CHAPTER ONE
1.0
BACKGROUND OF THE STUDY 

Globally, information technology has become a key element in economic development of many countries in the world. Over the years, many innovations have taken place in the world, the most striking and most celebrated is the aspect of information technology. Organizations today are confronted with rapidly changing market condition indicated by high merger rate and strong competitors. Under these conditions, traditional management approaches that focus on financial figures and on centralized, analytical planning methods are considered to be insufficient for effectively steering the organization in dynamic environment. 

Irechukwu (2000) Itemized banking services that have been changed via the use of information  as including opening an account, mandate on customers account, and transaction process and recording. Information which is synonymous with information technology in everyday language can be defined as technologies that facilitates the information cycle, comprising gathering, processing, disseminating and storing of information and as such information technology encompasses a wide range of technologies such as telephone, information, word processing application, web browser, servers, full text document, database and main frame information. Its devices especially modern information, email facilities and internet has therefore strengthened early modernization such as fax and telephone. Other devices include data recognition equipment, telecommuting and teleconferences using real time and services (Adeoti, 2005).

Information technology has provided self-services facilities from where customers can easily complete their account opening documents directly online. Information  in Nigeria banking system and operation has been acknowledge as the life wire of banks in the financial sector as it promotes and facilitates the performance of banks in the country. These, therefore call for a pre-requisite need to embrace information and technology. It is in view of this that this research work attempts to examine the role of information and technology on the performance of banks in Nigeria today. Information technology has played a prominent role in all areas of human life but the breakthrough of social progress and the vigorous development has immeasurably increased the role of information in every factor of human life. 

Igwe (2005) noted that the advent of the electronic mail and personal information on every desk ,the internet and its application to banking have produced amazing results. It has also improved the overall processes of commercial banks performance in Nigeria, via the use of innovation and creativity pertaining to information by commercial banks. This as a result has led to smooth, easy and convenient way of banking with adequate and quality service to customers, which has also paved way for efficiency and effectiveness to banking in Nigeria. Banking has now become almost totally dependent on the information. 
         In the past, a large but manageable amount of book-keeping was handled manually, but such has been the expansion in banking that a huge labor force would be needed to tackle today’s massive volume of book-keeping. The information is necessary because there is no other way of dealing with the problem (Okonta, 2009).The application of information concept, technique, policies and implication strategies to commercial banking services have therefore become a subject of fundamental importance as it concerns all banks and a pre-requisite for local and global competitiveness.  
1.1
Statement of the Research Problem

As earlier pointed out, there is delay in payment of cheques which lead to the adoption of technology in banking system. Adoption of information and technology which supposed to ease banking transactions rather resulted to woes to customer. Most people complain of time wasted in banks. This occurs when there is power failure in banks resulting to slow down in operation.


Another problem that emerged was that banks do not have information backup to fall back on should there be any information break down.


In investing in electronic banking, the country will need a large amount of financial resources in information , obviously, the resource is in short supply in Nigeria, couple with high level of poverty. For an efficient functioning of electronic payment system, there must be availability of infrastructural facilities such as electricity and technology network, however, power supply fluctuates and there is still constant failure links in networks.

Since early 2000s banks have been developing and introducing payment cards for their customers as well as deploy ATM’s cards. Usage was however low due to lack of interconnectivity i.e. switching platform to interconnect the ATM’s for card holders. This constraints are centered on the lack of supporting infrastructure such as erratic electricity supply , interdependent and lack of encryption on short message system(SMS) messages(Agbada,2008).

1.2
Research Questions


The following research questions were raised to guide the study:

i. What are the impacts of products on operational performance of the banking sector?

ii. To what extent has the banking sector benefitted from the adoption of technology application?

iii. What are the challenges facing the banking sector in the application of information technology?

1.3
Research Objectives 

The main purpose of the study is to examine the impact of information technology on service delivery in Nigeria banking industry. In this regard the specific purpose of this study is to:

i. Determine the extent to which products enhance the performance of banking sector. 
ii.  Identify the benefits banking sector derived from the adoption of information technology
iii. Find out the challenges facing the banking sector on the application of information Technology.

1.4
Research Hypothesis
H01: information application product does not enhance the performance of banking sector

H02: information application does not benefits banking sector 

H03: No challenges facing the banking sector on the application of information technology.

1.5
Significance of the Study 
The significance of the study cannot be over emphasized. It can be seen below:  
The study will enables the banking sector see the need for information and technology in the day to day running of its activities and the contribution Information and technology has on the efficiencies of its service to their customers. It will also reveal the need for improvement in the use of various Information and technology so as to satisfy the demanding, desires of their customers and compete with their counter parts in the banking industry.               

It will help to improve customer’s knowledge on the use of information and other gadgets through which they can access their bank account and make any other payment in the world. 
This will also be beneficial to students that will carry out further research work and also to Government for policy making implementation.  
1.6
Scope and Limitation of the Study

The research work is limited to Zenith bank of Nigeria, Ilorin Branch, kwara state.
1.7
Operational Definition of Terms     

The following terms will be encountered in the course of this study and will be defined as operationally used in the study. 

Information: Is an electronic machine that can store, organize and retrieve information, perform calculations and control other machines. 

Extranet: Extranet is a collaborative network that used internet to link with their suppliers, customers or other business that share common goals. 

Information: Is the study or the use in electronic processes for gathering and storing information. 

World Wide Web: Is the system on the internet that allows you to find and use information that is held on information all over the world. 

Electronic Banking: Is the situation whereby transfer of payment is done via information. 

Automated Teller Machine:   Is a machine that enables banks customers to withdraw money from their checking or saving account by inserting an Automated Teller machine.
1.8
ORGANIZATION OF THE STUDY

This study is organized in five chapters. 

Chapter One identified and stated the problem. This chapter aims to know what are the existing phenomena that is happening around. Thus, this help us to formulate and to state the problem.

The second chapter was all about asking questions and explored existing literatures and studies. This chapter will most likely present other studies coming from different authors. Also, in this chapter where reviewing literature will happen
Chapter Three described the method that was being used and evaluating the answers through the collected data. This chapter will present the data that was being gathered. Additionally, this will also present the ways upon conducting and gathering the data. On top of that, this will present how the data used to find the answers in our study.

The Fourth Chapter was to assess the gathered data. This chapter will also analyze the meaning of the findings to be used in the study. Moreover, after assessing the findings this chapter will also present the conclusion.

The Final Chapter provides the analysis of the gathered data or the findings from the respondents. In this chapter also, will most likely to discussed the conclusions regarding to the aim and objectives of the study

CHAPTER TWO
2.0
LITERATURE REVIEW
This chapter reviewed literature written on role of information and technology as a basis for understanding the subject matter. Concepts and empirical researches relevant to the study are presented to help answer relevant questions implied in the study.
2.1
 Conceptual review
2.1.1
Concept of Information and Technology  
Information Technology is the bedrock for national development in a rapidly changing global environment, and this challenges us to device bold and courageous initiatives to address a host of vital socio-economic issues such as reliable infrastructure, skilled human resources, and other essential issues of capacity building. In addition, many banks have installed up to data modern information that will enable them achieve technology and multimedia connection on the extranet, intranet and internet.

According to Onuma (2007), is concerned with the aspect of managing and processing information through the use of electronic information and information software to convert, store, protect, process, transmit and retrieve information.


