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CHAPTERONE
1.0	INTRODUCTION
1.1	BACKGROUND OF THE STUDY
The necessity for keeping records is dated back to the time man began to trade with each other. Any effort that resulted in a fact to be remembered has to be recorded in some forms so that the details can be recalled for future use, however recording of transaction was relatively simple. At the beginning since the volume of transaction was small and verity was limited. Business transactions today is conducted in age of economic crisis and highly complex technology, thereby imposing on business management the need to implement sophisticated business system that will accord with present day needs. This simply means that as business transactions increased and become complex, records keeping method needed to be more refined. This study increased in the volume of transactions and giving need for more report on which base management decisions made manual methods too slow and expensive. These brought about the needed system for overall improvement of human activities in the factor of data and information, its collection procession, storage, retrievals and vitiate use in decision making for organizational and natural development. One of the most dramatic events of the twentieth century has been the development of the computer. Computer has not only come a long way but they have come to stay and have now become a vital part in our society. It has the capacity of extending man’s power to perform mental tasks and provide imagination services.
1.2	RESEARCH QUESTIONS
i.	What are the effects of computerization on the customer service delivery of Zenith Bank Plc.
ii.	How has computerization affected the operational efficiency of Zenith Bank Plc.
iii.	What Challenge has Zenith Bank Plc. Faced in the implementation of computerization.
1.3	OBJECTIVEOFTHESTUDY
This research embarked upon, therefore intends to achieve the following objectives.
i. To examine how effect of computerization on the customer service delivery of Zenith Bank Plc.
ii. To investigate the effect of computerization on the operational efficiency of Zenith Bank Plc.
iii. To identify the challenges faced by Zenith Bank Plc in the implementation of computerization.
1.4	RESEARCH HYPOTHESIS
i.	Computerization of banks has led to time savings on bank’s services in all area of banking transaction.
ii.	Computerization of commercial money banks has contributed to increase in banks efficiency and performance in terms of profit.

1.5	SIGNIFICANCE OF THESTUDY
The significance of the study includes the following:
1. To show case the numerous benefits associated with computerization of the deposit money banks activities.
2. Computerization of this sectors’ importance will also be expose in the course of this research on how it has reduce a lot of paper-work in the process of money transfer.
3. This study is very important because it will help in appreciating the need for computerization of banks by the operator of the banks in one hand and the banking public in general.
4. This study will also create an avenue of exposing the risk of un-computerization of banks as the key to poor performances and in-efficient service delivery of deposit money banks.
5. Also, another significance of the study is that it will raise the government, private sector, non-governmental bodies and the entire banking public inquisitiveness about which deposit money banks is computerized or which one is not, inorder to know which one to patronize.
1.6	SCOPE AND LIMITATION OFTHESTUDY.
The study is on the investigation of the effect of computerization on the efficiency of deposit money banks in Nigeria. However, for the purpose of this study, the study will be restricted to Zenith Bank PLC. This bank is selected to represent the entire commercial banks’ operation in Nigeria. Also, it is important to state here that the data required for the computation and analysis of this study would be obtained from the bank’s website and branches within.
LIMITATIONOFTHESTUDY
It is not the intent of this research work to go into computer science as a discipline, other than its application and usefulness to the banking profession, as well as the requirements of modern banking.
The study will be limited to the statutory provisions in the practice of the banking profession and the required standards in the presentation of financial statements, while considering the importance of computers as a powerful tool that boosts efficiency, reliability, accuracy, and speed.
This research study is faced with a number of problems. Further limitations include finance and time constraints. One of the most important limiting factors of this study is the non-availability of records, especially those related to finance.
Another problem encountered in this study is the difficulty in obtaining information from banks and some of their customers. Where the information was made available, it was only after undue delay and suspicion.
1.7	DEFINITIONOFTERMS
1. Data: Raw figures or letters that are obtained from day-to-day activity.
2. Programmer: A set of instructions which specify to the computer the processes or operations that must be carried out.
3. Computerization: The process of equipping with or operating by electronic computer.
4. ATM (Automated Teller Machine): A cash dispenser designed to enable customers to enjoy banking services without necessarily coming into contact with bank cashiers.
5. EFT (Electronic Fund Transfer): A system that enables a customer’s account to be debited instantly with the cost of a purchase made at an outlet.
6. Software: A type of program that runs on a computer system.
7. Hardware: The physical components of a computer system, including the computer itself and other connected devices.
8. Book-keeping: The practice of keeping records of all financial transactions.
9. Information: Processed data.
1.8	PLAN OF THE STUDY OR ORGANIZATION OF THE STUDY
The study is divided into five chapters.
Chapter one is introduction which contains background, statement, of the problem, research questions, objectives of the study, research hypothesis, significance of the study, scope and limitation of the study, definition of key terms and organization of the study.
Chapter two deals with literature review, which contains conceptual framework, theoretical framework and empirical review.
Chapter three is research methodology which contains introduction to methodology, research design, population of the study, sampling size and sampling techniques, methods of data collection and method of data analysis.
Chapter four deals with data presentation, analysis and interpretation.
Chapter five consist the summary of the findings, conclusion and recommendations.
















