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CHAPTER ONE
1.0	Introduction of The Study
The advent of modern technology has revolutionized virtually every sector of the global economy, and the financial services industry is no exception. With the increasing proliferation of digital tools, banking operations have undergone significant transformation, shifting from traditional, paper-based processes to more dynamic, automated, and customer-centric approaches. Modern technology encompassing internet banking, mobile applications, artificial intelligence (AI), blockchain, and big data analytics has redefined how banks interact with customers, manage risks, process transactions, and ultimately achieve profitability (Adeoti, 2018). As competition intensifies and customer expectations evolve, the role of technology in enhancing operational efficiency and financial performance becomes increasingly crucial for Deposit Money Banks (DMBs) such as United Bank for Africa Plc (UBA).
Deposit Money Banks in Nigeria operate within a dynamic environment characterized by regulatory reforms, economic uncertainties, and a growing demand for financial inclusion. To maintain relevance and competitiveness, these banks must continuously innovate and leverage technological advancements. Over the years, UBA Plc has emerged as one of the leading institutions in embracing technology, adopting innovative solutions such as UBA’s Leo Chat Banking, mobile banking apps, biometric verification systems, and digital payment platforms to serve a diverse clientele across Africa and beyond (Okoye & Eze, 2019). While these technological interventions are often justified on the grounds of improving service delivery and customer satisfaction, there remains a need for empirical evidence to assess how such innovations translate into improved financial performance.
The financial performance of a bank is typically measured using indicators such as return on assets (ROA), return on equity (ROE), net profit margin, and cost-to-income ratio. The extent to which modern technology contributes to the improvement of these metrics is an area of increasing academic and professional interest. Numerous studies have suggested that technology adoption leads to enhanced productivity, reduced operational costs, and improved decision-making (Adeleke & Ezeagu, 2020; Chukwuka & Uchenna, 2022). However, others have argued that high costs of acquisition, integration, and maintenance of modern technology may offset the anticipated benefits, especially in the short term (Ibidunni & Olokundun, 2017). Hence, a nuanced investigation into the Nigerian banking context—using UBA as a case study—is necessary to provide a balanced perspective on the issue.
Furthermore, as the Central Bank of Nigeria (CBN) continues to champion cashless policies and digital inclusion through regulatory frameworks and infrastructural investments, it becomes imperative for banks to align their strategies with these initiatives. This research aims to critically examine the relationship between the deployment of modern technology and the financial performance of UBA Plc. By doing so, it seeks to contribute to the ongoing discourse on technological transformation in the banking sector and provide actionable insights for bank managers, policymakers, and financial technology developers.
In addition, this study addresses a research gap in the empirical analysis of technological impact on financial outcomes within the Nigerian banking industry. While there is a growing body of literature on digital banking, most existing studies are either too generalized or focus predominantly on customer satisfaction and service quality, with limited attention paid to financial outcomes (Olowe, 2021). This research seeks to bridge this gap by focusing on quantifiable performance indicators and offering an in-depth case study analysis of UBA, a technology-driven bank with a wide operational footprint.
In conclusion, the integration of modern technology into banking operations is not merely a trend but a strategic imperative. As such, understanding its actual impact on financial performance is essential for optimizing technology investment and ensuring sustainable banking practices. Through rigorous data analysis and contextual evaluation, this study will provide valuable evidence to inform future strategies for digital transformation in Nigerian DMBs.
1.1	Statement of the Research Problems
In today’s dynamic financial environment, technological advancement has emerged as a critical determinant of competitiveness and sustainability in the banking sector. The rapid evolution of modern technologies—such as internet banking, artificial intelligence (AI), blockchain, mobile applications, and big data analytics—has significantly altered the mode of operation of Deposit Money Banks (DMBs) across the globe, including Nigeria (Adeleke & Ezeagu, 2020). United Bank for Africa Plc (UBA), as one of the leading financial institutions in Africa, has adopted various technological innovations aimed at improving service delivery, operational efficiency, and ultimately, financial performance. However, the extent to which these investments in modern technology impact the bank's financial outcomes remains largely unclear.
Despite the widespread assumption that digital transformation leads to better financial results, empirical evidence suggests that the correlation between technology adoption and financial performance is not always direct or positive. For many banks, especially in developing economies, technological adoption comes with challenges such as high implementation costs, integration issues, and operational risks including cybersecurity threats (Ibidunni & Olokundun, 2017; Chukwuka & Uchenna, 2022). These issues are exacerbated in Nigeria by infrastructural limitations, regulatory uncertainty, and varying levels of digital literacy among customers (Okoye & Eze, 2019). Consequently, while UBA has introduced several technology-driven banking products—such as Leo Chatbot, internet banking, and mobile apps—there is limited clarity on whether these initiatives have translated into improved financial metrics like return on equity (ROE), return on assets (ROA), and net interest margin.
Another problem lies in the current academic literature, where many studies have focused primarily on the relationship between technology and customer satisfaction or service quality, without deeply analyzing how these technological advancements affect the financial performance of banks (Olowe, 2021). This results in a significant knowledge gap that needs to be addressed, especially given the huge financial resources being committed to digital innovation. There is a need for bank-specific case studies that link technology use with financial performance indicators to aid better strategic decision-making.
Furthermore, the Central Bank of Nigeria (CBN) has continued to promote the adoption of cashless banking and financial inclusion policies, mandating banks to enhance their technological capabilities (CBN, 2020). However, little is known about how such regulatory mandates influence the financial returns of banks that comply. In the case of UBA Plc, which is recognized for its pan-African digital strategy, a focused investigation is required to assess whether the adoption of modern technologies has brought about tangible improvements in financial outcomes.
Given the above gaps, this study aims to critically examine the impact of modern technology on the financial performance of UBA Plc. It will offer empirical evidence that not only contributes to the academic field but also informs stakeholders in banking, regulatory bodies, and financial technology development about the real value of technology in financial service delivery. Without such analysis, the strategic justification for continued investment in technology may remain speculative and unfounded.
1.2	Research Questions
To achieve the objectives of the study, the following research questions are posed:
1. What modern technologies has UBA Plc adopted in its banking operations?
2. How does the adoption of modern technology affect the financial performance of UBA Plc, in terms of ROA, ROE, and NIM?
3. What challenges does UBA Plc face in the implementation of modern technologies?
4. In what ways do digital banking platforms influence revenue growth and cost efficiency at UBA Plc?
5. What strategic recommendations can enhance the impact of technology on the financial performance of UBA and other deposit money banks?
1.3	Objectives of the Study
The main objective of this study is to examine the impact of modern technology on the financial performance of Deposit Money Banks in Nigeria, using United Bank for Africa (UBA) Plc as a case study. The specific objectives are to:
1. Evaluate the extent to which UBA Plc has adopted modern banking technologies.
2. Assess the relationship between technology adoption and financial performance indicators such as Return on Assets (ROA), Return on Equity (ROE), and Net Interest Margin (NIM).
3. Investigate the challenges associated with implementing modern technology in UBA Plc.
4. Determine the influence of digital banking platforms (e.g., mobile apps, internet banking, chatbots) on UBA's revenue generation and cost reduction.
5. Recommend strategic approaches to optimize technology use for better financial performance in the banking sector.