This study also reveals that to achieve a successful and effective technology, commercial banks need to connect their information to the internet via the use of networks such as Local Area Network (LAN) or Wide Area Networks (WANs), with this network put in place, bank staffs can work simultaneously on the same documents, externally and from the rest of the world. 


Nzotta and Okereke (2009) view that research has shown that globalization has caused competition in the banking industry, worldwide. The world is seen as a global village which turned the market and economics in like manner. The phenomena called globalization has significantly intensified competition in three particular aspects in the way competition had evolved giving it a new dimension Viz:

I.   Banks faces pressures from a wide and diverse range of competitors. 
ii. The regulatory environment has become less protective of the banking sector and; 
iii. Competition has become global in nature (Abdulsaslam, 2006). 


Under this new system, banks were no longer specialized in either merchant or commercial banking; rather they are allowed to provide banking and other financial services to their customers under the new universal banking license. Banks could therefore provide commercial banking, stock broking, insurance business, and asset and trustee management services under the new banking regulation. It also prompted a rapid and significant increase in the volume of customers’ transaction in banking industry for survival and profitability (Johnson, 2005). 

The increase demand for information and technology in banking sector become Imminent and unavoidable in the world at large and Nigeria in particular. Invariably, the future lies in the  driven banking systems and services. Banks have embarked on deployment of  based banking products and services such as automated teller machine (ATM) internet banking, mobile banking solutions, point of sale terminals, informationized financial accounting and reporting, human resources solution among others, (Ovia, 2005). The converging forces of  have tremendously altered manual systems of delivering banking services and have subsequently paved way for electronic delivery plat forms in recent time. Heli (2006) confirmed this assertion when he held that the use of electronic means of payment has increase at the expense of paper-based payment instruments. He further disclosed that in some countries, payment cards have replaced cheques and internet banking has become a popular means of paying invoices

Hence, (commercial banks are highly information intensively, and the use of IT by them, for easy and fast means, and distribution of information, should have extensive contribution to their performance. 

The use of IT is widespread-from the most developed countries through the developing countries to the extent of overall use is directly related to the level of development. Commercial banks, since they are highly information intensive, have invested in IT extensively.

2.1.2   Modern Banking in Nigeria 
Syed, (2010), argued that almost every private as well as nationalized bank in Nigeria, are providing IT based products and services to their customers and co-operative banks have in the last decade entered in the IT market. Services and Products like “Anywhere Banking”, “Tele-Banking”, “Internet Banking”, “Web Banking”, “E Banking”, “e-commerce”, “e-business”, etc. have become the buzzwords of the day and the banks are trying to cope with the competition by offering innovative and attractive packaged -based services to their customers. As a result of the increased demand for customer deposits, Nigeria banks, especially the new generation banks, have realized the imperative of good and prompt service. Also, due to the fact that some customers lost their deposits in the erstwhile technically-insolvent or distressed banks, customers have now become wiser with more discerning alerts and sophisticated, with regards to choosing where it is safe to put their money, and where they would be served promptly, preferably in a pleasant, courteous and friendly environment, Thus, they have started looking at the level of service and professionalism of the banks before depositing their funds. Proximity to the bank is no longer the issue; safety and the level of service, with regard to quality, speed and efficiency have become the major imperative. On the part of the banks, they have realized that the one way they can provide quality service is through the use of . Hence, there is a growing rate of adopting new technologies in Nigerian banking operations. Moreover, there is growing evidence that customers have started associating quality of service in a bank with the bank’s possession of an online, real-time system. In fact, possession of such system is now judged to be the perceived as providing high quality service, that bank has to have  system which it uses to deliver service to customers in a more timely, friendly and considerate manner, at no extra cost to the customer, The new generation banks started (and still in the forefront of) the use of  to provide efficient, online and real-time services. This means that their customers can, for the zenith time in the history of banking in the country, go to any part of the country where there is a branch of their bank and make withdrawals or conduct an increasing range of other banking business. Before the new era of banking in Nigeria, the industry was characterized by inefficient bureaucracy and a truly frustrating service. Today, most banks compete mainly through the use of  on the amount of time it takes about 2-5 minutes to complete, as opposed to hours of queuing in unfriendly and uncomfortable environments. Unfortunately, these undesirable traits continue in some of the old generation banks. Similarly, the fact that it now takes 12 days to clear out-of-station cheques instead of the previous 21 days is directly attribute to the introduction of information. As a result of anchoring their operations on information-based delivery systems, the new generation banks have become very profitable, they have introduced integrated banking systems, using WANs. Thus, their customers no longer have to carry cash for long distances. Examples of the new generation banks with integrated online, real-time banking system are; Guaranty trust bank, Citibank Nigeria, Diamond bank, All states trust bank, to mention few. Generally, the banking industry in Nigeria has witnessed an unprecedented growth in the past decade, due mainly to the deregulation of banking licenses. Banks have expanded their branch networks at very rapid rate, and there are now far more employees, larger customer and staff databases, more robust information systems and a generally higher level of automation and informationization than in the late 1980s. These have brought about an increase in the need to exchange information between different banks and different branches of the same bank. The present vogue of having an online, real-time banking network across branches of the same bank has also promoted the importance of electronic technologys between banks. This growth has created a requirement for greater exchange of data and information within and between banks and other financial institutions. This growing need for exchange of electronic information has, however, not been met with a commensurate increase or improvement in nationwide technology infrastructure. 
2.1.3
Impacts of Information and Technology  on Banking Sector 
In today’s banking, Information and technology  cannot be separated from banking activities since it facilitates the whole banking process. According to Banigo (2006), information and technology  can be defined as electronic based technologies which can be used to collect store, process and package information and provide access to knowledge. The internet has helped them in information management at the detriment of official effort at curbing their activities. According to Ezeamama (2010) it is reported that Information  is radically changing all over the world, the volume and speed of handling transaction have improved tremendously as a result of the growth in Information , which has created a lot of business opportunities, Application of information and technology  is capable of enhancing optimal performance in service delivery if appropriately carried out.  

However, banks have made huge investments in technology and electronic systems, users have also been validated to accept electronic banking system as useful and easy to use (Adesina and Ayo, 2010). 
· Some E-Banking Product/Service 
Some of the E-banking product/service include among others. 

Telephone Banking, Internet, Point of sale transfer, Personal information banking, Automated teller machine, Direct deposit, Pay by phone system, Pre-paid value card, Plastic cards, Debit card, Credit cards, Electronic fund transfer, Electronic cheque. 

· Merits of E-Banking 
Provides reliable Information Network, Improves efficiency in service delivery, Provides data storage facility, Reduces risk of carrying huge sums of money, Decongests Banking hall, Provides Greater customer satisfaction, Enhance international Banking. 

Information and technology  also involves the acquisition, processing, storage and dissemination of information in various forms by a microelectronic based combination of computing and technologys. Information and technology  is simply the use of information and software to manage information services. 

Cole (1996) identified three major components: 

Information, (i.e.) Electronic machines capable of making large sets 0f calculation rapidly. Technologys (i.e.) the transmission of information by cable or Radio waves. Microelectronic (i.e.) the design, Application and provision of very- scale electronic device containing densely-packed components. 

