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CHAPTER ONE
1.0
INTRODUCTION TO THE STUDY
The advent of electronic has been a great discovery in the field of in format ion communication technology which enables connection between users all around the globe to promote business, cultural, political and economic relationship as the world becomes borderless. The need to remain relevant, meet customers’ needs and reduce physical theft has made banks to move from „Brick and Mortar’ way of banking to, sophisticated’ means of banking through the use of advanced technology.

The electronic has changed the way business is being done globally with most organisations having an electronic presence to meet customer’s enquiry, recruitment, appraisal process, as well as facilitate trading online, while also helping businesses to grow on the World Wide Web. The banking industry is using this communication media to offer its customer value added service and convenience (Tafadzwa, Kerina, Petronella, & Tinovimbashe, 2012). Recently in February 2015, Fitch ratings endorsed a long-term issuer default ratings of 10 Nigerian banks. The banks are Zenith Bank PLC, FBN Holdings PLC and a subsidiary, First Bank of Nigeria Limited, United Bank for Africa PLC, Guaranty Trust Bank PLC, Access Bank PLC, while others are Diamond Bank PLC, Fidelity Bank PLC, Union Bank PLC, and First City Monument Bank Limited.
Using this medium to enhance the way banking operates, the research investigates how this reflects in the financial statement of the organisation either positively or negatively while comparing its cost and benefits to the organisation. The duties of the banks are collection of deposits, financing of mortgages, facilitating trade, management of customers’ portfolios, serving as pension custodians, provision of credit facilities e.t.c. (Alade, n.d.). With the electronic, most of these services are readily available online real time without the customer having to necessarily come to the bank to initiate a transaction, though subsequently his visit may be required or his identity may be needed through the know your customer (KYC) initiative in order to guide against fraud. This is a new dimension of doing business, thereby reducing the influx of customers to the banking hall, reducing hazards of robbery at banks, or theft of customers’ properties (Abanewe, Ogbulu & Ndugbu, 2003).
Out of the 21 banks as at 2015 in Nigeria, 13 of these banks were ranked by Alexia.org in electronic banking presence and products and in compliance with electronic standard presence (Alexia, 2015). These are, Guaranty Trust Bank Plc., Zenith Bank Plc., Diamond Bank Plc., First Bank of Nigeria Plc, Access Bank Plc, Skye Bank Plc, United Bank for Africa Plc, Fidelity Bank Plc, Central Bank of Nigeria, and Federal Capital Monumental Bank (FCMB) ranked in order from 1 to 10 while Wema Bank Plc, Key Stone Bank and Standard Chartered Bank are ranked 11th, 12th and 13th respectively. This shows that most of the Nigerian Banks have an Electronic presence. This research work looked at the effect of the adoption of electronic banking on the profitability of some of these banks based on their ranking, their years of presence and their size and the ratio of the company’s Return on Asset bears to the costs compared to the others.
The need to meet the demands of customers, reduce operation cost and also maintain a global presence are factors that contribute to the adoption of the electronic mode of doing business especially the banking industry which is an industry that is a key player in the use of electronic technology for daily business. Transactions such as electronic fund transfer, online currency exchange, online trading and provision of payment platform for businesses are one of the products provided by the banks to entice customers, likewise account balances can be verified both local and domiciliary accounts.
As At 31st December, 2008, 1,974 cases of fraud and forgeries amounting to 24.49billion naira and various other sums in foreign currencies were reported by banks. Seven hundred and forty-six of the cases, amounting to over 6.37billion naira were reported to have been successful. Arising there from, 316 staff of deposit money banks were dismissed and 220 others had their appointment terminated (CBN bank supervision annual report 2008). This compared to the CBN report of 1999 which stated reported fraud cases of 633 in 1999 and a decline in amount involved from 4billion naira to 3.7billion naira, while the actual loss also decreased from 1.3billion naira to N724million (CBN bank supervision annual report 1999). This shows a high movement in fraud cases 10 years after the 1999 report to more than 200%. This is perhaps due to the sophistication in fraud perpetration most of which is through the Electronic.
1.1
STATEMENT OF THE RESEARCH PROBLEMS
The impact of technology in this modern day is enormous to organisations and individuals in areas of business and research. It is imminent that Technology aids the prospects of globalisation in which individuals, corporate organisations and countries relate, transact business and promote trade is limitless. The most challenging development in world history today is globalisation. Globalisation is the increased integration of world economies through trade and capital flows, facilitated by the phenomenal growth in information technology and the opening up of closed economies and societies (Ezike, 2009 in Osamor, Akinlabi, Osamor, 2013).
Nigerian banks have branches scattered all around Africa and some in Europe and America, establishing a presence in developed countries. The maintenance of the link among all these branches can only be aided with the use of electronic which comes with its cost and also the risk posed by electronic hackers, virus programmers and Phishers who steal users’ passwords and convert the banks’ customers’ funds to theirs or purchase goods online from the banks’ customers’ accounts. Udo (2015) reported that Nigerian depositors, banks lose 6.2billion naira to fraudsters in one year in which majority of the cases are related to electronic banking and ATM fraud. Regardless of these, Nigerian Banks still post huge profit in their financial reports. This is one of the problems this research work intends to study.
1.2
RESEARCH QUESTIONS
In an attempt to establish the relationship that exists between adoption of electronic banking and banks performance, the following research questions are imperative:

i. To what extent does the adoption of electronic banking impact on the profitability of Nigerian Banks?

ii. To what extent does the adoption of electronic banking impact on the cost of banking operations in Nigerian banks?

iii. To what extent has electronic banking impacted on the level of fraud in the Nigerian banking sector?

iv. To what extent has electronic banking impacted on daily influx of customers to the banking halls?