1.4	Research Hypothesis
The study is guided by the following hypotheses formulated in the null and alternative forms to be tested empirically:
Hypothesis One:
· H₀₁ (Null Hypothesis): There is no significant relationship between the adoption of modern technology and the financial performance of United Bank for Africa Plc.
· H₁₁ (Alternative Hypothesis): There is a significant relationship between the adoption of modern technology and the financial performance of United Bank for Africa Plc.
1.5	Significance of the Study
This study is significant as it examines the impact of modern technology on the financial performance of Deposit Money Banks, using United Bank for Africa Plc as a case study. As a final-year student of Kwara State Polytechnic, Ilorin, this research contributes academically by bridging the gap between technological adoption and measurable financial outcomes in the Nigerian banking sector. The findings will benefit banking institutions by offering insights into the effectiveness of digital innovations on profitability and operational efficiency. Policymakers and regulators, especially the Central Bank of Nigeria, can use the outcomes to refine digital banking policies. Additionally, technology providers and fintech firms will gain a better understanding of how their solutions affect bank performance. The study also serves as a valuable reference for future researchers interested in banking technology and performance metrics. Overall, it combines academic relevance with practical implications for industry stakeholders and decision-makers.
1.6	Scope And Limitations of The Study
This study is designed to investigate the impact of modern technology on the financial performance of deposit money banks in Nigeria, with a specific focus on United Bank for Africa (UBA) Plc. The scope of the research includes an in-depth analysis of technological innovations such as mobile banking, internet banking, automated teller machines (ATMs), artificial intelligence, and other digital platforms adopted by UBA. The study assesses how these technologies influence key financial indicators like Return on Assets (ROA), Return on Equity (ROE), Net Interest Margin (NIM), and operational efficiency. Data will be drawn from UBA’s financial reports, industry publications, and responses from selected staff or customers. The period under review is 2018 to 2023, providing a recent and relevant timeframe for analysis.
However, the study has certain limitations. It focuses exclusively on UBA Plc, which may restrict the generalizability of findings to other banks with different technological strategies. Also, the study is limited by time constraints, resource availability, and access to internal financial data that may be confidential. Additionally, the research does not cover qualitative aspects like customer satisfaction or staff productivity in depth, though these may be referenced to support broader financial interpretations.
1.7 	Definition of Terms
To ensure clarity and consistency throughout this research, the following key terms are defined as used in the study:
· Modern Technology: Refers to the latest digital tools and innovations used in banking operations, including mobile banking, internet banking, artificial intelligence, blockchain, automated teller machines (ATMs), and customer service chatbots.
· Financial Performance: A measure of a bank’s profitability, efficiency, and financial health, typically assessed using metrics such as Return on Assets (ROA), Return on Equity (ROE), and Net Interest Margin (NIM).
· Deposit Money Bank: A financial institution licensed to accept deposits from the public, provide loans, and offer other banking services. In Nigeria, these are often referred to as commercial banks.
· United Bank for Africa (UBA) Plc: A Nigerian multinational financial institution serving as the case study for this research. UBA is one of Africa’s leading banks with operations across several countries.
· Digital Banking Platforms: Electronic systems through which customers access banking services via the internet or mobile applications, reducing the need for physical branch visits.


1.8 	Plan of the Study
This research is organized into five chapters to ensure a logical and systematic presentation of ideas and findings.
· Chapter One introduces the study, providing the background, statement of the problem, research objectives, questions, significance, scope, limitations, and definitions of terms.
· Chapter Two focuses on the review of relevant literature. It covers theoretical frameworks, empirical studies, and existing research on the relationship between modern technology and financial performance in the banking sector.
· Chapter Three outlines the research methodology, including the research design, population, sampling techniques, data collection instruments, and method of data analysis.
· Chapter Four presents the data analysis and interpretation of findings. This chapter discusses how modern technology affects UBA's financial performance based on the data collected.
· Chapter Five concludes the research with a summary of findings, conclusion, recommendations, and suggestions for further studies.