Information  has been deployed in services of bank customers in the following area: 
1. Automated Teller Machine (ATM) This is a cash dispenser designed to enable customer enjoy banking service without coming in contact with bank cashiers in the banking hall. ATM is user friendly. Access to machine is through the use of personal password and a plastic card that contains magnetic strips with which the customer is identified. The function that the ATM is capable of performing includes, printing of Account statement, payment of funds or withdrawals, etc. It allows the withdrawal of #20,000 at a time and it can be done five times for a day (i.e.) a total withdrawal of #100,000 maximum for a day. Morris (2004) agrees to this fact by asserting that ATMs have extended banking services to the remote areas. Thus, depositing and withdrawal of funds can be carried out in rural areas. He goes on to say that even if fund transfer is made easier by use of ATMs, these machines need more servicing and their security is always a concern to banks.

2. Sol/Image Machine: Virtually all Nigerian banks have introduced the technique of effective transaction of prevents proceeds to fraudsters. The machine is photographic and has a signature verification system and photograph of the account holders. It also helps to conclude withdrawal transaction in a matter of minutes. 
3. Automated Cheque Sorter (MICR): In the early 1990s, the CBN introduced the magnetic ink character recognition (MICR) to facilitate the sorting of cheques by banks. Each MICR cheque is coded in order to make automatic storing through regular clearing.                         
4. Electronic Funds Transfer (EFT) This was zenith introduced in Nigeria by UTB ltd. It allows a customer’s account to be credited electronically within 24 hours anywhere within Nigeria. It provides a more suitable and cost effective way of transferring funds when compared with the traditional modes such as mail and telegraphic transfer. It is more secured and time is saved.
5. Telephone Banking: This is being operated by almost all the banks in Nigeria. It is essentially aimed at helping the decongested halls reduce or totally eliminate waiting at the banks. Thus, the services allow bank customer to access banking services through dedicated telephone lines from their homes or offices. Even with the Advent of G.S.M phones, it has made it easy where the banks gives their customer numbers in which they can reach them and check their account balances, authorize Inter-branch money transfers and details of their accounts. New cheques books, stop-cheques orders payment of bills could also be affected through telephone banking. 
6. Smart Card Application: This is a information based electronic purse, which dense to facilitate cash transaction without the holder is being bothered about the inconveniences of carrying cash about. It is handy and allows the holder to shop as well as other designated points. Banks in Nigeria have ventured into smart cards business due to their belief that it would enable them retain their customers by providing new service. Membership allows the withdrawal of cash from any branch of banks in the consortium and having terminals. 
7. Automated Cheque Clearing: Agada (2012) reports that banks in Nigeria had started the automated clearing of cheque, thereby opening a new financial instrument clearing in Nigeria’s financial system of cheque. Automated clearing of cheque will enable the clearing banks to send electronically from their office, instruments meant for clearing to the Nigeria automated clearing system (NACS). With electronic clearing, cheque will be cleared at faster speed of about 36 hours instead of 4 working days. By implication, the flat period for instrument will be reduced and businessmen will be able to have cash early enough for their business transaction than when one has to wait for days before carrying out transaction. 
8. Internet Banking: Today, the logic of the Internet has started shaping markets and financial Institutions. (Norgen, 2007).Its emergence has brought unimaginable possibilities in the areas of reduction, creation of new services and personalization of customer relationship. It has challenged bank marketing myopia as banks have been forced by market discipline to shift to spectacular enhancement in their banking practice. Internet Banking is a system of banking whereby customers do their banking through the net without going to the banking halls. The most common form of technology on the Internet is the electronic mail. Mail is the basic features of the Internet, and it is also very easy to use. Dozens of mail can be used by client about his account and other transactions to a bank and will receive instantly and replies can also be made instantly too. It is very fast in banking transaction. Advantage of Internet mailing include the following, instant delivery, easy delivery, intelligent replies, group letters to customers can be dispatched at once. According to Kerem (2005) Internet Banking has led to incorporation of new features for security transactions. Example, it has enabled incorporation of new security features for secured transactions, international payments, viewing credit card settlements, deposit and account history. 
Johnson [2005] defined the internet as a worldwide network of information established for the purpose of data exchange and was designed to enable information system to different manufacturers at different locations. Oyesanya (2004) pointed out that Internet Banking is a real time solution that allows you to access your account 24hrs a day, 7 days a week. You may also check your balances; view your account statement and transaction history for your various accounts. 
9. Telephone Banking And Information – Based Banking: Customers often go to a bank for reasons other than to withdraw or deposit money. Sometimes, all they need is information. Such information includes inquiries on accounts balances, transaction on accounts balances, transaction on account and unclear effects, to mention just a few. Enabled by , many banks are now able to service a customer’s request within 5 minutes in their banking halls. The truth, however, is that the customer invariably feels that it takes much longer than 5 minutes. The total time taken for the customer would include time spent in traffic. Therefore, the perceived transaction time for the customer could have been anything between 5 minutes and 2 hours. An effective solution to this problem would be to take  beyond the frontiers of banking halls to the customer’s doorstep. Recent advances in  have made possible the marriage between information and technologys, breaking the time-space barrier by announcing a distinct innovation called INFORMATION . Simply, it is the integration of the information and the telephone designed to convert text to voice and vice versa. It is called Telephone Banking in the context of a bank. Telephone banking is a service that enables customers to access banking services through the telephone anywhere, anytime and in whatever manner they want. All that the customer requires is a telephone equipped with or without a fax capability. The bank requires an information system that is configured to respond and act on the customer’s instructions initiated through the telephone. If properly implemented, telephone and information-based banking confer the following advantages on customers of the bank:

i. Retrieval of commonly requested Information at the customers’ convenience anywhere, any time and in any format without the need to purchase additional or expensive equipment. 
ii. Confirmation of balances, account transaction and unclear effects without physically visiting the bank. 

iii. Issuing of instrument directly to the bank. 

iv. Assurance of reliability, confidentiality and security of information, 

v. Reductions in mailing and delivery charges as these costs are passed on to the customer.
· Features of Telephone and Pc-Based Banking. 
i. They bring the bank to the doorstep of the customer. It does not require the customer to leave this premise. 

ii. The voicemail and message capabilities allow information to be stored and retrieved. 
iii. Text-to-speech capability becomes a reality. 

iv. A speech recognition capability enhances customer-bank relationships; 

v. Control capability for speech, volume, pitch and pause is automatically activated. 

vi. A unified messaging capability becomes a permanent feature of the bank. 

·      Enabling Technologies for Telephone and Information - Based Banking. 
Enabling technologies refer to technological breakthroughs that have made possible the implementation and application of telephone and information-based banking. The following describe the techniques, tools and platforms upon which telephone and information based banking are founded; 

The personal information (PC), Networking Technologies, Local Area Network (LAN), Metropolitan Area Network (MAN), Wide Area Network (WAN), Information  (CT), Multimedia, Internet Technologies, Internet, Extranet and Intranet. 

2.1.4 
Advantages and Disadvantages of Information technology  in Banking Sector
· Advantages
1. Improves Technology Through computer applications : With the help of technology , tools like phone, video conferencing, electronic mail, database, just to mention but few, movement of information with an organization has become easy and fast. Employees can easily move information across department without having any interruptions. Tools like electronic mail, e-fax, mobile phones and text messages enhance the movement of information among employees, customers and business partners.

2. Improves Data Storage and File Management: Banks use cloud hosting services to store and back-up business data. Also it saves on paper work and makes transfer and access of data remote with services like “DROPBOX.COM” bank can access their data any time information and data are very important tools for bank, so it is very essential to store them safely and also access them at any time of need. 

