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CHAPTER ONE
INTRODUCTION
1.1	Background to the Study
The new millennium brought with it new possibilities in terms of information’s access and availability simultaneously introducing new challenges in protesting sensible information from same eyes while making it available to other. Today’s business environment is extremely dynamic and experience rapid changes as a result of technological improvement, increased awareness and demands banks to serve their customers electronically, banks has traditionally been in the fore front of harnessing technology to improve their product and services.
The banking industries of 21st century operate in a complex and competitive environment characterized by these changing conditions and highly unproductive. Economic, information and communication technology (ICT) is at the centre of this global change curve of electronic banking system in Nigeria today. 
Stevens, (2012), assets that banks have over the time, being using electronic fortune banks as linked to information system. The application of information and communication technology concept techniques, policies and implementation strategies to banking services has become subject of fundamental importance and concerns to all banks and indeed a prerequisite for local and global comparativeness banking. The advancement in technology has played an important role in improving service delivery standard in the banking industry.
In its simplest form Automated Teller Machine (ATM) and deposit machine now allows customers carryout breaking transaction beyond banking hours. With online banking, individuals can check their accounts balance and make payment without having to go to the bank hall. This is gradually creating cashless society where customers can pay for airline tickets and subscribe to initial public offering by transferring the money directly from their accounts to pay for various goods and services by electronic transfer of credit to the seller’s account.
As most people now own mobile phones, banks have also introduced mobile banking to cater for customers who are always and the more mobile banking allows individuals to check their account balances and make fund transfers using their mobile phones. This was popularized by First Atlantic Bank (now First Inland Bank) through “Flash me cash” product, customer can also recharge their mobile phone via SMS.
E-banking has now made banking transaction easier around the world and it is fast gaining acceptance in Nigeria. The deliveries of channels today in Nigeria electronic banking are quite numerous as it is mentioned here automated teller machine (ATM), point of sales (POS), telephone banking, smart card, internet banking etc. personal computers in the banking industry was first introduced into Nigeria by society general banks as the popular P.C easy access to  the internet and the World Wide Web (WWW) and internet in increasily used by banks as a channel of delivering the product and services to the numerous customers. Virtually almost all banks on Nigeria have a web presence, this form of banking, the delivery of products by banks and public demand is an indication of advertisement which is known as commerce.
Electronic banking/commerce on the other hand is a general term for any type of business or commercial transaction. It involves the transfer of information across the internet. E-commerce involves individuals and business organization exchanging business information and instruction over electronic media using computer, telephone and other communication equipment. This occurs a range of different types of business from customers to retail produced. However, electronic banking as it is a product. E-commerce in the field of banking and financial services.
It offers different online services like balance enquiry request for cheque books, recording stop payment instructions, balance transfer instructions account, opening and other form at traditional banking services. The internet allows business to use information they need, when they need it. This internet enables services all translate the reduced cost. There are less overhead, greater economic of scale, and increase efficiency. Electronic banking greatest promise it timeless, more valuable information accessible to more people at reduced cost of information access with the charges in business transaction or operation as a result of internet era, security concerns more from computer labs to the front page of newspapers. The promise of electronic-banking is offset by the security challenges associated with the disintermediation of data access. One security challenge results “from” “cutting out the middlemen” that too often cut the informatics security the middlemen provided.
Another is the expansion of the user community from a small group of known, method users, accessing data from the internet. Application services providers (ASP) and exchanges offer especially stringent and sometimes contradictory requirement of per user and per customer security, while allowing secured data sharing among communities of interest. E-banking depends on providing customers, partners and employees with access to information in a way that is central and secured.
Customer expectation in terms of services delivery and other key factors have increased dramatically in recent years as a result of the promise and delivery of internet. Even after a “dot-com crash” these raise expectation acceptance of internet driven technologies which means that delivery an enhanced services is more achievable than before, however, it is also more complex and fraught with potential cost and risks. The internet introduces customers to a new perception of business time as always available is 24/7” and demanding an urgent and rapid response. The challenge for managers is to reconcile their business and their own personal perceptions of timed with the perceived reality of internet time.
The internet has decisively shifted the balance of power to the customer. The internet is revolutionizing sales techniques and perception of lending brands and the internet is intensifying competition in all its forms.
Banking are continuing to use the internet to add value to their customers, but in order for this to work effectively maximizing opportunities, reducing risk and overcoming problem on electronic-banking strategy is required as an impact the growth of the web and internet as new channels. The growth of their use by customers and floor of companies entering the market, present a series of keys challenges to companies. It is easy and cheap to put up a website to create an environment delivering effective services on the web to a significant proportion of your customer’s base requires an electronic-banking strategy. Electronic banking offers different online series like balances, enquiry, books, recording stop payments, instructions, balance transfer instructions, account opening and other forms of transactional banking services.
1.2 	Statement of the Problem
In Nigeria, customers of banks today are no longer interested in safety of their fund and increase returns on their investment only. Customers demand efficient, fast and convenient services. Customers want a bank that will offer them services that will meet their particular needs (personalized banking) and support their business goals for instance; Businessmen want to travel without carrying cash for security reasons. They want to be able to check their balance online, find out if a cheque is cleared, transfers founds among account and even want to downloads transaction/ record it into their own computer at work or home. Customers want a preferential treatment and full attention by their choice bank. All these are only achievable through electronic banking.
	In line with rendering quality and acceptable services that most bank in Nigeria are gearing towards and investing large sum of money in information and technology. It in rendering services to their customers. It also seeks the challenges involved in electronic banking and best industrial practice and the approach of implementing them in Nigeria banking system.   
1.3 	Research Questions
In view of the above stated problems, the research questions for this study are:
i. To what extent can E-banking improve or enhance banking services?
ii. What are the major problems associated with the development of electronic banking system in Nigeria?
iii. What are the solutions to problem associated with the development in electronic banking?
iv. What are the effect of electronic mobile banking (EMB) transactions on banking system
1.4 	Objectives of the Study
The main objectives are to determine the impact of electronic banking in Nigeria banking system, particularly First Bank of Nigeria Plc.
The specific objectives are:
a. To determine the extent E-banking improves or enhances banking services
b. To evaluate the major problems associated with the development of electronic banking system in Nigeria
c. To determine solutions to problem associated with the development in electronic banking?
d. Examine the effect of Electronic Mobile Banking (EMB) transactions on banking system