1.3
OBJECTIVES OF THE STUDY
The aim of the study is to examine how the use of electronic banking has impacted on the performance of banks in Nigeria. The objectives of the study are further highlighted below:
i. Examine the impact of adoption of electronic banking on the profitability of Nigerian Banks
ii. Examine the impact of adoption of electronic banking on cost of operation of Nigerian Banks.
iii. Examine the impact of electronic banking on the level of fraud in the banking sector.
iv. Examine the effect of adoption of electronic banking on daily influx of customers to the banking halls.
1.4
HYPOTHESES OF THE STUDY
This research study intends to test the following hypotheses:
H0: Adoption of Electronic Banking has no significant impact on Nigerian Banks’ profitability.
H0: Adoption of Electronic Banking has no significant impact on the cost of operations on Nigerian Banks.
H0: Electronic banking does not have any impact on the level of fraud in the banking sector.
H0: Adoption of Electronic Banking has no significant effect on daily influx of customers to the banking halls.
1.5
SIGNIFICANCE OF THE STUDY
The research study will help in future research in the area of electronic banking and also expose students in institutions of learning to the effect of electronic on the performance of banks as well as expose other users of this research study to understand how banks can ensure that security measures are in place to safeguard customers finances as well as protect the banks from hackers through examining of previous cases and ways by which they can be safeguarded through an efficient electronic security measures.
Also, this research will enable investors or organisations who intend to invest in electronic technology to understand the challenges and the benefit of its usage and how electronic banking works here in Nigeria, have readily available information on the effect of the adoption of electronic banking on the performance of the Nigerian banks while examining relevant literatures that have pointed out to these issues in previous works. Another significance of this research work is that it intends to explore current issues in the electronic banking services, review legal provisions by the CBN, and address security challenges faced in the industry and ways to safeguard against external threats from unauthorized third-party users.
1.6
SCOPE OF THE STUDY
Secondary data obtained from the financial reports of the GTbank (Bank that have consistently retained their brand names and remained quoted on the Nigerian Stock Exchange Since 1997) pre and post electronic era out of the 22 money deposit banks in Nigeria was examined. Using GTbanks is to ensure objectivity of the research work because not all the banks we have now were present before the electronic banking era as some are in existence today as a result of merger or acquisition and with no long term presence in the banking industry while others that have been in existence back then are no longer in existence.
1.7
 DEFINITION OF KEY TERMS

Banking sector: Banking units, environment where transactions are made to satisfy both the customers and the shareholders.

Consumers: The end user of such products achieved by the bankers.

Customers: Are the immediate client to the banker.

E-marketing: An aspect of e-commerce and marketing is a systematic way of discovering the demands of the consumers and preferring solution to it with satisfaction to the firm itself.

E-marketing is then the electronic device in the electronic through which marketing activities streak across nations at the speed of light.

E-mail: the telecommunication equivalent of the ordinary posted services which delivers letters houses and offices. 

FTP (File Transfer Protocol): Helps in file transfer to any location you want.

Electronic: A medium through which the globe is research with one message at a time and with ease and low cost.

On-line business: The means of reaching the word as to business unit in the electronic.

Personnel setting: Face to face interaction of a market with the customer or consumer.

Telnet: Helps you to log on to a remote computer to search library and catalogues, explore information system using menus and so on.

Electronic: This is concerned with or using devices that operate on principles governing the behavior of electrons.

Financial Services: Anything that necessitate handling of fund in the process of buying and selling of products which do not and cannot result in possession of any tangible item.

Traditional marketing: Finding a media outlet whose demographic best desired customers base. 