CHAPTER TWO
2.0	LITERATURERE VIEW
2.1	CONCEPTUAL REVIEW	
EVALUATION OF COMPUTER TECHNOLOGY
The use of electronic computers in virtually all facets of life has been on the increase worldwide. According to Steve O.I (2007), since the late 1970s with the introduction of minicomputers and later the introduction of personal computers, which are small in size, relatively cheaper, and easily affordable by individuals there has been significant contribution to the development of several software packages that aid people in various disciplines to achieve their goals and objectives effectively and efficiently.
An electronic computer, according to Akuwudike and Ugwu (2002), is a machine developed to assist in computation and in solving various problems, ranging from mathematical or scientific to managerial and even secretarial. Ricky Griffin (1984) opined that a computer is used to store large volumes of information that are arranged in a predetermined format and can be retrieved within seconds.
Also, according to Hicks and Gullet (1981), data can be manipulated to serve whatever purpose it is required for at any given time.
Historical records reveal that Charles Babbage, an English inventor, conceived the first automatic digital computer in the 1830s, called the Analytical Engine. Steve (2006) described the Analytical Engine as unique and noted that it embodied most of the basic elements of the modern digital computer.
According to Popky (1985), the development of present-day computer technology is categorized into five phases called the "generations of computers."
The ENIAC computer (Electronic Numerator Integrator and Calculator), designed and built in 1946 by Prospero J. Eckert and John W. Mauchly, ushered in the first generation of modern-day computers, which utilized vacuum tubes for the storage of data. However, according to Allen L.A (1958), the vacuum tubes were built in such a way that they caused tremendous heat problems and were never completely reliable as electronic devices. Programming during this generation was principally done in machine language.
According to Abdullahi J.I (2004), the second generation, which covered the period from 1959 to 1964, saw the replacement of vacuum tubes with transistors. This generation of computers was extremely reliable, compact in size, and virtually free from heat problems. Programming was done using both machine and symbolic coding.
Steve O.I (2007) stated that the third generation of computers introduced the idea of a family of computers compatible with each other, and silicon chips replaced the transistor. The use of high-level languages and a wide range of optional peripherals were also introduced.
According to William S.D (1978), this advancement made possible the invention of desktops and microcomputers. Because of their affordability, small size, and wide usability, microcomputers became the most characteristic feature of the fourth-generation computer technology.
Also, according to Brightman and Dinsdale (1980), the fifth generation is currently in place and provides fast and easy access to information. It is vital for good decision-making in business. "Time is money," they say, but today, good information is also money. Necessity has inspired the development of the information and data processing techniques we now use, in order to produce required information as economically and quickly as possible.
According to Osubor (2003), the operation of the banking profession has grown over the years to a point where, without the aid of a multi-purpose machine like the computer, it would be difficult for banks to coordinate their activities effectively and efficiently. Such activities include balancing various accounts, preparing financial statements on a yearly basis, transferring funds, keeping records, and satisfying the growing demands of customers. This is to say that without computers, the banking profession would remain stagnant and manually operated.
According to Kanu (2003), the computerization of deposit money banks has led to a reduction in the cost of obtaining banking services, a reduction in customer waiting time, and increased competition among banks.
Also, according to Tee R. (1999), the major way in which computers have changed accounting is that they allow for fewer purchases and more critical thinking on the part of bankers. She revealed that by using various computer programs, there will be more time to work on issues beyond mere calculations and to explore different ways clients’ money can be saved.
2.1.1	CLASSIFICATIONOFCOMPUTER
The term “computer” according to Ani and Babatude (2005), can be associated with three different types of machines known as digital, analogue and hybrid computers.
DIGITAL COMPUTER
