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CHAPTER ONE
INTRODUCTION
1.1 Background to the Study
The banking sector in Nigeria has undergone a significant transformation in recent years, driven largely by the integration of information and communication technology (ICT) into financial services. Electronic banking (e-banking), which encompasses services such as online banking, mobile banking, Automated Teller Machines (ATMs), and Point of Sale (POS) terminals, has emerged as a cornerstone of this transformation. These digital platforms have revolutionized the way banks deliver services, offering customers greater convenience, faster transactions, and access to banking beyond traditional branch hours. The rise of e-banking in Nigeria has been propelled by factors such as growing internet penetration, widespread mobile phone usage, and government initiatives aimed at enhancing financial inclusion (Central Bank of Nigeria, 2020). As e-banking continues to gain traction, its implications for the operational and financial performance of banks have become a critical area of study.
Deposit Money Banks (DMBs) in Nigeria, which are authorized to accept deposits and provide credit, have increasingly adopted e-banking to remain competitive in a rapidly evolving financial landscape. This shift has allowed DMBs to reduce operational costs, improve service delivery, and extend their reach to underserved populations, particularly in rural areas. For example, the proliferation of ATMs and POS terminals has decreased reliance on physical branches, while mobile banking apps have enabled real-time transactions for millions of users. A study by Oniore and Okoli (2019) found that e-banking adoption has positively influenced the financial performance of Nigerian banks, as evidenced by improvements in return on assets (ROA) and return on equity (ROE). However, the degree of impact varies across institutions, highlighting the need for case-specific research to understand these dynamics fully.
Providus Bank Limited serves as a compelling case study for this research due to its unique position in the Nigerian banking sector. Established in 2016, Providus Bank entered the market with a focus on leveraging technology to deliver innovative banking solutions. Unlike older, more established banks that have had to adapt legacy systems to incorporate e-banking, Providus Bank adopted a digital-first strategy from its inception. This approach has enabled it to develop robust electronic platforms, such as its online banking portal and collaborations with fintech firms, positioning it as a leader in digital banking despite its relatively small size. By examining Providus Bank, this study aims to explore how a technology-driven bank fares in terms of performance metrics compared to its peers in the Nigerian market.
The adoption of e-banking brings both opportunities and challenges that can significantly affect bank performance. On the one hand, e-banking can enhance efficiency by automating processes, reducing the need for manual labor, and lowering transaction costs. It also improves customer satisfaction through round-the-clock access to services and faster processing times. On the other hand, banks face risks such as cyberattacks, which threaten customer trust and financial stability, as well as high initial investments in technology infrastructure. According to Madugba et al. (2021), while ATM and POS usage have been linked to improved financial outcomes in Nigerian banks, the impact of internet banking remains less consistent, suggesting that not all e-banking channels yield uniform benefits. These complexities underscore the importance of evaluating e-banking’s overall effect on bank performance.
This study seeks to assess the impact of e-banking on the performance of Providus Bank Limited, offering insights into how digital innovations influence key indicators such as profitability, operational efficiency, and customer satisfaction. By analyzing these metrics, the research will contribute to a deeper understanding of e-banking’s role in shaping the Nigerian banking industry. The findings will have practical implications for bank managers and policymakers aiming to harness technology for competitive advantage and financial inclusion. In an era of rapid digital transformation, understanding the relationship between e-banking and bank performance is essential for ensuring the long-term sustainability and growth of Deposit Money Banks in Nigeria.
1.2 Statement of the Problem
The rapid adoption of electronic banking in Nigeria has transformed the banking landscape, offering numerous benefits such as increased convenience, cost reduction, and improved service delivery. However, despite the widespread integration of e-banking services, there remains a gap in understanding how these digital innovations specifically impact the performance of individual banks, particularly those that have adopted a digital-first strategy from their inception. Providus Bank Limited, as a relatively new entrant in the Nigerian banking sector with a strong focus on technology, presents a unique case for examining the effects of e-banking on bank performance. While existing studies have explored the general impact of e-banking on Nigerian banks, there is limited research on how e-banking influences the performance of banks like Providus that have prioritized digital channels since their establishment. This study aims to address this gap by investigating the relationship between e-banking adoption and the financial and operational performance of Providus Bank Limited.
1.3 Research Questions
To achieve the objectives of this study, the following research questions will be addressed:
1. What is the relationship between e-banking adoption and the profitability of Providus Bank Limited?
2. How does e-banking impact the operational efficiency of Providus Bank Limited?
3. To what extent does e-banking influence customer satisfaction at Providus Bank Limited?
1.4 Objectives of the Study
The main objective of this study is to examine the impact of electronic banking on the performance of Providus Bank Limited. Specifically, the study aims to:
1. Assess the relationship between e-banking adoption and the profitability of Providus Bank Limited.
2. Evaluate the impact of e-banking on the operational efficiency of Providus Bank Limited.
3. Analyze the effect of e-banking on customer satisfaction levels at Providus Bank Limited.
1.5 Research Hypotheses
The following hypotheses will be tested in this study:
1. H₁: There is a positive relationship between e-banking adoption and the profitability of Providus Bank Limited.
2. H₂: E-banking adoption significantly improves the operational efficiency of Providus Bank Limited.
3. H₃: E-banking adoption has a positive effect on customer satisfaction at Providus Bank Limited.
1.6 Significance of the Study
This study is significant for several reasons. First, it provides empirical evidence on the impact of e-banking on the performance of a technology-driven bank in Nigeria, contributing to the existing body of knowledge on digital banking and financial performance. Second, the findings will offer valuable insights for bank managers, particularly those at Providus Bank and other similar institutions, on how to optimize e-banking services to enhance profitability, efficiency, and customer satisfaction. Third, the study will inform policymakers and regulators about the benefits and challenges of e-banking adoption, aiding in the development of policies that promote financial inclusion and technological innovation in the banking sector. Finally, the research will serve as a reference point for future studies on e-banking and bank performance in Nigeria and other emerging markets.
1.7 Scope and Limitations of the Study
This study focuses on the impact of electronic banking on the performance of Providus Bank Limited, a Deposit Money Bank in Nigeria. The scope is limited to examining key performance indicators such as profitability, operational efficiency, and customer satisfaction over a specific period (e.g., 2018-2023). The study will consider various e-banking channels, including online banking, mobile banking, ATMs, and POS terminals. However, the research is limited by the availability of data from Providus Bank and may not be generalizable to other banks with different operational models or market positions. Additionally, the study may face constraints related to the confidentiality of financial data and the rapidly changing nature of technology in the banking sector.

