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CHAPTER ONE
1.0 INTRODUCTION 
Banking industry across the world aids the promotion of Economics growth and development. It is recognition of the crucial rule that has amended a global crusade to improve the sector. One major area of exploration is the use of Information Technology (IT) to improve banking services with the convergence computing and telecommunication automation now characterize of operation in the banking sector of the world economy. 
Automation is the used of machine instead of people to do a job or industrial process with respect to banking it involves the use of automation machine and computer base device to perform banking activities in a way to increase speed; accuracy and capacity. Automation allows bankers to get closer to their customer and deliver a wide range of services at lower cost it is believed that6 there are four ways in which automation can use banking industry they are: 
· To perform greater expended based to be handed.
· To reduce substantial real cost of handed payment.
· Cut bank free from traditional constraints upon time and place.
· Introduction new product and services.
Automation in the banking industry can manifest in the following way; 
· Banker automated clearing services.
· Magnetic link character reader. 
· Payment system. 
· Delivery channel. 
· Source of information. 
For the purpose of the study, our scope will be limited to the automated teller machine under the payment system. Payment system involves business transaction without cash or cheque in any other paper made money transaction. The Automated Teller Machine (ATM) enjoys banking service without coming into contract with any bank staff the operating of the machine is guided through instruction programmed into the machine user can gain automated teller machine (ATM) system through a personal identification pin number given to their customer and must not be disclose to a third party. 
A mechanical cash dispenser arguably an Automated Teller Machine (ATM), was developed and Bonito Luther Gorge Simjian and installedl939 in New York city (U.S.A) by the city bank New York, but removed offer 6 months due to lack of customer acceptance. 
This instance of innovation was credited to join shepherd first in Enfield town in worth through various other engineer were aware patents for related technologies at, the time shepherded. Barron was awarded on OBE in the 2005 New York honors. 
The first person to use the machine was REG VERVEY of on the 1 960 the first automated teller machine (ATMS) accepted only a single use taken or voucher was retained by the machine. 
These worlds in various principles including radiation and low-Coe rarity magnetism that was wiped by the card reader to make fraud more difficult the idea of a pin store on the card was developed by the British Engineer James Good How in 1965.
1.1	STATEMENTS OF THE PROBLEM 
In the course of this paper answer will be promoted to the following question:
1. What is the historical background of Automated Teller Machine (ATM) 
2. What are the reasons for introduction Automated Teller Machine (ATM)
3. What are the effects of Automated Teller Machine (ATM) 
4. Does Automated Teller Machine (ATM) solve any problem in Nigeria Bank Industry? 
5. What are the problems facing automated teller machine (ATM) in Nigeria banking industry 
1.2 RESEARCH QUESTION 
In the course of this paper, answers will be provided to the following questions. 
1. What is the historical background of ATM? 
2. What are the effects of ATM? 
3. What are the problem facing ATM in Nigeria banking Industry? 
4. What are reasons for the introduction ATM? 
1.3 OBJECTIVE OF THE STUDY 
Based on the above questions the objective of the paper will be 
1. To discuss the history of Automated Teller Machine ATM 
2. To examine the reason of introduction Automated Teller Machine ATM 
3. To critically examine the problem facing ATM in services delivery. 
1.4 RESEARCH HYPOTHESIS 
The general hypotheses that will be tested in the course of this project are as follows; 
HO: 	Automated Teller Machine will have positive impact on Nigeria bank services	delivery. 
HI: 	Automated teller machine does have effective services delivery in Nigeria	banking industry. 
1.5 SIGNIFICANCE OF THE STUDY 
The importance of this study to research the reader of the work and banking sector of large cannot be over emphasized. 
TO THE RESEARCH: This study helps me to analyze and have an insight on the rationale behind the used customer’s satisfaction in the banking industry. 
TO THE READER: The person who tends to read this research work will have service of E-banking which is being used by understand whether their customer to know how the extent to which the customer is satisfied with this products and services. 
TO THE BANKS: This research study will enable them to understand whether their customer to know how the extent to which the customer are satisfied with these products and series. 

1.6 SCOPE OF THE STUDY 
This research study examines e-banking products and services provided by First Bank in Ilorin and how these products and services tend to improve customer satisfaction. The bank to be used for the research work is First Bank Plc. 
Due to fact that electronic banking is a new banking system that was just introduce in the country, the researchers do face many difficulties in locating relevant document on the subject matter. 
1.7 DEFINITION OF KEY TERMS 
1. BANK: A bank is an organization that receives deposit on current, savings or other account, saving or collect cheques down or paid in by customer provide finance, consultancy and investment matter. Making or manage investment on behalf of any person and the provision of insurance. Marketing services and capital market business or such other services. The governor of Central Bank of Nigeria may be gazing the designate as the banking business. 
2. BANK CUSTOMER: A bank customer is a person who have any legal with a bank either formal (account holding) or informal (advisory services). 
3. E-BANKING: This is also known as electronic commerce, it involved the use of electronic device to exchange information and to sell or buy product or services.
4. E-BANKING PRODUCT AND SERVICES: These are electronic device use in banking activities e.g. internet banking telephone banking, automated teller machine (ATM), television-based banking e.t.c. 
5. CUSTOMER SATISFACTION: This can be seen as a state utility attain by a customer. 
6. RESEARCH STUDY: This is the study conducted and compiled by the researcher. 
7. PROFITABILITY: This can be defined as the income earn by organization or by investor. 
1.8 ORGANIZATION OF THE STUDY 
The study is organized into five chapters as follows: chapter one is an introduction of the research study. 
It consists of an overview, statement of problems which the study seeks to provide answer to objective of the study, the significance research question, hypothesis formulated for the purpose of the study scope and limitations of the study, definition of major terms while chapter two is a review of relevant literature and empirical review of renowned authors in this field of study. 
In chapter three present methodologies upon which the research is bade. In this chapter the population and sampling size, the sample techniques, method of obtaining data and the techniques of data analysis are given consideration. 
Chapter four consists of a vivid presentation and analyses of data obtained from relevant source in order or prove or disprove the stated hypothesis. 
Finally, chapter five is the last section of the work and which happen to be last that researcher’s summary conclusions and recommendations 



