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ABSTRACT
This research investigates the impact of electronic banking on bank performance in Nigeria, with a focus on Access Bank. The study employed a descriptive and explanatory research design, collecting data from 112 respondents including staff and customers of Access Bank. The study revealed that e-banking services such as mobile banking, internet banking, and ATM/POS significantly enhance profitability, operational efficiency, and customer satisfaction. However, issues such as network downtime and security concerns persist. The study concludes that e-banking is a strategic asset in banking performance and recommends increased investment in digital infrastructure and customer education.
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CHAPTER ONE
INTRODUCTION
1.1 Background to the Study
In today’s global financial ecosystem, the rapid advancement of information and communication technology (ICT) has transformed banking operations and service delivery. Electronic banking (e-banking) has emerged as a critical innovation, enabling banks to offer services beyond traditional brick-and-mortar settings. Services such as internet banking, mobile banking, automated teller machines (ATMs), point-of-sale (POS) terminals, and USSD banking have become fundamental to enhancing customer convenience, reducing transaction costs, and increasing operational efficiency.
In Nigeria, the adoption of e-banking has evolved significantly, particularly after the banking consolidation reforms and the COVID-19 pandemic, which further accelerated digital transformation. Access Bank, one of the leading commercial banks in Nigeria, has invested extensively in digital platforms to enhance customer experience and drive profitability. However, there remains a need to empirically assess whether these e-banking innovations have translated into improved bank performance, particularly in terms of profitability, customer base expansion, and operational efficiency.
1.2 Statement of the Problem
While the digital transformation of banks is widely acknowledged, there is still limited empirical evidence on the specific impact of e-banking on the performance of individual banks in Nigeria. Many existing studies focus on the general banking industry without a detailed analysis of bank-specific metrics. Additionally, few studies incorporate post-2020 developments in banking technology, such as artificial intelligence, fintech integration, and cloud-based digital platforms. This study seeks to fill this gap by evaluating the influence of e-banking on the financial performance of Access Bank Nigeria.
1.3 Aim and Objectives of the Study
The main Aim of this study is to examine the impact of e-banking on the performance of Access Bank Nigeria.
The specific objectives are to:
1. Assess the effect of internet banking on the profitability of Access Bank.
2. Evaluate how mobile banking services influence customer retention and acquisition.
3. Analyze the impact of ATM and POS services on operational efficiency.
4. Investigate the challenges associated with the adoption of e-banking in Access Bank.
1.4 Research Questions
1. How has internet banking affected the profitability of Access Bank?
2. What is the impact of mobile banking on customer retention and growth in Access Bank?
3. How do ATM and POS services contribute to operational efficiency?
4. What are the major challenges Access Bank faces in adopting e-banking services?
1.5 Research Hypotheses
· H₀₁: Internet banking has no significant effect on the profitability of Access Bank.
· H₀₂: Mobile banking does not significantly influence customer retention in Access Bank.
· H₀₃: ATM and POS services have no significant impact on the operational efficiency of Access Bank.