1.8 Definition of Terms
· Electronic Banking (E-Banking): The use of electronic channels to deliver banking services, including online banking, mobile banking, ATMs, and POS terminals.
· Deposit Money Banks (DMBs): Financial institutions licensed by the Central Bank of Nigeria to accept deposits, provide credit, and offer other financial services.
· Bank Performance: A measure of a bank's success in achieving its financial and operational goals, often assessed through indicators such as profitability, efficiency, and customer satisfaction.
· Providus Bank Limited: A Nigerian commercial bank established in 2016, known for its focus on technology-driven banking solutions.
· Profitability: The ability of a bank to generate earnings relative to its expenses, typically measured by metrics such as return on assets (ROA) and return on equity (ROE).
· Operational Efficiency: The effectiveness of a bank in managing its resources and processes to minimize costs and maximize output.
· Customer Satisfaction: The degree to which a bank's services meet or exceed the expectations of its customers.
1.9 Plan of the Study
This research is structured into five chapters. Chapter One presents the introduction, including the background, problem statement, and research objectives. Chapter Two provides a detailed literature review, including conceptual, theoretical, and empirical perspectives. Chapter Three describes the research methodology. Chapter Four presents and analyzes the data, while Chapter Five concludes the study with a summary, conclusion, and recommendations.