CHAPTER TWO
2.0					LITERATURE REVIEW
The role of modern technology in shaping the financial performance of deposit money banks has become a crucial area of research in recent years. With the rapid advancement of digital banking tools, including mobile banking, internet banking, and artificial intelligence (AI), the banking sector has witnessed a transformative shift in its operations (Salahuddin & Khan, 2020). These technological innovations have not only enhanced service delivery but have also influenced key financial metrics such as profitability, operational efficiency, and cost management (Oluwole & Akinyemi, 2019).
This chapter explores the existing body of literature on the intersection of technology adoption and financial performance in the banking sector. It reviews theoretical frameworks such as the Technology Acceptance Model (TAM) and the Resource-Based View (RBV), which explain how technological advancements can create competitive advantages and improve financial outcomes (Davis, 1989; Barney, 1991). The review also examines empirical studies that have investigated the impact of digital banking on profitability and operational efficiency in both developed and emerging economies (Khan et al., 2021; Okpara, 2018). Through this exploration, the chapter aims to provide a comprehensive understanding of how modern technology contributes to the financial performance of banks, with a focus on United Bank for Africa Plc.
[bookmark: _Hlk205810442]2.1 Conceptual Review
The Concept of Modern Technology in Banking
Modern banking technology refers to the integration of advanced digital systems and tools to facilitate, streamline, and enhance banking services. This includes the use of electronic devices, computer networks, telecommunications, and software applications to automate banking operations, improve accuracy, and offer real-time services to customers. The evolution of banking technology dates back to the introduction of mainframe computers in the 1960s, which were used primarily for back-office processing. In the 1980s and 1990s, the adoption of Automated Teller Machines (ATMs), credit and debit cards, and electronic funds transfer systems represented significant technological milestones (Berger, 2003).
The modern phase of banking technology began with the proliferation of internet services and mobile telephony. These advancements have enabled the development of more customer-centric digital banking platforms such as mobile banking apps, internet banking portals, and digital wallets. Moreover, the integration of cloud computing, blockchain technology, and Artificial Intelligence (AI) has redefined the scope and efficiency of banking services, offering real-time data analytics, fraud detection, personalized financial advice, and automated customer support (PwC, 2020). Thus, the evolution of banking technology has transitioned from being an operational necessity to a strategic asset that drives competitiveness, customer engagement, and financial performance.
Key Technologies in Banking: Mobile Banking, Internet Banking, and Artificial Intelligence
Mobile banking and internet banking are two cornerstone technologies that have revolutionized the accessibility and convenience of financial services. Mobile banking allows users to conduct a wide range of financial transactions using smartphones and tablets, including balance inquiries, fund transfers, and bill payments. Internet banking, on the other hand, facilitates similar transactions through web-based platforms. These technologies enhance user convenience, reduce transaction time, and significantly lower operational costs for banks (Laukkanen, 2016).
Artificial Intelligence (AI) has also emerged as a transformative technology in banking. AI-powered tools are now used for credit scoring, risk assessment, customer service through chatbots, and automated trading systems. The predictive capabilities of AI assist in identifying fraudulent transactions and understanding customer behavior, which enables banks to tailor their offerings more effectively (KPMG, 2021). Machine learning algorithms, a subset of AI, are particularly useful for data mining and forecasting, contributing to more informed decision-making processes. Thus, these key technologies have not only enhanced the efficiency of banking operations but have also significantly improved the user experience.
The Role of Digital Platforms in Enhancing Customer Experience
Digital platforms serve as the primary interface between banks and their customers in the modern era. These platforms encompass mobile apps, online banking portals, and even social media channels, all of which provide round-the-clock access to financial services. One of the most notable impacts of digital platforms is the enhancement of customer experience through personalized, seamless, and real-time services. Customers now expect high-speed transactions, instant alerts, self-service capabilities, and minimal human intervention, which are all facilitated by well-designed digital platforms (Accenture, 2019).
Moreover, digital platforms enable omnichannel experiences, allowing customers to begin a transaction on one device and complete it on another without losing context. They also support customer engagement through personalized financial advice, gamification, and loyalty rewards systems. In addition, the use of customer data analytics through these platforms allows banks to predict customer needs and proactively offer relevant financial products. This not only improves customer satisfaction but also fosters long-term loyalty. In a highly competitive financial landscape, delivering superior customer experience through digital platforms has become essential for sustaining profitability and market relevance (Deloitte, 2020).
[bookmark: _Hlk205810471]2.1.2 Financial Performance in Banking
Financial performance in the banking sector refers to the measure of a bank's ability to generate sustainable revenues, manage its assets and liabilities effectively, and deliver value to its stakeholders, including shareholders, depositors, and regulators. It encompasses the evaluation of profitability, liquidity, efficiency, and solvency over a defined period. Financial performance provides insights into how well a bank utilizes its resources to achieve its strategic objectives and maintain financial stability in a competitive and often volatile environment (Athanasoglou, Brissimis, & Delis, 2008).
In the context of deposit money banks, financial performance is crucial because it reflects the institution’s capacity to withstand economic fluctuations, meet customer demands, and fulfill regulatory requirements. A well-performing bank not only ensures financial intermediation but also contributes to the broader economic growth by mobilizing savings and extending credit efficiently. Therefore, analyzing financial performance allows stakeholders to assess the bank’s health, guide investment decisions, and support informed regulatory oversight (Olweny & Shipho, 2011).