3. Improves Financial Management: Accounting software like Quick Books, Bookkeepers, sage 50 and Accounting edge can be used in performing various accounting tasks in a bank. Bank can experience in accounting because these software’s are well equipped with every tools needed in accounting and they also have to help each section which can be referred to in case a user is stuck. 

4. Online Banking: Many banks have integrated advanced information  system to improve on their customer’s service. Today, it is very easy to withdraw money using an ATM card or smart money car. This saves customers from wasting time lining up in banks. 

5. Fact Credit:  used in banks help in gathering of financial detail, and credit store about each customer, the information gathered can be used when a customer applies for credit in the bank. 

· Disadvantages
1. Implementation Expenses: Some banks fail to afford this expensive  so they end up losing their clients to a business which has improved its  and provide a better service.
2. Job Elimination:  has replaced most positions which human being used to occupy. Accounting is now being done by software, so accountants run out of such opportunities. 

3. Security Breaches: Since banks store their own remotes cloud servers which can be accessed with a user name and password, they risk losing that data to wrong minded knowledge works, hackers or viruses which can harm the business. 

4. Money Laundering: Cases of online money laundering are on the rise and this has exposed many online users to the predators. 
2.1.5 
The Role of Information and Technology  in Banking Sector. 
The role of  in the banking sector became of interest to this study due to the significant role it plays in the economy by stimulating economic growth through the intermediation of funds to economic agents that need them for productive activities. This function is very vital for any economy that intends to experience meaningful growth because it makes arrangements that bring borrowers and lenders of financial resource together and more efficiently too than if they had to relate directly with one another. Information and Technology  () is the automation of processes, controls, and information production using information, technologys, software’s and other gadget that ensure smooth and efficient running of activities. It is a term that largely covers the coupling of electronic  for the information needs of a business at all levels.  has surpassed the role of support services or only electronic data processing. Its fields of technology are slightly global and unlimited. Its devices especially the Internet and modern information email facilities have further strengthened early modernizations like the telephone and fax. Other  devices include data recognition equipment, factory automation hardware and services, telecommuting and teleconferences using real time and online system (Adeoti, 2005).According to  association of America [ITAA], information  is said to be the study, design, development, implementation, support or management of information based information system, particularly software application and information based information system,  department in any bank performs these functions and also installing application designing complex information network, and information data base, data management, networking, engineering information hardware, database and software design as well as the management and administration of the entire system. The  system department is known as management information system MISORIS department. They are staffed with technically competent professionals that support the bank in critical areas which are as follows: 

End – User Technical Support: Much of the banks information processing is performed by end-users, using their desktop PC. When these end-users incur a information problem [unable to log on, printer does not work est.] they call the  department for technical support. 

Desktop Management: Managing of desktop information, laptops and peripherals is a cornerstone of . Department task, management of information includes: installation of new hardware components or software’s, software license administration equipment repair and maintenance. 

Network management: The  department makes sure that the information network is always available with safe and secure data, not only does this involve the physical installation of cabling throughout the facility, but also the installation and monitoring of the fire wall, servers and other equipment to keep the network running at peak efficiency. 

voice and data technology : The  department maintains the telephone and information system that allow customer system to connect with banks through the use of voice mail, e-mail, faxes, messages, boards, and internet. This includes co-ordination new requirement with third party service providers. 

Business application: Developing and maintaining the business system that operates the banks are essential tasks of the  department, this include software for financial manufacturing, sales and distribution system, as new as general office administration, such as word processing and spread and sheet technology 

Strategic  Planning: The  department is responsible for creating and executing strategic technological plan that keeps the bank up-to-date with  advances and ensures that equipment and software do not become obsolete. The technological plan also focuses on the requirement needed to support new bank growth. 

The I.T. department have insight into the trends and the major change items of the new economy that are  related and is best positioned to introduce these changes to the banks, in unit, the role of the I.T. department becomes the change agent responsible for reforming, restructuring, the architecting and transforming the bank and also deeply involved in strategy formulation process: They also influence details of the bank’s strategy based on the direction of  and known capabilities of the bank. They are also responsible for providing effective leadership and also managing the people in terms of administering and sometimes in developing the HR policy, staff recruitment, training and skills development, counseling and monitoring, performance management, culture change and compensation matters. The I.T. department must have wide range of leadership skills that would be put to use of different occasions. Based on the situations at hand these could be as diverse as promoting innovations to ensuring compliance with corporate standards. Ovia (2005) opined that the revolution in  has made the banking sector changed from the traditional mode of operations to presumably better ways with technological innovation that improves efficiency.  can enhance efficiency via its use and in recent times banks have been encouraged by the rapid decline in the price of  gadgets. This has perhaps increased the bank level of  usage. The increase might have also been attributable to business environment that became relatively flexible to accommodate new forms of technological change as a result of reforms in the country. According to Wali (2010) the relationship between  and the various organizational activities is similar to Government civil servants while Governments outlines policies and civil servants execute those policies.  acts as a tool for the actualization of various organizational activities in order to implement and enforce policies. Osabuohien,(2008) established that while the gender of the bank officials does not affect efficiency in  use, factors such as age, educational qualification, information literacy and type of  gadgets, were significant in influencing banks’ intensity of  usage. Also  was found to impact positively the speed of banking service delivery, as well as productivity and profitability. 

2.1.6 
Problems of Information and Technology  in Banking Sector. 
The importance of  enabling enterprises to develop more effective and efficient operational and management processes has been pointed out by Frenzel (2006) and this is also reason why Holloway (2005) writes that: An increasingly important component of banks technological focus is the personal information. We have identified eleven major categories of  related problems facing the Banking Industry in Nigeria today. Each is briefly described according to the authors‟ perception of their relative significance. Their order of presentation does not, however, suggest any flows form of making.
1. System Downtimes: These are chronic features of Nigeria Technology infrastructure. While banks have WANS (wide area network) through which they can provide online, relative services to their clients nationwide, they find that they cannot do so most of the time due to constant link failures from NITEL lines, which are often as a result of spikes and surges caused by NEPA’S inconsistent electric power supply. The reasons adduced by NITEL usually have to do with noisy carriers, damaged cables, damaged equipment and slow technology speeds.
2. Lack of Investment Capital: Funds that can be used to buy Information technologies and for modernizing existing system are generally in short supply. Whilst there are a number of modern banking technology in use, they are mainly the integrated banking system. Many Nigeria Banks are yet to informationize most of their non- core banking processes. It would have been expected that they would also informationize most of their operational processes (even the non- core banking processes) to engender better and more prompt services to their customers. However, there is still a dearth of the use of technologies to improve products, enhance delivery channels, target the most profitable customers, and strengthen service quality. So, mainly due to lack of funds, the rate of  adoption in Nigeria banks is generally slow. Most banks cannot afford ATMs, credit cards, Electronic wallets, CIF systems, and modern Networks. Even when they can, they have to ensure that the  or product will start yielding a positive net profit within the zenith year, or else the idea will be jettisoned. Most bank staff does not have PCs for their exclusive use. This again, is due to lack of funds. The ratio of PCs to the number of staff is much lower than for the rest of the developing world. In other words, in almost all the banks, each of the PCs is a stand-alone. Consequently, the multiplier benefits that would accrue from connecting all the PCs together are missing. In the few cases where the banks have LANs or WANs, they are used mainly to link the terminals of their head offices. The PCs and the software systems they use for office productivity are not usually online. Consequently, there is no real-time sharing of resources, thereby reducing intra-technology through the network resources. Only a few banks have interconnected a small proportion of their PCs over a LAN because of lack of funds. 