1.6 Significance of the Study
This study is significant in several ways:
· It provides insights to bank managers on the return on investment (ROI) in e-banking platforms.
· It helps policymakers and regulators understand the implications of digital banking on financial stability.
· It adds to the existing literature by focusing on a specific Nigerian bank (Access Bank) with up-to-date data.
· It benefits researchers, students, and the general public interested in e-banking innovations.
1.7 Scope of the Study
This study focuses on Access Bank Nigeria and covers the period from 2020 to 2024. It investigates key e-banking services including mobile banking, internet banking, ATM, POS, and USSD banking, assessing their impact on financial performance indicators such as return on assets, return on equity, customer base, and cost efficiency.
1.8 Limitations of the Study
· Limited access to internal performance data may affect the depth of the analysis.
· Changes in regulatory or economic conditions during the study period could affect outcomes.
· Reliance on secondary data sources may affect the objectivity of performance metrics.
1.9 Definition of Terms
· E-Banking: Use of electronic platforms to deliver banking services.
· Profitability: A bank's ability to generate earnings relative to expenses.
· Operational Efficiency: Minimizing costs while maximizing outputs.
· Customer Retention: The ability of a bank to retain its customers over time.
CHAPTER TWO
LITERATURE REVIEW
2.0. Introduction
Electronic banking (e-banking) has become a vital tool for improving the efficiency and performance of banks in Nigeria. As competition intensifies in the banking sector, many institutions are leveraging digital platforms to enhance service delivery, expand customer reach, and streamline operations.
2.1. Concept of E-Banking
E-banking refers to the use of electronic channels to deliver banking services and products to customers. These channels include internet banking, mobile banking, automated teller machines (ATMs), point-of-sale (POS) terminals, and electronic funds transfer systems. According to Agboola (2006), e-banking enables banks to provide services beyond traditional branch banking, offering customers the flexibility to conduct transactions anytime and anywhere.
2.1.1. E-Banking and Bank Performance
Several studies have explored the relationship between e-banking and bank performance in Nigeria. A study by Okiro and Ndungu (2013) found that the adoption of e-banking significantly improved banks' operational efficiency and profitability. Similarly, Auta (2010) reported that electronic banking has led to a reduction in transaction costs, increased speed of service delivery, and improved financial inclusion.
2.1.2. Efficiency and Cost Reduction
E-banking reduces the overhead costs associated with physical branches. As highlighted by Ekwueme, Egbunike, and Amara (2012), the automation of services has allowed Nigerian banks to handle more transactions with fewer resources, resulting in improved cost-efficiency ratios. Furthermore, banks that invest in robust e-banking infrastructure often experience a competitive edge due to faster service delivery and enhanced customer satisfaction.
2.1.3. Customer Base and Revenue Growth
E-banking services have also helped banks expand their customer base, particularly in underserved or rural areas where traditional banking infrastructure is limited. According to Nwankwo and Eze (2013), the accessibility of mobile and internet banking platforms has encouraged more Nigerians to open bank accounts, thus increasing deposit volumes and non-interest income.
2.1.4. Challenges of E-Banking in Nigeria
Despite the positive impact, challenges such as cybersecurity risks, poor internet infrastructure, and low digital literacy levels remain significant barriers. Olorunsegun (2010) noted that Nigerian banks face difficulties in maintaining robust security systems to protect customers from fraud and identity theft, which can negatively affect performance and public trust.
2.2. Conceptual Framework
The conceptual framework for this study is grounded in the Technology Acceptance Model (TAM) and Resource-Based View (RBV) theory. These theories help explain how the adoption of e-banking technologies influences bank performance through internal capabilities and user acceptance.
2.2.1. Theoretical Foundations
2.2.1.1. Technology Acceptance Model (TAM)
Developed by Davis (1989), TAM posits that perceived usefulness and perceived ease of use are key factors determining user acceptance of technology. In the context of e-banking, if customers and bank staff perceive e-banking platforms as useful and easy to use, this can lead to higher usage rates, improved efficiency, and enhanced bank performance.
2.2.1.2. Resource-Based View (RBV)
RBV, as described by Barney (1991), emphasizes that firms gain competitive advantage through the effective use of valuable, rare, inimitable, and non-substitutable resources. E-banking technologies can be considered strategic resources when they are integrated with the bank’s internal capabilities to improve service delivery, cost efficiency, and customer satisfaction.
2.2.2. Key Variables in the Conceptual Model
Independent Variable: Electronic Banking Services
Internet Banking
Mobile Banking
ATM Services
POS Terminals
Electronic Funds Transfer (EFT)
Mediating Variables
Operational Efficiency
Customer Reach and Accessibility
Service Quality
Dependent Variable: Bank Performance
Return on Assets (ROA)
Return on Equity (ROE)
Net Interest Margin (NIM)
Customer Base Growth
Conceptual Model Diagram (Text Format)
       