1.5	Research Hypotheses
	The hypothesis tested here are:
H0: 	Electronic banking adoption has not significantly improved the return of equity of an 	investor.
H1: 	Electronic banking adoption has significantly improved the return on equity of an 	investor.
H0: 	Electronic banking adoption has not significantly improved the return on asset of deposit 	money banks.
H1: 	Electronic banking adoption has significantly improved the return on asset of deposit 	money banks.
1.6 	Significance of the Study
	The study would enable the bank executive and indeed the policy makes of the banks and financial institution to be aware of electronic banking as a product of electronic commerce with a view to making strategies decision.  The research is equally significant because it would provide answers to factors militating against the implementation of electronic banking on satisfaction prove the success and growth associated with implementation of electronic banking highlight the areas of banking operations that can be enhanced via electronic banking operation that can be enhanced via electronic banking and also be an invaluable tool for students, academician, institutions, corporate managers and individuals that want to know more about electronic banking trends especially in Nigeria.
1.7	Scope and Limitation of the Study.
In pursuance of the objective of the study, attention shall be forced on electronic banking among other electronic commerce implementation in order to conduct an empirical investigation into the adoption of electronic banking in Nigeria. And will also examine the nature of electronic banking operations in First Bank Nig. Plc from 2017-2019.
This research work was carried out in Nigeria, among the First banks in the state. In particular First bank of Nigeria Plc as a study.
The research work was limited to First Bank of Nigeria Plc, due to lack of adequate fund involve in visiting other commercial banks in and outside the state. This project work was also limited due to time factor on the part of the researched. This project work was carried out during academic session when other academic activities were also carried out. This also serves as a great limiting factor.
It is also important and to note that the problem of easy accessibility ti the marriage of the bank. Another limiting factor is the attitude of management personnel regarding disclosure of their performance and activities.
1.8	Definition of Key Terms
· Access Product: It’s the product that allow consumers to access traditional payment instrument electronically generally from remote locations.
· ATM Card: UBA debit card is a chip device consisting of circuit element on single silicon chip. The card is a complex circuits that process microprocessors with a single chip that contain a complete arithmetic and logic unit of computers, its provide for First banks customers to perform balance inquiry, mini statement and cash withdrawal as well as transfer through the use of automated teller machine. The green card can also be used or internet or online and P.O.S transaction.
· Chip Card: Also known as an integrated circuit (IC). A card containing one or more computers chips or integrated circuits for identifications, data storage or special purpose processing used to validate personal identification monitors, authorize purchase, verify account balance and store personal records.
· Electronic Data Interchange (EDI): The transfer of information between organizations in machine readable form.
· Electronic Money: Monetary value measured in currency units stored in electronic device in the customers/consumers possession. This electronic value can be purchased and held on the device unit reduced through purchase or transfer.
· Internet Banking: This is products that enable banking leverage on the internet banking system module in-built on the new banking application (banks). Implementated by the bank to serve the internet banking needs of the bank’s customers.
· Mobile Banking: This is a product that affect customers of a banking to access services such as account balance, transaction enquiries, stop check’s and other customers services, service verification, bill payment, electronic fund account balance, updates, and history, customers service via mobile transfer between account etc.
· Smart Card: A card with a computer chip ended, on which financial health, educational and security information can be stored and processed.
· Transaction Alert: Over customers carryout debit/credit transaction on their accounts and the need to keep track of these transactions promote the creation of the alert system by the bank to notify customers of those transactions. The alert system also serves as notification system to reach out to customers where necessary information need to be communicated.
· Western Union Money Transfer (WUMT): Western union money transfer is a product that allowed people with relatives in Diaspora who may be remitting money home for family up keep, project financing, school fees etc. Nigeria communities are known for having their sibling gainfully employed in other parts of the world and idle market for western union money transfers.
1.9	Plan of the Study
This research work is grouped into five (5) chapters in which each chapter comprises the following;
Chapter one consists of the Introduction, statement of the research problem, research questions, objectives of the study, research hypothesis, significance of the study, scope of the study, definition of terms and organization of the study
Chapter two presents the literature review, conceptual framework, theoretical framework and empirical review.
Chapter three discusses the research methodology, research design, sources and method of data collection, population of the study, research instrument and limitations to the methodology.
Chapter four entails data presentation, data analysis and data interpretation while the chapter five deals with summary of findings, conclusion, recommendations and reference.