Key Indicators of Financial Performance: ROA, ROE, NIM
Three commonly used indicators to evaluate financial performance in the banking sector are Return on Assets (ROA), Return on Equity (ROE), and Net Interest Margin (NIM).
Return on Assets (ROA) measures the bank's ability to generate profit from its total assets and is calculated as net income divided by total assets. It reflects how efficiently a bank is using its resources to generate earnings. A higher ROA indicates better asset utilization and stronger financial performance (Almazari, 2014).
Return on Equity (ROE) is an indicator of profitability relative to shareholders’ equity and is calculated as net income divided by shareholders’ equity. It shows how effectively the bank is using investors’ capital to generate earnings. High ROE signifies strong performance and can influence investor confidence and stock valuation (Molyneux & Thornton, 1992).
Net Interest Margin (NIM) is the difference between interest income generated by banks and the amount of interest paid to their lenders, relative to the amount of their interest-earning assets. It reflects the efficiency of a bank’s core lending and deposit activities. A higher NIM suggests better interest management and income generation from banking operations (Demirgüç-Kunt & Huizinga, 1999).
Factors Affecting Financial Performance in Deposit Money Banks
Several internal and external factors influence the financial performance of deposit money banks. Internally, factors such as management quality, capital adequacy, asset quality, cost efficiency, and income diversification play significant roles. Banks with robust risk management systems, diversified revenue streams, and strong governance structures tend to perform better financially (Pasiouras & Kosmidou, 2007).
Externally, macroeconomic conditions such as interest rates, inflation, and GDP growth also affect bank performance. For instance, high inflation can erode the value of interest income, while economic recessions can increase default rates, thereby affecting profitability. Regulatory policies, including capital requirements and liquidity standards, are additional external factors that shape financial performance by influencing banks’ operational flexibility and cost structures (Dietrich & Wanzenried, 2011).
Moreover, technological advancements and competition in the banking industry have become critical performance determinants. Banks that fail to innovate or adopt digital solutions may lose market share and struggle to maintain profitability. Conversely, technology-driven banks often enjoy lower operational costs and improved customer retention, both of which positively impact financial performance. Thus, a comprehensive evaluation of both internal capabilities and external conditions is essential for understanding and enhancing financial performance in deposit money banks.
2.1.3 The Relationship Between Technology and Financial Performance
Digital banking has become a critical factor influencing profitability in the modern banking landscape. Through the integration of mobile banking, internet banking, and digital payment systems, banks have significantly reduced the cost of transactions, expanded their customer base, and diversified their revenue streams. The profitability gains stem from the efficiency and scalability of digital services, which allow banks to serve more clients at a lower marginal cost compared to traditional branch-based models (Gupta & Xia, 2018). Digital banking also improves speed and convenience, increasing customer satisfaction and engagement—two essential drivers of sustained income growth.
Empirical studies show a strong positive correlation between digital transformation and bank profitability. For example, the deployment of digital channels enhances customer retention, increases cross-selling opportunities, and reduces churn rates. Moreover, automated processes such as digital loan applications, online account management, and electronic Know Your Customer (e-KYC) reduce overhead and streamline workflows, contributing to higher net income margins (Nguyen, 2021). Therefore, the digitalization of banking services not only attracts tech-savvy customers but also improves cost-income ratios, leading to enhanced profitability.
Technology’s Role in Improving Operational Efficiency
Operational efficiency is a key performance metric in banking, and modern technologies have proven instrumental in enhancing it. Banks leverage advanced technologies such as Artificial Intelligence (AI), Robotic Process Automation (RPA), and cloud computing to automate routine tasks, reduce manual errors, and improve the accuracy of service delivery. These innovations allow banks to handle high volumes of transactions with minimal human intervention, significantly cutting down processing time and operational costs (KPMG, 2020).
AI-powered analytics help banks to optimize credit scoring, fraud detection, and customer profiling. Robotic Process Automation, for instance, can automate tasks such as data entry, compliance checks, and report generation, freeing up human capital for more strategic functions. Additionally, cloud-based infrastructure offers banks the flexibility to scale their operations dynamically while reducing the need for costly on-premise servers and IT maintenance (PwC, 2021). Collectively, these advancements contribute to more agile and responsive banking operations, enabling banks to achieve greater operational efficiency and competitive advantage.
Technology and Cost Reduction in Banking Operations
Cost reduction remains a primary motivation for the adoption of modern technology in banking. Traditional banking models are characterized by high fixed costs associated with branch networks, staffing, and paper-based processes. Digital transformation allows banks to transition from these high-cost structures to more efficient, lean models. Online and mobile banking platforms significantly lower the costs of customer acquisition and transaction processing (Accenture, 2020).
Furthermore, technologies such as blockchain offer the potential for even deeper cost efficiencies by eliminating intermediaries, reducing fraud risks, and improving settlement times in cross-border transactions. Similarly, cloud services lower IT expenditures by shifting capital costs to operational costs, offering pay-as-you-go flexibility. This model allows banks to better manage their budgets and allocate resources more effectively. Importantly, cost savings generated through technology adoption can be reinvested into innovation, customer service enhancements, and market expansion (EY, 2019).
The relationship between technology and financial performance is increasingly synergistic. While technology enhances profitability through increased revenues and better customer engagement, it simultaneously reduces costs and boosts operational efficiency. As the banking sector continues to evolve, institutions that leverage technology strategically are better positioned to outperform their peers in terms of financial performance.


2.2 Theoretical Framework
2.2.1 Technology Acceptance Model (TAM)
The Technology Acceptance Model (TAM), developed by Davis (1989), posits that perceived usefulness and perceived ease of use are the primary determinants of technology adoption. In banking, TAM explains how employees and customers decide to adopt new banking technologies, such as mobile apps, ATMs, and online banking platforms. According to the model, when users find these systems easy to use and believe they improve performance (e.g., faster transactions, convenience), they are more likely to embrace them. This theory is critical in understanding customer behavior toward digital banking and can help assess how acceptance of technology influences financial performance through increased adoption, reduced service costs, and higher customer retention.
2.2.2 Resource-Based View (RBV)
The Resource-Based View (RBV) of the firm, advanced by Barney (1991), argues that sustainable competitive advantage arises from unique resources that are valuable, rare, inimitable, and non-substitutable. In the banking sector, modern technology functions as a strategic resource that enables efficiency, innovation, and differentiation. For instance, a bank with superior AI-driven analytics, mobile applications, and digital infrastructure may experience enhanced profitability and operational performance. RBV helps frame modern technology not just as a tool but as a strategic asset that can significantly improve financial outcomes.
2.2.3 Diffusion of Innovation Theory (DOI)
Proposed by Rogers (2003), the Diffusion of Innovation Theory explains how, why, and at what rate new ideas and technology spread in a social system. The DOI framework is particularly relevant to banking institutions as they roll out innovations like biometric verification, mobile wallets, and blockchain systems. Adoption depends on factors such as innovation characteristics, communication channels, and social influence. The theory aids in evaluating the effectiveness of technology diffusion within a bank and how it affects performance by enabling smoother processes, customer acquisition, and product delivery.