CHAPTER TWO
2.0 LITERATURE REVIEW 
On-line, real-time banking services have now become a birth right of the customer as the customer demands the flexibility of operating an account in any branch of a bank irrespective of which branch the account was domiciled (Bank Away, 2001).
Through Internet banking, customers would enjoy sitting in the comfort of their homes and offices and with a PC log onto their banks’ servers and transact banking activities. 
Banks customers’ taste and desire have begun to raise the stakes of expectation of exceptional services. Customers want to transact their banking transactions at any time and location convenient for their life-style. They want to pay their regular household bills, buy and sell stocks and shares (Carse, 1999). 
The efficiency, growth and the need to satisfy a growing tech-survey consumer base are three clear rationales for implementing E-banking in Nigeria. The four forces - customers, technology, convergence and globalization have the most important effect Ahmad Bello Dogarawa, Department of Accounting, Ahmadu Bello\ University, Zaria-Nigeria the Impact of E-banking on Customer Satisfaction Page 5 of 13 on the Nigeria financial sector and these changes are forcing banks to refocus their activities and relationship with their customers. The success of electronic banking, as agued by many researchers, depends probably on bank service quality, customer preferences and satisfaction. 
Recent studies found that consumer behaviour is changing partly because of more spare time. The way of use of financial services is characterized by individuality, mobility, independence of place and time, and flexibility (Seitz and Stickel, 2004).
Historically, banks have taken the attitude that they will provide customers with the services and products that they, the banks, wish to provide. 
Buyer power, as evidenced by the increase in wealth and sophistication of the most profitable customers, now dictates that such customers will determine with whom they will bank, which products they will use, what pricing they will accept and which delivery channels they choose to use. Banks not recognizing these requirements could rapidly lose between 30-50% of their customers, especially the most profitable customers including the magic’ top 10%. 
It has been proven that the least profitable clients will be the least likely to move. Banks are therefore being forced to adopt a strategy towards their customers that is focused on buyer driven desires. In order to survive both from domestic and the increasing level of global cross- border competition, banks need to change their process of servicing their customers. 
Firstly, to capture and retain the most profitable customers and secondly to redirect unprofitable customers into service channels which can limit the costs and maximize potential revenues (Mols, 1998). Success in the electronic-banking era is measured in the eyes of the customer. A bank has to profitably meet the needs of customers and continuously improve its ability to do so. 
It has to be accurate, reliable, helpful and understanding. The goal is not simply to satisfy customers but to positively delight then. The specific things that delight the customer vary from industry to industry and from product to product. But most customers want the same things. 
According to (Balachandher, 2001), 1. Customers are interested in quality 2. They desire good and effective service delivery 3. They want flexibility so that the specific product or service be obtained 4. They covet value by not wanting to pay a price that exceeds the value received from the product. 
2.1 CONCEPTUAL FRAMEWORK 
Customer satisfaction is the hallmark and mainstream of every successful business (Okolo, Agu,Obikeze and Ugonna, 2020). Electronic banking is the provision of banking services to customers through internet technology.
Jamal, (2004), defines electronic banking as the delivery of banks’ information and services by banks to customers via different delivery platforms that can be used with different terminal devices such as a personal computer and a mobile phone with browser, or desktop software, telephone or digital television. 
Internet banking can be defined as the delivery of banking services to customers through the Internet network (Yiu, Grant and Edgar, 2007). Keivani, Jouzbark, Khodadadi & Sourkouhi (2012) describe electronic banking as an umbrella term for the process by which a customer may perform banking transactions electronically without visiting a brick-and- mortar institution. 
Most specialists agree that c-banking ensures 24-hour-a-day, 7-day-a-week accessibility through a type of advanced information system (Aghadale, Karimi and Abasaltian, 2020).The concept of customer or user satisfaction as a key performance indicator with the business has been in use since the early 1 980s. user satisfaction being the sum of his/her feeling and attitudes toward several factors that affect the usage situation (Ankit, 2011). 
Fonvard-looking companies are finding value in directly measuring and tracking customer satisfaction (CS) as an important strategic success indicator. The meaning of satisfaction is in various ranges to individuals, but it generally seems to be a positive assessment of the product (goods and service). Technology acceptance model is an adaptation of Theory of Reasoned Action (TRA) propounded by Ajzen and Fish being (1980) to specifically deal with modeling user acceptance of information systems. Compared to IRA, Technology Acceptance Model is significantly less general. 
The Technology Acceptance Model (TAM) defines the casual relationship between perceived usefulness, ease of use, system design features, attitude towards using and actual usage behavior. ln general, an informative representation of the mechanisms by which design choices influence user acceptance is provided by TAM. Hence, Technology acceptance model is useful in applied contexts for forecasting and evaluating user acceptance of information technology (Davis, 1993). According to Technology Acceptance Model (TAM), perceived usefulness (PU) and perceived ease of use (PEOU) are two key beliefs that are mainly relevant for computer acceptance behavior. 
Theory of Reasoned Action (TRA) is used by TAM as a theoretical basis to specify causal association between these two key beliefs, i.e., PU and PEOU. Wei and Jiage (2013) found this theory relevant in their study. This paper therefore adopted TAM, given two of the important constructs, to confirm the extent to which e-banking service delivery affect customer satisfaction of commercial banks in Anambra State, Nigeria.
IMPACT OF E-BANKIGN SYSTEM ON CUSTOMER SATISFACTION IN BANKING INDUSTRY IN NIGERIA 
Investment and enhance in e-banking innovation by its providers to offer their banks have successfully achieved customer satisfaction by providing high level of and in turn. Information technology has become the heart of banking sector. 
The banking industry renders the following services to enhance customer satisfaction. 
i. They provide instant transaction to their customers and convenient payment collection. 
ii. There is monetary system that is also used to satisfy customers. 
iii. They also provide standards regimes, government system also to satisfy customer. 
iv. They also provide the Automated Teller Machine (A.T.M) to pay in and cash out money. 