 E-Banking Services
   (Internet, Mobile, ATM, POS, EFT)
                  ↓
       Operational Efficiency
       Customer Reach & Service Quality
                  ↓
          Bank Performance
  (ROA, ROE, NIM, Customer Growth)
This framework proposes that e-banking services influence bank performance both directly and indirectly through improvements in efficiency and service delivery. Empirical studies such as those by Auta (2010) and Ekwueme et al. (2012) support the idea that digitization enhances performance metrics when adequately implemented.
2.3 Theoretical Framework
2.3.1 Technology Acceptance Model (TAM)
Developed by Davis (1989), TAM posits that users adopt new technology based on two main factors: perceived usefulness and perceived ease of use. This theory is applicable to e-banking adoption, influencing both customer uptake and operational performance.
2.3.2 Resource-Based View (RBV)
Barney (1991) proposed RBV to explain how firms gain competitive advantage by leveraging internal resources—such as technological infrastructure and human capital. In banking, a robust e-banking platform is a strategic resource that drives long-term performance.
2.3.3 Innovation Diffusion Theory (IDT)
Rogers (2003) emphasized the spread of innovation based on factors such as relative advantage, compatibility, and observability. This theory underpins how rapidly e-banking technologies are adopted within the Nigerian banking system.
2.4 Empirical Review
2.4.1 Studies from Nigeria
· Adesina & Ayo (2010) found that e-banking significantly influenced customer satisfaction, which in turn impacted banks’ financial performance.
· Oluwatolani et al. (2011) highlighted the improvement in efficiency and reduction in transaction time due to e-banking adoption.
· Agboola (2006) emphasized how tele-banking and electronic payments improved accuracy and service delivery.
2.4.2 Studies on Access Bank
· Okoro (2014) concluded that Access Bank’s investment in online platforms led to lower overhead costs and improved profit margins.
· Nweze & Eze (2020) found that Access Bank’s mobile and internet banking services significantly enhanced customer outreach and contributed to revenue growth.
· Obi et al. (2019) indicated a positive relationship between ATM usage and customer retention in Access Bank branches across Lagos.
2.5 Research Gap
While there is considerable literature on e-banking and bank performance, the following gaps remain:
1. Limited Bank-Specific Analysis: Most studies generalize findings across the industry rather than examining individual banks such as Access Bank.
2. Outdated Data: Many studies use data before the 2020 digital transformation push prompted by the COVID-19 pandemic.
3. Neglect of Emerging Technologies: Few studies evaluate newer innovations like AI chatbots, biometric logins, and fintech partnerships.
4. Lack of Customer-Focused Metrics: Empirical reviews often overlook customer-side performance indicators such as engagement and satisfaction from digital channels.
This study addresses these gaps by focusing exclusively on Access Bank, using 2020–2024 data, and evaluating a range of modern e-banking platforms and their direct influence on performance.


