teller machine; electronic fund transfer, magnetic ink character reader and other e- payment systems in their day- to-day services to customers so as to remain competitive in the global economy. It is evident that adoption of e-banking in Nigerian banking sector reduces the level of manual procedures, deskill employees as a result ,,f new technological innovations and increases the level of employees' job insecurity.
	Internet or online banking and telephone banking services create challenges to job stability and employment of customer relations officer since most of the information that ought to be provided by the customer relations officer are already available on the bank web site. Adoption of automated teller machine and others e-payment systems also affect job stability and employment of teller officers in the Nigerian banking sector.
	Although, e-banking services enhance customers' satisfaction and sustainable competitive advantage, efforts should be made by the management of Nigerian banks to ensure that adoption of e-banking does not necessarily leads to direct loss of jobs and early retirement of employees. Also, e-banking should be seen as an option to enhance the service delivery of employees in Nigerian banking sector and not a substitute to employees' performance. Management should be aware that, for without human resource (employees) performance, other resource accomplishments such as technology, raw-materials, capital and among others will make no meaning. This suggests that e-banking should not be adopted to deskill, discipline and displace human element in global speed up in an unprecedented proportions.
5.2	CONCLUSION
This study has shown that there are some influencing factors for the adoption of e-banking in Nigeria. Some of the predominant influencing factors are customer satisfaction from the quality of services render through e-banking, employees’ job security, service delivery and security of financial transactions. The study shows that network failure from internet connection is the major challenge facing customer using E-banking products in Nigeria. Therefore, any bank that hopes to continually succeed in the application of e-banking should as a matter of concern give attention to the issues that have been evaluated.
5.3	RECOMMENDATIONS
The following recommendations are hereby made;	
· Provision and maintenance of public network system such as telephone and power supply. The availability of these basic infrastructures is fundamental to the efficient functioning of the payment system. Failure to maintain these infrastructures implies that the banks must be ready to provide their own communication networks and operate generating sets to ensure reliable power supply.
· Banks should liaise frequently with their network providers to ensure that there is 24/7 network availability if e-banking adoption must be improved.
· Improved internet and information technology awareness for the public in form of seminars and conferences will cause an upswing in e-payment techniques usage.
· Again the central bank of Nigeria should as much as possible continue the implementation of the cashless economy process that is presently ongoing in Nigeria.
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