2.2 THEORETICAL FRAMEWORK 
Technology acceptance model is an adaptation of Theory of Reasoned Action (TRA) propounded by Ajzen and Fishbein (1980) to specifically deal with modeling user acceptance of information systems. 
Compared to TRA, Technology Acceptance Model is significantly less general.
The model was developed to particularly explain the computer usage behavior. But since, TAM includes findings collected from over a decade of Information System (IS) research, so it is particularly well-suited for modeling computer acceptance. 
The Technology Acceptance Model (TAM) defines the casual relationship between perceived usefulness, ease of use, system design features, attitude towards using and actual usage behavior. In general, an informative representation of the mechanisms by which design choices influence user acceptance is provided by TAM. 
Hence, Technology acceptance model is useful in applied contexts for forecasting and evaluating user acceptance of information technology (Davis, 1993). According to Technology Acceptance Model (TAM), perceived usefulness (PU) and perceived ease of use (PEOU) are two key beliefs that are mainly relevant for computer acceptance behavior. Theory of Reasoned Action (TRA) is used by TAM as a theoretical basis to specify causal association between these two key beliefs, i.e., PU and PEOU. 
Wei and Jiage (2013) found this theory relevant in their study. This paper therefore adopted TAM, given two of the important constructs, to confirm the extent to which e-banking service delivery affect customer satisfaction f commercial banks in Anambra State, Nigeria. 
2.3	EMPIRICAL REVIEW 
Au, Saeid, Reza and Hamed (2016) conducted a study on effects of E-banking services quality on customers’ satisfaction and loyalty (Case Study: Agricultural Bank of Khuzestan Province. 
Therefore, the present study attempts to cast light upon the effects of e-banking service quality on customers’ satisfaction and loyalty in Agricultural Bank of Khuzestan Province (Iran). The them were selected for the sample study. The research period is from March-April until May-June 2020. The library and field methods were used for the data collection. This study is of applied and causal-descriptive research and is specifically based on Structural Equation Modeling (SEM). At first, by using the descriptive statistics, the demographic conditions of respondents were determined. Afterwards, by the statistical inference, the hypotheses of the study were investigated. For the statistical analysis, LISREL 8.8 and SPSS Software 17 were used. To verify or not to verify the relations between the variables, Confirmatory Factor Analysis (CFA) was used. 
That E-banking has become popular because of its convenience and flexibility, and transaction related benefits like speed, efficiency and accessibility. Although these are fraught with insecurity and most importantly power challenges. 
Implied from the above, foreign direct investment will increase, productive capacity will be doubled. This will improve standard of living of citizenry and further engender economic growth and development. Work et a!. (2016) carried out a study on impact electronic banking has on customer satisfaction in comparing with traditional brick and mortar banking service, its relationship with that of age, occupation and education, its impact on branch visits, the level of customer understanding about E-banking and the opportunities and challenges of E-banking. 
The study used tables, percentages, chi-square independency test to see the relationship between demographic characteristics and c-banking, independency t-test to see the visits of branches before and after c-banking by customers is significant or not and regression analysis test has been conducted to explain the variables which determine customers’ satisfaction in e-banking. 
The results of the study implied t that majority of users of c-banking are the young the educated, salaried and students, business men and women are not actively using the service of e-banking and there is also a relationship between c-banking and demographic characteristics, e-banking currently provided for saving and current accounts holders only c-banking has improved customer satisfaction, reduced frequency of bank hail for banking service, reduced waiting time for customers, there are customers who don’t know the fee charged for being E-banking users, the bank customers’ satisfaction increased after being. 
E-banking users, enabled customers to control their account movements and there is high opportunity to expand c-banking service in the city. 
TYPES OF E-BANKING SERVICES
The advent of internet and the popularity of personal computer preserved both an opportunity and challenges for the banking industry. Today most large banks are even similar banks offer some form of online banking electronic banking, internet banking. 
According to Central Bank of Nigeria (B.N 2007). The types of c-banking system include. 
AUTOMATED TELLER MACHINE (A.T.M’s)
The ATM’s is the most popular c-banking services offered by most banks in Nigeria today. Ti can be used for various types of transaction of funds between checking savings, and credit card accounts, bill payments. 
The introduction of ATM’s in Nigeria as relieved banks from constraint of time and geographical location because the machine can he install in any secured location apart from banking aica. 
It gives banks a more economical substitute for brick and mortal branches, the idea of this technology was to extent banking activities beyond the normal office house.
Another immediate impact of the introduction of ATM’ s is that banks staffs have been received of mundane function like processing withdrawal and transfer over the counter because the customer don’t need to go into the banking hall, instead they use cards to transact these services. 
MOBILE PHONE BANKING
Mobile phone banking is a service that enables customer to access banking serves through their phone with the help of an interactive menu-based application. 
Through the mobile phones, the customer can check his account make fund transfer and many their banking transaction at anytime, anywhere and whatever manner. 
Telephone banking has numerous benefits for both customers; it provides increases, conveniences, expended access and perspective the cost of delivery mobile phone-based services has substantially lower than those of branch-based services. 
PERSONAL COMPUTER (PC) BANKING
PC banking is a form of e-banking that enables customer to execute bank transaction with the use of personal computer at home or at their offices. 