2.3 Empirical Review
Numerous empirical studies have examined the intersection of modern technology and financial performance in the banking sector. This review explores findings from both local and international perspectives, emphasizing methodologies, sample sizes, and results.
Adeleke and Ezeagu (2020) conducted a quantitative study on five Nigerian banks, including Zenith, UBA, and GTBank, to determine the effect of electronic banking on financial performance. Using secondary data from 2012–2018, the study employed regression analysis to assess how variables like mobile banking and ATM usage impacted Return on Equity (ROE) and Return on Assets (ROA). The sample size consisted of financial data from 30 annual reports. The study found a positive relationship between technology adoption and financial performance, especially in banks with higher IT infrastructure investments.
Chukwuka and Uchenna (2022) carried out a panel data analysis on 10 Deposit Money Banks in Nigeria between 2010 and 2020. Their methodology combined descriptive statistics and fixed-effect regression models to evaluate the link between technological innovations and profitability indicators (ROA, ROE). The study's findings indicated that while initial implementation costs were high, over time, digital technologies such as core banking systems, chatbots, and internet platforms significantly enhanced operational efficiency and net margins. Their sample included 100 observations (10 banks over 10 years), providing a robust dataset for inferential analysis.
Okpara (2018) took a different approach by analyzing the performance data of First Bank, Access Bank, and UBA from 2007 to 2016. The study used both qualitative interviews with 30 staff and quantitative analysis of key financial ratios. The results revealed that internet and mobile banking adoption were positively correlated with customer growth and reduced cost-to-income ratios. The study emphasized the role of regulatory environment and digital literacy as moderating variables affecting the technology–performance relationship.
Nguyen (2021), in a cross-country study of 24 banks in Vietnam, investigated the impact of digital banking adoption on profitability using panel regression techniques. The research, which spanned from 2014 to 2019, showed that digital adoption positively influenced Net Interest Margin (NIM) and Return on Equity, especially among banks with customer-centric platforms. The study involved 144 data points (6 years × 24 banks) and controlled for bank size and market competition.
Similarly, Oluwole and Akinyemi (2019) examined the relationship between ATM deployment and banking efficiency in Nigerian commercial banks. They used a sample of 50 bank branches across five major states and applied Data Envelopment Analysis (DEA) to measure efficiency. Their findings demonstrated that automated services led to significant cost savings and higher customer throughput, which in turn improved profitability ratios.
Collectively, these empirical studies confirm that the adoption of modern technologies—such as ATMs, mobile platforms, and AI systems—positively influences financial performance, though the effect may be moderated by factors like initial investment cost, regulatory frameworks, and customer readiness. The methodologies employed range from regression analysis and data envelopment models to structured interviews, ensuring a comprehensive understanding of the technology–performance nexus.
Literature Gap
Despite a growing corpus of research on digital transformation in the banking sector, significant gaps remain in understanding how modern technologies influence the financial performance of Deposit Money Banks (DMBs) in Nigeria. While past studies have predominantly focused on service quality improvements and customer satisfaction (Olowe, 2021; Okoye & Eze, 2019), there is limited empirical inquiry into how these digital interventions directly affect financial outcomes such as Return on Assets (ROA), Return on Equity (ROE), and Net Interest Margin (NIM). Most of the literature adopts a generalist perspective, often aggregating diverse financial institutions without exploring the unique dynamics within individual banks.
Additionally, existing research often examines the relationship between technology adoption and bank performance from a short-term lens, ignoring the long-term cost implications of acquiring, integrating, and maintaining sophisticated technologies like artificial intelligence, blockchain, and biometric systems (Ibidunni & Olokundun, 2017). This lack of longitudinal analysis fails to capture the sustainability and profitability of technology investments over time, especially in an emerging economy like Nigeria where infrastructure and digital literacy challenges persist.
Moreover, studies frequently omit critical variables such as regulatory influence and customer readiness, which can significantly moderate the effectiveness of digital solutions. In particular, the role of Central Bank of Nigeria's cashless policy and its enforcement mechanisms on bank performance remains underexplored. Notably absent is a case-based approach that deeply investigates how a technology-driven institution like United Bank for Africa (UBA) Plc aligns its innovation strategy with financial performance objectives.
This research, therefore, aims to bridge these gaps by offering a focused, data-supported evaluation of the impact of modern technology on financial metrics in UBA Plc. It contributes to a more nuanced understanding of technology’s strategic value in banking, providing insights that are essential for future investment decisions and regulatory frameworks.


CHAPTER THREE
RESEARCH METHODOLOGY
3.1 Introduction to Methodology
This chapter describes the procedures and methods employed to achieve the objectives of the study. It presents the research design, population, sample and sampling technique, sources of data, method of data collection, and method of data analysis.
3.2 Research Design
The study adopts a descriptive survey research design. This design is suitable because it enables the researcher to collect data from a sample that represents the larger population, with the aim of describing and analyzing the relationship between modern technology adoption and financial performance of United Bank for Africa Plc. The design allows the use of both primary and secondary data to provide a comprehensive analysis of the subject.
3.3 Population of the Study
The population of this study comprises the staff of United Bank for Africa Plc in selected branches in Nigeria. The focus is on managerial, operational, and ICT-related departments because they are directly involved in technological innovations and financial decision-making processes.
3.4 Sample Size and Sampling Technique
A sample of 100 respondents is selected from various departments of UBA Plc using stratified random sampling technique. This method ensures that different categories of staff—such as managers, IT officers, and operations personnel—are proportionately represented. The stratification enhances the reliability of data collected on how technology impacts financial performance.
3.5 Instrument for Data Collection
The main instrument for data collection is a structured questionnaire, divided into sections that cover respondents’ demographics, the extent of technology adoption, and perceived impact on financial performance indicators such as ROA, ROE, and cost efficiency.
3.6 Method of Data Collection
The questionnaires are distributed physically to respondents in selected UBA branches, with follow-ups to ensure adequate response rates. Some questionnaires may be administered electronically to accommodate respondents working remotely or at different branch locations.
3.7 Method of Data Analysis
[bookmark: _GoBack]Data collected will be analyzed using descriptive statistics (such as frequency tables and percentages) and inferential statistics, including the Chi-square test and Pearson correlation analysis, to test the research hypotheses and examine relationships between variables. Statistical analysis will be carried out using software such as SPSS or Microsoft Excel to ensure accuracy.