3. Lack of Knowledge of how to Develop (Information Technology) System-internally: In all Banks, most of the system in use were developed externally, or are off- the shelf banking application. There is a need to turn the  departments of banks into proper information departments by embarking upon the development of some of their systems in-house and training their  personnel. 

4. Lack of Internal Maintenance Skills or Culture: There is too much reliance on external consultants for the maintenance of the system in Nigerian banks. In a situation where most of these banks are already suffering from lack of funds, this is unfortunate. They would save on expenditure and enhance local expertise if they embrace the do-it-by-yourself practice. Moreover, it is financially difficult to keep up with the regular and up-to date maintenance of the systems in use: spare parts, consumables and regular maintains are expensive. This factor makes it difficult to plan ahead due to lack of funds to satisfy regular maintains requirements. For example, you might know that it is necessary to budget for about 20 spare micoms for a year, but you cannot do so because of the fact that it costs about 22,000 to buy just one. In other words, you know what to do if you were to have funds. As a result of this, some of the banks‟ branches suffer a period of downtime on their  related services caused by, say, damages from lightning to their equipment. They need a new one: The branch or unit suffers until the  department can convince the bank authorities to provide some extra budgetary funds for the necessary purchase. 

5. Lack of (Information Technology) Management Knowledge: Just like most other companies or organization in African, many Nigerian banks introduce  without proper feasibility studies which will specify requirement before embarking on design. Codes are quickly bashed out and the completed system is introduced without any systematic unit or Integration testing of the code or system. Also, off-the shelf  systems are purchased without prior specification of the requirements of the specific banks where they will be used, and usually without a documented systems development life-Cycle Model (SDLM). It is an acknowledged fact that most Nigeria banks have ad hoc processes. In other words, their processes are neither repeatable nor documented. They do not understand what is meant by metrics and how to design and collect metrics for management effectiveness. They also operate without knowledge or use of any in-house, national or international quality standards such as ISO900-3 and SEI‟s capability maturity Model. Much therefore needs to be done in order to professionalize the  department of virtually all banks in Nigeria. 
6. Absence of (Information Technology) Strategies: Most of  system in Nigeria, banks operates in an adhoc manner: Their actual  need are either determined or projected usually, There is no attempt to evolve short or medium terms plans for their  needs, banking in mind the business strategy of their organizations. 

7. The Gimmicks of Vendors: Many systems are purchased as a result of the solicitations or gimmicks of vendors, rather than from some prior-determined needs of Banks. These stems from bank staffs 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  „ solution‟ out there in the marketplace that are „BEST‟ for their banking operations. Thus, the banks tend to react to Information or proposals made or put to them by vendors, instead of deciding their own  need and going out to seek vendors that could meet those needs. This means that many  implementation projects in Nigeria banks are vendors-pushed, rather than needs-pulled. 

8. Lack of Basic Infrastructure and Facilities for the Exchange of Information: Standard packages for the technical exchange of digital Information are generally lacking in Nigeria as a whole, and not just in Banking Sector. This includes sophisticated and modern technology Exchanges, Internet Gateways Backbones, Internet pipes and Backbones, Satellites ISDN (Integrated digital system Network), Packets Switching system, etc. In such an environment, even the most sophisticated, bank-specific  system will perform sub-optimally. 
9. Lack of Maintenance Culture in Nigeria Public Network: This has often led to frequent breakdowns in most of equipment required for Information Exchange, with its attendant inefficiencies in banking sector. 

10. Unhelpful Government Action: Government policies and decrees have been known to be counterproductive to the development of certain key private technology projects E.g. are the Government Face –off with MTS ltd and the slow pace of Government Approvals for satellite and Radio Transmission Licenses, years after the enabling decree was promulgated. 

Having outlined the major technology problem facing the banking Industry in Nigeria, we now goes on to look at ways to improve on the technology services being provided at a macro level. These problems and ensuring challenges have been with us for a long time now. Plans are already in the works to implement all the outlined solutions. These will no doubt improve the present state of the public networks which constitute in Nigeria. 

Some of the more practicable solutions have been recommended as ways of moving the banking industry forward with regards to their technology problem and challenges as outlined below:
i. Government should be sensitized about the need to formulate policies that would allow for long term investment in the technology industry. 

ii. Emphasis should be placed on the important of maintaining existing infrastructure and equipment. 

iii. A reduction in import duties, tax and time it takes  Equipment to be cleared at the customs, is needed. 

iv. The awareness of the banks, and indeed the general public, on the advantage of  should be increased by way of enlightenment campaign. 
2.2 THEORETICAL FRAMEWORK
2.2.1
Socio- systems theory of information Acceptance.

       The socio- technical system perspective has become influential in the analysis of the organization impact of information. The theory views any organization as an open system of interdependent sub- units transforming inputs to desired outputs. The gainful employment of any hinges on the ability and willingness of users to employ it for worthwhile tasks (i.e., those deemed central to the organizations goals). Social- technical systems theory has given birth to a framework for design that emphasizes holistic job satisfaction (rather than just task performance) and user participation throughout the development process.

          Thus, socio- technical theorists recommend the analysis of all stakeholders, not just the direct user of a, the formation of planning groups to oversee the design, the performance of prototyping exercises, and the analysis of likely impact the will have on the organization. In studying acceptance, socio-technical theorists conceptualize acceptance in terms of two competing forces: control and enhancement. Control factors are those that impose rules upon the users, thereby removing autonomy (control over their own actions) from them. Among the control issues raised with respect to design are: access, reliability, confidentiality, monitoring, pacing, stress, social contact. Low or high presence of certain factors (e g, low reliability, high pacing) with the introduction of a new is likely to reduce the users perception of control and thus increase the risk of resistance (Connor, 1997).

        Enhancement factors include sense of mastery, growth of knowledge. Discretion, ability to act informally, requirement for certain skills and enabling workers cooperation. A that is designed to support such factors is likely to increase user acceptance in an organization.

2.2.2 Contingency Theory 
Contingency theory suggests that as information system should be designed in a flexible manner so as to consider the environment and organizational structure confronting and organization.


Information system also need to be  adapting to the specific decisions being considered in other words, information systems need to be designed within an adaptive framework. Review of accounting information system literature also indicate that most AIS studies have incorporated contingency factors such as organizational structure, business strategy and environmental condition in their research model but have neglected the influence of IT on AIS design. Furthermore, the few studies that have examined the relationship between AIS design and IT have define IT in a narrow perspective (Ismail, 2004). Similar to IT researches, these studies viewed IT from the technological perspective only but failed to incorporate other perceptive of IT sophistical such as informational, functional and managerial. Hun ton and flowers (1997) suggested that a more comprehensive AIS study is needed to explain the relationship between IT and accounting/ accountants in particular. Furthermore, most of previous IT/AIS studies were conducted in developed countries (Ismail and king, 2005). Very few of such studies been carried out in developing countries especially in the Middle East. Put to the continuous flow of considerable amount of empirical studies which investigate the contingency factors and accounting and / or IS and indicates the importance and vitality of the theory, this study is theoretically and empirically constituted upon contingency theory which has long been applied in both accounting and information system disciplines. The contingency theory suggests that an organization structure is based on contextual factors such as environmental conditions, and management style (Ismail and king 2005).
2.3
Empirical Review

Information is the automation of processes, control and information production using information, technology’s, software and ancillary equipment such as automated teller machine and debit cards (Johnson, 2005).  products in use in the banking industry include automated teller machine, smart cards, telephone banking, MICR, electronic funds transfer, electronic data, inter change, electronic home and office banking (Akpan, 2008 and Johnson 2005).