This system allows the customers to access the accounts for transactions by subscribing to and daily into the bank’s interned proprietary software system by use of passwords. PC banking is more common among corporate customers compare to individual customers. This is because Pc banking has the improved flexibility of business transaction currently, some of the serve’s banks offer through PC banking system include obtaining account balances and credit statements pay bills, and transfer funds between accounts. 
INTERNET BANKING 
Internet banking also called online banking is an outgrowth of PC banking. It uses the internet as a delivery channel by which banking activities are conducted such as, transfer of funds, paying bills, viewing, checking and saving account balances, viewing, checking, and saving account balances, paying mortgages and purchasing financial instrument and certificates of deposits, net banker defines a” true internet bank” as one that provides account balance and some transactions. 
Capability to retail customers over the world wild web internet banks are also known as victual cyber net, interactive or web banks internet baking is not limited to a physical branch, and for examples, tele bank (Arlington, Virginal) and bank net (UK) furthermore in some case, we bank are not restricted to conducting transaction involving and have amount of assets instantaneously. 
According to industry analysis, internet banking provides variety of attractive for remote account access, including. 
i. Availability of inquiry and transaction services around the clock. 
ii. Easy access to transaction data, both recent and historical. 
iii. Direct customer control of international movement of funds without intermediation of financial institutions in customer’s jurisdiction. 
SMART CARDS 
A smart card is a plastic card with and interface that allows it to receive power and communicate with suitable terminal. It simply means of caring a “electronic cash” are being able to spend the case at various locations. It allows for storage (loading) of information (value) and the retrieval of part of all of the account and request statement of transaction. 
It is very simple and continent to use in fact, research has shown that smart card is one of most popular and widely re product of the Nigeria glancing industry by customer. 
BENEFIT OF E-BANKING 
The benefits of e-banking are numerous, its introduction would increase the potentials of business to attain greater productivity, and increase customers satisfaction because transaction will be faster and distance would be no longer be a barrier to effective transaction. 
According to Charles (2001) and Guon (2002). The benefits of 
E-banking includes. 
i. CONVENIENCE: Unlike old banking system, e.-banking activities function for 24 hours days seven days, in a week and they are only a mouse click always that is to say with e-banking activities never close and the customer must not visit the bank before transacting any business. 
ii. TRANSACTION SPEED: With e-banking product, that is quick and continuous access to information since they can check on multiple account at the click of a bottom. 
iii. EFFICIENCY: E-banking encourages better cash management information of providing faster, answer and more reliable services to customer. 
iv. It gives the banks opportunity to expand their market for traditional deposit taking and credit extension activities and after new products and services or strengthen their competitive position in offering existing payment services. 
PROBLEMS OF E-BANKING 
According to Charles (2001 guan 2002: Agbad 200820). The problems of e-banking system include: 
i. COST OF INSTALLATION AND MAINTENANCE: 
The installation of this system is that it enables the provision of e-banking services by banks i.e. cost is the bank huge amount of money to develop its technology individually considering the. sophistication involved in the system and technology used in e-banking. It needs considering and adequate maintenance. This cost of maintenance is usually very high and can increase. 
ii. PROBLEM OF UNEMPLOYMENT 
The introduction of electronic devices in carrying out bank services will reduce the physical contact between banking staff and their customers. These reduced the needed staff strength for a bank branch and that can render some staff strength for a bank branch and that can render some staff jobless because most of the workers being done by the electronic device. 
iii. VALUE ABILITY OF FAILURE
The device used in electronic banking are basically electronic and computer in nature cannot be totally relied upon because they can breakdown at any time without any prior notice, if that happen, it will affect the banking activities. 
iv. INCREASE IN FRAUD 
The level of fraud in banking sector has increased with the introduction of e-banking products. This is because people find it easy to have access to other people account information with the use personal data. 
Most of the e-banking products uses pin number of pin codes and if someone else have access to that pin he/she can easily have access to the account information. 
WHO IS A CUSTOMER 
A customer is also known as a client; buyer or purchaser is the recipient of a good services product of idea. A customer is not someone that argues or an ache with anybody ever want an argument with a customer. A customer is the most important person ever in this office in person or by mail. A customer is not interruption of our work; he is the purpose of it. 
TYPES OF CUSTOMERS 
i. M.V.C.: “Most valuable customer” do a lot of businesses with your firm while they may not have a lot of growth potential. They are cash valuable and your primary objectives for these customers are retention. 
ii. M.G.S: “Most growth able customer” don’t do much business now, but have a lot of growth potential. Tactics could include account penetration initiatives, products add-one and value-.. adds and services enhancement. 
iii. SUPPER GROWTH: More customer in BZB situations, these customers are large enterprise accounts. That already do a lot of business with you but could do much more, and your objective is to retain and growth their business.
iv. LOW MAINTENANCE: The vast majority of year customers, individually, probably fit into this category. None of them is very valuable individually, your financial objectives here are to improve your efficiency and streamline your operations. 
CUSTOMER SATISFACTION 
Customer satisfaction is define as the number of customers, or percentage of total customers, whose reported experience with a firm, it’s products, or its services (ratings) exceed specified. Customer satisfaction is seen as a key differentiator and increasingly has become a key element of business strategy; customer satisfaction ranting can have powerful effect they focus employees on the importance of fulfilling customers expectation. 