CHAPTER TWO
LITERATURE REVIEW
2.1 Conceptual Review
2.1.1 Concept of Electronic Banking 
According to Isac, (2014), the term e-banking became popular in the early 1980s referring to using a computer to access banking services via a phone line. Historically, E-banking first appeared in New York in 1981, where it was offered by major banks in that city, such as Citibank, Chase Manhattan, Chemical and Manufactured Hanover. Banks from the United Kingdom started to adopt the concept in 1983 where the Bank of Scotland was the first to introduce it. The early electronic banking services were basic, covering services like viewing bank statements and paying bills online without being a full transaction banking service (Jayaram and Prasad,2013).
Defining electronic banking (E-banking) thus varies amongst researchers partially because some believe electronic banking refers to several types of services through which bank’s customers can request information and carry out most retail banking services via computer, television or mobile phone (Mols, 1998) whiles others defined it in different ways based on their understanding of the application of electronic banking.
Keivani, et al. (2012), did a “General View on E-banking” and asserted that E-Banking is an umbrella term for the process by which a customer may perform banking transactions electronically without visiting a brick-and-mortar institution. In the opinion of Vilattes (1997) E-banking is a distance banking that not only handles the flow of information between customers’ “living spaces” (e.g. homes, offices, etc.) and the physical facilities of the bank, but also deals with solicitation, sales, distribution and access to services, all without requiring the customer and the financial institution representative to be in the same physical place, at the same time, 
Mols (1998) described electronic banking as the automated delivery of new and traditional banking products and services directly to customers through electronic medium. This system allows customers to access their accounts, transact business, make enquiries and have prompt responses from banks. So many specialists agree that E-banking ensures 24-hours-a-day, seven-days-a-week accessibility, through any type of advanced information system (Automated Teller Machines, Personal Computers, Internet, mobile phones etc.) and for all types of financial transactions. The term e-banking is technically and intricately complex to define as it may be interpreted differently from different accessing viewpoints. The versatility of e-banking as delivery multichannel increases the intricacy of being precisely defined in the literature Mols (1998).
 A common definition for electronic banking comes from the Basel Committee on Banking Supervision: “e-banking includes the provision of retail and small value banking products and services through electronic channels as well as large vale electronic payments and other wholesale banking services delivered electronically” (BCBS, 1998).
In recent times, Electronic Banking has spread rapidly all over the globe. According to Sadr and Hossein (2013) the increased adoption and penetration of the internet has recently redefined the playground for retail banks. In Nigeria, all banks are making greater use of E-banking facilities to provide better services to excel in the competitive Nigeria banking industry. The spread of E-banking has also greatly benefited the ordinary customer in general and the corporate world in particular.
 Consequently, Electronic Banking (e-banking) has been the greatest challenge to the banking industry going by the sophistication and volume of fraudulent practices associated with this form of banking. In the past few years, banking activities in Ghana have increasingly depended on the deployment of information and communications technology. Customers’ insatiable appetite for efficient services has compelled financial institutions to fast track to a more radical transformation of their business systems and models for embracing E-banking (Sadr and Hossein, 2013).
Furthermore, E-banking is defined as the use of the Internet to deliver banking activities, such as transferring funds, paying bills, viewing current and savings account balance, paying mortgages, and purchasing financial instruments and certificates of deposits. Payment cards have replaced cheques in some countries. While ATMs have become a source of receiving cash, e-banking has become a preferred means of paying invoices (Sadr and Hossein (2013). 
E-banking provides a lot of benefits to both customers and banks. For example, e-banking offers customers an opportunity to pay bills and performing transactions of any kinds electronically. Customers can also make payments of goods or services without necessarily coming with liquid cash to the bank or other business places, which reduce the risk of handling large amount of money. Aabkhare et al. (2013) pointed the following benefits of e-banking to the Nigerian bank customers:
i. Fast retrieval of accounts balance from the customers chosen location, 
ii. Fast and efficient funds transfer,
iii. Helps customers to revisit their account transaction history, and 
iv. Quick ordering of bank statement	
The concept of E-banking is a delivery channel for banking services. Banks using electronic channels to communicate and transact business with both domestic and international corporate customers are generally referred to as E-banking, although the range of products and services provided by banks over the electronic channels vary widely in content, capability and sophistication. 
2.1.2	Types of Electronic Banking 
1. Internet Banking: Internet Banking helps you manage many banking transactions online via your PC. 2.4.2 Automated Teller Machines (ATM): An automated teller machine or automatic teller machine (ATM) is an electronic computerized telecommunications device that allows a financial institution's customers to directly use a secure method of communication to access their bank accounts, order or make cash withdrawals (or cash advances using a credit card) and check their account balances without the need for a human bank teller Yang et al (2009).
2. Automated Teller Machines (ATM): An automated teller machine or automatic teller machine (ATM) is an electronic computerized telecommunications device that allows a financial institution's customers to directly use a secure method of communication to access their bank accounts, order or make cash withdrawals (or cash advances using a credit card) and check their account balances without the need for a human bank teller Yang et al (2009).
3. Tele Banking: By dialling the given Telebanking number through a landline or a mobile from anywhere, the customer can access his account and by following the user-friendly menu, entire banking can be done through Interactive Voice Response (IVR) system Yang et al (2009).
4. Smart Card: A smart card usually contains an embedded 8-bit microprocessor (a kind of computer chip). The microprocessor is under a contact pad on one side of the card. Think of the microprocessor as replacing the usual magnetic stripe present on a credit card or debit card. The microprocessor on the smart card is there for security. The host computer and card reader actually "talk" to the microprocessor. The microprocessor enforces access to the data on the card. The chips in these cards are capable of many kinds of transactions Yang et al (2009).
5. Debit Card: Debit cards are also known as check cards. Debit cards look like credit cards or ATM (automated teller machine) cards, but operate like cash or a personal check. Debit cards are different from credit cards. While a credit card is a way to "pay later," a debit card is a way to "pay now." When you use a debit card, your money is quickly deducted from your checking or savings account Yang et al (2009).
6. An e-Cheque is the electronic version or representation of paper cheque. 
7. Other Forms of Electronic Banking
i. Direct Deposit
ii. Electronic Bill Payment
iii. Electronic Check Conversion
v. Cash Value Stored, Etc.
2.1.3	Importance of E-banking 
In recent years, the utilization of information technology has been magnificently increased in service industries, particularly, the banking industry, which by using information technology related products such as Electronic Banking, Electronic Payments, Security Investments and Information Exchange, can deliver high quality services to clients with less effort (Jalil-Kerim and Hamdam, 2010). The famous quote of Bill Gates says that “banking is vital to a healthy economy, but banks themselves are not” highlight the crucial nature of electronic forces that are affecting banks more than any other financial service provider group. This transaction of business operation by banks has created new mode of operation called E-Banking (Mai et. al., 2007). 
The latest generation of Electronic Banking transaction has opened up new opportunity to the existing banks and financial institutions Agarwal, Rastogi, and  Mehrotra, (2010). As a result of this, Cheng, (2016), in his opinion stated that customers prefer electronic banking for convenience, speed, round the clock services and access to the account from any parts of the world. Undisputedly, electronic banking offers benefits to banks as well. Cheng, (2016), further added that banks can benefit from lower transaction costs as e-Banking requires less paperwork, less staffs and physical branches. Based on the literature above, one would say, electronic banking leads to higher level of customer satisfaction and banks’ performance.  Cheng, (2016), identified five key benefits of e-banking to banks. They include:
i. Activity Review: Approved bank employees can access routine banking activity such as deposits, cleared cheques and wired funds quickly through an online banking interface. This ease of review helps ensure the smooth processing of all banking transactions daily, rather than waiting for monthly statements. It is also believed that errors or delays can be noted and resolved quicker; potentially before any business impact is felt.
ii. Productivity: Automating routine bill payments, minimizing the need to physically visit the bank and the ability to work as needed rather than on banking hours may decrease the time involved in performing routine banking activities. Thus, electronic banking leads to productivity gains.
iii. Lower Banking Costs: Banking relationships and costs are based on resource requirements. Opting for electronic banking minimizes business overhead and banking expenses.
iv. Reduced Errors: Automation of payments, wires or other consistent financial activities ensures payments are made on time and may prevent errors caused by keyboard slips or user error. Hence, effective utilization of electronic banking reduces banking errors. 