Agboola (2002) studied the impact of information automation on the banking services in Lagos and discovered that electronic banking has tremendously improved the services of some banks to their customers in Lagos. The study was however restred to the commercial nerve centre of Nigeria and concentrated on only six banks. He made a comparative analysis between the old and the new generation banks and discovered variation in use the rate of adoption of the automated devices.

Acharaya and yorulmazer (2008) examined the impact of web design features of community banks online services in the five Midwestern states of the USA. The author utilized both primary and secondary data by applying multiple regression models. Malhotra and Singh (2009) examined the implication of internet banking on the Indian banking industry using information draw from a survey of 85 scheduled commercial bank’s websites, during the period June 2007, by applying multiple linear regression model. Results revealed however, that profitability in the banking industry while offering internet banking industry does not have any significant association with their overall performance.

Opera, Olotu and Maclayton (2010) Investigate the impact of  on relationship marketing orientation (RMO) and business performance (BP) of the Nigerian banks using quantitative and qualitative data generated from 123 different banks branches in port Harcourt, with 565 target respondents. The authors employed multiple regression model to analyze the data, and the findings revealed that the exists as a moderating variable in the RMO-BP relationships of the Nigerian banks. The study also recommended that banks should be technologically compliant in order to have high performance and lasting customer relationship. They however ,found no evidence of major differences in the performance of the group of bank offering internet banking activities compared to those that do not offering such services in term of profitability, efficiency or credit quality. 

Kagan and kodepaka, (2005) examined the impact of online banking technology on community banks performance in the united states using data  collected from 1183 banks operating in Lowa, Minnessota, Montana, North, Dakota and Dakota. The authors employed an economic model (structural Equation Model) for the data analysis. The finding of study revealed that online banking helps community banks improve their earning ability.

Kozak (2005) analyzing the values of return on asset (ROA) and over the period of 1992-2003 found out that the value of return on assets for the U.S the banking sector has increased by 51 percent. The result suggests that IT improvements, associated with extensive office networks and range of offered services have helped to generate additional revenues for banks, for the same period much smaller reduction of the non-interest cost has been achieved to means the value of cost efficiency fell by 13 percent . This means that a huge number of diverse operations require higher IT investments and additional non-interest changes. In order to assess to relationship between the degree of the IT progress, and the profitability (ROA) and cost efficiency, the regression analysis was used to achieve more precise statistical result, based on quarterly values obtained from the FDIC. 

In author study Abdulsalam and Abdullahi (2008) indicated that the competitive banking environment in Nigeria between 1999 and 2004 was very intense. The average profit elasticity (PE) for all the sample banks put together is 184. 190 implying that for the period under study, a bank in the industry can only increase profit if it can increase operating expenses by 184.19. This percentage shows a fierce competition in the industry. As such, some banks operated inefficiency because they had to increase their operating expenses in order to cope with the fierce competition. The average ROA for all sampled banks put together was 2.50%, implying that only a fraction of banks’ management could use their assets efficiently to generate income. This supports the claim of the competition inefficiency hypothesis that an increase in competition could cause a decline in bank efficiency (Weill, 2003, and Boot and Schmeits, 2005)


 Ahamad Kaleem, (2008), opined that bankers in Pakistan perceive electronic banking as a tool for minimizing inconvenience, reducing transaction costs and saving time. Similarly, they believe that electronic banking increases the chances of government access to public data, increases the chances of fraud and that there is lack of information security.

Madueme (2010), researched on evaluating banking productivity and using Translog production function in Nigeria, the results showed that bank output such as loans and other assets increased significantly to charges in expenditure on information technology.

Maiyaki and Mokhtar (2010) examined the effects of availability of electronic banking facilities among other factors. Based on a survey of 407 banks customers in 33 private and public organizations in Kano in the Northern part of the country , they found that the availability of electronic banking facilities such as ATM, online banking and telephone banking have significant influence in customers bank choice decision. Okunoye, Bada and Frolick(2007) carried out an exploratory case study to investigate the phenomenon of dynamism in of information  and how it affects service delivery in Nigeria banks using 7 banks based on track record in IT based service delivery and e-banking award. Data was gathered through semi- structured interview, on-site observations and surveys. They found that banks were driven by customer needs, availability of the competition to adopt a new and apply to service provision. Chimieke, Euwiekpaefe and Chete (2006) examined the adoption of internet banking in Nigeria. Using a sample of 12 banks, they collected data on the e-banking practices of the selected banks based on model consisting of 36 items relating to e-banking. From the result they concluded that even though internet banking is widely available in Nigeria, it is only being offered at the basic level of interaction. Also, In the study conducted by Nyangosi and Arora (2009) which focused on the adoption of internet banking in Nigeria, the perceived usefulness of mobile banking, analyze the banking services provided by internet and mobile phone banking, the study revealed that ATM  was the most available  in users banks. Therefore internet banking has gained popularity and become vital in financial transaction events, IT state is at initial stages and the study was useful to institutions planning to offer digital financial services especially internet banking and mobile banking to know the extent it can be used by customers and the services already in the market. 

2.4 Gaps in Literature

Many studies focus on the general impact of ICT, but research on the specific effects of technologies like mobile banking, internet banking, and digital payments is limited. This Research intend to fill the gaps in the application of ICT for service delivery in the Nigerian banking industry include the need for more studies on the impact of specific ICT technologies, such as mobile banking, and the effectiveness of different strategies for overcoming challenges like network issues and security concerns. Additionally, there's a lack of research on how to best integrate ICT into banking operations to meet regulatory requirements and ensure 24/7 service. 
CHAPTER THREE
3.0
RESEARCH METHODOLOGY
3.1
INTRODUCTION

This chapter provides details on the method for conducting the study. Areas considered include the research design, the population, the sample and the technique for its selection, the research instrument, data collection procedure and data analysis procedure. The chapter concludes with the statistical techniques utilized for the data analysis. 

3.2
DESIGN OF THE STUDY
Survey research was adopted in the conduct of this study because the subject of investigation centers on individuals, opinions and perception. This design was used to enable the researcher to elicit responses from respondents with the use of questionnaire.  
3.3
POPULATION OF THE STUDY

The population of this research work comprises all the three branches of zenith Bank of Nigeria in Ilorin, kwara State, Nigeria. The accessible population open to research was 100 respondent comprising staffs and customers from across the three branches located in Ilorin Metropolis.
3.4
SAMPLE AND SAMPLING TECHNIQUE

Simple random sampling technique was adopted in selecting representative sample for this study. Fifty-two (52) out of the hundred (100) respondents which comprise staffs and customers across the three branches of the bank who have sufficient knowledge of information  make up the sample. 

3.5
METHOD OF DATA COLLECTION 

Questionnaire was used as instrument for collection of primary data for this study. In all, a total of fifty-two (52) copies of questionnaire were distributed and administered to staffs and customers randomly selected to fill the questionnaire. The questionnaire contained a number of questions designed from the research questions to measure the perceptions of the respondents using a 4-point scale with responses ranging from strongly agree = SD, Agree = A, Disagree = D, and Strongly Disagree = SD.