CHAPTER THREE
RESEARCH METHODOLOGY 
3.0 INTRODUCTION 
A research methodology comprise every individual entity connected with the research a sharing one comment opinion of attribute whereas, a sample size is a selected area of boundary chosen to present the population and the area where the researcher of some selected bank in Ilorin. Since the sample size is representative of sonic bank. All the findings and recommendation contained in the research work apply to all selected bank in Ilorin. 
3.1 RESEARCH DESIGN 
Research design can be described as the various methods used in conduction any research work of duty. 
The research method is classifying into four types (Osuaia, 2001), they include the following; 
a. Historical Research Method. 
b. Survey Research Method. 
c. Descriptive Research Method. 
d. Experimental Research Method. 
However, for the purpose of this study, survey and description research methods Will be used. 


1. SURVEY RESEARCH METHOD 
A survey method was considered appropriate since the researcher- needed 10 collect the information on question of factors and opinion from customer and staffs of Oceanic Bank International Plc. Zenith Bank Plc, and other banks in Ilorin.
2. DESCRIPTIVE RESEACH METHOD 
This method of research refers to the selection of a group of people of item consider he representatives for the entire group. Population of the study 
Population in this sense implies all those that participated effect and are affected by the study also population is defined as the group of subject or unit about which the study will make sonic conclusion. The conclusion is based on percened and confirmed characteristics. 
3.2 POPULATION OP THE STUDY 
The study populations of the study are the banking and the customer of Union bank emphasizing on those that use ATM machine as part of the hank service. The staffs provide information relating to the separation aspect of the machine while the customer gives information relating to the use 01’ the machine, effect, problems, and mode of operation of the machine. 
3.3 SAMPLE SIZE AND SAMPLING TECHNIQUES 
Sampling techniques is a process of selecting a portion of population for investigation 01 research work. 
Sampling size on the other hand, refers to the small part of fraction of a population that is subject able to detail and extensive analysis. While reference to the knowledge and experience of the research concerning the study, the probability sampling techniques with basis for randomization shall be used and questionnaire shall he used on all carries of staff that is senior staff, junior staff and management staff in order for the study to be objectively conducted. 
3.4 METHODS OF DATA COLLECTION 
Data are raw fact events that are collected and recorded the collection of data is highly Important in research work. There are usually two sources of data collection which are: 
a. Primary Sources of Data. 
b. Secondary Sources of Data. 
PRIMARY SOURCES OF DATA 
It is data collected directly from the held ir. this original state the method are;
i. Questionnaire. 
ii. Observation. 
iii. interview. 
QUESTIONNAIRE 
Adedo M.A. (2006:75) defines questionnaire as process by which series of question are systematic. down up and submitted to individual person who answer and return to the researcher, it can also be defined ads a set well structure question usually completed hi’ a respondent and give information to the research about the situation of the problems. 
For this study, emphasis is laid on questionnaire for data collection, multi choice question and direct question. 
INTERVIEW 
This is method where the researcher worked. The respondent series of question face to face. The research obtained valid conformation inform of verbal responses from respondents in conformation on the question filled to be used for text of hypothesis in particular. 
3.5	METHOD OF DATA ANALYSIS 
Adedo M.A. (2006, 136) defines data analyses as “The ordering and breaking down of data into constituents parts” it consists of statistical collection performed with raw data to provide answer to the question initiating the research. 
Data analysis is therefore very important in carrying out research work 
It is in fact the basis for forming any opinion by the researcher, for the purpose of this research; the analytical approach will be based on the various responses collected from the questionnaire served both the staffs and the customer respectively. This response will be aggregated, tilled and a simple percentage found for each response. Also statistical test and analysis will be conducted subsequently on the data so retrieved from the respondents That is a great deal for chi square test statistic will be used to test the hypothesis which are basically test for independence while effort will be geared towards qualifying all data obtained the following forming will be applied. 
X2	= 	Obtained Value — Expected Value 
Expected Value for Expected Frequency 

