[bookmark: _GoBack]IMPACTS OF MOBILE BANKING ON BANKS’ SERVICE DELIVERY 
(A Case Study Of United for Africa, Plc)


 
 
 
BY

HASSAN MUBARAK ADEWALE 
ND/23/BFN/PT/0055

 
 
 
 
BEING A RESEARCH PROJECT SUBMITTED TO DEPARTMENT OF BANKING AND FINANCE,
INSTITUTE OF FINANCE AND MANAGEMENT STUDIES,
KWARA STATE POLYTECHNIC, ILORIN



IN PARTIAL FULFILLMENT OF THE REQUIREMENT FOR THE AWARD OF NATIONAL DIPLOMA (ND) IN 
BANKING AND FINANCE
                                     
                                                                                                                JULY, 2025

CERTIFICATION
This is to certify that this project work was carried out by HASSAN MUBARAK ADEWALE with the Matric number ND/23/BFN/PT/0055. As part of her requirement for the award of National Diploma(ND) in the Department of Tourism Management Technology,  Kwara State Polytechnic, Ilorin.
 


[image: C:\Users\USER\AppData\Local\Temp\ksohtml13960\wps1.jpg]			[image: C:\Users\USER\AppData\Local\Temp\ksohtml13960\wps2.jpg] 
MR. JIMOH  ISMAIL					       DATE
(Project Supervisor) 
 
 
 
 



[image: C:\Users\USER\AppData\Local\Temp\ksohtml13960\wps3.jpg]			[image: C:\Users\USER\AppData\Local\Temp\ksohtml13960\wps4.jpg] 
MRS. OTAYOKHE E.Y					        DATE
(Project Coordinator) 
  
 
 
 



[image: C:\Users\USER\AppData\Local\Temp\ksohtml13960\wps5.jpg]			[image: C:\Users\USER\AppData\Local\Temp\ksohtml13960\wps6.jpg] 
DR. AJIBOYE WALE THOMAS					DATE
 (Head of Department)
 
 



DEDICATION
This project work is dedicated to Almighty God and my parents; Mr. and Mrs. Hassan




























Acknowledgments
Foremost, my appreciation goes to Almighty Allah for the successful completion of this project work.
Special thank goes to my project supervisor, Mr. Jimoh Ismail for taking his precious time to have painstakingly corrected this project work before having it printed. I pray may the Almighty Allah reward him with goodness.
My sincere appreciation goes to my parents; Mr. and Mrs. Hassan for the love and supports. I pray to Almighty Allah to give them long live in prosperity.
Special thank goes to my siblings, Abdulazeez , friends and roommate; Alake for all time shared together.
Lastly, my appreciation goes to all those who had been supportive in one way or the other to the success of this work.
Thanks to you all















TABLE OF CONTENTS
Title page 												i
Certification 												ii
Dedication 												iii
Acknowledgments 											iv
Table of Contents											v
CHAPTER ONE: INTRODUCTION
1.1	Background to the Study									1
1.2	Statement of the Problem									2
1.3	Research Questions										3
1.4	Objectives of the Study									3
1.5	Research Hypotheses										3
1.6	Significance of the Study									4
1.7	Scope of the Study										4
1.8	Definition of Terms										5
CHAPTER TWO: LITERATURE REVIEW
2.1	Introduction											6
2.2	Conceptual Review										6
2.2.1	Concept of Mobile Banking									6
2.2.2	Features and Functions of Mobile Banking							8
2.2.3	Concept of Bank Service Delivery								10
2.2.4	Impact of Mobile Banking on Bank Service Delivery					12
2.2.5	Challenges of Mobile Banking on Bank Service Delivery					14
2.3	Theoretical Review 										16
2.4	Empirical Review 										18
CHAPTER THREE: RESEARCH METHODOLOGY
3.1	Introduction											21
3.2	Research Design										21
3.2	Population of the Study									21
3.3	Sample Size and Sampling Technique							21
3.4	Data Collection Methods									22
3.5	Instrumentation										22
3.6	Data Analysis Techniques									22
CHAPTER FOUR
4.0	Data Presentation, Analysis and Interpretation						23
4.1	Data presentation										24
4.2	Testing of Hypotheses										30
4.3	Discussion of Findings 									31
CHAPTER FIVE
5.0	Summary, Conclusion and Recommendations						33
5.1	Summary of Findings 										33
5.2	Conclusion 											33
5.3	Recommendations 										34
References											35





	