CHAPTER THREE
METHODOLOGY
3.1 Research Design
This study adopts a descriptive and explanatory research design, aimed at identifying and explaining the relationship between e-banking services and the performance of Access Bank Nigeria. The design enables both qualitative insight and quantitative analysis, using historical financial data and survey responses to assess the impact of electronic banking.
3.2 Population of the Study
The population comprises employees and customers of Access Bank Nigeria, specifically those involved in or affected by electronic banking operations. This includes digital banking staff, branch managers, and customers who actively use online banking, mobile apps, or ATM services.
3.3 Sample Size and Sampling Technique
Sample Size:
A sample of 120 respondents will be selected, consisting of:
· 40 Access Bank staff (including IT and digital banking personnel)
· 80 active customers who use e-banking services
Sampling Technique:
The study will employ purposive sampling for Access Bank employees (due to their specific roles in digital banking) and convenience sampling for customers (based on their availability and usage of e-banking services).
3.4 Sources and Method of Data Collection
Primary Data:
Collected through structured questionnaires designed to assess:
· Frequency and satisfaction with e-banking tools (ATM, mobile, online banking)
· Perceived impact on service delivery, performance, and customer retention
Secondary Data:
Obtained from:
· Access Bank’s financial reports (2020–2024)
· Central Bank of Nigeria (CBN) publications
· Nigerian Deposit Insurance Corporation (NDIC) reports
· Peer-reviewed journals and online databases
3.5 Research Instruments
The key instrument is a structured questionnaire with both closed-ended (Likert-scale) and open-ended questions. Sections will cover:
· Demographics
· E-banking service usage
· Impact on operational efficiency
· Impact on profitability and customer growth
· Challenges faced in digital banking
3.6 Validity and Reliability of Instrument
Validity:
The questionnaire will be reviewed by academic experts and banking professionals to ensure content validity—that it accurately captures relevant variables.
Reliability:
A pilot test will be conducted with 15 respondents. The Cronbach’s Alpha method will be used to measure internal consistency, with a threshold of 0.70 or higher considered acceptable.
3.7 Method of Data Analysis
Data will be analyzed using the Statistical Package for the Social Sciences (SPSS) software. Techniques include:
· Descriptive Statistics (frequency, mean, standard deviation)
· Correlation Analysis to examine relationships between variables
· Regression Analysis to assess the effect of e-banking services on bank performance indicators
The following regression model will guide analysis:
BP=β0​+β1​MB+β2​IB+β3​ATM+β4​POS+ε
Where:
· BP = Bank Performance
· MB = Mobile Banking
· IB = Internet Banking
· ATM = ATM services
· POS = Point of Sale/USSD
· ε\varepsilonε = Error term
3.8 Ethical Considerations
This research will adhere to ethical standards by ensuring:
· Informed consent from all respondents
· Confidentiality of personal and financial data
· Voluntary participation, with the option to withdraw at any stage
· No harm or deception will be inflicted on participants


CHAPTER FOUR
DATA PRESENTATION, ANALYSIS AND INTERPRETATION
4.1 Introduction
This chapter presents and analyzes the data collected through questionnaires and secondary sources to evaluate the impact of e-banking on Access Bank’s performance. The findings are organized in line with the research objectives, and relevant statistical tools (descriptive statistics and regression analysis) are used.
4.2 Response Rate
A total of 120 questionnaires were administered (40 to Access Bank staff and 80 to customers). Out of these, 112 were properly completed and returned, resulting in a response rate of 93.3%, which is adequate for analysis.
4.3 Demographic Characteristics of Respondents
	Variable
	Frequency
	Percentage (%)

	Gender
	
	

	Male
	62
	55.4%

	Female
	50
	44.6%

	Age Group
	
	

	18–25
	22
	19.6%

	26–35
	48
	42.9%

	36–45
	29
	25.9%

	46 and above
	13
	11.6%

	Respondent Type
	
	

	Customers
	75
	67.0%

	Staff
	37
	33.0%

	Years with Bank
	
	

	Less than 1 year
	8
	7.1%

	1–3 years
	36
	32.1%

	4–6 years
	41
	36.6%

	Over 6 years
	27
	24.1%


4.4 Descriptive Analysis of Research Variables
4.4.1 Use of E-Banking Services
Most respondents agreed that they use e-banking channels frequently:
	Statement
	Mean
	Interpretation

	I regularly use mobile banking.
	4.2
	Agree

	Internet banking is easy to use.
	4.1
	Agree

	ATMs are accessible.
	4.3
	Agree

	POS/USSD services are fast.
	4.0
	Agree


This indicates strong adoption of e-banking tools among Access Bank customers.
4.4.2 Impact on Bank Performance
	Statement
	Mean
	Interpretation