E	= 	Profitability of occurrence of each response 
X	=	Sample Size (Total Responses) 
The degree of freedom of tern denoted D7, is calculated using the following formulae Df Number of rows.  
It samples aim at finding the different between the observed frequencies and expected frequencies in cash cell, and determine whether such variation as statistically significant or not of equal importance of chi-square test is the checked on the accuracy of the result. 
The result obtained from this test will then from the basis of the final analysis and shall therefore from the foundation of the respondents’ decision recommendation and conclusion. 	
For the study to be properly conducted and for the research to generate information, survey method of research will be used to achieve the purpose of this research work. For the purpose of data collection, both primary and secondary data sources shall be implored. 
The primary of data used from the study was questionnaire while secondary data composes of relevant journals, textbooks, radio, television and newspaper on deregulations. 
3.6 LIMITATIONS OF THE STUDY/METHODOLOGY 
The basis limitation of this study is that it only considers customer perspective of e-banking and it does riot take in to consideration what perspective do all bankers employees have on the technology. 
Second it does not include bank customers who do not use the current e-banking which would help to compare the attitude of E-banking users and non-users towards e-banking. Third it is also limited to banks customers only that started e-banking servant doesn’t fully cover those which do not start it. 
Fourth most available data of previous research conducted may not explain specific to our country context of the area. Last but not least the study only covers one city that is Gondar city. 















CHAPTER FOUR
4.0 DATA PRESENTATION, ANALYSIS 
A case study is a description of a real-Life problem of situation which requires you to analyze the main issues involved. 
These issues need to be discussed and related to the academic literature and research findings on the topic and how best to respond it. 
A case study is a way to apply the theoretical knowledge to the academic literature and research findings on the topic and how best to respond it. 
A case study is a way to apply the theoretical knowledge gained from the academic literature to real life situation that you may encounter in your work. 
4.1 DATA PRESENTATION 
For the purpose of the study, the researcher administered two (2) categories of questionnaire, one category to bank customer and the other to the bank staff. The responses from the two questionnaires are presented blow. 
QUESTIONNAIRE FOR BANK CUSTOMERS 
So, copies of the questionnaire were administered to bank customer and all the 30 were filled a returned, through the questionnaire covered various issues only the relevant finding are reported here. 



TABLE 4.2A, QUESTION 2: HOW LONG HAVE YOU BEEN OPERATOIN WITH THE BANK? 
	RESPONSE
	NO OF RESPONDENTS
	PERCENTAGE 

	1-5 Years 
	16
	53.3

	6-15 Years
	12
	41.0

	16 Years and above
	2
	6.7

	Total 
	30
	100


Source: Field Survey 2025
From the table above all the 30 respondents constituting 100% of the responses are were of the e-banking product and services offered by their banks.
TABLE 4.3	, QUESTION 4: WHAT TYPE (5) OF E-BANKING SERVICE AND PRODUCTS DOES YOUR
	RESPONSE
	NO OF RESPONDENTS
	PERCENTAGE 

	ATM 
	20
	66.67

	Internet Banking
	1
	3.33

	Mobile phone Banking
	4
	13.33

	Tv banking
	1
	3.33

	Smart Cards
	4
	13.33

	Total 
	30
	100


Source: Field Survey 2025
The table above shows that 20 respondents representing 66.67% offered ATM by their banking, 13.3% offered mobile phone banking, 3.33% offered TV banking and 13.3% offered smart cards. 



TABLE 4.2a, QUESTION 5: WHICH OF THE BANKING SERVICES OF PRODUCTS DO YOU ENJOY 
	RESPONSE
	NO OF RESPONDENTS
	PERCENTAGE 

	ATM 
	19
	63.3

	Internet Banking
	3
	10

	Mobile phone Banking
	5
	16.7

	Tv banking
	1
	3.3

	Smart Cards
	2
	6.7

	Total 
	30
	100


Source: Field Survey 2025
The table above shows that 19 respondents representing 63.3% offered ATM by their banks, 10% offered internet banking 16.7% offered mobile phone banking 3.3% offered to banking and 6.7% offered smart cards.
TABLE 4.2 QUESTIONS 6: BEFORE THE INTRODUCTION OF E-BANKING, HOW FREQUENT DO YOU VISIT THE BANK FOR TRANSACTION. 
	RESPONSE
	NO OF RESPONDENTS
	PERCENTAGE 

	Daily
	3
	10

	Weekly 
	10
	33.33

	Monthly
	4
	13.33

	No-Specific
	13
	43.33

	Total
	30
	100


Source: Field Survey 2025
The above table shows that before the introduction of e-banking 1 O% of the respondents visit the bank daily, 33.3% visit weekly, 13.3% visit monthly and 43.3% of the total respondent has no specific time of days of visiting the bank. 