v. Reduced Fraud: Audits and antifraud measures require a high level of visibility for all financial transactions. To achieve this, electronic banking provides an electronic footprint for all personnel, managers and business owners who modify banking activities. As a result, under-thetable or fraudulent activities are mitigated.
2.1.4	Challenges of Electronic Banking 
[bookmark: _Hlk144562526][bookmark: _Hlk141020541]Although the facts state that e-banking is convenient, fast, relatively low in terms of cost, has a high degree of customization and/or personalization, literature argued that the banking sector faces numerous challenges to adopt advanced E-banking applications, Uppal (2008) conceded that with the obvious benefits of E-banking; the following factors contribute as major impediments in the smooth implementation of E-banking:
a. Start-up Cost: Several banks have expressed their concern about the huge initial start-up cost for venturing into E-banking.
b. Training and Maintenance: The introduction of E-banking involves 24-hour support environment, quality service to end user and other partners which would necessitate a well-qualified and robust group of skilled people to meet external and internal commitments. 
c. Lack of skilled Personnel: In a fast technological scenario, the obsolescence of technology is fast and hence there is always shortage of skilled personnel. 
d. Security:- In paperless banking transactions which is aspiring to attain, a lot of cybercrimes (Sakawa) are reported almost on a daily basis.
e. Legal Issue: Legal framework for recognizing the validity of banking transaction conducted through the net is still in the process of being put in place. 
f. Restricted Business: Not all transactions can be carried out electronically. 
g. Destruction of Pricing Mechanism: Now players in the field have lower cost than old banks. Hence, they can undercut the prices and provide stiff competition to the established banks.
2.2	Theoretical Review 
2.2.1	Theory of Planned Behaviour
Theory of Planned Behaviour was propounded by Ajzen in (1988). It was argued in the theory that the behaviour of an individual is driven by the behaviour intentions. The behaviour intentions are connected to three (3) determinants which are subjective norms, an individual’s attitude towards behaviour, & perceived behavioural control. Attitude is regarded as the degree a person holds negative or positive feelings of behaviour of interest.
 In view of Conner and Armitage (1998), a person’s motivation is represented by intentions in the sense of his or her conscious decision or plan to carry out specific behaviours. The subjective norm on the other hand is a person’s estimate of social pressure to carry out a specific behaviour. The subjective norms are believed to be made up of two (2) components which work in interaction; beliefs on how people, who are observed to be important to them, want them to behave (Normative behaviour).  In addition, perceived behavioural control is regarded to the extent to which the individual can carry out the behaviour. This is made up of two aspects; how confident the individual feels about not being able to perform or being able to perform & how much control an individual has over his behaviour. Planned behaviour is predicted by the theory of planned behaviour. This is because behaviours are always planned (Conner and Armitage, 1998). This theory has wide application to studies which relate to the behaviour of individuals particularly in the individual’s intention prediction on his behaviour.
[bookmark: _Hlk143631159]2.2.2	Innovation Diffusion Theory 
Everett Roger propounded this theory in 1995. He posits that diffusion is regarded as the process innovation is passed on through channels over a period between the participants in the social system. The Author explains further the decision process of innovation has Five (5) important steps which is: 
i. Knowledge
ii. Persuasion
iii. Decision
iv. Implementation
v. Confirmation 
It was described by Rogers that the innovation-diffusion is an uncertainty process of reduction. it can also support the reduction of uncertainty regarding the innovation which include, relative advantage, complexity, observability, compatibility, &triability. Relative advantage is connected to the idea that are providing an organization with competitive edge while compatibility is related to the degree to which the innovation is observed to be consistent with the values of the organization and the potential adopters needs. The degree to which the proposed innovation may be experimented is related to trainability. Furthermore, observability is connected to the degree to which innovation is observable (Everett, 1995).
2.2.3. Technology Acceptance Theory 
[bookmark: _Hlk143633216]This theory was propounded by Fred Davis in 1989. The prediction of acceptance of Information technology & the organizational usage by the users was the initial design of the model. It was argued in the model that acceptance by the user is determined by two (2) important beliefs, these are, perceived ease of use & perceived usefulness. Perceived usefulness was defined as the extent to which it is believed by the person that a specific technology will improve his/his job performance, on the other hand, perceived ease of use was defined as the degree to which it is believed by a person that using a technology will be easy Davis (1989). 
It was posited further that the attitude of the customers as regards to new technology is affected by the perceived ease of use and how easy it is to use. To measure the perceived usefulness, it is carried out on the scale of if work is carried out faster, improved performance, increased productivity, usefulness & effectiveness. The perceived ease of use is measured on if the technology is easy to learn, understandable & clear, easy to be skillful on its usability easy to remember & controllable. The technology acceptance theory also suggests that intentions are affected by external factors, and actuals are also affected by external factors through its immediate effect on the perceived usefulness & perceived ease of use. Criticisms were directed to the theory because it failed to account for the cost associated in obtaining new technology. Regardless of this shortcoming, the technology acceptance theory remains one of the most useful models which are available in providing explanation to the adoption of technology in the context of an organization (Davis, 1989). The motivation & the process of e- banking adoption in the commercial banks is informed by this theory.
2.3. Empirical Review
A study was carried out by Okoro (2014) on the effect of Point of sales, Automated teller machine,Mobile & internet services values on the intermediation of the economy. The technique adopted in thestudy is the multiple regressions which were carried out on time series data which ranged from 2006 to2011. It was observed in the study that a significant relationship exists between POS, ATM, services fromthe net & the intermediation efficiency of the economy. Nevertheless, it was equally revealed in the studythat a significant relationship does not exist between the Nigerian economy & the mobile service value &intermediate efficiency in the study period. The study concluded that the POS, ATM & internet service ismajor instrument the customers use to make money deposits. It was therefore recommended in the studythat more efforts should be made by the relevant stake holders in advertising these products in the country.
Karimzadeh et al. (2014) carried out an investigation on the e-banking impact on the bankprofitability. This study was carried out using quarterly data which was collected over the period of 2004to 2012. The study revealed that e-banking expansion has a positive impact on the bank profitabilitywhich was measured with the ROA.
Another study was conducted by Rauf and Qiang (2014) on the impact of e-banking on theperformance commercial bank of Pakistani. The performance of the bank was measured with the ROA,ROE, & margin of interest. The sample adopted in the study is a sample of ten banks. The data collectedfor the study is over the period of 2002 – 2012. It was observed in the study that e-banking has a positive& significant relationship on interest margin ROE & ROA for the banks who recently adopted thetechnology. The study therefore concluded that at a cost saving strategy they can consider e-banking so asto be able to compete with other foreign banks given that adequate monitoring & control measure are putin place.
Oyewole et al. (2013) carried out a study on the impact of e-banking on the performance ofcommercial banks in Nigeria. The study adopted panel data which was collected from 1999 to 2010 from8 commercial banks in the country. it was found in the study that a significant & positive relationshipexists in the performance of the banks. How ever there was no impact on ROE.
Abaeneweet al. (2013) examine the impact of e-banking on the commercial banks profitability inNigeria. They conducted the study with secondary data which were collected from the Stock exchange database from the period of 1997 to the period of 2010. It was revealed in the study that electronic banking adoption has a positive & significant effect on the returns of equity of the banks in Nigeria. The sty recommended that there is need for the banking industry to adjust to full & equally effective adoption of ICT as a result of attendant advantage.
Omotunde et al. (2013) investigated the effect of cashless policy in Nigeria. The research method adopted in the study is the survey research which was carried out with the data collected using questionnaires. From the respondent responses, it was observed that increase in employment will be enhanced through the adoption of cashless policy, it will equally lead to reduction in cash related robbery which in turn reduce the risk of carrying cash in the society. This will equally reduce cash related corruption in the country & encourage foreign investors to invest in the country. it was therefore revealed in the study that cashless economy can be regarded as a step towards the right direction.
Aduda and Kingoo (2012) examined the existing relationship between the performance of the commercial banks in Kenya & the electronic banking. The study particularly tried to establish if there is a relationship between performance which in the study is the dependent variable & the independent variables. The dependent variable in the study which is performance was measure by the ROA, while the independent variables in the study where measured by the ATM numbers, e-banking investment, & Debit card numbers.