According to Abdullahi (2004), digital computers operate on quantified data by performing arithmetic and logical operation of the data.
ANALOGUE COMPUTER
Analogue computer as stated by Vincent D.A (1997), operate on data in the form of continues varying quantities. Examples include electrical computers.
HYBRID COMPUTERS
This kind of computer combines the features of a general analog computer with a digital computer.
Steve O.I (2007) stated that another classification of computers includes special-purpose and general-purpose computers.
PURPOSE.
Special-purpose computers are designed to perform a particular job or to solve problems of a restricted nature General-purpose computers, on the other hand, are designed to solve a wide variety of problems.
2.1.2	COMPONENTSOFACOMPUTERSYSTEM
According to Williams D. (1978), a computer system is made up of both hardware and software.
HARDWARE: There are the visible or physical machines known as the computer hardware, which perform operations such as receiving prepared data (input), processing it, storing it temporarily or permanently (secondary or auxiliary storage), and producing output from the computer.
Computer hardware includes the following:
a) Input devices
b) Output devices
c) Central Processing Unit(CPU)
d) Auxiliary storage
SOFTWARE
This is defined, according to Steve (2007), as the different types of programs that run on the computer system. Also, Robert R. (1978) defined software as the term used to describe program support, which enables the computer hardware to operate effectively.
There are two basic forms of software, as stated by Adebowale S.K (2002), namely:
a) Applications oftware
b) System software
2.1.3 EVOLUTIONANDDEVELOPMENTOFNIGERIABANKING
In Nigeria, according to Osubor J.U. (2003), deposit money banks are the oldest of all the banking institutions. Banking in Nigeria began with the advent of the colonial masters, and the introduction of modern banking occurred in 1882, when the African Banking Corporation was established in Lagos. Probably due to the good performance of the African Banking Corporation, another bank opened its branch office in Lagos in 1894. The Bank of British West Africa Limited (now First Bank of Nigeria PLC) absorbed the banking business of both the Elder Dempster Company and African Banking Corporation until 1916. In 1917, the Barclays Bank (Dominion Colonial and Overseas), now Union Bank, was established. Other expatriate-owned banks were later introduced in Nigeria, such as United Bank for Africa (UBA), etc.
Kanu, N.O.N. (2002) posited that the rise of indigenous banks in Nigeria was a result of unsatisfactory banking facilities and services which Nigerians received from the expatriate banks. According to Osubor (2003), their operations were unfavorable to Nigeria both in terms of personal services received from the banks and in respect to the development of the Nigerian economy. However, according to Ekezie (1997), between 1945 and 1960, a total of 25 indigenous banks were established, many of which either failed or surrendered their licenses.
The increasing educational awareness and the alarming rate of bank failures in the early 1950s, according to Kanu (2001), brought about the growing need for a central bank. The Central Bank of Nigeria was established in 1958 and began operations in 1959. The sector has since witnessed many changes in both structure and operations.
The restructuring exercise, according to Osubor (2007), began with the increase in the minimum paid-up capital of both merchant and deposit money banks. Amendments to the CBN Decree 24 and the Banks and Other Financial Institutions Decree 25 (BOFID) were made in 1997, 1998, and 2000. More recently, banks were recapitalized in 2005 with a ₦25 billion capital base.
2.1.4	ELECTRONICBANKINGINDUSTRYINNIGERIA
The primary aim of the computerization of deposit money banks is to replace intensive labor operations. According to Kanu N.O.N. (2003), the reason behind computerization is to provide banking products and services through electronic delivery.
Also, according to Nsouli (2002), the computerization of deposit money banks is a wave for the future, offering numerous benefits to consumers in terms of ease and cost of transactions. The effect of computerization on the sector has become an important part of the industry.
According to Adewumi and Akinlade (1988), computers are in almost all fields of human endeavor, with the banking industry not left out.
Also, according to Akujobi (1989), computer technology has continued to provide powerful tools capable of handling huge amounts of information at enormous speed. Customers of a bank could number several thousand, each of whom will lodge money, make withdrawals, and also deposit cheques. Clearing banks also have to serve their customers in foreign transactions, including establishing letters of credit, bills of collection, and many others. The use of computers is still very new in our society as an expensive machine; as such, it has not been easy for most banks to fully computerize all their branch networks. 