TABLE 4.2 QUESTION 2: WITH THE INTRODUCTION OF E-BANKING PRODUCT HOW FREQUENCY IS YOUR VISIT TO THE BANK FOR TRANSACTION 
	RESPONSE
	NO OF RESPONDENTS
	PERCENTAGE 

	Daily
	2
	6.67

	Weekly 
	8
	26.67

	Monthly
	6
	20

	No-Specific
	14
	46.67

	Total
	30
	100


Source: Field Survey 2025
The table above shows that with the introduction of e-banking services products on 176.67 visit the bank daily, 26.67% visit the brink weekly, 20% visit the monthly and 46.67 arc riot specific to how many times of visiting and bank for transaction. 
TABLE 4.2 QUESTION 8: HOW SATISFIED ARE YOU WITH E-BANKING PRODUCTS OR SERVES YOU BANK OFFICES 
	RESPONSE
	NO OF RESPONDENTS
	PERCENTAGE 

	Satisfied 
	17
	56.67

	Highly satisfied 
	11
	36.67

	Not specified 
	2
	6.67

	Total 
	30
	100


Source: Field Survey 2025
The above table shows that 56.67% of the sample respondent are satisfied, 36.67% are highly satisfied while 6.67% are not satisfied with e-banking products of services by this bank.
 TABLE 4.3, QUESTION 9: HAS THE INTRODUCTION OF E-BANKING REDUCED THE LEVEL OF CASH HELD BY CUSTOMERS 
	RESPONSE
	NO OF RESPONDENTS
	PERCENTAGE 

	Yes 
	20
	66.67

	No
	6
	20

	Not sure
	4
	13.33

	Total 
	30
	100


Source: Field Survey 2025
The above table shows that 66.67% of the sample respondents are of the opinion. The c-banking has reduced the level of cash held by customers, 20% of the respondents disagree with opinion and also 13.33% of the respondents are indecisive.
TABLE 4.2, QUESTION 10: E-BANKING IS MORE RELIABLE THAN THE TRADITIONAL BANKING SERVICES? 
	RESPONSE
	NO OF RESPONDENTS
	PERCENTAGE 

	Yes 
	28
	93.33

	No
	0
	0

	Can’t say
	2
	6.67

	Total 
	30
	100


Source: Field Survey 2025
	The table above shows that 93. 33% of sample respondents are of the opinion that c-banking is more reliable than the traditional banking services: no body disagree with the fact, while 6.67% of the respondents are indecisive.

TABLE 4.2, QUESTION 11: HAS INTRODUCTION OF ATM CARDS REDUCED THE CHEQUE OF ITME SPEND IN BANKS? 
	RESPONSE
	NO OF RESPONDENTS
	PERCENTAGE 

	Yes 
	29
	96.67

	No
	1
	3.33

	Total
	30
	100


Source: Field Survey 2025
From the table above 96.67% respondents indicates that the introduction of ATM cards has reduced the time spent in the banks. That is to says there is no much queue in the banking have question for bank staff for the purpose of the research work study, 30 copies of the questionnaire were administered: all the 30 copies were answered and returned.
	The questionnaire covered various important issues only, the relevant findings are reported. 
TABLE 4.2b, QUESTIONS2: HOW LONG HAVE YOU BEEN IN THE BANK 
	RESPONSE
	NO OF RESPONDENTS
	PERCENTAGE 

	1-5 Years 
	24
	80

	6-15 Years
	6
	20

	16 Years and above
	0
	0

	Total 
	30
	100


Source: Field Survey 2025 
In the table above 100% of the banks staff that respond in the question above agrees that volume of cash transformed have highly reduced.


TABLE 4.2, QUESTION 9: CAN YOU SAY THAT E-BANKING IN A DIRECT ALTERNATIVE TO CASH TRANSACTION 
	RESPONSE
	NO OF RESPONDENTS
	PERCENTAGE 

	Yes 
	30
	100

	No
	0
	0

	Total
	30
	100


Source: Field Survey 2025
The above that shows all the respondents are of the opinion that c-banking is a direct alternative to transaction.
TABLE 4.2, QUESTION 10: HOW ARE CUSTOMER RESPONDING TO E-BANKING SERVICES OR PRODUCT OFFERED BY YOUR BANK?		
	RESPONSE
	NO OF RESPONDENTS
	PERCENTAGE 

	Satisfied 
	6
	20

	Highly satisfied 
	24
	80

	Not specified 
	0
	0

	Total 
	30
	100


Source: Field Survey 2025
The table shows that the staffs are impressed by the responses of customers to the c-banking services of product used.






TABLE 4.2, QUESTION 11: WHAT EXTENT HAS E-BANKING IMPROVED BANK OPERATION EFFICIENCY? 	
	RESPONSE
	NO OF RESPONDENTS
	PERCENTAGE 

	High
	22
	73.33

	Moderate 
	8
	26.67

	No improvements
	0
	0

	Total 
	30
	100


Source: Field Survey 2025
The response present in the table shows that c-banking has really improved bank operational efficiency. 
4.2 DATA ANALYSIS 
In the section chi-square will be used to test hypothesis chi-square provide an-avenue for comparing the set of observed frequencies. 
The relevant formulas are used in calculating the hypothesis: degree freedom: 
DF (r-1) (c-I) 
DF Degree of Freedom 
R = Number of columns of data in the column 
C = number of columns of data in the column 
Expected Frequency (FE) = Row Total x Column Total 
           Number of Observation 
4.3	TEST OF HYPOTHESIS 
H0: E-banking did not have significant impact in the banking operation. 
HI: Banking has significant impact on the banking operation.