CHAPTER THREE
RESEARCH METHODOLOGY
3.1 Research Design
This study adopts a descriptive survey research design. The descriptive method is suitable because it enables the researcher to systematically collect data from respondents to describe the existing conditions concerning electronic banking and bank performance. This design is appropriate for understanding the relationship between e-banking adoption and operational outcomes in Providus Bank.
3.2 Sources of Data Collection
Two main sources of data were utilized:
· Primary Data: This was collected through the administration of structured questionnaires to employees of Providus Bank. The questionnaire focused on aspects such as the efficiency, profitability, customer satisfaction, and challenges of electronic banking.
· Secondary Data: This was obtained from journals, textbooks, previous research works, and official reports related to electronic banking and bank performance in Nigeria.
3.3 Population Size
The population of the study consists of fifty (50) staff members of Providus Bank Limited, primarily from departments involved in digital banking, customer service, operations, and IT. This group was selected to ensure that respondents have direct experience and knowledge of e-banking operations.
3.4 Sample and Sampling Techniques
Since the population is relatively small (50 staff), a census sampling technique was used. This means the entire population was used as the sample for the study, allowing for comprehensive and accurate data collection from all relevant stakeholders. The census approach eliminates sampling bias and increases the reliability of the study.
3.5 Research Instruments
The primary instrument for data collection was a structured questionnaire. The questionnaire was divided into sections:
· Section A: Demographic information of respondents
· Section B: Questions on the impact of e-banking on profitability
· Section C: Questions on customer satisfaction and operational efficiency
The instrument consisted mainly of closed-ended questions using a Likert scale, with a few open-ended questions for deeper insights.
3.6 Method of Data Analysis
The data collected from the questionnaires were analyzed using descriptive and inferential statistics:
· Descriptive statistics such as frequency, percentages, and mean scores were used to summarize and describe the responses.
· Inferential statistics, particularly the Chi-square (χ²) test, were employed to test the formulated hypothesis and determine the significance of the relationship between electronic banking and bank performance.