	CHAPTER ONE






INTRODUCTION
1.1	Background to the Study
In recent years, mobile banking has reshaped how banks interact with their customers, making financial services more accessible and convenient than ever. The introduction of mobile banking in Nigeria has given customers the power to conduct transactions without stepping into a physical banking hall, reducing the stress of long queues and delays. According to Ayo, Adewoye, and Oni (2010), mobile 
banking in Nigeria gained momentum with the rapid growth of mobile phone usage, especially among the youth and working population. This trend has not only transformed service delivery but also pushed banks to innovate their digital platforms. United Bank for Africa Plc (UBA) has been at the forefront of this transformation, launching various mobile applications to enhance customer satisfaction. The increasing reliance on mobile channels highlights the need to assess how well these platforms are improving bank services.
Initially, banking in Nigeria was entirely physical, requiring customers to be present in banking halls to carry out simple transactions. Over time, the banking industry witnessed the introduction of e-banking services like ATMs, internet banking, and now mobile banking. These innovations have been adopted to meet the changing expectations of customers who now demand speed, convenience, and 24/7 access to their accounts (Ogunlowore & Oladele, 2014). UBA, in response, has rolled out various mobile solutions, including the UBA Mobile App and Leo, the bank’s chatbot, to serve customers faster. This digital shift is seen as a strategy to gain competitive advantage while improving customer service delivery. As such, understanding how mobile banking affects service delivery at UBA is both timely and important.
Mobile banking has enabled banks like UBA to operate with greater efficiency, cutting down on operational costs while boosting customer engagement. Customers can now check their account balances, transfer funds, and even pay bills with just a few taps on their smartphones. This convenience has significantly reduced the burden on physical branches and improved service delivery metrics (Adewoye, 2013). However, challenges such as network issues, cyber fraud, and customer digital literacy still pose significant threats. Despite these hurdles, many Nigerian banks, including UBA, continue to invest heavily in mobile technology. It is essential to evaluate how these investments are translating into better service for customers.
UBA's mobile banking platform was introduced as part of its broader strategy to embrace digital transformation and remain competitive in the fast-evolving financial sector. With growing pressure from fintech companies, traditional banks are being pushed to innovate or risk losing market share. Mobile banking services are a response to this pressure, aimed at offering seamless and user-friendly services to customers (Osei & Harvey, 2011). UBA’s adoption of chatbots and mobile platforms demonstrates a clear commitment to improved service delivery. However, customer feedback and satisfaction remain key indicators of the platform’s success. Hence, this study seeks to explore the real impact of UBA’s mobile banking on how services are delivered to customers.
Lastly, the growing dependence on mobile technology raises questions about sustainability, data privacy, and long-term value for both customers and banks. While the convenience is undeniable, it is crucial to measure whether the benefits of mobile banking at UBA outweigh the associated risks. This study will examine how customers perceive UBA’s mobile banking in terms of reliability, ease of use, and customer support. As noted by Ifinedo (2012), user satisfaction is one of the most reliable indicators of successful digital banking adoption. The goal is to identify not just the benefits but also the potential drawbacks of mobile banking in improving service delivery. Such understanding will guide future improvements in digital banking services at UBA.
1.2	Statement of the Problem
Despite the rapid adoption of mobile banking in Nigeria, many customers still complain about service inefficiencies such as transaction delays, app glitches, network errors, and unresolved complaints. While mobile banking was introduced to enhance speed and accessibility, some users of UBA's digital platforms have experienced inconsistencies that negatively affect their banking experience. In some cases, failed transactions are not promptly reversed, leaving customers stranded and dissatisfied. Furthermore, not all customers are digitally literate, and this creates a gap in the effective use of mobile platforms. The inconsistency between the promises of mobile banking and customers’ real experiences raises concerns about how well these platforms actually improve service delivery. It is therefore necessary to examine the true impact of UBA’s mobile banking on the quality of services rendered to its customers.
This study aims to address the existing gap by evaluating the efficiency, reliability, and user satisfaction of UBA’s mobile banking services. It seeks to understand whether the introduction of mobile banking has improved the speed of transactions, reduced complaints, and enhanced customer interaction with the bank. By focusing on users’ experiences and perceptions, this research will provide useful insights into the strengths and weaknesses of the mobile banking system at UBA. The findings are expected to help the bank refine its digital strategies and better align them with customer needs. Ultimately, the study will offer practical recommendations to improve mobile banking service delivery and ensure that the technology meets its intended goals.
1.3	Research Questions
This study seeks to provide answers to the following research questions:
i. To what extent has mobile banking improved the speed and convenience of banking services at UBA Plc?
ii. How satisfied are customers with the mobile banking services offered by UBA?
iii. What are the common challenges customers face while using UBA’s mobile banking platform?
iv. How effective is UBA’s mobile banking in resolving customer complaints and transaction issues?
1.4	Objectives of the Study
The main objective of this study is to examine the impact of mobile banking on bank service delivery, using United Bank for Africa Plc as a case study.
The specific objectives of the study are to:
i. Assess the extent to which mobile banking has improved the speed and convenience of banking services at UBA Plc.
ii. Determine the level of customer satisfaction with UBA’s mobile banking services.
iii. Identify the major challenges faced by customers while using UBA’s mobile banking platform.
iv. Evaluate the effectiveness of mobile banking in handling customer complaints and transaction issues.
1.5	Research Hypotheses
The following hypotheses are formulated to guide the study:
H₀₁: Mobile banking has no significant impact on the speed and convenience of banking services at UBA Plc.
H₀₂: Customers are not satisfied with the mobile banking services provided by UBA Plc.
H₀₃: Mobile banking does not significantly contribute to resolving customer complaints and transaction issues at UBA Plc.