CHAPTER TWO
LITERATURE REVIEW
2.1	Conceptual Framework
	The increasing competitive nature of the financial service market has resulted in the need to develop and utilize alternative delivery channel. The most recent delivery channel introduced being online banking. Also, the increasing development of information and communication technologies has brought about numerous achievements for the human society and immensely influenced human behaviors. An important achievement that has increased the awareness of the society is the ability to gain access to a wide range of diverse information (Fathian, Shafiea and Shahristani, 2019).
	The definition of e-banking varies amongst researchers partly because electronic banking refers to the various types of services through which bank customers can inquire for information and perform most retail banking service via computer, television or mobile phone (Sathye, 2019). Burr (2016), for instance, describes it as an electronic connection between bank and customer in order to prepare, manage and control financial transactions. For the purpose of this study, we shall adopt the definition of electronic banking as posited by the Basel Committee (2013) as the provision of retail and small value banking products and services through electronic channels. Thus, e-banking consists of Internet banking, POS, telephone banking, PC banking, mobile banking, TV based banking and ATMs.
	The adoption of these various electronic channels is to improve the operations of banks and also increase customer satisfaction. Farris et al (2010) describe customer satisfaction as the number of customers, or percentage of total customers, whose reported experience with a firm, its products or its services exceeds specified satisfaction goals. It is often difficult to measure how satiated a customer is from using a firms products or services, as satisfaction varies from person to person, depending on variables which may be both psychological and physical. Timothy (2012) opined that customer satisfaction boosts the potential of a customeroriented organization; it also increases the use of more volatile consumer mix and boosts a firm’s reputation. Therefore, achieving competitive advantage by recognizing customer needs intelligently and faster than the competition ensures retaining customers through the provision of better services and products (Ogunlowore and Rotimi, 2014). Nigerian banks today are seriously into new electronic delivery channels for banking products and services with a view to delivering better services and satisfying customers and banks that cannot offer these services are increasingly losing their customers’. The growth and development of the banking sector is a sine qua non for economic growth hence every country seeks the development of that sector and just as banks depend on customers’ patronization either for deposit, loan, or other services in order to make profit and grow, customers too need service satisfaction from banks in order to continue transacting business with such bank, hence the need for this study.
	However, the adoption of e-commerce has been hindered by the quality, availability and the cost of accessing telecommunication infrastructures, lack of skilled staff, low internet penetration, low bank account, and lack of timely delivery of physical goods (Jalal, Marzooq & Nabi, 2021). In an attempt to catch up with global developments and improve the quality of their service delivery, Nigerian banks have invested highly on technology; and have widely adopted electronic and telecommunications networks for delivering a wide range of value added products and services. It is as a result of this huge investment that it is germane to ascertain how satisfied customers are with the quality of electronic banking services offered by their banks.
	However, whereas local banks most commonly practice real time online internet banking, the integration of customers into the process is for from been realized. Many of the reasons are and attributed to the high prevalence of internet fraud and lack of an adequate regulatory framework to protect the banks from the volatility of risks associated with internet banking, especially at the levels of communication and transaction. In the main, Nigeria is globally regarded as the headquarters of advance free fraud which is perpetrate mostly via the internet (Journal of International Affairs Vol. st, 209.301) 
2.1.1	Electronic Banking and the Common Banking Products
The use of information technology in banking operations is called electronic banking Ovia (2001) argued that Electronic banking is a product of e-commerce in the field of banking and financial services. In what can be describe as Business-to-consumer (B2C) domain for balance enquiry, request for cheque books, recording stop payment instruction, balance transfer instruction, account opening and other forms of traditional banking services. Banks are also offering payment services on behalf of their customer who shop in different e-shops.
2.1.2	Telephone and PC Banking Products
This is a facility that enables customers, via telephone calls, find out about their position, with their bankers merely dialing the telephone numbers given to them by the banks. In addition, the computers on the phone would require special codes given to the customers as a means of identification of authentic users before they can receive any information they requested for. This is a service introduced into the banking balance as a result of computer telephone technology being made available (Ovia, 2021). The technology banking has a universe of possible application limited only by the imagination. These areas include: Account balance enquiry; Account statement printing; intra-Banks Account to Account Transfer; inter-banks Account to Account Transfer; Download Account Transaction etc.
Telephone and PC banking brings the bank to the doorstep of the customer, it does not require the customer to have his premises; interactive Voice Response becomes a regular feature of operations; Text-to-speech capability becomes reality; A uniformed messaging capability become permanent feature of the bank.
2.1.3	The Card System
The card system is a unique electronic payment type. The smart cards are plastic devices with embedded integrated circuit being used for settlement of financial obligations. The power of cards lies in their sophistication and acceptability to store and manipulate data, and handles multiple applications on one card securely (Amedu, 2015). Depending on the sophistication, it can be used as a Credit Card, Debit Card and ATMs (Automatic Teller Machine). While the electronic card is gaining popularity in USA and Nigeria, the Spanish financial Institution demonstrated the highest implementation and update of smartcards across Europe (Amedu, 2015).
	The Smart Card was introduced into the Nigerian market to reduce or eliminate problems of carrying cash about (Amedu, 2015). It is electronically loaded with cash value and carried about like credit card and stores information on a microchip. The microchip contains a “purse” in which value is hold electronically. In addition, it also contains security programs; these protect transactions between one card user and the other. It can also be transferred directly to a retailer, merchant or other outlet to pay for goods and services, and like cash, transaction between individual without the needs for banks of the other third parties. Also, the system does not require central clearing. It is valued immediately. Also the system allows transfer of one value to the other hence it operates like cash.
2.1.4	The Automated Teller Machine (ATM)
	Worldwide, the use of paper cash still remains the most widely used and acceptable means of settling financial transactions and obligations. However, the proportion of cash transactions is increasingly on the decline, especially in advanced economics (Amedu, 2015). In USA, where the use of cash is still prominent, compared with European countries, it represents 50 percent or more of the total transactions. Of course, cash is a non-electronic payment method. However, the physical carriage of cash as well as the visit to the bank branches is being reduced by the introduction of an electronic device.
ATM
An ATM device allows a bank customer to withdraw cash from his account via a cash dispenser (Machine), and the account is debited immediately. A fundamental advantage is that it needs not to be located within the banking premises. It is usually in stores, shopping malls, fuel stations etc.
Cheque
A cheque is a paper based payment instrument whose usages are still gaining ascendancy. The Automation focus on this instrument is to reduce the number of clearing days and improve on security arrangement in the course of settlement and collection. For example, in Nigeria the Central Bank of Nigeria CBN has just embarked upon online clearing and Nigeria has signified interest and signed path to this project (Johnson, 2015).
2.1.5	The Entry of Nigerian Banks into Electronic Banking
Electronic banking both as a medium of delivery of banking services and as a strategic tool for business development, has gained wide acceptance internationally and is fast catching up Nigeria with more and more banks entering the fray. Nigeria can be said to be the threshold of a major banking revolution with net banking having already been unveiled (Ovia, 2021). Of all the sectors in the Nigeria Economy, Banking stands out despite “a not too good” Economy. Electronic banking provides the facility of accessing customer accounts from anywhere in the world by using a home computer with Internet connection, is particularly fascinating to Non-Resident Nigerians and High Net worth Individuals having multiple bank accounts. The growth potential is, therefore, immense. Further incentives provided by banks would dissuade customers from visiting physical branches, and thus get ‘hooked’ to the convenience of armchair banking.
2.1.6	Threats of Cyber-Crimes on the Nigerian Banking Premises
The Advances fee fraud or 419, which is one of the most popular of all internet frauds, Has its origin from Nigeria in the 1980s. Its development and spread follows the path of the developments in information technology at inception, postal letters were used as key media for committing 419 frauds. Later in the early 1990s, it became integrated into telecommunication facilities such as the telephone and fax from the late 1990s following the introduction of computers and internet, 419 crimes became prevalently perpetrated through the use of e-mail and other internet means (Amedu, 2015). The latest dimension taken by the perpetrators of this crime is the use of fake internet bank site, and using that to encourage victims to open accounts with them.
Electronic Banking Profitability and Efficiency
Commercial banks assaulted by the pressure of globalization, competition from nonbanking news ways to add value to the services. The question “what drives performance?” is at the top in understanding superior performance and hence striving for it. Substantial research efforts have gone into addressing this question, starting from the strategic level and going down to operational details. A key study bench marking the strategies of leading retail banks and retail banks was carried out by the bank strategies of leading retail banks and (Vander Velde 2012).
Bank Customer Relationship
Bank customer relationship, is just a special contract where a person entrusts valuable items with another person with an intention that such items shall be retrieved on demand from the keeper by the person who so entrust. Thus the banker is the one who is entrusted with above mentioned valuable items, while the person who entrust the items a view to retrieving it on demand is called the customer.