[bookmark: _Hlk201064280]CHAPTER FOUR
DATA PRESENTATION AND ANALYSIS
4.1 Introduction
This chapter presents, analyzes, and interprets the data collected from respondents concerning the impact of electronic banking on the deposit money banks performance in Nigeria
4.1 Data Presentation
Table 4.1: Gender Distribution of Respondents
	Gender
	Frequency
	Percentage (%)

	Male
	28
	56%

	Female
	22
	44%

	Total
	50
	100%


Source: Researcher’s Survey (2025)
The table shows a fairly balanced gender representation, with 56% male and 44% female respondents. This indicates that both genders are actively involved in the operations of Providus Bank and thus provides diverse views on electronic banking.
Table 4.2: Respondents’ Department
	Department
	Frequency
	Percentage (%)

	Operations
	15
	30%

	Customer Service
	12
	24%

	IT/Digital Banking
	10
	20%

	Finance & Accounts
	6
	12%

	Others (e.g., Marketing)
	7
	14%

	Total
	50
	100%


Source: Researcher’s Survey (2025)
Most respondents are from operations and customer service departments, indicating that data gathered is from those directly interacting with the bank’s service systems and clients—key for evaluating electronic banking performance.
Table 4.3: Has Electronic Banking Improved Service Delivery?
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	20
	40%

	Agree
	18
	36%

	Neutral
	6
	12%

	Disagree
	4
	8%

	Strongly Disagree
	2
	4%

	Total
	50
	100%


Source: Researcher’s Survey (2025)
The table above shows that, 76% of respondents agree that electronic banking has improved service delivery, indicating positive feedback. This suggests that digital banking solutions like mobile apps and internet banking contribute to efficient customer service.
Table 4.4: Does E-Banking Reduce Operational Costs?
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	22
	44%

	Agree
	15
	30%

	Neutral
	5
	10%

	Disagree
	6
	12%

	Strongly Disagree
	2
	4%

	Total
	50
	100%


Source: Researcher’s Survey (2025)
Table 4 above shows a combined 74% believe e-banking reduces operational costs. This reflects that digital platforms cut down on paper-based processes, staff workload, and manual errors—thus increasing bank efficiency.
Table 4.5: Challenges Associated with Electronic Banking
	Challenge
	Frequency
	Percentage (%)