Basically, there are two methods of operating on a computerized banking system via:
a) Batch method
b) On-line real time access method.
2.1.5 CONTRIBUTIONOFCOMPUTERINBANKINGOPERATION.
Operation is the first point of contact after the customer or his transaction has arrived at the bank. Banks, according to CBN (1999), use software packages in processing transactions like fund transfers, cash and teller services, customer services, electronic banking, management planning, etc.
Other contributions, according to a report in the IMF Quarterly (2002), state that banks can now offer their services more efficiently and substantially at a lower cost through increased competition among banks. This has made existing banks engage in research to find strategies for marketing their products to conform to the competitive environment.
Kanu (2002) opined that the e-banking environment has led to a reduction in the cost of obtaining bank services and the increasing design and sophistication of computer technology.
Also, according to Ogunsemore (1992), the computerization of banks will help prevent the danger of traveling with large sums of money and will be useful for addressing the emerging cash needs of the economy.
2.1.6 PROBLEMSASSOCIATEDWITHTHEUSEOFCOMPUTER
According to Akuwudike and Ugwu (2002), the effective planning and efficiency of banking services are now so dependent on computer systems that any failure in planning may have significant consequences. Failures in the implementation of new systems and providing services quickly enough may pose serious problems with respect to its competitors.
According to Kanu N.O.N. (2003), the computerization of deposit banks may not be suitable for illiterate customers. He also stated that the increasing levels of fraud and money laundering have found a safer haven in e-banking.
Also, according to Steve (1981), it should be noted that irregular functioning of telecommunication facilities has not provided the level of support required for sustained computerization and computer networking.
2.1.7 FUTUREOFCOMPUTERINNIGERIAINDUSTRY
According to Ajayi et al. (1981), the size and complexity of the present-day business environment have called for a change in banking practices. The cost of a banker has been broadened to include not only the function of gathering information but also a considerable high level of responsibilities, including participation with management in making business decisions.
Also, according to Adekanya (1983), Nigerian banks are yet to fully exploit the potentials in computer banking. Apart from the products that have been mentioned, which are currently in the market, other products have been developed in advanced economies, such as electronic funds transfer at the point of sale, electronic card products, etc.
2.2	THEORETICAL FRAMEWORK
The effect of computerization on the efficiency of deposit money banks in Nigeria has been a subject of interest among researchers.
2.2.1 RESOURCE-BASED VIEW (RBV) OF THE FIRM
The RBV theory, developed by Barney (1991), suggests that a firm's competitive advantage is determined by its unique resources and capabilities.
In the context of computerization in commercial banks, the RBV theory can be applied to examine how computerization can be used as a resource to gain a competitive advantage.
2.2.2 DIFFUSION OF INNOVATIONS THEORY
The diffusion of innovations theory, developed by Rogers (2003), explains how new ideas and technologies are adopted and diffused within organizations and societies.
In the context of computerization in commercial banks, the diffusion of innovations theory can be applied to examine how computerization is adopted and diffused within banks.
2.2.3 THEORY OF PLANNED BEHAVIOR
The theory of planned behavior, developed by Ajzen (1991), explains how people form intentions to perform a behavior.
 In the context of computerization in commercial banks, the theory of planned behavior can be applied to examine how bank employees form intentions to use computerized systems.
2.3	EMPIRICAL REVIEW
Several empirical studies have demonstrated the effect of computerization on the efficiency of deposit money bank in Nigeria. A study of Ogbonna (2011) found that computerization has a positive effect on the operational efficiency of banks in Nigeria. Ovia, 2001 found that computerization had improved the customer service delivery of banks in Nigeria.
EMPIRICAL EVIDENCE OF ZENITH BANK PLC FIVE YEARS FINANCIAL SUMMARY
	