Operation of Financial Institution
Financial institutions provide service as intermediaries of the capital and debt markets. They are responsible for transferring funds from investors to companies in need of those funds. Financial institutions facilitate the flow of money through the economy. To do so, saving are pooled to mitigate develop revenue. Should the yield curve become inverse, film, in this arena will offer additional fee-generating services including securities underwriting, and prime brokerage.
2.2	Theoretical Framework
	This theory anchors on the premix that bank use non-traditional low cost delivery channels to offers services to it customers. Such channels includes the Automated Teller Machines (ATM) mobile phone banking, point of sale (POS). Among others in using these channels, the bank offers a wide range of services to its customers regardless of location and branch attachments. All that is required is to enter the needed information into the system and the transaction is done. This theory favours this study since the emphasis here is on electronic platforms as means of delivering services.
Bank-Led Theory
The bank-led theory of branchless banking was postulated by Lyman, Ivatury and Stachen (2016) and emphasizes the role of an agent who acts as a link between the banks and the customers. In this case, the retail agents have direct interaction with the banks’ customers and perform the role expected of the bank by either paying cash or collecting deposits (Owens, 2016). Finally, this agent is expected to transmit all his dealings with the bank’s customers to the bank he is representing through electronic means (such as phones, internet, etc).
Non Bank-Led Theory
This theory was popularized by Hogan (2019). Here customers do not deal with any bank and they do not maintain any bank account. All that the customers have to deal with is a non-bank firm such as mobile network operator or prepaid card issuer who they exchange their cash with for e-money account. The e-money account is then stored in the server of this non-bank agent. This tends to represent the most risky platform in the electronic payment methods because of lack of existing regulatory framework upon which these e-agents operate.
Theory of Planned Behaviour
	The theory of planned behaviour (TPB) suggested that a human behaviour is determined by intention to perform the behaviour, which affected jointly by attitude toward behaviour, subjective norm and perceived behavioural control (Ajzen, 2019). Attitude (ATT) is the general feeling of people about the desirability and undesirability of a subjective norm (SN) expresses the perceived organizational or a social pressure of a person who intends to perform a specific behaviour.
Social Construction Theory
	The most relevant theory for analyzing internet banking is that of Trevor pinch and Wiebe Bijker’s social construction of technology theory. The theory argues that technology does not determine how and in what ways technology is used.
Theory of Reasoned Action (TRA)
	This theory shows that an individual’s adoption of an innovation is affected by so many things such as subjective norm and his attitude towards the behaviour. Subjective norm is simply the belief of what others will think of the behaviour. Attitudes are those beliefs a person accumulates throughout his life time.
2.3 	Empirical Review
This review is concerned mainly with relevant practical applications of the theoretical underpinnings. Bello and Doarawa (2015) examined and accessed the impact of internet banking services on customers satisfaction in Nigeria banking industry. The result of their study shows that many bank customers in Nigeria are fully aware of the positive development in information technology communication which led to new delivery channel for commercial banks product and services in Nigeria. Banks traditionally have always sort medium through which they will serve their clients more cost-effectively as well as augment the benefit to their clientèle. Their core concern has been to serve clients more conveniently and in the process increase profit and competitiveness thus banking in Nigeria embracing the influx of e-banking. Improvement in Information and Communication Technology in Sub-Saharan Africa are rapidly changing the way business is conducted. Agboola (2021) also stated the impact of computer automation on banking services in Lagos using six banks and concluded that internet bank has tremendously improved customer services. Egland et al (2018) was the first important study, which estimated the number of US banks offering electronic banking and analysed the structure and performance characteristic of these banks. It found no evidence of major difference in the performance of the group of banks offering electronic banking activities compared to those that do not offer such services in terms of profitability, efficiency or credit quality. However transactional electronic banks differed from other banks primarily by size.
According to Centeno (2014), the internet adoption factors are divided into two categories: (i). Factors relating to the infrastructure and accessing technology, (ii). Factors that are related to retail banking factors. The prior factors include skills on the part of consumers in using internet and other related technologies, attitudes towards technologies, internet penetration rate privacy and security concerns. Later involves factors like banking culture, internet culture, trust in banking institutions and internet banking push.
However, lack of PC and internet penetrations serve as barriers for development of e-banking. Also, in their study conducted in Turkish retail banking sector Polatoglu and Ekin (2021) concluded that internet decreases operational costs and it amplifies customers satisfaction retention.
From the analysis of Abaenewe et al., (2013) the effect of internet banking has significant impact on return of equity. Beck et al., (2015) in assessing the effect of privatization of Nigerian banks from 1990-2001,controlled for the age of the banks ,since longer established banks might enjoy performance advantages over relative newcomers. Their results for the Nigerian market indicate that older banks did not perform as well as newer banks, which were better able to pursue new profit opportunities.
Sathye (2015) investigated the impact of the introduction of transactional internet banking on performance and risk profile of major credit unions in Australia. Similar to the result of Sullivan (2020), the internet banking variable didn't show a significant association with the performance as well as with operating risk variable. Thus, internet banking didn't prove to be a performance enhancing tool in the context of major credit unions in Australia. It is neither reduced nor enhanced risk profile.
Mahotra & Singh (2017) examined the impact of internet banking on banks performance and risk in India. The study examined comprehensive set of 10 measures of financial performance that made it possible for the authors to critically look into banks performance. By developing a deeper understanding of these phenomena, the researchers drew more insightful inference about the impact of the internet on banking on business strategies and performance. The results of the study revealed that on average, internet banks are more profitable than non-internet banks and are operating with lower cost as compared to non-internet banks, thus, representing the efficiency of the internet banks.
The reasons for lower profitability of these banks were pointed out to be higher cost of operations, including fixed cost and labour cost. Gakure and Ngumi (2013) studied the influence of innovations in profitability of commercial banks, and concluded that bank innovations have a moderate influence on profitability of commercial banks in Kenya. 
The analysis produced a coefficient of determination of 47.8% which showed the percentage of variations in profitability which is explained by bank innovations Siam (2016) examined the impact of e-banking on Jordanian banks and concluded that majority of the bank are providing services on internet through their website and his findings showed that the attention was more to achieving e-banking as satisfying and fulfilling Customers needs. He also concluded that there should be a well articulated strategy to achieve success and profit in the long run. Hernado and Nieto (2015), examine the performances of multi channel banks in Spain between 2014 and 2020. The result was that internet as a delivery channel have a positive impacts on banks profitability after one and half years of being used. Onay et al (2018) conducted a research on Turkish banks and concluded that e-banking has a positive impacts on the profits of banks.
According to the study, “Internet has changed the dimensions of competitions in the retail banking sector. It has also provided opportunities for emerging countries to build up their financial intermediation infrastructure. The e-banking variable has had a positive effect on the performance of the banking system Turkey. Gao and Owolabi (2018) investigated the factor that influence the customers adoption of internet banking in Nigeria. They reported that the level of awareness or attention, convenience, privacy, availability of knowledge are the relevant issues that needs to be considered in determining the adoption of internet banking in Nigeria.
Access Bank PLC as a case study, the findings of this study shows that ICT has influenced operational cost if banks in terms of personnel administration and management. Njuru (2017) did a study on the challenges of implementing electronic banking strategy by commercial banks in Kenya. The objective of the study was establishing the challenges inhibiting electronic banking implementations and how banks are responding to these challenges and the responses that organizations employ in strategy implementation and the extent of electronic banking in Kenya commercial banks. The banks have thus employed strategic responses to overcome these challenges with some of these responses being more popular than the rest depending on the impact they have on the implementation process. Lack of required infrastructure, resources and specialized skills, commitment from the senior management team and fear of adopting the system by both the bank employees and customers were some of the popular responses that banks have been using. The entire internal and external environment however needs to be considered during the implementation of the electronic banking strategy. 
Ogini, et al., (2013), did a study on e-banking and bank performance: evidence from Nigeria. The study examined the impact of electronic banking on banks performance in Nigeria. Panel data comprised audited financial statements  of eight banks that have been adopted and retained their brand name banking between 2000 and 2010 as well macroeconomic control variables were employed to investigate the impact of e-banking on return on assets (ROA),return on equity (ROE) and net interest margin (NIM). Result from pooled OLS estimations indicate that e-banking begins to contribute positively to bank performance in terms of ROA and NIM with a time lag of two years while a negative impact was observed in the first year of adoption. It was recommended that investment decision on electronic banking should be rational so as to justify cost and revenue implementation on bank performance.