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
2.1
CONCEPTUAL REVIEW
The development of the Electronic way back in time was developed for military intelligence, reason being that information sharing from one computer end to the other was quite necessary to aid quick information delivery and usefulness of such information on time as an advantage over the enemies. In the early 1960s, the United States Department of Defense awarded contracts for the development of packet network systems, which includes the development of the ARPANET which became the first network to use the Electronic Protocol. The first ever message was tested and sent from computer science professor Leonard Kleinrock’s laboratory at University of California, Los Angeles (UCLA) to the second network-node at Stanford Research Institute(SRI) (Wikipedia, 2025). According to national media museum (2011) the origins of the electronic are rooted in 1950s in the United States of America. The cold war was at its height and huge tensions existed between North America and the Soviet Union. Both superpowers were in possession of deadly nuclear weapons and people lived in fear of long-range surprise attacks.
Packet switching networks such as ARPANET, NPL network, CYCLADES, Merit Network, Tymnet and Telenet, were developed in the late 1960s and early 1970s using a variety of communications protocols. Donald (1965) was the first to put theory into practice by designing a packet-switched network at the National physics Laboratory in the UK, the first of its kind in the world and the cornerstone for UK research for almost two decades (David & Yates, 1997). This was a great breakthrough in technology for the first time in history, messages were being sent from one computer to another in a faraway location.
The twentieth Century witnessed a drastic movement from brick and mortar way of banking to a more sophisticated way of banking operation in Nigeria with the use of the Electronic.
According to Leiner et al (n.d.) the first recorded description of the social interactions that could be enabled through networking was a series of memos written by J.C.R Licklider of M.I.T in August 1962 discussing his ‘Galactic Network’ concept. He envisioned a globally interconnected set of computers through which everyone could quickly access data and programs from any site. In spirit, the concept was very much like the Electronic of today. Licklider was the first head of the computer research program at DARPA, starting in October 1962. While at DARPA he convinced his successors at DARPA, Ivan Sutherland, Bob Taylor, and MIT researcher Lawrence G. Roberts, of the importance of this networking concept.
Leonard K leinrock at MIT published the first paper on packet switching theory in July 1961 and the first book on the subject in 1964. K leinrock convinced Roberts of the theoretical feasibility of communications using packets rather than circuits, which was a major step along the path towards computer networking. The other key step was to make the computers talk together. To explore this, in 1965 working with Thomas Merrill, Roberts connected the TX-2 computer in Mass to the Q-32 in California with a low speed dial- up telephone line creating the first (however small) wide-area computer network ever built. The result of this experiment was the realization that the time-shared computers could work well together, running programs and retrieving data as necessary on the remote machine, but that the circuit switched telephone system was totally inadequate for the job. K leinrock's conviction of the need for packet switching was confirmed (Leiner et al, n.d).
2.3
THEORETICAL REVIEW
The adoption of electronic banking is anchored on various theories which emphasize the users perception of electronic banking and how it contributes to the performance of the banking industry. Such theories like the Porter’s five factor model, strategy theory, the innovation diffusion theory, theory of financial intermediation and technology acceptance theory are examined.
2.2.1
PORTER’S FIVE FORCES THEORY
According to Grant (2010) the five forces of competition framework has become the best known and most widely applied analytical framework in strategic management. This framework shows how the structure of an industry determines both the intensity of competition within the industry and the level of profitability within that industry.
This theory examines the threat posed by close substitutes and new entrants into the industry. There is a need for organisation to be up to the task in meeting the demands of customers while withstanding the stiff competition posed by other companies in the same industry. The banks need to examine the rivalry available in the industry and to compete favorably to earn more profit; it has to adopt the use of technology to aid its performance while also making processing of transactions quick and affordable.
The five forces theory was introduced by Michael Porter in 1979 with the aim of understanding the factors which examines the need for industries to be more innovative and be aware of its environment to be able to stand stiff competition. Porter’s contribution was to take the „structure-conduct-performance’ model of industrial economics previously applied to the analysis of antitrust policies and to transform it into a practical framework for identifying profit opportunities (Grant, 2010). The five forces are bargaining power of suppliers, bargaining power of customers, threat of new entrants, threat of substitutes and rivalry. Porter placed Rivalry in the middle of the diamond which indicates that it all boils down to rivalry in the industry, so looking at the banking industry, the issue of rivalry is a very strong factor for banks to be able to have a hold on their existing customers and also pick from customers of other banks by providing the customers with the best of services while also adopting advanced technology to ease the way banking is being carried out. Such rivalry gave birth to the use of ATM machines for depositing of funds by banks like UBA and GTB who were one of the pioneering banks to introduce such into the banking industry in Nigeria. This increased the rate of profitability and performance of the bank as the number of customers in the banking halls have reduced and bank customers can now bank from the comfort of their homes
2.2.2
STRATEGY THEORY
For a business to succeed there is the need for strategy. Strategy is a minimum set of decisions (sufficient) to guide all other decisions and derives it as the equilibrium outcome of a game where a person can look ahead, do an overall optimization, and announce or fix decisions at a cost (Steen, 2011).
The banking industry is faced with stiff competition. This as a result led to the need to adopt a unique strategy quite different from that of others in the same industry. One of such strategy was that introduced by United Bank for Africa Plc and most especially Guaranty Trust Bank Plc with the introduction of ATM deposit machine to reduce the rate of crowd in the banking halls as well as make the business of banking interesting and competitive because this was a new development in the history of banking in Nigeria.
It should be noted that strategy involves adequate and effective use of both human and material resources at the disposal of the bank because the success of the orgaisation depends critically on its strategy. Strategy involves being ahead of the competitors in policy implementation and decision making. It is about asking questions as whom? How? Why? and When? All these with the intent of getting to know the preference of the customer, the size of the market, what the people need, how to go about it and meeting of deadlines. A strategically oriented company has the likelihood of performing better compared to an organisation without any form of strategy. 
2.2.3
INNOVATION DIFFUSION THEORY
Innovation is central to the growth of business, it is the stimulus that drives the performance of the industry through the acceptance of the medium through which banking processes are being carried out with the use of technology. This theory explains individual intention to adopt a technology as a modality to perform a traditional activity; this theory was developed by Roger’s (1983). The critical factors that determine the adoption of an innovation at the general level are the following: relative advantage, compatibility, complexity, trialability and observability (Rogers, 1995 in Moga, 2010). Gerrard in Cunningham (2003) in Moga (2010) had tested the theory on the e-banking adoption. The nominalized factors are complexity, triability, and observability (Moga, 2010).
Banks have developed a way to make the business of banking more easy and comfortable for their customers unlike the brick and mortar way of banking with long queues and a lot of paper work without the adoption of technology which makes it more stressful and the process of interbank transactions cumbersome. With the use of sophisticated technology, interbank transaction is easy, it is far safer and convenience to carry out transactions through the use of the electronic connected ATM, computers, point of sales machines, Mobile Banking etc. The government has also adopted this medium for its tax payment processes through an online banking platform such as the collection of PAYE, Stamp duties processing, water bills and PHCN bills and other means of government revenues which is easy and speedy to collect and process.
Diffusion is the process by which an innovation is communicated through certain channels over time among the members of a social system. Diffusion is a special type of communication concerned with the spread of messages that are perceived as new ideas (Rogers, 1983). This idea is perceived by individuals as new and something brought into the system to aid ease of how people interact in a given society. With each passing day, the development in technology changes the way we see, we think and we relate with one another in the society, these innovations have been able to help make things easier for human like communication, transportation, banking, security etc.
The communication of new ideas is the basis of diffusion of innovations, that is, communication is a process in which participants create and share information with one another in order to reach a mutual understanding (Rogers, 1983). For example due to the way and the complex nature of doing business, the business owners may come up with new innovations to aid their business and also enable the business reach a wider audience, the client may come to the business owner with a problem or need and the business innovation may be recommended as the solution to the problem, like banks introduced electronic banking and the use of ATM machines to reduce the banking queue as well as the turnaround time in attending to customers’ request. The four main elements of diffusion theory as proposed by Rogers in his work are; the innovation, Communication channels, Time and a social system. Rogers (1983) defined innovation as an idea, practice, or object that is perceived as new by an individual or other unit of adoption. 
2.2.4
Theory of Financial Intermediation
Banks are financial intermediaries between parties in a contractual business either to finance projects or as an accepter of funds belonging to its client or customer for safe keeping purposes.
These theories of intermediation have been built on the models of resource allocation based on perfect and complete markets by suggesting that it is frictions such as transaction costs and asymmetric information that are important in understanding intermediation (Allen & Santomero, 1998). Also, according to Bhattarchaya & Thakor (1993) the financial intermediation theory highlights the role of financial intermediaries in economy; most of the studies performed highlight their role in achieving a durable economic growth, and the impact of regulations on financial intermediation, accentuating the role of the central bank in the regulation, supervision and control of financial intermediaries.
The most important contribution of intermediaries is a steady flow of funds from savers to end users. Financial institutions fulfill the following main functions:
The brokerage function: financial intermediaries match transactors and provide transaction and other services. As a result, they reduce transaction cost and remove information costs.
The asset transformation functions: Financial institutions issue claims that are far more attractive to savers (in terms of lower monitoring costs, lower liquidity costs and lower price risk) than the claims issued directly by corporations. Financial intermediaries hold the long-term, high risk, large- denomination claims issued by borrowers and finance this by issuing short- term, low risk, small-denomination deposit claims (Bhattacharya & Thakor, 1993).
This theory examines the role of the bank in terms of meeting the needs of the customers, the improvement in science and technology and way of life of the people with the need to have easy access to their funds, be able to bank right from the comfort of their homes, withdraw their funds from ATM machine close-by etc. The bank is an intermediary in providing essential services to its customers to be able to improve on its performance, the demands of the customers must be met as at when required. The question posed by Bhattacharya in his work is that, why do financial intermediaries exist? According to Bhattacharya (1993) Financial Intermediaries reduce the costs of transacting with services ranging from brokerage to attribute transformation and with information asymmetries, both depository and non- depository Financial Intermediaries gain from an increase in size because of a lower incentive costs per agent. To be able to carry out its role as an intermediary, the bank needs to ensure it puts in place the various tools necessary for ease of doing business as well as improving on the confidence level of the customers; this is why the need to invest in technology comes to play. This technology brings the bank and the customers together most especially the electronic, which serves as a medium of information exchange among the bank, the customers and third-parties.
2.3
EMPIRICAL REVIEW 
The introduction of technology into banking has been of immense benefit to the industry, moving from „mortar and brick’ mode of banking where customers have to go to their banks especially the branch their accounts are domiciled before they can transact business. Infact, back then, it was difficult to transfer accounts from one branch to another because there was no presence of electronic and connection of those branches via the electronic was difficult then. Due to the absence of the technology that can take care of this as at then, expansion of Nigerian banks was limited to the country and it was difficult to establish branches outside of the country. Cross-border expansion was limited, the hazard associated with visiting the banking halls was on the increase due to the rise in criminal activities and lives were lost, and it is painstaking to carry out transactions. Alade (n.d.) asserts that, Nigerian banks expanded into other African countries following the 2004 consolidation that increased minimum capital requirements more than tenfold. The recent consolidation exercise in Nigerian banking sector has drawn the attention of many banks to application of various technological devices in promoting/achieving better customer service delivery that guaranteed customer satisfaction that translates into increase profitability and higher return on investment (Ogunlawore and Oladele, 2014). Back in the days when there was nothing like the electronic, it was difficult to transfer accounts from one branch to another because there was no presence of electronic and connection of those branches via the electronic was difficult and not in place. Due to the absence of the technology that can take care of branch networks, expansion of Nigerian banks was limited to the country and it was difficult to establish branches outside of the country. Cross-border expansion was limited, the hazard associated with visiting the banking halls was on the increase due to the rise in criminal activities and lives were lost, and it was painstaking to carry out transactions. Most banks expanded their operations domestically and internationally by increasing branch networks in the domestic market and opening subsidiaries abroad. United Bank for Africa PLC (UBA) and Access Bank combined are operating in more than 20 countries on the continent. Cross-border expansion has taken place through the set- up of subsidiaries, thus adding to the number of banks in host countries.
The history of the electronic begins with the development of electronic computers in the 1950s. Initial concept of packet networking originated in several computer science laboratories in the United States, Great Britain, and France. The US Department of Defense awarded contracts as early as the 1960s for packet network systems, including the development of the ARPANET. The first message was sent over the ARPANET from computer science Professor Leonard Kleinrock’s laboratory at University of California, Los Angeles (UCLA) to the second network node at Stanford Research Institute (SRI) (Wikipedia.org, 2015). This shows that the Electronic developed from the United States as a result of research of the educational institution who needed to communicate with another via the use of the computer with no intent of using it specifically for banking. The change in the way individuals and organisations communicate post-war period of the 1940s saw to the development of telecommunication devices and
improvement
in technology to aid the way individuals, countries and corporate organisations relate and interact around the globe. The word Electronic Banking is the introduction of the Electronic with banking operations; this is to enable ease of work processes and also to build a relationship between the bank and its numerous customers likewise also making it easy for cross- border transactions. The term electronic banking refers to the provision of information or services by a bank to its customers, via a computer or television (Allen et al, 2001 in Adeyemi, Ola, and Oyewole, 2014). Electronic banking includes the system that enables financial institution, customers, individuals or business to access account, transact business or obtain information on financial product and services through a public or private network including the electronic or mobile phone. Thus, customer access electronic banking services using an intelligent electronic devices such as personal computer (PC), personal digital assistant (PDA), automated teller machine (ATM) and touch tone telephone (Olanipekun, Brimah and Ajagbe, 2013 in Adeyemi, Ola, and Oyewole, 2014). Timothy (2012) in Ogunlawore and Oladele (2014) asserts that electronic banking refers to the use of the electronic as a remote delivery channel for providing services, such as opening a deposit account, transferring funds among different accounts and electronic bill presentment and payment. Berger (2003) asserts that banks are also significant users of financial technologies that employ economic and statistical models to create and value new securities, estimate return distributions, and make portfolio decisions based on financial data. This makes the banks to fall into the diffusion theory as the use of technological innovation appeals to the customers or the users of banking facilities. Banking transactions are communicated to bank users via, phones, tablet computers, laptops and other electronic mediums connected to the electronic. In today’s modern world, bank customers can now do their bank transactions right there in the comfort of their rooms.
Electronic banking involves consumers using the electronic to access their bank accounts and to undertake banking transactions. At the basic level, Electronic banking can mean the setting up of a web page by a bank to give information about its products and services. At an advanced level, it involves provision of facilities such as accessing accounts, transferring funds and buying financial products or services online (Sameni, Jouzbarkand, khodadadi and Khalili, 2012). Electronic banking started with simple functions like real time access to information about interest rate, checking account balances and computing loan eligibility (Khan et al, 2009; Singhal and Padhmanbhan, 2008 in Zimucha, Zanamwe, Chimwayi, Chakwizira, Mapungwana and Maduku, 2012). Electronic Banking is the term used for new generations in up-to- the-minute banking system which is also named as online banking or electronic banking and it is an outgrowth of computer and mobile banking. This type of banking utilizes the electronic as the delivery channels by which to carry out banking activities globally and nationally, viz. transferring electronic funds, paying bills, viewing checking and savings account balances, paying mortgages and purchasing financial instruments, certificate of deposits (Miah, 2013). All these transactions aided by electronic banking are susceptible to threats from third party individuals who have made it a reputation to cause nuisance by stealing bank customers’ information and depriving them of their finance. Zimucha, Zanamwe, Chimwayi, Chakwizira, Mapungwana and Maduku (2012) Asserts that it is clear that as banks expand into electronic banking, there is need to focus greater attention to fail-safe security arrangements and systems to safeguard against security threats. According to Cooper (1997) and Daniel (1999) in Zimucha, Zanamwe, Chimwayi, Chakwizira, Mapungwana and Maduku (2012) posits that the level of security or risk associated with adoption of e-banking is a major factor affecting the acceptance and adoption of it. Miah (2013) posits that in order to grow consumer electronic banking demand, banks must make key enhancements that address customer concerns. Thus it would behoove financial institutions to gain an understanding of the key factors that influence consumer electronic banking adoption.
Even in countries where electronic banking has long been established, one of the most important factors slowing progress of this new innovation is the consumers’ concern for security of financial transactions over the electronic and electronic means.
CHAPTER THREE