	AFTER COMPUTERIZATION
	BEFORE COMPUTERIZATION

	
	2003
	2004
	2005
	2006
	2007

	Gross income
	12,118,935
	17844,230
	23,93125
	34,913,462
	58,24823

	Interest exp.
	2,070,207
	22,89282
	3,331,910
	5,620,169
	10,462,632

	Operating exp.
	5,754,175
	10,490721
	13,797,311
	16,163,540
	31,298,175

	Profit before tax
	3999368
	15,440,471
	640,4885
	91,541,787
	15,154,091

	Income tax
	495,355
	1,016,285
	1,214,117
	2008861
	3,665,291

	Profit after tax
	350,4013
	4,423,186
	5190768
	7145926
	31,488,800

	Dividend754
	923992
	10,83,989
	2,167977
	4200,000
	6,600,000

	Transfer
	2,580,021
	3,340197
	3,022791
	2945926
	4888,800

	Earning per share
	341k
	375k
	136k
	136k
	191

	Earning per share
	58k
	74k
	119k
	119k
	191k

	[bookmark: _GoBack]Divided per
	90k
	70k
	70k
	70k
	110k


Source: compelled five years financial summary of Zenith Bankplc2007annualreport.


ANALYSIS OF TABLE
It was shown from the above table that for the period of the year ended 2003 and 2004, which was a period before computerization, a total profit after tax of 350,401,3 and 4,424,186 respectively were realized. During computerization (that is, the period of 2005, 2006, and 2007), the bank started recording a high profit margin, which was 5,190,768, 7,146,926, and 1,488,800 respectively.
2.4	A GAP IN THE LITERATURE:
Despite the extensive research on the impact of computerization on banking efficiency, significant gaps remain, particularly in the Nigerian context. Existing studies often focus on the general benefits of computerization in banking, such as improved service delivery, enhanced customer satisfaction, and operational efficiency. However, these studies typically adopt a broad perspective, neglecting to explore specific institutions like Zenith Bank, which is a leading player in Nigeria's banking sector.
Moreover, while previous research highlights the adoption of digital technologies, the relationship between specific computerization initiatives and measurable efficiency outcomes (e.g., profitability, reduced transaction processing time, and improved risk management) has not been adequately examined. Limited attention has been given to:
1. Bank-Specific Analysis: Most studies generalize findings across multiple banks, overlooking the unique strategies, technological adoption levels, and operational structures of individual institutions like Zenith Bank.
2. Quantitative Impact Assessment: Few studies provide comprehensive empirical analysis linking computerization to key performance indicators (KPIs) such as cost-to-income ratio, return on assets (ROA), and customer retention rates.
3. Contextual Challenges: Research often omits contextual challenges like infrastructural limitations, regulatory dynamics, and customer adoption of computerized systems in Nigeria, particularly as they apply to Zenith Bank.















CHAPTER THREE
3.0	RESEARCH METHODOLOGY
3.1	INTRODUCTION TO METHODOLOGY
How good, reasonable, and effective a researcher and its findings are depends, among other things, on the methodology used in gathering, analyzing, and interpreting the information gathered for management decision-making. This is because, as research objectives and problems differ, so do the methods or techniques applied.
The methodology for compilation, classification, and analysis of data is adequately explained.
3.2	RESEARCHDESIGN
In educational research, it requires an intensive and exhaustive investigation into the methods used to collect data. For this, there are several methods of conducting research, but the methodology adopted for a particular study depends on the nature of the research being carried out. The extent to which the result of any research can be relied upon depends on a systematic collection and analysis of the data.
3.3	POPULATION OF THE STUDY
The population of the study consist of all Zenith Bank employees and customers.
i. Employees of Zenith Bank: This includes all categories of staff from Junior to Senior management levels, who are involved in the day-to-day operation of the bank.
ii. Customers of Zenith Bank: This included individuals, business and corporate customers who use the banks services.
3.4	SAMPLING SIZE AND SAMPLING TECHNIQUES
The researcher conducted his survey at Zenith Bank of Nigeria PLC to ensure the reliability and valid representation of other banks in the circle sample population. I administered questionnaires, and the identification used in the study included some of the personnel of Zenith Bank PLC who are, in one way or the other, connected with the use of computers.
3.5	METHODS OF DATA COLLECTION
Two major sources were used for the collection of data for this research work they are:
PRIMARY SOURCES: Information on this source is gathered through questionnaires and conducting interviews for the purpose of supplementing the information derived from the questionnaire.
i. Oral Interview: In order to achieve the best results for the research, as stated earlier, the researcher based the information gathered expressly by obtaining information from people through interviews.
ii. Questionnaire: This is the main instrument used in primary data collection. It is a method of gathering specific information relating to the defined problem.
This is done by administering a well-structured questionnaire to banks and customers of the bank in order to get the required answers to the problem at hand. The data collected so far are analyzed and interpreted with a view to achieving a better appreciation of the problem.
SECONDARY SOURCES:
This includes both published and unpublished works of some authors. Information on this source is gathered through desk research.
3.6.	METHOD OF DATA ANALYSIS
The statistical method is used in analyzing and presenting data generated from this study. As such, statistical tools such as tables are extensively used for analyzing and presenting the data generated in the study. Since this research work will be comparing observed and expected frequencies, the chi-square technique will be used in testing the hypothesis formulated in this study. The chi-square is a sample statistic and is computed using the formula:
X2=∑(0-E)2
E
Where
X2 = chi-square
0=observed frequency
E=expected frequency
∑=summation sign
The computed x2 will then be compared with the critical value which is at 95% confidence level. Which is (R-1)(C-1) and where
R=number of rows
C = number of columns
The following steps are used in testing a hypothesis with the chi-square distribution techniques.
a. Statement of the null hypothesis as well as the corresponding alternative (H0 and Hi).
b. Statement of the alpha (∞) and the level of significance (0.5)
c. Statement of the formula
d. Computational result of x2 using formula
RTXRC
GT
Where	RT	=	row total
	RC	=	row column
	GT	=	grand total
The tabulated value of chi-square is obtained and compared with calculated value for decision making.
DECISION RULE
Accept the null hypothesis if the value of the chi-square calculated is less than the chi-square table value, and otherwise, accept the alternative hypothesis. If the value of the chi-square calculated is greater than the chi-square table value, reject the null hypothesis.
Mathematically stated
Accept Ho1 if x2 (cal) < 1x2(tab)
Accept Ho1 if x2 (cal) > 1x2(tab)



