CHAPTER THREE
RESEARCH METHODOLOGY
	This chapter describes the techniques and procedure used by researcher in conducting the study and accumulating for the study. It comprises of the description of the population of the study sampling techniques, sample size, source of data, method of data, collection and method of data analysis.
3.1	Research Design
	The researcher method employed for this research was survey to obtain objective and reliable answer to the research. As a result, questionnaire will be used to ascertain options or perception of the respondents on the topic.
3.2	Source of Data
	The researcher used both the primary and secondary data in the study. The primary data are collected by the researcher through the use of questionnaire while the secondary data are data collected from First Bank Nigeria Plc electronic banking guideline, annual report of First Bank Nigeria Plc etc.
3.3	Population of the Study
	The population to be used in this study covers all the 40 credit officers of First Bank Plc. The population selected was designed to obtain adequate and diverse views pertaining to the level of staff in impact of electronic banking in First Bank Nigeria Plc.
3.4	Sample Size and Sampling Techniques
	The sampling size to be used by the researcher in this study is (40) First Bank Nigeria Plc officers.
3.5	Research Instrument
	This was the use of convinces or accidental sampling that is it means that the questionnaires were given to any respondents that fell within the stipulated sample. It was cheap and simple to use. It gave a smarter idea of the subject in study. There was the use of judgement sampling method, that is, the questionnaire were not given to anybody but to those really involved in the process of planning and control which the following;
1. Top level managers
2. Middle level managers
3. Supervisory level managers
3.6	Data Analysis
	This aspect deals with the techniques for analyzing the collected data, the technique used was the description statistics which involves describing the events it involves the uses of percentage frequencies and averages in order to allow for acceptance or rejection of research question.
3.7	Limitation to the Methodology
	Limitation to the methodology is based largely on problems encountered during the collection of data, such problems include;
1. The difficulty with regards to getting information from individual in the organization
2. Mistrust, lack of confidence, ignorance or misconception on the parts of the respondents.
3. Delays in retuning, non-returned or anybody completed questionnaires 
4. Lack of finance and time are also additional limitation during the curse of research.