QUESTION 8 and 10 of the 4:29 are used for the computation of hypothesis one (1) 
TABLE 4.3.1 
	Response
	Respondents satisfied
	Highly satisfied
	Not satisfied
	Total
	Percentages

	Staff
	6
	24
	0
	30
	50

	Customers
	17
	11
	2
	30
	50

	Total
	33
	35
	2
	60
	100


Source: Field Survey 2025
FE = RT X CT 
	   GT
FEE = Expected Frequency 
RT = Row Total 
GT = Column Total 
GT = Group TotEd 
Satisfied (FE) = 23x30 = 11.5 
      60 

Highly Satisfied (FC) = 35x30 = 12.5 
      60

Not satisfied (FC) 2x30 = 1 
  		        60
 





TABLE 4.3.1 
	Response
	Respondents satisfied
	Highly satisfied
	Not satisfied
	Total

	Staff
	11.5
	-5.5
	1
	1

	Customers
	11.5
	1
	2
	30

	Total
	23
	35
	2
	60


Source: Field Survey 2025
Computation for X2
TABLE 4.3.3: CONTINGENCY TABLE 
	F0
	Fe
	FO-Fe
	(F0-Fe)
	(F0-Fe)2

	6
	11.5
	-55
	30.25
	2.63

	24
	17.5
	6.5
	42.25
	2.41

	0
	1
	-1
	1
	1.80

	17
	11.5
	5.5
	30.25
	2.63

	11
	17.5
	-6.5
	42.25
	2.41

	12
	1
	1
	1
	1.80

	
	
	
	
	12.08


Source: Field Survey 2025 
X2 
X2 = 12.08 
Degree of Freedom DF = (r) (c-i) 
= (2-1) (3-1) = 1x2 = 2 
Using chi-square table 
X2 0.05 = 5.99 


CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATION
5.1	SUMMARY 
From the analysis done in the chapter, we can draw out conclusion on the hypothesis tested that customer arc very much delighted with the introduction of a banking into the Nigeria banking industry. 
From the questionnaire administered, all the bank customers that responded are aware of some of the c-banking products and services offered by their bank which means majority of bank. 
The level of satisfaction derived by customer from the use of c-banking product is more encouraging, more than 80% of respondent are fully satisfied with the e-banking product and services they enjoy from their banks and they look forward for the introduction of more convenient product and also, the responses on the questionnaire shows that the introduction of E-banking has reduce the level of cash held by customers which means customers no longer carry too much money around instead they prefer to transact business using various products e-banking. 
Apart from the satisfaction derived by customer c-banking has also improved bank operational efficiency and help to reduce their operational expenses. 
In conclusion, it is totally clear that c-banking has more acvantages than cash transaction in traditional banking because it has significantly enhanced customer satisfaction and also improved bank profitability. 

5.2	CONCLUSION 
Electronic banking has been described as one of the ways through which banks can oiler efficient and reliable services to customer at his cost. The invasion of banking by technology as created, information age rendered banking services more appealing to accept. The fact that c-banking has a great impact on customer satisfaction Considering position occupied by the banking sector in the development of the economy, efforts have to be made to improve it service so as to meet up with the global Standard. However, researches belief that banks are increasingly building postmen infrastructure with various security mechanism because there is tremendous for profit and more transactions are conducted electrically. 
The challenges for banks are to offer a payment back-born, system that will open enough to support multiple payment Instruments and to allow suitable services regardless of the workload. 
From the study, it is very easy for someone to conclude that bank customers are highly impressed by the introduction of e-banking transaction more convenient than it used to be. Therefore, the banks will have to put more effort to ensure that the survival weapon (e-banking) does not fall but spend as pillar for innovation competition. 
5.3 RECOMMENDATIONS 
As earlier stand from the beginning of the research work, c-banking in Nigeria is a development technology, so because of this fact one can say that c-banking is yet to really create significant impact on services delivery which will consequently load to improve customer’s satisfaction. 
Based on the findings of the research, the following recommendation should be adherent to: 
The banks have to improve on the area of creating awareness about the avai1ability of electronic banking products and services, how they operate and their benefits, banks should also organize public exhibitions and makes show and products accessible all customer. In addition, they should improve their service delivery is justify the benefit of electronic banking product.
Bank should provide adequate security of transaction by providing standard by power supply so as to have customer confidence, they serve customers taste and more conveniently, they save customers faster and more conveniently, they should make sure that at no time should service care as a result of network problem.
Bank should site its aim in strategic location instead of sitting the machine only in the bank premises. 
Government should provide adequate regulating framework that will ensure customers protection and security of transaction in that way bank customer’s confidence in electron banking would be secured 
Bank should also make sure that there is always enough cash in ATM to cover daily transaction and all currently dominations should be available.
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