CHAPTERFOUR
4.0		DATAPRESENTATIONANDANALYSIS
4.1		INTERPRETATION OFDATA
This chapter is aimed at analyzing the data generated from the questionnaire distributed and comparing the results obtained with the set objectives and hypotheses formulated. The tabulated method of data presentation will be used with a view to presenting the results obtained in the simplest form. The hypothesis formulated during the course of this research work will also be tested in order to obtain factual results on the subject under study. The presentation of data was done in a way that the responses were tabulated and converted into percentages.
	
	No of filled
	Unfilled
	Total

	Zenith bank
	12
	8
	20


Source: Researcher's Field Survey, 2025
Out of 40 questionnaires administered to both banks in Owerri, 30 were returned and used, while the remaining 10 were either returned unfilled or not returned at all.
4.2		ANALYSIS OF DATA
In the introductory chapter of this work, some hypotheses were formulated to determine their acceptability or otherwise. If any hypothesis is found to be valid, it will be accepted; but where the case is otherwise, that particular hypothesis will be rejected. The data collected from the questionnaire will be evaluated based on the statistical tools. The hypothesis accepted or rejected will help in drawing up findings as well as making recommendations where necessary.
QUESTION 1: What  is the degree of computerization in your bank?
	Responses
	No of responses
	Percentage

	Branch network
	6
	20

	On-line banking
	24
	80

	Mobile/internet bank
	-
	-

	Total
	30
	100


Source: Researcher's Field Survey, 2025
The above question was asked to determine how banks were computerized. It can be seen that 20% operated on branch networks, while 80% were engaged in online banking. 
Table4.2.2
QUESTION 2: With the introduction of computers in your bank, has customer response been positive based on increased deposits in current accounts, savings accounts, and fixed deposit accounts?
	Options
	No of responses
	Percentage

	Yes
	30
	100

	No
	-
	-

	Total
	30
	100


Source: Researcher's Field Survey, 2025
The above table shows how the questionnaire was distributed among the bank staff, properly completed, and returned. Table4.2.3
QUESTION 3: What type of computer does your bank use?
	Responses
	No of responses
	Percentage

	LBM
	6
	20

	Wang
	-
	-

	Amstrad
	-
	-

	None of the above
	30
	100

	Total
	30
	100


Source: Researcher's Field Survey, 2025
The above table revealed that all 30 respondents (100%) do not make use of any of the types of computers stated in the questionnaire.
Table4.2.4
QUESTION 4: Has computerization helped to reduce the cost of running bank services in Nigeria?
	Options
	No of responses
	Percentage

	Yes
	24
	80

	No
	6
	20

	Total
	30
	100


Source: Researcher's Field Survey, 2025
The above table reflected that 24 respondents (80%) agreed that computerization has helped to reduce the cost of running bank services, while 6 respondents (20%) disagreed.
Table4.2.5
QUESTION 5: Does the problem of electricity lead to an increase in the cost of bank services?
	Options
	No of responses
	Percentage

	Yes
	30
	100

	No
	-
	-

	Total
	30
	100


Source: Researcher's Field Survey, 2025
This shows that all the respondents agree that the problem of electricity leads to an increase in the cost of bank services.
Table4.2.6
QUESTION 6: Do you have difficulty maintaining your computer system and sourcing spare parts locally?
	Options
	No of responses
	Percentage

	Yes
	4
	13.3%

	No
	26
	86.7%

	Total
	30
	100


Source: Researcher's Field Survey, 2025
It was disclosed that 4 respondents (13.3%) agreed that they have difficulty maintaining their computer system, while 26 respondents (86.7%) disagreed..
Table 4.2.7.
QUESTION 7: Has computerization made work at your bank less burdensome?
	Options
	No of responses
	Percentage

	Yes
	30
	100

	No
	-
	-

	Total
	30
	100


Source: Researcher's Field Survey, 2025
The above table disclosed that all the respondents agreed that computers have made work at their bank less burdensome.
QUESTION 8: If yes, in what ways?
	Options
	No of responses
	Percentage