CHAPTER FOUR
4.0	Data Analysis And Presentation of Result
	In this chapter, data and information gathered through administered questionnaire were evaluated, presented and analyzed by the use of tables, graphic square, hypothesis graph and simple percentage analysis
4.1	Data Presentation of Demographic Section
	The questionnaire was divided into three (3) sections ABC. Section A contain information about the personal data of the respondents in terms of sex, age, and status in the bank. The below table shows the distribution of the respondent in terms of above listed data i.e. Age, Sex and Status.
4.2	Data Analysis
	Therefore, the analysis of this study is based on the 40 questionnaire that were duly completed and 35 returned and 5 were not returned by the staff of First Bank of Nigeria Plc. The case study of the project work.
4.2.1	Questionnaire	
	
	Frequency
	Percentage (%)

	Returned
	35
	87.5

	Not Returned
	5
	12.5

	TOTAL
	40
	100


Source: Research Survey 2025
	The table above shows that the questionnaire that were returned are 87.5% (35) while 12.5% (5) are not returned by the staff of the bank, First Bank of Nigeria Plc.
4.2.2	Question 1: Sex
	Sex
	Frequency
	Percentage (%)

	MALE
	24
	68.6

	FEMALE
	11
	31.4

	TOTAL
	35
	100


Source: Research Survey, 2025
	The above table shows that there are more male staff than female in the population study. The study also reveals that 68.6% (24) are male while 31.4% (11) are female.
	The graphic representation is shown below:
Distribution of Respondent by Age
4.2.3	Question 1: Sex
	Age
	Frequency
	Percentage

	21-30
	25
	71.4

	31-40
	9
	25.7

	41 & Above
	1
	2.9

	TOTAL
	35
	100


Source: Research Survey 2025
	The above table shows that there are more male staffs than female in the population study. The study reveals that 68.6% (24) are male while 31.4% (11) are female.
From the table above, it can be seen that 25 of the respondents fall between the age of 21-30, while 31-40 are 9 and 41 and above is 1. thus, it can be concluded that majority of the respondents are still in their prime ages and the implications of this is that they are likely to be capable of working productivity in their various dully posts as opposed to age staff.
4.2.4	Question 3: Marital Status 
Distribution of Respondents by Marital Status
	Marital Status
	Frequency
	Percentage (%)

	Married
	7
	20

	Single
	28
	80

	TOTAL
	35
	100


Source: Research Survey 2025
	From the table, it can be seen that majority of the respondents are not married. 20% (7) of the total respondents are married while 80% (28) are single.
4.2.5	Question 4: Qualification
	Qualification
	Frequency
	Percentage (%)

	O’LEVEL
	2
	5.7

	ND
	5
	14.3

	B.SC/HND
	20
	57.1

	NCE
	3
	8.6

	PROFESSIONAL
	5
	14.4

	TOTAL
	35
	100


Source: Research Survey 2025
	The above table shows that 5.7% (2) of the respondents are O’level holders, 14.3% (5) are ND holders, 57.1% (20) are Degree holders, 8.6% (3) are NCE holders while 14.4% (5) are professional.
4.2.6	Question 5: Category of Staff
	Distribution of Respondents by Staff
	Category of Staff
	Frequency
	Percentage (%)

	Senior staff top management
	14
	40

	Middle management
	11
	31.4

	Junior staff
	10
	28.6

	TOTAL 
	35
	100


Source: Research Survey 2025
	The table above reveals that 40% (14) of the respondents are senior staff while 31.4% (11) of the respondents are middle management and 28.6% (10) respondents are those expected to be knowledgeable in the subject.
4.3	Discussion of Findings
	From the above analysis, it is seen that in hypothesis one, you can see that respondents agreed that electronic banking does not have prospect on First Bank. In hypothesis, we can also see that respondents agreed that electronic banking does not respondents strongly agree that the adaptations of electronic banking does not enhance the fortune of First Bank. Hypothesis four showed that respondents strongly agreed that First Bank. Electronic Banking does not improve its bank customers relationship, hypothesis five showed that respondents strongly agreed that First Bank electronic comply with the CBN Electronic Banking guidelines.


CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1	Summary
	Based on the findings made, the following summary was made: 
	There is a great increase in the numbers of commercial bank customers with the adoption of e banking services. At least the quality of services rendered to customers has improved greatly. Customers are satisfied with some of the e banking service offered to bank customers; however, a lot needs to be done to improve the customer service in the Country. There are benefits that customers accrued from the utilization of e-banking by commercial banks in Nigeria. This has promoted social, economic, and political development of the state. Commercial banks were faced with a lot of problems in the provision of e-banking to customers in the state. These problems needed to be tackled in order to enhance effective and efficient customer services. Finally, commercial banks would grow tremendously, if the proprietors can invest more on the information technology to boast their daily banking operations.
5.2	Conclusion
	Banks have and still are putting in massive investments into electronic banking infrastructure and as such customer satisfaction is turning into one of the most crucial factor for the success of electronic banking service meaning that the generation of positive customer value on the electronic banking requires the establishment and maintenance of long- standing customer relationships. One of the basic ways of achieving high customer satisfaction is providing high quality services. To this end it is seen why the study critically assessed the impact of electronic banking on customer’s satisfaction in Nigeria with particular reference to customers of Guaranty Trust bank and Access Bank Plc. Based on the empirical findings the study has shown that there is a significant relationship between customer satisfaction and the various electronic banking service quality dimensions and that electronic banking service quality has a significant impact on customer satisfaction.
	Based on the findings and conclusion of the study the following recommendations were made: Firstly, banks are advised to improve on their e-banking products relentlessly, upgrade their channels (such as ATM, MPOS, and POS) and enhance their software application (such as online application, e-mobile application). Secondly, the management of Nigerian banks should put in more resources in staff training and development. This will help with quality and timely service delivery. They should also introduce other products that could enhance their customer satisfaction. Lastly, in order to eliminate challenges that customers face in the usage of e-banking products, banks are advised to ensure stable power supply, ensure 24/7 network service availability, improve more on the security of customers' transactions and personal data and create a platform whereby customers and bank management can interface to discuss on the (new) challenges that the former is facing and chart a new course of action so as to stimulate and ensure customers' satisfaction.
5.3	Recommendations
	The researcher undertook an empirical investigation of both the positive and negative effect of e-banking in the Nigerian financial system and therefore has drawn the following recommendations. The government should relax further its regulatory hold on the financial system and not partial deregulation of the system widely believed to be the case right now. Though this is not a sufficient condition, it is necessary condition for overall efficiency of the system. 
	Telecommunication needs to be improved to facilitate easy data communication network for banks and other financial institutions as well as other organisations. Thus the electronic tellers and electronic funds transfer facilities will greatly improve. The customers must be educated on the effective use of their cards and the need to ensure confidentiality of their personal identification numbers (PIN). The advent of electronic automation through computer network has however had its peculiar problem, which had hitherto been linked only to the manual system. These usually manifest themselves in the form of software fraud. 
	Most of the irregularities result from illegal access to the electronic system, authorized access to specific modules J functions within an application software, intentional alteration of data or the denial of since to authorized personnel. This problem could be addressed by the implementation of an appropriate audit and security mechanisms for processing these applications. These could be achieved by instituting software control by defining the hierarchy of personnel that have access to the system. Also all access to the system should be logged automatically to a control file and printed on a regular basis for the purpose of effective control. 
	Finally, a group of banks can come together and implement an integrated ATM system. They can also jointly implement shared computer system and network, credit card system and electronic funds transfer facilities as is the case in the United States of America and some other developed countries of the world. 
	Efforts to improve banking services (in Nigeria) recently got a boost as 30 banks were selected for the Nigerian Automated Clearing System (NACS). The system is an on-line service designed to facilitate the clearing of cheques, credit instruments as well as the payment and settlement of inter-bank transactions. 
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RESEARCH PROPOSAL
Research Background/Introduction
The new millennium brought with it new possibilities in terms of information’s access and availability simultaneously introducing new challenges in protesting sensible information from same eyes while making it available to other. Today’s business environment is extremely dynamic and experience rapid changes as a result of technological improvement, increased awareness and demands banks to serve their customers electronically, banks has traditionally been in the fore front of harnessing technology to improve their product and services.
The banking industries of 21st century operate in a complex and competitive environment characterized by these changing conditions and highly unproductive. Economic, information and communication technology (ICT) is at the centre of this global change curve of electronic banking system in Nigeria today. 
Stevens, (2002), assets that banks have over the time, being using electronic fortune banks as linked to information system. The application of information and communication technology concept techniques, policies and implementation strategies to banking services has become subject of fundamental importance and concerns to all banks and indeed a prerequisite for local and global comparativeness banking. The advancement in technology has played an important role in improving service delivery standard in the banking industry.
In its simplest form Automated Teller Machine (ATM) and deposit machine now allows customers carryout breaking transaction beyond banking hours. With online banking, individuals can check their accounts balance and make payment without having to go to the bank hall. This is gradually creating cashless society where customers can pay for airline tickets and subscribe to initial public offering by transferring the money directly from their accounts to pay for various goods and services by electronic transfer of credit to the seller’s account.
As most people now own mobile phones, banks have also introduced mobile banking to cater for customers who are always and the more mobile banking allows individuals to check their account balances and make fund transfers using their mobile phones. This was popularized by First Atlantic Bank (now First Inland Bank) through “Flash me cash” product, customer can also recharge their mobile phone via SMS.
E-banking has now made banking transaction easier around the world and it is fast gaining acceptance in Nigeria. The deliveries of channels today in Nigeria electronic banking are quite numerous as it is mentioned here automated teller machine (ATM), point of sales (POS), telephone banking, smart card, internet banking etc. personal computers in the banking industry was first introduced into Nigeria by society general banks as the popular P.C easy access to  the internet and the World Wide Web (WWW) and internet in increasily used by banks as a channel of delivering the product and services to the numerous customers. Virtually almost all banks on Nigeria have a web presence, this form of banking, the delivery of products by banks and public demand is an indication of advertisement which is known as commerce.