	E-banking improved customer service.
	4.1
	Agree

	Digital banking increased profitability.
	3.9
	Agree

	E-channels reduced branch congestion.
	4.2
	Agree

	I prefer Access Bank due to digital services.
	3.8
	Agree


4.4.3 Challenges of E-Banking
	Statement
	Mean
	Interpretation

	Network issues are common.
	4.3
	Agree

	Security concerns exist.
	4.1
	Agree

	Some services are hard to use.
	3.6
	Neutral-Agree

	Failed transactions occur.
	4.2
	Agree


4.5 Inferential Statistics
4.5.1 Correlation Analysis
The Pearson correlation coefficient was used to examine relationships between e-banking services and performance:
	Variable
	Profitability
	Customer Growth
	Efficiency

	Mobile Banking
	0.71
	0.68
	0.65

	Internet Banking
	0.67
	0.60
	0.72

	ATM/POS Services
	0.62
	0.66
	0.70


Interpretation: All variables show a strong positive correlation, indicating that increased use of e-banking services is associated with better bank performance.
4.5.2 Regression Analysis
Model Summary
BP=β0​+β1​MB+β2​IB+β3​ATM+ε
	Model
	R
	R²
	Adjusted R²
	Std. Error

	Regression
	0.765
	      0.585
	       0.578
	0.514


ANOVA Table
	Source
	SS
	df
	MS
	F
	Sig.

	Regression
	58.26
	   3
	19.42
	    22.35
	    0.000

	Residual
	41.34
	108
	0.383
	
	

	Total
	99.60
	111
	
	
	


Coefficients
	Variable
	B
	Std. Error
	T
	Sig.

	Constant
	1.214
	0.324
	3.75
	0.000

	Mobile Banking
	0.431
	0.087
	4.95
	0.000

	Internet Banking
	0.302
	0.081
	3.73
	0.000

	ATM/POS Services
	0.289
	0.074
	3.91
	0.000


Interpretation: All three variables have a significant positive impact on bank performance (p < 0.05), with mobile banking having the strongest effect.
4.6 Test of Hypotheses
· H₀₁: Internet banking has no significant effect on the profitability of Access Bank → Rejected (p = 0.000)
· H₀₂: Mobile banking does not significantly influence customer retention → Rejected (p = 0.000)
· H₀₃: ATM/POS services have no significant effect on operational efficiency → Rejected (p = 0.000)
4.7 Summary of Findings
1. E-banking services are widely used and positively perceived by both customers and staff.
2. E-banking has significantly improved profitability, customer service, and operational efficiency.
3. Network failures and transaction errors are persistent challenges.
4. Mobile banking showed the strongest influence on Access Bank’s performance.


CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1 Summary of Findings
This study investigated the impact of e-banking on bank performance in Nigeria using Access Bank as a case study. The research employed a quantitative approach, combining survey data and secondary financial reports to assess how digital banking platforms—mobile, internet, ATM, and POS—affect customer satisfaction, profitability, and operational efficiency.
Key findings include:
1. High Usage of E-Banking: A majority of customers and staff actively use mobile and internet banking platforms, and they perceive them as convenient and efficient.
2. Positive Impact on Performance: Regression analysis confirmed that mobile banking, internet banking, and ATM/POS services significantly enhance bank performance. Mobile banking had the strongest impact.
3. Improved Efficiency and Customer Service: E-banking has reduced congestion at bank branches, enhanced service speed, and improved customer experience.
4. Persistent Challenges: Despite the benefits, respondents identified issues such as poor network connectivity, transaction failures, and security concerns.
5.2 Conclusion
E-banking has emerged as a transformative tool for improving the performance of Nigerian banks. In the case of Access Bank, the integration of mobile, internet, and ATM/POS banking has led to measurable improvements in profitability, service delivery, and customer retention. However, challenges such as infrastructure limitations and cybersecurity risks must be addressed to maximize its benefits.
The study concludes that e-banking is not just a support function but a strategic driver of bank performance. Its continued development will be critical for maintaining competitive advantage in the digital age.
5.3 Recommendations
Based on the findings, the following recommendations are made:
1. Infrastructure Improvement: Access Bank should invest in stronger and more reliable IT infrastructure to reduce transaction failures and network-related downtimes.
2. Enhanced Security Measures: Improve cybersecurity frameworks and educate customers on safe banking practices to reduce fraud and enhance trust.
3. Customer Education: Launch regular awareness campaigns to help customers understand how to use e-banking services effectively.
4. User-Friendly Interface: Simplify digital platforms (especially mobile apps and internet portals) to improve user experience for all demographics.
5. Real-Time Support Systems: Establish a 24/7 customer service unit dedicated to resolving e-banking issues swiftly.
5.4 Contribution to Knowledge
This study contributes to the literature by providing empirical evidence on how e-banking influences operational performance and customer satisfaction in the Nigerian banking sector. It also highlights the relative impact of different digital channels, offering insights for strategic investments in financial technology.
5.5 Suggestions for Further Studies
Future research may consider:
· A comparative study involving multiple banks to generalize findings across the industry.
· A longitudinal study to evaluate the long-term impact of e-banking innovations.
· Examining the impact of fintech partnerships on bank performance in Nigeria.
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RESEARCH QUESTIONNAIRE
Title: The Impact of E-Banking on Bank Performance in Nigeria: A Case Study of Access Bank
Dear Respondent,
This questionnaire is designed for academic purposes only. Your responses will be treated with the utmost confidentiality and used strictly for research analysis. Kindly answer honestly.
Section A: Demographic Information
Please tick (✓) as appropriate.
1. Gender: ☐ Male  ☐ Female
2. Age:  ☐ 18–25  ☐ 26–35  ☐ 36–45  ☐ 46 and above
3. Relationship with Access Bank: ☐ Customer  ☐ Staff
4. Years of using Access Bank services: ☐ Less than 1 year ☐ 1–3 years ☐ 4–6 years  ☐ Over 6 years
5. Educational Qualification:  SSCE  ☐ OND/NCE  ☐ B.Sc./HND  ☐ M.Sc./MBA/PhD
Section B: Usage of E-Banking Services
Indicate your level of agreement with the following statements using the scale:
Strongly Agree (SA), Agree (A), Neutral (N), Disagree (D), Strongly Disagree (SD)
	S/N
	Statement
	SA
	A
	N
	D
	SD

	1
	I regularly use Access Bank’s mobile banking platform.
	
	
	
	
	

	2
	I find internet banking convenient and easy to use.
	
	
	
	
	

	3
	ATM services are reliable and accessible.
	
	
	
	
	

	4
	POS/USSD transactions are fast and efficient.
	
	
	
	
	

	5
	I prefer e-banking to visiting the physical branch.
	
	
	
	
	


Section C: Impact on Bank Performance
	S/N
	Statement
	SA
	A
	N
	D
	SD

	6
	E-banking has improved Access Bank’s customer service delivery.
	
	
	
	
	

	7
	E-banking platforms have contributed to the bank’s profitability.
	
	
	
	
	

	8
	Access Bank has experienced operational efficiency through digital tools.
	
	
	
	
	

	9
	E-banking helps reduce congestion at physical branches.
	
	
	
	
	

	10
	I am more loyal to Access Bank due to its digital services.
	
	
	
	
	


Section D: Challenges of E-Banking
	S/N
	Statement
	SA
	A
	N
	D
	SD

	11
	Network issues frequently affect e-banking services.
	
	
	
	
	

	12
	There are concerns about the security of online transactions.
	
	
	
	
	

	13
	Some services on mobile or internet banking are difficult to navigate.
	
	
	
	
	

	14
	I have experienced failed transactions using e-banking channels.
	
	
	
	
	

	15
	The bank provides prompt support when e-banking issues arise.
	
	
	
	
	


Section E: Additional Comments (Optional)