	Network/Connectivity Issues
	18
	36%

	Cybersecurity Threats
	12
	24%

	Customer Tech Illiteracy
	10
	20%

	Regulatory/Compliance Issues
	6
	12%

	System Downtime
	4
	8%

	Total
	50
	100%


Source: Researcher’s Survey (2025)
The above table shows Network issues (36%) and cybersecurity threats (24%) are the most frequently mentioned challenges. This highlights that infrastructure and security are critical areas needing improvement in the bank’s digital service delivery.
Table 4.6: Frequency of E-Banking Usage by Customers (as observed by staff)
	Usage Frequency
	Frequency
	Percentage (%)

	Daily
	20
	40%

	Weekly
	15
	30%

	Monthly
	10
	20%

	Rarely
	5
	10%

	Total
	50
	100%


Source: Researcher’s Survey (2025)
Table 6 shows that 40% of respondents reported that customers use e-banking services daily, suggesting high adoption and integration into customers' daily financial activities, which reflects strong engagement with the bank’s digital platforms.


Table 4.7: Satisfaction with E-Banking Features (as perceived by staff)
	Satisfaction Level
	Frequency
	Percentage (%)

	Very Satisfied
	16
	32%

	Satisfied
	20
	40%

	Neutral
	8
	16%

	Dissatisfied
	4
	8%

	Very Dissatisfied
	2
	4%

	Total
	50
	100%


Source: Researcher’s Survey (2025)
The above table indicates that 72% of staff believe that customers are satisfied or very satisfied with the bank’s e-banking services, indicating a user-friendly and efficient platform, which is a competitive advantage.
Table 4.8: Types of E-Banking Services Used Most Frequently
	Service Type
	Frequency
	Percentage (%)

	Mobile Banking
	22
	44%

	Internet Banking
	10
	20%

	USSD Banking
	8
	16%

	ATM/Debit Card Usage
	6
	12%

	POS Services
	4
	8%

	Total
	50
	100%


Source: Researcher’s Survey (2025)
Data shows that mobile banking leads with 44%, indicating that smartphones and apps are the preferred medium for customers. This suggests that continued investment in mobile platform optimization is vital.


Table 4.9: Impact of E-Banking on Bank Profitability (Staff Perception)
	Impact Level
	Frequency
	Percentage (%)

	Very High
	14
	28%

	High
	18
	36%

	Moderate
	10
	20%

	Low
	5
	10%

	None
	3
	6%

	Total
	50
	100%


Source: Researcher’s Survey (2025)
From the table,64% of respondents believe e-banking has a high or very high impact on profitability. This supports the claim that digital banking increases efficiency, reduces overhead, and attracts more customers.
Table 4.10: Effect of E-Banking on Staff Workload
	Effect Description
	Frequency
	Percentage (%)

	Reduced Significantly
	20
	40%

	Reduced Moderately
	12
	24%

	No Effect
	10
	20%

	Increased
	6
	12%

	Increased Significantly
	2
	4%

	Total
	50
	100%


Source: Researcher’s Survey (2025)
Table 10 indicates that, 64% of staff indicated that e-banking reduced their workload. Automation of transactions and customer self-service features reduce manual tasks, allowing staff to focus on more strategic activities.
4.3	Hypothesis Testing 
To test the hypothesis, the Chi-square (χ²) statistical method is applied.
Hypothesis:
H₀: Electronic banking has no significant effect on the performance of Providus Bank.
H₁: Electronic banking has a significant effect on the performance of Providus Bank.
Using responses from questions related to performance indicators (profitability, service efficiency, customer satisfaction), we perform a Chi-square analysis.
Observed Data (O):
	Opinion Category
	Frequency (O)

	Positive Impact
	38

	Neutral Impact
	7

	Negative Impact
	5

	Total
	50


Expected Data (E):
Assuming equal distribution across categories if no relationship exists:
E = Total ÷ 3 = 50 ÷ 3 ≈ 16.67 per category
Chi-Square Formula:
X2=∑
Calculations:
X2 =   +   + 

X2 =   +   + 

X2 = = 27.27

Degrees of Freedom (df):
df = (n - 1) = 3 - 1 = 2
Chi-square critical value at 0.05 significance level for df = 2 = 5.99
Since 27.27 > 5.99, we reject the null hypothesis (H₀).
4.4	Discussion of Findings
The findings of this study provide clear insight into the impact of electronic banking on the performance of Providus Bank:
The majority of staff observed that customers frequently use e-banking services, particularly mobile banking, which is consistent with the trend of digital migration in Nigeria’s financial sector 
Staff reported reduced workload and enhanced service delivery due to e-banking platforms. This supports earlier findings by Agboola (2006) that e-banking improves efficiency in banking operations.
Over 60% of staff believe that electronic banking significantly contributes to the bank’s profitability. This aligns with studies by Kagan et al. (2005) and Onay et al. (2008) that highlight cost reduction and profit improvement through digital banking systems.
Despite its advantages, e-banking at Providus Bank faces challenges such as poor internet connectivity, cybersecurity threats, and varying levels of digital literacy among customers. 
The Chi-square tests confirm that electronic banking significantly impacts bank performance, both in terms of profitability and operational improvements.