3.0
RESEARCH  METHODOLOGY
3.1
INTROUCTION
This chapter provides an insight into the methods adopted for the study and the various processes on the nature of data gathered and the research design with the procedure for the research analysis and its limitations. Most of the Banks in Nigeria have their Head-Offices in Lagos which is known as the money deposit hub of Nigeria. The research work focused on Lagos for the gathering of data. The statistical analysis adopted is herein stated using Descriptive statistics and Analysis of Variance, while the use of ratio analysis was also adopted for the financial reports of the banks.
3.2
RESEARCH DESIGN
This research design makes use of both primary and secondary data with the use of questionnaire for gathering of primary data.
This research examined the effect of adoption of electronic banking on performance in the Nigerian banking industry. This research is structured to examine the way by which the adoption of electronic banking has impacted on the profitability, cost, level of fraud as well as influx of customers of the banks in Nigeria. A well-structured questionnaire was designed for gathering of primary data from the respective customers as well as staff of the selected banks from the population. A Likert Scale of 1 to 5 i.e. Agree, Strongly Agree, Undecided, Disagree, Strongly Disagree was adopted on the questions for measurement purpose.
Ratio analysis was used on the secondary data, both profitability and liquidity ratios of the selected banks was looked at and some of the ratios which are Returns on Liabilities, the Return on Asset (ROA), Return on Equity (ROE), and Return on Capital Employed (ROCE), Total Asset to Total Liabilities ratio. 
3.3
POPULATION OF THE STUDY
Population according to Kothari (2004) is all the items under consideration in any field of enquiry. The population of this research study consists of all branches of Gtbanks in kwara state. 
3.4
SAMPLE SIZE AND SAMPLING TECHNIQUES
The sample is a sub-set of the population from which the result is being generalised. The sample consists of part of the whole to be selected in reaching a conclusion. Based on this research the sample examined consists of 6 branches of gtbank. Also, the customers of the selected banks were sampled, while 156 respondents which comprises of staff and customers of the banks were examined. Here, purposive and convenience sampling technique was adopted due to the nature of this research work. In purposive sampling, Kothari (2004) asserts that in this type sampling, items of the sample selected deliberately by the researcher; his choice concerning the items remains supreme. In order words, under non-probability sampling the organiser of the inquiry purposively choose the particular units of the universe for constituting a sample on the basis that the small mass that they so select out of a huge one will be typical or representative of the whole.
3.5
METHOD DATA COLLECTION 
The data collection instrument used in this research work consist of both figures extracted from the financial reports of the banks used in this researchand a well-structured questionnaire was used to gather data from various respondents who are majorly customers and staff of the banks examined.
The questionnaire was divided into five (5) sections of Section A, B, C, D and E, where Section A comprises of Demographic data with eleven (11) questions, while sections B, C, D and E are in the form of Likert Scale of 5-points as 5=Strongly Agree(SA), 4=Agree(A), 3=Undecided(U), 2=Disagree(D) and 1=Strongly Disagree(SD). Section B examines the impact of adoption of electronic banking on daily influx of customers to the banking halls and it comprises of ten(10) questions, Section C examines the impact of electronic banking on the level of fraud in the banking sector and it consists of ten (10) questions in all, Section D examines the impact of electronic banking on the profitability of Nigerian banks and this consists of ten (10) questions and finally, Section E examines the impact of adoption of electronic banking on the cost of operation on Nigerian Banks consisting of ten(10) questions.
3.6
METHOD OF DATA ANALYSIS
The data collected were analyzed using descriptive and inferential statistics. Measurement of variables was achieved with the use of likert scale from 1 to 5, where 5=Strongly Agree, 4=Agree, 3=Undecided, 2=Disagree and 1=Strongly Disagree. The use of descriptive statistics tools such as frequency tables, mean, mode, median, maximum and minimum, standard deviation were adopted to give an interpretation to the variables being examined. The use of inferential statistics tools were also applied in this research study tools like coefficient of correlation, analysis of variation and regression analysis with the aid of Statistical Packages for Social Sciences (SPSS) version 20. The use of descriptive statistics and Analysis of Variation (ANOVA) were used to reach a conclusion on this research work.
3.7
LIMITATIONS OF THE STUDY
The research study witnessed some limitations which mostly has to do with the gathering of data especially getting the old financial report of the money deposit banks was time consuming and not readily available on their archives on the electronic 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
DATA PRESENTATION 
This chapter contains the presentation and the interpretation of the data gathered from both primary and secondary data obtained from the six money deposit banks used in this research work. The secondary data gathered was obtained through the review of the financial report of the banks from 2017 to 2024. The use of ratio analysis was adopted to compare figures for the various years classified as the pre and post electronic era while comparing the returns on asset and equity as well as the profitability for the Nineteen (19) years period.
Table 4.1 Response Rate on Questionnaire
	Questionnaire
	Number
	Percentage (%)