Electronic banking/commerce on the other hand is a general term for any type of business or commercial transaction. It involves the transfer of information across the internet. E-commerce involves individuals and business organization exchanging business information and instruction over electronic media using computer, telephone and other communication equipment. This occurs a range of different types of business from customers to retail produced. However, electronic banking as it is a product. E-commerce in the field of banking and financial services.
It offers different online services like balance enquiry request for cheque books, recording stop payment instructions, balance transfer instructions account, opening and other form at traditional banking services. The internet allows business to use information they need, when they need it. This internet enables services all translate the reduced cost. There are less overhead, greater economic of scale, and increase efficiency. Electronic banking greatest promise it timeless, more valuable information accessible to more people at reduced cost of information access with the charges in business transaction or operation as a result of internet era, security concerns more from computer labs to the front page of newspapers. The promise of electronic-banking is offset by the security challenges associated with the disintermediation of data access. One security challenge results “from” “cutting out the middlemen” that too often cut the informatics security the middlemen provided.
Another is the expansion of the user community from a small group of known, method users, accessing data from the internet. Application services providers (ASP) and exchanges offer especially stringent and sometimes contradictory requirement of per user and per customer security, while allowing secured data sharing among communities of interest. E-banking depends on providing customers, partners and employees with access to information in a way that is central and secured.
Customer expectation in terms of services delivery and other key factors have increased dramatically in recent years as a result of the promise and delivery of internet. Even after a “dot-com crash” these raise expectation acceptance of internet driven technologies which means that delivery an enhanced services is more achievable than before, however, it is also more complex and fraught with potential cost and risks. The internet introduces customers to a new perception of business time as always available is 24/7” and demanding an urgent and rapid response. The challenge for managers is to reconcile their business and their own personal perceptions of timed with the perceived reality of internet time.
The internet has decisively shifted the balance of power to the customer. The internet is revolutionizing sales techniques and perception of lending brands and the internet is intensifying competition in all its forms.
Banking are continuing to use the internet to add value to their customers, but in order for this to work effectively maximizing opportunities, reducing risk and overcoming problem on electronic-banking strategy is required as an impact the growth of the web and internet as new channels. The growth of their use by customers and floor of companies entering the market, present a series of keys challenges to companies. It is easy and cheap to put up a website to create an environment delivering effective services on the web to a significant proportion of your customer’s base requires an electronic-banking strategy. Electronic banking offers different online series like balances, enquiry, books, recording stop payments, instructions, balance transfer instructions, account opening and other forms of transactional banking services.
Statement of the Problem
In Nigeria, customers of banks today are no longer interested in safety of their fund and increase returns on their investment only. Customers demand efficient, fast and convenient services. 
	Customers want a bank that will offer them services that will meet their particular needs (personalized banking) and support their business goals for instance; Businessmen want to travel without carrying cash for security reasons. They want to be able to check their balance online, find out if a cheque is cleared, transfers founds among account and even want to downloads transaction/ record it into their own computer at work or home. Customers want a preferential treatment and full attention by their choice bank. All these are only achievable through electronic banking.
	In line with rendering quality and acceptable services that most bank in Nigeria are gearing towards and investing large sum of money in information and technology. It in rendering services to their customers. It also seeks the challenges involved in electronic banking and best industrial practice and the approach of implementing them in Nigeria banking system.   
Aims and Objectives of the Study
The main objectives are to determine the impact of electronic banking in Nigeria banking system, particularly First Bank of Nigeria Plc.
The specific objectives are:
e. To determine the extent E-banking improves or enhances banking services
f. To evaluate the major problems associated with the development of electronic banking system in Nigeria
g. To determine solutions to problem associated with the development in electronic banking?
h. Examine the effect of electronic mobile banking (EMB) transactions on banking system
Formulation of Research Hypothesis
	The hypothesis tested here are:
H0: 	Electronic banking adoption has not significantly improved the return of 	equity of an 	investor.
H1: 	Electronic banking adoption has significantly improved the return on equity of 	an 	investor.
H0: 	Electronic banking adoption has not significantly improved the return on asset 	of 	deposit money banks.
H1: 	Electronic banking adoption has significantly improved the return on asset of 	deposit 	money banks.
Relevance/Significance of the Study
	The study would enable the bank executive and indeed the policy makes of the banks and financial institution to be aware of electronic banking as a product of electronic commerce with a view to making strategies decision.  The research is equally significant because it would provide answers to factors militating against the implementation of electronic banking on satisfaction prove the success and growth associated with implementation of electronic banking highlight the areas of banking operations that can be enhanced via electronic banking operation that can be enhanced via electronic banking and also be an invaluable tool for students, academician, institutions, corporate managers and individuals that want to know more about electronic banking trends especially in Nigeria.
Review of Literatures
	The increasing competitive nature of the financial service market has resulted in the need to develop and utilize alternative delivery channel. The most recent delivery channel introduced being online banking. Also, the increasing development of information and communication technologies has brought about numerous achievements for the human society and immensely influenced human behaviors. An important achievement that has increased the awareness of the society is the ability to gain access to a wide range of diverse information (Fathian, Shafiea and Shahristani, 2009).
	The definition of e-banking varies amongst researchers partly because electronic banking refers to the various types of services through which bank customers can inquire for information and perform most retail banking service via computer, television or mobile phone (Sathye, 1999). Burr (1996), for instance, describes it as an electronic connection between bank and customer in order to prepare, manage and control financial transactions. For the purpose of this study, we shall adopt the definition of electronic banking as posited by the Basel Committee (2003) as the provision of retail and small value banking products and services through electronic channels. Thus, e-banking consists of Internet banking, POS, telephone banking, PC banking, mobile banking, TV based banking and ATMs.
The Study Plan/Organization of the Study
This research work is grouped into five (5) chapters in which each chapter comprises the following;
Chapter one consists of the Introduction, statement of the research problem, research questions, objectives of the study, research hypothesis, significance of the study, scope of the study, definition of terms and organization of the study
Chapter two presents the literature review, conceptual framework, theoretical framework and empirical review.
Chapter three discusses the research methodology, research design, sources and method of data collection, population of the study, research instrument and limitations to the methodology.
Chapter four entails data presentation, data analysis and data interpretation while the chapter five deals with summary of findings, conclusion, recommendations and reference.
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