CHAPTER FOUR
4.0		DATA PRESENTATION, ANALYSIS AND INTERPRETATION
4.1 Data Presentation 
This chapter presents and analyzes data collected through the questionnaire designed for this study. The responses are summarized in tables with corresponding interpretations. The analysis is structured according to the sections of the questionnaire: demographic data, technology adoption, financial performance, and challenges.
Section A: Demographic Information
Table 4.1.1 Gender of Respondents
	Gender
	Frequency
	Percentage (%)

	Male
	60
	60%

	Female
	40
	40%

	Total
	100
	100%


Source: Researcher Computation, 2025
The data shows that 60% of the respondents were male, while 40% were female. This indicates that the study captured views from both genders, with a higher representation of male staff members at UBA Plc.
Table 4.1.2 Age of Respondents
	Age Group
	Frequency
	Percentage (%)

	18–25
	20
	20%

	26–35
	50
	50%

	36–50
	25
	25%

	Above 50
	5
	5%

	Total
	100
	100%


Source: Researcher Computation, 2025
The majority (50%) of respondents fall within the 26–35 age bracket, showing that most of UBA’s staff involved in technology and finance are young adults. Only a small percentage (5%) are above 50.
Table 4.1.3 Educational Qualification
	Qualification
	Frequency
	Percentage (%)

	ND
	25
	25%

	HND/BSc
	55
	55%

	MSc/PhD
	15
	15%

	Others
	5
	5%

	Total
	100
	100%


Source: Researcher Computation, 2025
Respondents with HND/BSc qualifications constitute the majority (55%), indicating that the bank’s workforce largely consists of individuals with tertiary education relevant to the sector.
Table 4.1.4 Position in Bank
	Position
	Frequency
	Percentage (%)

	Management
	20
	20%

	Operations Staff
	30
	30%

	ICT/Technical Staff
	30
	30%

	Customer Service
	20
	20%

	Total
	100
	100%


Source: Researcher Computation, 2025
Operations and ICT/Technical staff each make up 30% of respondents. This distribution ensures that the perspectives of staff most involved in technology use are adequately represented.
Section B: Extent of Modern Technology Adoption
Table 4.1.5 Most Used Technology
	Technology
	Frequency
	Percentage (%)

	Mobile Banking
	35
	35%

	Internet Banking
	30
	30%

	AI/Chatbots
	20
	20%

	ATM Services
	15
	15%

	Total
	100
	100%


Source: Researcher Computation, 2025
Mobile banking is the most used technology at UBA (35%), followed by internet banking (30%). AI/chatbots and ATMs are also utilized, but to a lesser degree, reflecting UBA’s focus on mobile-first strategies.
Table 4.1.6 Level of Technology Adoption
	Response
	Frequency
	Percentage (%)

	Very high
	40
	40%

	High
	35
	35%

	Moderate
	20
	20%

	Low
	5
	5%

	Total
	100
	100%


Source: Researcher Computation, 2025
Most respondents (75%) rated UBA’s technology adoption as either very high or high, suggesting the bank has significantly embraced digital innovation.

Table 4.1.7 Improvement in Service Delivery
	Response
	Frequency
	Percentage (%)

	Great extent
	50
	50%

	Some extent
	30
	30%

	Little extent
	15
	15%

	No extent
	5
	5%

	Total
	100
	100%


Source: Researcher Computation, 2025
Half of the respondents believe modern technology has greatly improved UBA’s service delivery, while only 5% see no improvement at all.
Section C: Technology and Financial Performance
Table 4.1.8 Impact on Profitability
	Response
	Frequency
	Percentage (%)

	Strongly agree
	40
	40%

	Agree
	35
	35%

	Disagree
	15
	15%

	Strongly disagree
	10
	10%

	Total
	100
	100%


Source: Researcher Computation, 2025
75% of respondents agree or strongly agree that technology adoption has improved UBA’s profitability, indicating a positive perception of technology’s financial impact.


Table 4.1.9 Reduction in Operational Costs
	Response
	Frequency
	Percentage (%)

	Strongly agree
	45
	45%

	Agree
	30
	30%

	Disagree
	15
	15%

	Strongly disagree
	10
	10%

	Total
	100
	100%


Source: Researcher Computation, 2025
Most respondents (75%) believe modern technology has helped reduce operational costs, aligning with the bank’s efficiency goals.
Table 4.1.10 Overall Impact on Financial Performance
	Response
	Frequency
	Percentage (%)

	Very significant
	45
	45%

	Significant
	30
	30%

	Minimal
	15
	15%

	No impact
	10
	10%

	Total
	100
	100%


Source: Researcher Computation, 2025
A combined 75% of respondents see the impact of technology on financial performance as significant or very significant, reinforcing its strategic importance.