	Retrieved
	127
	81%

	Un-retrieved
	29
	19%

	Total
	156
	100%


Demographic Characteristics of Respondents Table 4.2: Distribution of Respondents by Age
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	18-30
	50
	39.4
	39.4
	39.4

	
	31-50
	49
	38.6
	38.6
	78.0

	Valid
	51 AND ABOVE
	28
	22.0
	22.0
	100.0

	
	Total
	127
	100.0
	100.0
	


Source: Field Survey, 2025
From the table above, 39.4% of the respondents are within the ages of 18-30years while 38.6% of the respondents are within the ages of 31-50years while 22.0% of the respondents are 51years and above. This shows that majority of the respondents are within the 18-30years age bracket. The mean age as computed is at 1.8268 closer to the 31-50years age bracket as computed on SPSS, while the median age as computed on SPSS is at 2.0000 which is at 31-50years age bracket and the standard deviation is at 0.76733.
Table 4.3: Distribution of Respondents by Educational Qualification
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	PRIMARY
	7
	5.5
	5.5
	5.5

	SECONDARY
	28
	22.0
	22.0
	27.6

	Valid
TERTIARY
	62
	48.8
	48.8
	76.4

	OTHERS
	30
	23.6
	23.6
	100.0

	Total
	127
	100.0
	100.0
	


Source: Field Survey, 2025
From the table above, 5.5% of the respondents are primary school certificate holders, 22.0% of the respondents are secondary school certificate holders. 48.8% of the respondents have tertiary education while 23.6% of the respondents have other qualifications. The mean distribution for qualifications is at 2.9055 the median is computed at 3.0000 while the standard deviation computed is at 0.82070 with tertiary education having the mode with the highest frequency as computed using SPSS.
Table 4.4: Distribution of Respondents by Gender
	