All the questionnaires were properly filled and used for analysis. 
3.6
METHOD OF DATA ANALYSIS 

The data collected from the respondents were analyzed using descriptive statistics of mean and standard deviation to answer the researcher questions 1,2 and 3. The standard deviation of each item from the mean was used to determine the closeness. 

The decision rule for the research is calculated thus: since it is a four-point scale, the mean will be [image: image2.png]4+3+2+1



  = [image: image4.png]


 = 2.50

From the calculation of the mean of the respondents to the research questions, any item with a point that is equal or less than 2.49 was regarded as “Disagree” while 2.50 and above was regarded as “Agree”
3.7
LIMITATION TO THE STUDY

The research study witnessed some limitations which mostly has to do with the gathering of data of the money deposit banks was time consuming and not readily available on their archives on the internet except for the most recent ones. 
Most financial institutions or corporate organizations are very suspicious of researchers in gathering of data; therefore, getting the required data from the bank was not quite encouraging due to this wrong perception from respondents which has been a very unique challenge with data gathering in research. 
Lastly, the time frame for the research work submission does not allow an extensive interview beyond six banks their staff and customers while perception of the respondents to the questions posed a huge limitation to the research study.

CHAPTER FOUR
4.0
DATA PRESENTATION, ANALYSIS AND INTERPRETATION
4.1
INTRODUCTION

This chapter is designed to analyze all data collected in the course of research in order make it meaningful to facilitate good understanding of any person reading it and to meet the expected scholastic standard.

4.2
 Data Analysis
Research Question 1:

What are the impacts of  products on Operational performance of the banking sector?

Table 1

 Means scores and standard deviation of respondents on the impact of  products on operational performance of banks in Nigeria.

	S/N
	                         ITEMS
	SA
	A
	D
	SD
	X
	SD
	REMARKS

	1.
	Internet banking services is adequately reliable
	19
	20
	10
	3
	3.06
	0.84
	Agreed

	2.
	  Less minutes/hours are spent carrying out transaction in bank with the use of electronic banking 
	20
	12
	13
	7
	2.87
	1.08
	Agreed 

	3.
	Internet banking has reduced banking cost
	14
	28
	10
	_
	3.08
	0.69
	Agreed 

	4.
	Mobile banking services basically allow customers to operate their accounts with the operating banks from mobile phones. 
	23
	21
	5
	3
	3.25
	0.85
	Agreed 

	5.
	  Details of transaction can now be sent through e-mail or text message.
	15
	19
	16
	2
	2.90
	0.87
	Agreed 

	6.
	Request for cheque can be made and granted via electronic device that are web- enabled.
	21
	20
	11
	_
	3.19
	0.77
	Agreed 

	
	         Grand mean/SD
	
	
	
	
	3.06
	0.85
	


Source: Field survey 2015

Table 1
The data above shows the mean responses of respondents on the impact of  facilities on Operational performance of banks in Nigeria. The mean scores range from 2.87 to 3.25 with standard deviation ranges from 0.69 to 1.08. The table indicates that the respondents accept that  facilities enhance the operational performance of commercial banks in Nigeria. The Grand mean of 3.06(std = 0.85) indicates complete acceptance by the respondent that  facilities enhance the operational performance of Nigeria banks.
Research Question 2:

To what extent has the banking sector benefitted from the adoption of information .
Table 2: Mean and Standard deviation of respondents on the benefit of  adoption of information technology in Nigeria banking sector. 
	S/N
	                ITEMS
	SA
	A
	D
	SD
	  X
	SD
	REMARKS

	7.
	Information and technology  is a tool for development in Banking sector 
	20
	24
	8
	_
	3.23
	0.70
	Agreed 

	8.
	The adoption of in the banking system has reduced fraud.
	12
	27
	10
	3
	2.92
	0.81
	Agreed 

	9.
	Information and technology is effectives in operation of the Banks.
	18
	25
	7
	2
	3.15
	0.79
	Agreed 

	10.
	Internet security protects privacy and security of customer while visiting and transacting business with bank on the internet.  
	11
	29
	6
	6
	2.87
	0.89
	Agreed 

	11.
	Banks within and outside the country can communicate easily to deliver radically enhanced customer-centric services 
	9
	21
	12
	10
	2.56
	0.91
	Agreed 

	12
	Information  enables bank in meeting high expectations of customers who are more demanding and techno- savvy.                                                                                                                                                                                                                             
	10
	21
	12
	9
	2.62
	2.08
	Agreed 


	
	                   Grand mean/SD
	
	
	
	
	2.89
	1.03
	


        Source = Field survey 2015.
Table 2 above shows responses of respondents on the benefit of  adoption in banking sector. The mean scores ranges from 2.56 to 3.23 with the standard deviation ranges from 0.70 to 2.08. The result indicates that the adoption of  has transformed the operation of Nigeria banks. The grand mean of 2.89(std = 0.86) indicates complete acceptance by the respondents that the adoption of  has posed a great benefits to bank and customers.

Research Question 3:

What are the challenges facing the banking sector in the application of information technology ?

Table 3

 Mean scores and standard deviation of respondents on the challenges facing the banking sector in the application of information technology .

	S/N
	                  ITEMS
	SA
	A
	D
	SD
	X
	SD
	REMARK

	13.
	Nigeria’s poor infrastructure hinders the application of information  in banks
	17
	29
	4
	2
	3.29
	0.77
	Agreed 

	14.
	Inadequate new technological equipment hinders effective application of information  in Nigerian banks
	19
	16
	10
	7
	2.90
	0.70
	Agreed 

	15.
	Ineffective electricity supply hinders internet access to banks.
	15
	16
	13
	10
	2.78
	1.11
	Agreed 

	16.
	Employees poor knowledge of  is hindrance  application 
	18
	22
	12
	_
	3.12
	0.76
	Agreed 

	17.
	Internet fraudsters constitute a challenge to the security of  banking in Nigeria.
	20
	19
	10
	3
	2.96
	0.91
	Agreed 

	18.
	Failure of some customers to key into some of these enabled products and services constitute a setback.  
	17
	17
	8
	10
	2.79
	1.12
	Agreed 



	
	            Grand mean/SD
	
	
	
	
	2.97
	0.81
	


 Source: Field survey 2015
Table 3

The data above shows the mean responses of respondents on the challenges facing the banking sector in the application of information . The mean scores ranges from 2.78 to 3.27 with the standard deviation ranges from 0.70 to 1.12. The table indicates from the responses that Nigerian banks face some in the application of information technology . The grand mean of 2.97(std = 0.81) indicates complete acceptance by the respondents that Nigerian banks encounter some challenges which hinders effective application of information technology .
4.3
Discussion of findings     

Based on the results obtained from the presentation and analysis of data, discussions of finding of the study are presented below.

The findings from research question one show that internet banking service has reduced banking cost. This agreed with the study conducted by Nyangosi & Arora (2009) which confirmed the adoption of internet banking in Nigeria, the perceived usefulness of mobile banking , analyze the banking services provided by internet and mobile phone banking and that ATM  was the most available  in user banks. Therefore, internet banking has gained popularity and become vital in financial transaction events.