	Payment system
	
	

	Fund transfer (local and international customers record enquiry
	-
	-

	All of the above
	30
	100

	None of the above
	-
	-

	Total
	30
	100


Source: Researcher's Field Survey, 2025
The above table revealed that it has made work less burdensome in both payment systems, fund transfers, and customer records.
QUESTION 9: Do you consider inadequate knowledge of the computer system a problem for your organization?
	Options
	No of responses
	Percentage

	Yes
	3
	10

	No
	27
	90

	Total
	30
	100


Source: Researcher's Field Survey, 2025
The table shows that 3 (10%) agreed that inadequate knowledge of the computer system is a problem to their organization, while 27 (90%) disagreed.
QUESTION 10: If yes, what sort of problem does it pose?
	Options
	No of responses
	Percentage

	Computer above fraud misappropriation of information
	3
	10

	All of the above
	
	

	None of the above
	27
	90

	Total
	30
	100


Source: Researcher's Field Survey, 2025
Table10: shows that the problem which in adequate knowledge of computer possessing misappropriation of information that 3(10%) while 27(90%) disagreed.
QUESTION 11: Has computerization of banking industry led to time saving on bank services in all area of banking transaction?
	Options
	No of responses
	Percentage

	Yes
	27
	90

	No
No idea
	3
-
	10
-

	Total
	30
	100


Source: Researcher's Field Survey, 2025
The table above reveals that 27 (90%) agreed that computerization of the banking industry has led to time-saving on bank services in all areas of banking transactions, while 3 (10%) disagreed with that.
QUESTION 12: With the introduction of computers into your banking operation, were some employees laid off?
	Options
	No of responses
	Percentage

	Yes
	2
	6.7%

	No
	25
	83.3%

	Do not know
	3
	10%

	Total
	30
	100


Source: Researcher's Field Survey, 2025
The table shows that 2 (6.7%) agreed that the introduction of computers into their banking operation led to the layoff of some employees, while 25 (83.3%) disagreed.
QUESTION 13: Has computerization of the banking industry contributed to an increase in your bank’s efficiency and performance in terms of profit?
	Options
	No of responses
	Percentage

	Yes
	21
	70

	No
	3
	10

	Total
	30
	100


Source: Researcher's Field Survey, 2025
The table above reflected that 21 (70%) agreed that computerization of the banking industry has contributed to an increase in their bank's efficiency and performance in terms of profit, while 6 (20%) disagreed, and 3 (10%) did not know.
The first hypothesis stated that computerization of the banking industry has led to time savings on bank services in all areas of banking transactions.
The second hypothesis stated that computerization of the banking industry has contributed to the increase in the bank’s efficiency and performance in terms of profit.
By chi-square formula
X2 = (0i–ei)2
ei
Where
X2 = chi-square
0i = observed frequency
Ei = expected frequency
∑ = summation
Also the following notation shall be used in computation.
X2 = table value
X2x = calculated value
Df = degree of freedom
df – (r-1)(c-1)
DECISION RULE
The table x2x, if the calculated chi-square is greater than or equal to the table chi-square, the actual null hypothesis will be rejected at between 5% or 0.05 level of significance.
This if x2c > x2x	
Reject null hypothesis.
Accept alternative hypothesis
If x2c < x2x or
Accept null hypothesis if, x2x > x2c
TESTING HYPOTHESIS
The first hypothesis stated that computerization of banking has contributed to the increase in banking performance and efficiency in terms of profit.
To test the hypothesis, it is important to find out whether the difference in opinion is significant enough to draw a conclusion. Data provided in Table 4:2:8 will be used to test the hypothesis.
H₀ is the null hypothesis: H₁ is the alternative hypothesis:
· H₀: Computerization of banking has contributed to the increase in bank performance and efficiency in terms of profit.
· H₁: Computerization of banking has not contributed to the increase in bank performance and efficiency in terms of profit.
	Responses
	No of respondents
	Percentage