	Frequency
	Percent
	Valid Percent
	Cumulative
Percent

	MALE
	79
	62.2
	62.2
	62.2

	Valid
FEMALE
	48
	37.8
	37.8
	100.0

	Total
	127
	100.0
	100.0
	


Source: Field Survey, 2025
From the table above, 62.2% of the respondents are males while 37.8% of the respondents are females. The mode consists of the males with the highest frequency in the distribution, with a computed mean of 1.3780 and a median of 1.0000 and a standard deviation of 0.48680 as computed.
Table 4.5: Distribution Of Respondents By Relationship With The Bank
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	CUSTOMER
	55
	43.3
	43.3
	43.3

	STAFF
Valid
BOTH
	54
18
	42.5
14.2
	42.5
14.2
	85.8
100.0

	Total
	127
	100.0
	100.0
	


Source: Field Survey, 2025
From the table above, 43.3% of the respondents are customers of the banks, 42.5% of the respondents are staff of the banks while 14.2% of the respondents are both staff and customers of the banks. The computed mean is 1.7087 while the computed standard deviation is at 0.70272. This shows that the average number of staff tends towards 54.
Table 4.6: Distribution of Respondents by Number of Years of Banking
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	0-5YRS
	21
	16.5
	16.5
	16.5

	5-10YRS
	63
	49.6
	49.6
	66.1

	Valid
10-15YRS
	32
	25.2
	25.2
	91.3

	15YRS+
	11
	8.7
	8.7
	100.0

	Total
	127
	100.0
	100.0
	


Source: Field Survey, 2025
From the table above, 16.5% of the respondents have been banking for 0-5years, 49.6% of the respondents have been banking between 5-10years, and 25.2% of the respondents have been banking between 10-15years, while 8.7% of the respondents have been banking 15years and above. The computed mean is at 2.2598, the median is at 2.0000 and the computed standard deviation is 0.83773.
Table 4.7: Distribution Of Respondents By Name Of Banks
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	UBA
	26
	20.5
	20.5
	20.5

	FIRST BANK
	24
	18.9
	18.9
	39.4

	ZENITH BANK
	20
	15.7
	15.7
	55.1

	Valid
DIAMOND BANK
	22
	17.3
	17.3
	72.4

	GT BANK
	23
	18.1
	18.1
	90.6

	UNION BANK
	12
	9.4
	9.4
	100.0

	Total
	127
	100.0
	100.0
	


Source: Field Survey, 2025
From the table above, 20.5% of the respondents bank with UBA, 18.9% of the respondents bank with First Bank, 15.7% of the respondents bank with Zenith Bank, 17.3% bank with Diamond bank, 18.1% of the respondents bank with GT Bank, while 9.4% of the respondents bank with Union Bank. The mean is at 3.2205 while the standard deviation is at 1.65190. UBA has the highest number of respondents followed by First Bank and then GT Bank.
Table 4.8: Distribution of Respondents by Type of Bank Account
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	SAVINGS
	47
	37.0
	37.0
	37.0

	CURRENT
	42
	33.1
	33.1
	70.1

	DOMICILIARY
	12
	9.4
	9.4
	79.5

	Valid FIXED DEPOSIT
	10
	7.9
	7.9
	87.4

	SAVINGS AND CURRENT
	10
	7.9
	7.9
	95.3

	ALL
	6
	4.7
	4.7
	100.0

	Total
	127
	100.0
	100.0
	


Source: Field Survey, 2025
From the table above, 37.0% of the respondents operate a savings account, 33.1% of the respondents operate a current account with the banks, 9.4% of the respondents have a domiciliary account, 7.9% of the respondents operate a fixed deposit account, and 7.9% operate both current and savings account, while 4.7% of the respondents operate all forms of account stated. The mean of the distribution is at 2.3071 while the standard deviation is 1.47202 respectively.
Table 4.9: Distribution of Respondents by Offer of Electronic Banking Products
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Offer of Electronic
Banking
	124
	97.6
	97.6
	97.6

	Valid
Non-Offer of Electronic
Banking
	3
	2.4
	2.4
	100.0

	Total
	127
	100.0
	100.0
	


Source: Field Survey, 2025
From the table above, 97.6% of the respondents confirmed that their banks offer electronic banking products while 2.4% of the respondents confirmed that their banks do not offer electronic banking products. From the responses above, it shows that most of the Nigerian Banks offer electronic banking products. The mean is at 1.0236 while the standard deviation from the variables stands at 0.15247 as computed.
Table 4.10: Distribution of Respondents by Usage of Electronic Banking
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Usage of
Electronic Banking
	102

	80.3
	80.3
	80.3

	Valid
Non-Usage of
Electronic Banking
	25
	19.7
	19.7
	100.0

	Total
	127
	100.0
	100.0
	


Source: Field Survey, 2025
From the table above, 80.3% of the respondents make use of electronic banking, while 19.7% of the respondents do not make use of electronic banking. This shows that most of the respondents make use of electronic banking. The computed mean is at 1.1969 and the standard deviation is 0.39919 as computed.
Table 4.11: Distribution of Respondents by Nature of Transaction Carried Out
	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	RECEIVE FUNDS
	51
	40.2
	40.2
	40.2

	TRANSFER FUNDS
	25
	19.7
	19.7
	59.8

	PAYMENT AND
Valid RECEIVE FUNDS
	25
	19.7
	19.7
	79.5

	TRANSFER AND RECEIVE FUNDS
	26
	20.5
	20.5
	100.0

	Total
	127
	100.0
	100.0
	


Source: Field Survey, 2025
From the table above, 40.2% of the respondents say they receive funds through electronic banking, 19.7% of the respondents say they only transfer funds through electronic banking, 19.7% of the respondents also say they make payments and receive funds via electronic banking while 20.5% of the respondents say they transfer and receive funds through the electronic banking. This shows that most of the respondents carry-out transactions via electronic banking channel. The computed mean of the distribution stands at 3.4094 while the standard deviation is at 1.51372.
Table 4.13: ANOVA
Respondents’ View On Profitability of Nigerian Banks As A Result Of
Adoption Of Electronic Banking.
	