The study affirmed with the finding of Agboola (2002) that the growing rate of  particularly the internet has influenced  at an exponential rate, online interaction and technology among the generality of the populace. However, the result revealed with complete acceptance that  facilities enhance the operational performance of Nigerian banks. 
The analysis of research question 2 reveals that the adoption of  is effective in operation of the banks. This agreed with the findings of Ovia (2005) that the future lies in  driven banking systems and services. Banks have embarked on deployment of  based banking products and services such as informationized financial accounting and reporting , automated teller machine(ATM) among other of which the converging forces of  have tremendously altered manual systems of delivery banking services and have subsequently paved way for electronic delivery plat forms in recent time. Heli (2006) confirmed this assertion when he held that the use of electronic means of payment has increase at the expense of paper-based payment instrument. He further disclosed that in some countries, payment cards have replaced cheques, and internet banking has become a popular means of paying invoices.

The findings from research question 3 shows that Nigerian banks encounter challenges in the application of information . This agreed with the findings of Chineke, Euwiekpaefe & Chete (2006) which reveals in their study the adoption of internet banking conduced that security concerns and inadequate operational facilities (especially poor and proper technology facilities) are the major factors inhibiting internet banking in Nigeria. This study is also in line with the study of Okunoye, Bada & Frolick (2007) which investigate the phenomenon of dynamism of information  and how it affects service delivery in Nigeria banks of which he explain that the rate of  use by bank staffs were their age, educational status, extent of information literacy and the type of IT facility involved.


However, the result reveals with complete acceptance that Nigeria poor infrastructure, source for new technological equipment that will provide common standard, need to get better information  system development and operation by bank management and need to impress by improving he present technology infrastructure are identified as the major challenges facing  application in banks 
CHAPTER FIVE
5.0
SUMMARY, CONCLUSION AND RECOMMENDATIONS

This chapter unveils the summary, conclusion, recommendations, contribution to knowledge as well as limitations and suggestion for further studies.

5.1
SUMMARY OF THE FINDINGS 
In the course of this study, sustained effort has been made to discover the role of information and technology  on Nigeria banking sector.


The population used for this study consisted of 100 respondents from across the three branches of Zenith banks in ilorin, kwara State. A sample of 52 respondents which was randomly selected was used for the study. Three research questions were formulated and analyzed using mean and standard deviation. The research instrument used was questionnaire which consisted of eighteen (18) items, validated by three (3) lecturers who are expect in the field.


Based on the data analyzed, the following findings were made:

1. The use of  facilities enhance the operational performance of banks in Nigeria adversely and also brought about profitability to the bank.

2. The adoption of  has tremendously improve the service delivery of Nigerian banks to their customers that has made customers enjoy ease, smooth and convenient way of banking and as well enabled banks within and outside the country communicate easily to deliver radically enhanced customer-centric services.

3. Nigeria poor infrastructure, source for new technological equipment that will provide common standard, need to get better information  system development and operation by bank management and the need to impress by improving the present telecommunicate infrastructure are major challenges facing  application in banks.
5.2
CONCLUSION
In the light of this study, it could be concluded that the high use of information  has enhanced the operational performance of Nigeria banks. This is because information  has provided better and well-grounded infrastructure to spend up transaction, increase consistency and enhance banks operations. Also, Banks has benefits from information  in the area of improved efficiency and effectiveness of their operation so that more transactions can be processed faster and most conveniently, which has undoubtly impact significantly on the overall performance of the banks. The customer on the other hand, stand to enjoy the benefit of quick service delivery, reduced frequency of going to the banks physically and reduced cash handling, which will give rise to high volume of turnover.
5.3
RECOMMENDATIONS
The role of information  on commercial banks in Nigeria has been broadly discussed in the previous chapters. However, it is only appropriate to make certain recommendations that may be useful to the enhancement of this purpose. 

1.Uninterrupted Power Supply: The government should endeavor to provide 24 hours uninterrupted power supply because without electricity these products cannot be boosted and effective, but in this country there is erratic power supply, therefore all banking industry should have a standby generator incase of power failure, in other to cover the deficiency of power failure.

2. Government Supports: In smooth functioning of the payment system the government have the major role to play, in aspect of financing the payment system which require a lot of capital to maintain and also in the aspect of creating awareness the government should endeavor to inform the public about the benefits derived on the payment system.

3. Provision of skilled manpower and information Wizard in operation of the payment system: Skilled manpower and information wizard should be employed by every Bank, in other to stop, prevent fraudulent personal and hackers from manipulating the Banks data and stealing money from the Banks accounts.

4. Provision and maintenance of public network, system such as telephone (NITEL) the availability of these basic infrastructures is fundamental to the efficient functioning of the payments system. Failure to maintain these infrastructures implies that the banks must be ready to provide their own technology networks and operate electronic generating sets to ensure reliable power supply.

5. Collaboration among banks: Electronic payment system as a result of its huge financial involvement requires that banks must jointly set and manage a network system such as ATMs v-cards etc. 
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APPENDIX 1

Kwara state polytechnic,
ilorin
12th April, 2025.

Dear Sir/Madam,

 I am a final year undergraduate student of the above named institution carrying out a research work on Role of Information and Technology  on Nigeria Banking Sector (A Case Study of Zenith Bank of Nigeria Plc.

 The research work is purely for academic purposes and your co-operation is required in providing the necessary data.  I assure you a str confidentiality of the information provided.

Thank you for your anticipated co-operation 

Yours faithfully,

QUESTIONNAIRE

Instruction: Please tick (    ) as appropriate. SA= Strongly agree, A=Agree, D= Disagree, SD = strongly disagree.
Research Question 1:  
What are the impacts of  products on Operational performance of the banking sector?

	S/N
	                         ITEMS
	SA
	A
	D
	SD

	1.
	Internet banking services is adequately reliable
	
	
	
	

	2.
	  Less minutes/hours are spent carrying out transaction in bank with the use of electronic banking 
	
	
	
	

	3.
	Internet banking has reduced banking cost
	
	
	
	

	4.
	Mobile banking services basically allow customers to operate their accounts with the operating banks from mobile phones. 
	
	
	
	

	5.
	  Details of transaction can now be sent through e-mail or text message.
	
	
	
	

	6.
	Request for cheque can be made and granted via electronic device that are web- enabled.
	
	
	
	


Research Question 2:

To what extent has the banking sector benefitted from the adoption of information . 

	S/N
	                ITEMS
	SA
	A
	D
	SD

	7.
	Information and technology  is a tool for development in Banking sector 
	
	
	
	

	8.
	The adoption of  in the banking system has reduced fraud.
	
	
	
	

	9.
	Information and technology  is effectives in operation of the Banks.
	
	
	
	

	10.
	Internet security protects privacy and security of customer while visiting and transacting business with bank on the internet.  
	
	
	
	

	11.
	Banks within and outside the country can communicate easily to deliver radically enhanced customer-centric services 
	
	
	
	

	12
	Information  enables bank in meeting high expectations of customers who are more demanding and techno- savvy. 
	
	
	
	


Research Question 3:

What are the challenges facing the banking sector in the application of information ?

	S/N
	                  ITEMS
	SA
	A
	D
	SD

	13.
	Nigeria’s poor infrastructure hinders the application of information  in banks
	
	
	
	

	14.
	Inadequate new technological equipment hinders effective application of information  in Nigerian banks
	
	
	
	

	15.
	Ineffective electricity supply hinders internet access to banks.
	
	
	
	

	16.
	Employees poor knowledge of  is hindrance  application 
	
	
	
	

	17.
	Internet fraudsters constitute a challenge to the security of  banking in Nigeria.
	
	
	
	

	18.
	Failure of some customers to key into some of these  enabled products and services constitute a setback.  
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