CHAPTER FIVE
SUMMARY, CONCLUSION, AND RECOMMENDATIONS
5.1	Summary
This study set out to examine the impact of electronic banking on the performance of Providus Bank Limited, Ilorin. It began with an in-depth background highlighting the rise of digital banking as a response to technological advancements, customer demands, and the competitive banking environment in Nigeria.
The objectives of the study were to evaluate how electronic banking influences bank profitability, operational efficiency, customer satisfaction, and cost reduction. The research questions and hypothesis guided the investigation, focusing on whether e-banking significantly affects bank performance.
A structured questionnaire was administered to 50 staff members across various departments within Providus Bank. Data collected were analyzed using frequency tables and percentages, and hypothesis testing was conducted using the Chi-square statistical method.
Findings revealed that electronic banking had a strong positive impact on the bank’s profitability and efficiency. Most respondents reported that mobile and internet banking were the most commonly used services. They also noted improved service delivery, reduced staff workload, and higher customer satisfaction levels. However, challenges such as poor internet infrastructure, cybersecurity concerns, and varying levels of digital literacy among customers were also noted.
5.2	Conclusion
Based on the findings, it is evident that electronic banking plays a vital role in enhancing the performance of deposit money banks in Nigeria. At Providus Bank, electronic banking services such as mobile banking, internet banking, and USSD have improved both internal efficiency and customer satisfaction.
The study concludes that while electronic banking significantly boosts profitability and operational efficiency, it must be continuously improved and secured to maintain customer trust and service quality. Adequate infrastructure, robust cybersecurity systems, and customer education are essential for sustainable growth in the digital banking space.
Furthermore, the statistical analysis confirmed that the impact of electronic banking on Providus Bank’s performance is statistically significant. Therefore, banks that fail to invest in digital banking risk lagging behind in an increasingly tech-driven financial sector.
5.3	Recommendations
Based on the results of the study, the following recommendations are proposed:
1. Strengthen ICT Infrastructure: Providus Bank should invest more in improving internet connectivity and system reliability to ensure seamless banking services, particularly for mobile and internet platforms.
2. Enhance Cybersecurity Measures:Given the rising concerns about cyber threats, the bank should adopt advanced cybersecurity frameworks and continuously train staff on security best practices.
3. Customer Education and Support:There should be sustained efforts to educate customers, especially older and rural customers, on how to use electronic banking services safely and efficiently.
4. Expand and Innovate Digital Services: Providus Bank should continuously update its e-banking platforms with customer-friendly features and explore fintech partnerships to remain competitive.
5. Regular Evaluation and Feedback Mechanisms:The bank should implement feedback loops to gather customer and staff input on e-banking performance and use this data to make strategic improvements.
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Questionnaire
SECTION A: Demographic Information
1. Gender: Male (     ) Female(     )
2. Department: Operations (     ) Customer Service (     ) IT/Digital Banking (     ) Finance & Accounts (     ) Others (Please specify) (     )
SECTION B: Impact of E-Banking on Profitability
3. Has electronic banking improved service delivery at your bank? Strongly Agree (     ) Agree (     )  Neutral (     )  Disagree Strongly Disagree (     )
4. Does e-banking reduce operational costs in your department? Strongly Agree (     )  Agree (     ) Neutral (     ) Disagree (     ) Strongly Disagree (     )
5. What is your perception of the impact of e-banking on the bank’s profitability? Very High (     ) High (     ) Moderate (     ) Low (     ) None (     ) 
6. How has e-banking affected your workload? Reduced Significantly (     ) Reduced  (     ) Moderately (     ) No Effect (     ) Increased (     ) Increased Significantly (     )
SECTION C: Customer Satisfaction and Operational Efficiency
7. What type of e-banking service is used most frequently by customers? Mobile Banking (     ) Internet Banking (     ) USSD Banking (     ) ATM/Debit Card Usage (     ) POS Services (     )
8. How often do customers use e-banking services (as observed)? Daily (     ) Weekly (     ) Monthly (     ) Rarely (     )
9. How satisfied are customers with the bank’s e-banking services (as perceived)? Very (     ) Satisfied (     ) Satisfied (     ) Neutral (     ) Dissatisfied (     ) Very Dissatisfied (     )
10. What are the most common challenges faced in delivering e-banking services? Network/Connectivity Issues (     )  Cybersecurity Threats (     ) Customer Tech Illiteracy (     ) Regulatory/Compliance Issues (     ) System Downtime 