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	Between
Groups
	13.192
	4
	3.298
	1.884
	.123

	Within Groups
	119.027
	68
	1.750
	
	

	Total
	132.219
	72
	
	
	


Source: Field Survey, 2025
One of the objectives of this research study is to examine the effect of adoption of electronic banking on the profitability of Nigerian bank as profitability is a part of performance of banks in Nigeria.
The result above on the ANOVA table 4.13 shows the sum of squares between groups is 13.192 and the sum of squares within groups is 119.027 at a degree of freedom (n- 1) is at 72 and the mean of square at 3.298 between groups and mean square of 1.750 within groups.
Decision Criteria
To accept or reject the hypothesis that supports this research objective we compare the P-value with the alpha value. Where the P-value is lower than the alpha value we reject the null hypothesis but where the P-value is higher than the alpha value we accept the null hypothesis.
The ANOVA table shows a P- value of 0.123 which is higher than the alpha value of 0.05 which means we accept the null hypothesis;
(H0) that the adoption of electronic banking has no significant impact on Nigerian
Banks’ profitability.
TABLE 4.15: ANOVA
Respondents’ View On Cost Of Banking Operation As A Result Of
Adopting Electronic Banking
	
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	Between
Groups
	10.175
	4
	2.544
	1.541
	.200

	Within Groups
	112.263
	68
	1.651
	
	

	Total
	122.438
	72
	
	
	


Source: Field Survey, 2025
One of the objectives of this research study is to examine the effect of adoption of electronic banking on the cost of operation of Nigerian Banks.
The result above on the ANOVA table 4.15 shows the sum of squares between groups is 10.175 and the sum of squares within groups is 112.263 at a degree of freedom (n- 1) is at 72 and the mean of square at 2.544 between groups and mean square of 1.651 within groups.
Decision Criteria
To accept or reject the hypothesis that supports this research objective we compare the P-value with the alpha value. Where the P-value is lower than the alpha value we reject the null hypothesis but where the P-value is higher than the alpha value we accept the null hypothesis.
The ANOVA table shows a P- value of 0.200 which is higher than the alpha value of
0.05 level of significance. This means that we accept the null hypothesis;
(H0) that the adoption of electronic banking has no significant impact on the cost of operations on Nigerian Banks.
TABLE 4.17: ANOVA
Respondents’ View On Fraud In The Banking Sector As A Result Of
Adoption of Electronic Banking
	
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	Between Groups
	183.858
	2
	91.929
	227.984
	.000

	Within Groups
	50.000
	124
	.403
	
	

	Total
	233.858
	126
	
	
	


Source: Field Survey, 2025
One of the objectives of this research study is to examine the effect of adoption of electronic banking on the level of fraud in the Nigerian banking sector.
The result above on the ANOVA table 4.17 shows the sum of squares between groups is 183.858 and the sum of squares within groups is 50.000 at a degree of freedom (n- 1) is at 126 and the mean of square at 91.929 between groups and mean square of
0.403 within groups.
Decision Criteria
To accept or reject the hypothesis that supports this research objective we compare the P-value with the alpha value. Where the P-value is lower than the alpha value we reject the null hypothesis but where the P-value is higher than the alpha value we accept the null hypothesis.
The ANOVA table shows a P-value of 0.000 which is lower than the alpha value of 0.05 which means we reject the null hypothesis (H0) that Electronic banking does not have any impact on the level of fraud in the banking sector.
TABLE 4.19: ANOVA
Respondents’ View On The Influx Of Customers To The Banking Halls
As A Result Of The Adoption Of Electronic Banking
	
	Sum of
Squares
	df
	Mean
Square
	F
	Sig.

	Between Groups
	2.275
	3
	.758
	.496
	.685

	Within Groups
	187.883
	123
	1.528
	
	

	Total
	190.157
	126
	
	
	