	Yes
	21
	70

	No
	6
	10

	No idea
	3
	10

	Total
	30
	100



	Response
	0i
	Ei
	0i-ei
	(0i-ei)2
	(0i-ei)2
Ei

	Yes
	21
	10
	11
	121
	12.1

	No
	6
	10
	4
	16
	1.6

	Noidea
	3
	10
	7
	49
	4.9

	Total
	30
	30
	22
	186
	18.6



Assured expected frequency = 30/3 = 13
X2 = 18.6
X2 = (r-1)(c-1)
Where	r = row
C = column
Level of significance 0.05
X2 = 5.99
DECISION RULE
Since the chi-square value is 18.6 and the critical value is 5.99 at a 5% level of significance, we therefore reject the null hypothesis (H₀) and accept the alternative hypothesis (H₁), because the chi-square value is greater than the critical value.
TESTINGOFHYPOTHESIS
H₀ (Null Hypothesis): Computerization of the banking industry has led to time-saving on bank services in all areas of banking transactions.
Hᵢ (Alternative Hypothesis): Computerization of the banking industry has not led to time-saving on bank services in all areas of banking transactions.
	Response
	0i
	Ei
	0i-ei
	(0i-ei)2
	(0i-ei)2
Ei

	Yes
	27
	10
	17
	289
	28.9

	No
	3
	10
	7
	49
	4.9

	No idea
	-
	-
	-
	-
	-

	Total
	30
	
	
	
	33.8



Assumed expected frequency
= 30/3 = 10
X2c = 33.8
X2x = (r-1)(c-1)
Level of significance = 0.05
X2x = 5.99
DECISION RULE
Since chi-square is 33.8 and critical value is 5.99, therefore we reject the null hypothesis (H₀) and accept the alternative hypothesis (Hᵢ) because chi-square is greater than critical value.
FINDINGS
At the end of this research work, the researcher observed that computerization of the banking industry has contributed to an increase in bank efficiency and has also led to time-saving and reduction of running bank services, which in turn has led to increased profitability.








CHAPTER FIVE
5.0	SUMMARY, CONCLUSION AND RECOMMENDATION
5.1	SUMMARY
This study has tried to focus on the influence of computerization on the efficiency of deposit money banks in Nigeria. Banks and other organizations around the world are increasingly dependent on computer and communication technologies to improve efficiency and competitiveness. The banks are paying more careful attention to the implementation of terminal systems, and they are determined to arrive at an agreement on the ETF (electronic funds transfer) system that will be fully acceptable to them and the public in general.
Chapter one of this study introduces the subject matter, with references to two top Nigerian deposit money banks and the major roles of banks in the economy. It also discusses the reasons for the implementation of computers in banks, among other factors.
In chapter two, the researcher reviews previous literature related to the evolution of computer systems, their classification, and the components of a system. The chapter also discusses computerization in Nigeria's commercial banks and the need for and uses of computers in the Nigerian banking industry.
In chapter three, the researcher discusses the various methods and techniques through which data was sourced and also analyzes the data.
From the survey results, it was observed that a proportion of respondent banks are partially computerized in their operations. In banks where online systems are installed, uninterrupted power supplies (UPS) and appropriate power plant generators are used to meet customer demand.
From the analysis of findings, the researcher discovered that few banks have fully embraced computerization, while most are still in the process. Although these computerized banks still need much work in areas of information security to remain effective, it is clear that the use of computers in banking operations has revolutionized and improved bank services and efficiency.
The findings indicate the following:
1. Computerization has led to effective bank performance in Nigeria and has also reduced the cost of running bank services.
2. It has helped to speed up services to customers, thereby saving time.
3. It has made work less burdensome.
5.2	CONCLUSION
The aim of this research is to find out whether these bank using computer offer better services to the customer than these banks that are not using computers. The response gathers proved that those banks that are computerized offer better services to their customers than non-computerized banks. From the study it was observed that the introduction of data processing system in the commercial banks in Nigeria has resulted to increase in the efficiency and effectiveness of this institution. However, the advent of computer in banking has its problems. Fraud and forgery that had been linked with only top manual system have become widespread in the automated process. It might be worthwhile to begin to plan now in order to adequately anticipate its impacts and implications for policy formation. With the discovery made, the researcher had found and concluded that computerization of commercial banks has brought about new innovation and greater efficiency in the banking profession.
5.3	RECOMMENDATION
With regard to the result of the study, the following recommendations are suggested. Computer department should be manned by people of good integrity with sound knowledge of computer. Banks should arrange seminars and working for banks using computer to upgrade their systems and equip them with recent discoveries in computer technology. Proper awareness and orientation should be made with regard to illiterate bank customers who are still novice to computer innovations. Bank management should encourage the use of the job and off the job training to stimulate and educate its staff on the application of the computer devices as this will not only lead to efficiency but specialization. The power supply should be vastly improved because the present situation is pathetic for this will reduce cost of running bank services. The supervisory authorities should statutorily provide banks with external auditors to report especially any shortcomings and imperfections discovered in the inspection of banks.
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