Section D: Challenges of Technology Adoption
Table 4.1.11 High cost of technology affects profitability
	Response
	Frequency
	Percentage (%)

	Strongly Agree 
	30
	30%

	Agree 
	40
	40%

	Neutral 
	10
	10%

	Disagree 
	15
	15%

	Strongly Disagree 
	5
	5%

	Total
	100
	100%


Source: Researcher Computation, 2025
70% of respondents either strongly agree or agree that the high cost of technology negatively impacts UBA’s profitability. This suggests that while technology drives performance, its associated costs remain a major concern. Only 20% of the respondents do not see cost as a significant barrier to profitability.
Table 4.1.12 Cybersecurity risks are a major concern
	Response
	Frequency
	Percentage (%)

	Strongly Agree 
	35
	35%

	Agree 
	40
	40%

	Neutral 
	10
	10%

	Disagree 
	10
	10%

	Strongly Disagree 
	5
	5%

	Total
	100
	100%


Source: Researcher Computation, 2025
75% of respondents agree or strongly agree that cybersecurity risks are a major challenge in technology adoption at UBA. This highlights the critical need for the bank to continually strengthen its cyber defense mechanisms. Only a small portion (15%) downplays this risk.
Table 4.1.13 Technology implementation causes disruptions
	Response
	Frequency
	Percentage (%)

	Strongly Agree 
	25
	25%

	Agree 
	30
	30%

	Neutral 
	20
	20%

	Disagree 
	15
	15%

	Strongly Disagree 
	10
	10%

	Total
	100
	100%


Source: Researcher Computation, 2025
55% of respondents believe that implementing new technology sometimes disrupts operations at UBA. This suggests a need for better change management processes. Meanwhile, 25% either disagree or strongly disagree, implying that disruptions may not always be widespread.
Table 4.1.14 Staff require continuous training
	Response
	Frequency
	Percentage (%)

	Strongly Agree 
	40
	40%

	Agree 
	35
	35%

	Neutral 
	10
	10%

	Disagree 
	10
	10%

	Strongly Disagree 
	5
	5%

	Total
	100
	100%


Source: Researcher Computation, 2025
75% of respondents agree that continuous training is essential for staff to effectively use new technology. This reflects the dynamic nature of digital banking and the need for constant upskilling. Only 15% feel otherwise, suggesting room for enhanced training strategies.


Table 4.1.15 Infrastructure challenges affect efficiency
	Response
	Frequency
	Percentage (%)

	Strongly Agree 
	45
	45%

	Agree 
	30
	30%

	Neutral 
	10
	10%

	Disagree 
	10
	10%

	Strongly Disagree 
	5
	5%

	Total
	100
	100%


Source: Researcher Computation, 2025
75% of respondents agree that infrastructural challenges, such as poor network connectivity, hinder operational efficiency at UBA. This emphasizes the importance of addressing external infrastructural issues to fully maximize technology investments. Only 15% do not view infrastructure as a major issue.
4.2 Data Analysis 
The analysis of data collected from respondents at UBA Plc provides important insights into how modern technology influences financial performance. The demographic distribution indicates that the bank’s workforce is dominated by young professionals aged 26–35, most of whom hold at least HND or BSc degrees. This demographic is likely more receptive to technological innovation, contributing to UBA’s high level of technology adoption.
The data show that mobile and internet banking are the most prominent technologies, reflecting UBA’s digital strategy aimed at improving accessibility and convenience for customers. A large percentage of respondents (75%) believe the bank’s technology adoption level is high or very high, with half of the respondents stating that technology has improved service delivery to a great extent. This aligns with the bank’s reputation as one of the most technology-driven institutions in Nigeria.
Financially, the responses confirm that modern technology positively influences profitability and operational cost reduction. A combined 75% of respondents agree that technology has improved UBA’s profitability, while an identical proportion believe it has reduced costs. These findings are consistent with literature suggesting that technology enhances bank performance by streamlining operations, reducing manual work, and improving customer satisfaction (Adeleke & Ezeagu, 2020; Okoye & Eze, 2019).
Nevertheless, challenges persist. Many respondents identified high implementation costs, cybersecurity risks, and infrastructural limitations as barriers to maximizing technological benefits. This suggests that while technology adoption offers considerable advantages, banks like UBA must continue to invest in security, infrastructure, and staff development to sustain financial gains. Overall, the findings support the view that modern technology is a critical driver of improved financial performance in deposit money banks, despite the accompanying challenges.
4.3 Data Interpretation 
The data collected from respondents at United Bank for Africa (UBA) Plc reveals that modern technology plays a substantial role in enhancing financial performance. A significant proportion of staff affirmed that UBA’s technology adoption level is either high or very high, with mobile and internet banking being the most utilized platforms. This indicates that the bank has strategically prioritized digital transformation to improve customer access and operational efficiency. A majority of respondents agreed that modern technologies have led to notable improvements in service delivery and profitability, affirming the value of digital investment in boosting overall performance indicators like Return on Assets (ROA) and Return on Equity (ROE).
Additionally, the analysis demonstrates that modern technology significantly contributes to cost reduction. Seventy-five percent of respondents believe technology has reduced operational costs, aligning with industry literature which highlights automation and digitalization as key drivers of efficiency. Despite this, the data also revealed considerable concern about the challenges accompanying technology use. High implementation costs, cybersecurity risks, and infrastructural issues such as poor network connectivity were repeatedly cited as barriers to maximizing the benefits of digital transformation. This suggests that while technology improves financial outcomes, it also requires continuous investment in risk mitigation and infrastructure upgrades to be sustainable.
The findings further underscore the importance of human capital in successful technology adoption. Many respondents indicated that continuous training is essential for staff to effectively engage with new systems. This highlights the dynamic nature of digital banking and the need for capacity building to ensure smooth transitions. Therefore, to sustain technological gains, banks like UBA must adopt a holistic strategy that integrates technical innovation with workforce development and infrastructural enhancement. Overall, the data validates the strategic impact of modern technology on financial performance, while also drawing attention to areas that require managerial and policy attention for long-term success.



CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1 Summary
This study examined the impact of modern technology on the financial performance of United Bank for Africa Plc. The research employed a descriptive survey design and collected data through questionnaires administered to 100 UBA staff. The results showed that modern technology—particularly mobile and internet banking—has been widely adopted at UBA, with respondents indicating significant improvements in service delivery, profitability, and operational efficiency. The study also highlighted challenges such as high costs of implementation, cybersecurity risks, and infrastructural weaknesses, which may limit the full realization of technology’s financial benefits.
5.2 Conclusion 
From the findings of this study, it can be concluded that modern technology plays a vital role in enhancing the financial performance of United Bank for Africa Plc. The adoption of innovations such as mobile banking, internet banking, and artificial intelligence solutions has contributed significantly to improving service delivery, customer satisfaction, profitability, and cost efficiency. The majority of respondents perceive UBA’s technology adoption level as high, and they associate this with measurable financial gains, confirming that digital transformation is no longer optional but essential for competitiveness and sustainability in the Nigerian banking sector.
Despite these positive outcomes, the study also reveals that technology adoption at UBA is not without its challenges. Respondents identified high implementation and maintenance costs, cybersecurity concerns, and infrastructural deficits (such as unreliable network connectivity) as key issues that must be addressed. Additionally, the need for continuous staff training underscores the importance of aligning human resources with technological change.
In conclusion, while modern technology has substantially improved UBA’s financial performance, the bank must continue to invest strategically in its technological infrastructure, staff development, and risk management frameworks. By doing so, UBA can sustain its financial growth and strengthen its competitive position in the increasingly digital banking environment in Nigeria.
5.3 Recommendations
To fully harness the benefits of modern technology in the banking sector, deposit money banks must adopt a comprehensive and strategic approach to technological implementation. This begins with ensuring that digital platforms are secure, scalable, and customer-centric. Cybersecurity should be treated as a top priority, given the increasing risks associated with digital transactions. Banks must invest in advanced security infrastructure, regularly update their systems, and adopt global best practices in data protection to safeguard customer assets and build trust. Moreover, digital solutions should be designed with flexibility to adapt to the rapidly evolving technological landscape and changing customer expectations.
Equally important is the investment in human capital. Technology alone cannot deliver results without skilled personnel who can manage and optimize digital tools effectively. Continuous training and development programs should be instituted to upskill employees on new systems, cybersecurity awareness, and emerging trends in financial technology. In doing so, banks can ensure seamless service delivery and operational resilience even as they transition to more automated processes. In addition, fostering a culture of innovation among staff will encourage the proactive adoption and adaptation of new technologies, thus improving overall organizational agility and responsiveness.
Lastly, infrastructural and operational challenges such as network instability and system downtimes must be proactively addressed through partnerships with technology providers and telecommunication companies. Banks should also establish cost-benefit frameworks to evaluate the financial viability of every technological investment. By doing so, they can avoid resource wastage and focus on high-impact innovations. Aligning technology strategies with regulatory guidelines and national financial inclusion goals is also critical. Ultimately, a balanced and strategic blend of technology, talent, infrastructure, and compliance will enable deposit money banks to enhance performance, reduce costs, and maintain competitiveness in Nigeria’s digital financial ecosystem.
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QUESTIONNAIRE
KWARA STATE POLYTECHNIC, ILORIN
INSTITUTE OF FINANCE AND MANAGEMENT STUDIES
BANKING AND FINANCE DEPARTMENT
Dear Respondent,
This questionnaire is designed to collect relevant information on “The Impact of Modern Technology on Financial Performance of Deposit Money Bank (A Case Study of United Bank for Africa Plc)”. The information you provide will be treated with the strictest confidentiality and used for academic purposes only. Kindly respond honestly and objectively.
Thank you for your cooperation.
INSTRUCTION: Please tick (✓) as appropriate.
SECTION A: RESPONDENT’S PERSONAL INFORMATION
1. Gender:
A) Male ( ) B) Female ( )
2. Age:
A) 18–25 ( ) B) 26–35 ( ) C) 36–50 ( ) D) Above 50 ( )
3. Educational Qualification:
A) ND ( ) B) HND/BSc ( ) C) MSc/PhD ( ) D) Others ( )
4. Position in Bank:
A) Management ( ) B) Operations Staff ( ) C) ICT/Technical Staff ( ) D) Customer Service ( )
SECTION B: EXTENT OF MODERN TECHNOLOGY ADOPTION
1. Which of the following technologies is most used in UBA Plc?
A) Mobile Banking ( ) B) Internet Banking ( ) C) AI/Chatbots ( ) D) ATM Services ( )
2. How would you rate UBA’s level of technology adoption?
A) Very high ( ) B) High ( ) C) Moderate ( ) D) Low ( )
3. To what extent has modern technology improved UBA’s service delivery?
A) Great extent ( ) B) Some extent ( ) C) Little extent ( ) D) No extent ( )
SECTION C: TECHNOLOGY AND FINANCIAL PERFORMANCE
1. Do you think technology adoption has improved UBA’s profitability?
A) Strongly agree ( ) B) Agree ( ) C) Disagree ( ) D) Strongly disagree ( )
2. In your opinion, has modern technology reduced UBA’s operational costs?
A) Strongly agree ( ) B) Agree ( ) C) Disagree ( ) D) Strongly disagree ( )
3. How would you rate the impact of technology on UBA’s financial performance overall?
A) Very significant ( ) B) Significant ( ) C) Minimal ( ) D) No impact ( )
SECTION D: CHALLENGES OF TECHNOLOGY ADOPTION
Instruction: Tick the box that best represents your opinion.
Response Key: SA – Strongly Agree A – Agree N – Neutral D – Disagree SD – Strongly Disagree
	S/N
	Statement
	SA
	A
	N
	D
	SD

	1
	High cost of technology affects profitability.
	
	
	
	
	

	2
	Cybersecurity risks are a major concern.
	
	
	
	
	

	3
	Technology implementation causes disruptions in operations.
	
	
	
	
	

	4
	Staff require continuous training to use new technology effectively.
	
	
	
	
	

	5
	Technological infrastructure challenges (e.g., poor network) affect efficiency.
	
	
	
	
	