Source: Field Survey, 2025
One of the objectives of this research study is to examine the effect of adoption of electronic banking on the influx of customers to the banking halls.
The result above on the ANOVA table 4.19 shows the sum of squares between groups is 2.275 and the sum of squares within groups is 187.883 at a degree of freedom (n-1) is at 123 and the mean of square at 0.758 between groups and mean square of 1.528 within groups.
.
CHAPTER FIVE
5.0
SUMMARY, CONCLUSION AND RECOMMENDATIONS
This chapter examines the summary, conclusion and recommendations on the research study. It also highlights summary of each chapters that captures the relevance of the study.
5.1
SUMMARY OF FINDINGS
This study examined the effect of adoption of electronic banking on the performance of the banking industry in Nigeria and the areas of profitability, cost, influx of customers to banking halls and fraud were examined and a decision was arrived at. Four hypotheses were tested and are summarized below:
Hypothesis one covers the adoption of electronic banking impact on Nigerian Banks’ profitability. From the data analysed there is no significant impact on profitability of banks in Nigeria on the adoption of the electronic banking. It has not played a significant role in the banking sector due to so many factors like the rising prices of goods and the high cost of doing business. From the financial data gathered, the banks are incurring more liabilities with each passing day at the detriment of the shareholders; this is as a result of the need to gather more capital to finance the business. The use of electronic banking has not been fully appreciated, that is why there is still the need for customers to visit the banking halls and more branches being created to meet customers demand. Not everyone has adopted the use of electronic banking as some customers do prefer to visit the banking hall for fear of fraudsters taking advantage of their accounts online without them knowing so some do prefer to bank the old way by visiting the banks and not patronizing the online banking channels.
Hypothesis two addresses the adoption of electronic banking impact on cost of operations in Nigerian Banks. From the data analysed, there is no significant impact of adoption of electronic banking on cost of operation in Nigeria. This can be seen from the continuous establishment of physical branches in the country and outside of the country. It is imminent that the cost of production in the country is quite on the high side as the value of the naira has gone down drastically compared to her foreign counterpart the dollar. The cost of doing business in Nigeria is now on the high side, administrative, overhead and other operational costs have gone up as a result of exchange rate. The country is not a producing one but a consuming one and the cost of operation is going up on a daily basis. The liabilities incurred by the banks in carrying out their operation is almost in tandem with the value of their assets with a low returns after tax compared to the assets employed in the business. So in Nigeria, the use of electronic banking has not been of significant impact to cost reduction, the physical branches are supposed to reduce and it is a very sorry sight to see as banks are beginning to lay-off staff because of the inability to meet administrative expenses.
Hypothesis three covers the impact of electronic banking on fraud perpetration in the banking sector. From the data analysed for this hypothesis, the use of electronic banking has really contributed to the level of fraud perpetration in the banking sector in Nigeria. It is a very common thing these days to hear that staff of the banks colluded with some miscreants to defraud bank customers, or even carry-out the actions on their own while most of them go free without being prosecuted for fear of bringing the image of the bank to disrepute. With the use of electronic banking, fraud has become more sophisticated and bank accounts easily hacked into and millions of bank customers’ fund stolen from a remote area where they can hardly be suspected. The use of various devices like phishing, key- logging, cloning, spam etc are used to defraud customers where unsolicited messages would be sent to victims instructing them to confirm their BVN and fill in their personal details. It is possible these days for individuals not to give out their card details and still fall victims to the fraudsters.
Hypothesis four covers the impact of electronic banking on daily influx of customers to the banking halls. From the data analysed for this hypothesis, it was decided that the adoption of electronic banking has not reduced the daily influx of customers to the banking halls. Most bank customers in Nigeria still find one reason or the other to visit the banking halls to carry out transactions and it is a common thing to see people on long queue trying to withdraw from ATM machines.
People still find time to visit the banking hall to lodge complaints, make withdrawals or do some transfers which they can basically do at the comfort of their homes. This is why the banks need to sensitize the customers and put up an effective system that would address customer complaints and resolve issues without the customers necessarily having to visit the banking halls.
5.2
CONCLUSION
Electronic Banking is a great development in banking which has made banking quite easy most especially in developed nations as compared to developing nations like Nigeria due to some factors as stated above. There is need to really explore the benefits provided by this great innovation most especially among people of the developing nations. From the findings stated above, the following conclusions are made below:
The adoption of electronic banking in Nigeria has not impacted significantly on the profitability of the banks over the years as the cost of operating it far outweighs the benefit especially in Nigeria.
In Nigeria, the adoption of electronic banking has not impacted significantly to reducing the influx of customers in the banking halls as most customers still prefer to visit the banks to carry-out transactions and lodge complaints.
In Nigeria, the adoption of electronic banking has contributed significantly to the level of fraud perpetration by fraudsters in the industry and most of their victims are the educated and the uneducated customers of the various banks.
The adoption of electronic banking in Nigeria has not been able to reduce the cost of operation. The cost of operating electronic banking is very high, having to network the branches and procure hardware which is not produced within the country. The cost of establishing branches and running the banking business has not reduced but has increased over time.
5.3
RECOMMENDATIONS
The research study is not free of its limitations, limitations that arose as a result of getting the required data and resources required for a research work. 
i. There is a need for the banks to carry out an electronic banking sensitization so as to be able to reach more of their customers.
ii. The issue of fraud related offence must be blown in the open and offenders duly punished and also whistle-blowing must be encouraged within the system.
iii. The money deposit banks need to ensure adequate upgrade of their electronic banking securities in order to protect users against malicious attack from unauthorized parties.
iv. There is need to patronize local hardware manufacturers as well as software developers as most of the money deposit banks pay out of their nose to get these devices abroad with huge dollar dominated sums.
v. Future studies should be encouraged in this area and the impact of electronic banking examined to bring about its relevance to individuals and corporate organisations.
vi. Subsequent studies should strive to cover more areas apart from that covered in this research work to increase the generalizability of the results.
vii. There is need for the banks to make readily available information that covers the performance of the banks since establishing the bank for the use of researchers.
viii. Hostile attitude of some of the staff of the banks should be looked into as to give researchers in this area the freedom to interact with customers and staff of the bank as this research work will be of use to the banks and others in the academic field.
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QUESTIONNAIRE
Dear Respondent,
This is an academic research on the Effect of Adoption of Electronic Banking on Performance in the Banking Industry in Nigeria. This questionnaire is meant for completion by the bank’s customers and staff of the bank.
Kindly provide an objective view of the issues raised in the questionnaire. All information provided will be treated in confidence. For the purpose of anonymity of all responses, we request that your name and address should not be indicated.
Thank you for your willingness to complete this questionnaire. Thanks.
Yours sincerely,
SECTION A: DEMOGRAPHIC INFORMATION
Age: 18–30

31–50

51 and above
Highest Qualification: Primary [image: image1.png]


  Secondary [image: image2.png]


 Tertiary[image: image3.png]


 Others
Sex:  male
[image: image4.png]



female
Marital Status: single [image: image5.png]



married
Relationship with the bank : Customer [image: image6.png]


 Staff  [image: image7.png]


 Both 
No of years of banking: 0-5yrs [image: image8.png]


 5-10 years  [image: image9.png]


10-15 years  [image: image10.png]


  15yrs+
Name of Bank(s) Account domicile: UBA [image: image11.png]



First Bank [image: image12.png]



Zenith Bank 

Diamond Bank [image: image13.png]


GTB [image: image14.png]


 UnionBank [image: image15.png]


 Others [image: image16.png]


 please thick just one.
Type of Bank Account: Savings [image: image17.png]


 Current [image: image18.png]


 Domiciliary[image: image19.png]


 Fixed Deposit[image: image20.png]



Does your bank offer Electronic Banking products? Yes [image: image21.png]



No
Do you make use of electronic banking? Yes  [image: image22.png]


  No
What transactions do you carry out through Electronic Banking? Make Payments 

Receive funds [image: image23.png]


 Transfer funds
Below is a list of Statements divided into four sections which are sections B, C, D and
E. Section B is to be filled by the customers, sections C by both customers and staff, while D and E by the staff of the bank. Kindly indicate the extent to which you agree or disagree to each by ticking the appropriate box as applicable.
SA= Strongly Agree, A= Agree, U= Undecided, D= Disagree, SD= Strongly Disagree
SECTION B (to be filled by CUSTOMERS ): IMPACT OF ADOPTION OF ELECTRONIC BANKING ON DAILY INFLUX OF CUSTOMERS TO THE BANKING HALLS
	S/N
	Questions
	SA 5
	A 4
	U 3
	D 2
	SD 1

	1
	Improved electronic facility contributes to electronic banking
usage by bank customers
	
	
	
	
	

	2
	The adoption of Electronic Banking has reduced the number of
times you visit the banking hall
	
	
	
	
	

	3
	The adoption of Electronic Banking Has made banking at home easy and convenient
	
	
	
	
	

	4
	It is more costly carrying out transaction at the banking hall
compared to doing the transaction online
	
	
	
	
	

	5
	It is safe and secure using electronic banking compared to having to visit the banking hall
	
	
	
	
	

	6
	Carrying out banking activities through the Electronic is user
friendly and easily understandable to navigate.
	
	
	
	
	

	7
	Electronic Banking saves time and aids quick feedback from
Users
	
	
	
	
	

	8
	The adoption of Electronic Banking has helped to facilitate business compared to having to visit the banking halls.
	
	
	
	
	

	9
	There is timely delivery of services with electronic banking with just a click making it more preferable
	
	
	
	
	

	10
	Cash deposits can be made through electronic banking platforms or mobile without necessarily visiting the banking halls.
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