1.6	Significance of the Study
This study is significant as it sheds light on how mobile banking influences service delivery in the Nigerian banking sector, particularly at United Bank for Africa Plc. In an era where digital banking is becoming the norm, understanding its real impact on customer experience is vital for both financial institutions and policy makers. The findings of this research will help UBA Plc identify gaps in their mobile service delivery and make informed decisions to improve customer satisfaction. It will also benefit customers by voicing their experiences and concerns, which could lead to better services in the future.
For academic researchers and students, the study will serve as a useful resource for future studies related to digital banking and service delivery in Nigeria. Additionally, stakeholders in the financial technology space may find the insights helpful in developing customer-friendly mobile solutions that align with banking standards and user expectations. Overall, this research aims to contribute meaningfully to the ongoing discourse on digital transformation and its impact on banking efficiency and customer engagement.
1.7	Scope of the Study
This study conceptually focuses on examining the impact of mobile banking on bank service delivery, with specific attention to service speed, customer satisfaction, user challenges, and the effectiveness of complaint resolution through mobile platforms. Geographically, the research is limited to selected branches of United Bank for Africa Plc (UBA) within Ilorin, Kwara State, Nigeria. The study is time-bound to the year 2025, drawing insights from data collected within this period. Industrially, it is situated within the Nigerian banking sector, specifically targeting the operations of UBA Plc as a key player in digital financial services. The research does not cover other banks or digital channels such as ATM or internet banking, but strictly mobile banking activities. As such, findings from this study may not be generalized across all banks but will provide valuable insight into UBA’s mobile banking service delivery within the defined scope.






1.8	Definition of Terms
Impacts: In this study, impacts refer to the effects or influence that mobile banking has on the quality, speed, and efficiency of service delivery in United Bank for Africa Plc.
Mobile Banking: Mobile banking refers to the use of mobile devices such as smartphones or tablets by customers to access and perform banking services like fund transfers, account inquiries, bill payments, and other financial transactions through UBA’s mobile application or USSD codes.
Bank Service Delivery: This refers to the process and efficiency with which UBA Plc provides financial services to its customers, including transaction handling, customer support, and the overall user experience through mobile platforms.






















CHAPTER TWO
LITERATURE REVIEW
2.1	Introduction
This chapter presents a review of existing literature on mobile banking and its impact on bank service delivery, with a focus on United Bank for Africa Plc (UBA). It begins with an exploration of key concepts such as mobile banking, bank service delivery, and customer satisfaction, followed by a discussion of relevant theories that underpin the adoption and effectiveness of mobile banking in financial services. The empirical review delves into studies from both Nigeria and global perspectives, providing insights into the benefits, challenges, and outcomes of mobile banking in enhancing service delivery. This chapter aims to contextualize the study within existing research and identify gaps that the current study seeks to address, ultimately offering a comprehensive understanding of how mobile banking influences service quality in the banking sector.
2.2	Conceptual Review
2.2.1	Concept of Mobile Banking
Mobile banking is the use of mobile devices to perform financial transactions or access banking services. With the proliferation of smartphones, mobile banking has become an essential service for customers, offering convenience and accessibility (Odeyemi, 2018). It allows customers to perform various banking activities, such as checking account balances, transferring funds, and paying bills, all from their mobile devices (Oliveira et al., 2014). According to Ayo et al. (2016), mobile banking bridges the gap between traditional banking and modern technology, offering customers a seamless and efficient banking experience. In Nigeria, mobile banking has gained popularity due to its ability to provide banking services in remote areas, where physical bank branches are not easily accessible (Ogunyemi, 2017). The ease of access and flexibility that mobile banking provides has significantly changed how customers interact with banks (Ayo et al., 2015).
Mobile banking systems typically involve mobile apps or USSD codes that enable customers to access banking services without visiting a bank branch. As described by Adeoti et al. (2019), mobile banking apps are designed to be user-friendly, providing a range of services from basic account inquiries to more complex transactions. These applications rely on secure encryption technologies to ensure that customers’ data and transactions are protected (Nwachukwu, 2018). A significant advantage of mobile banking is the speed with which transactions can be processed, allowing users to conduct banking activities in real-time. Furthermore, mobile banking allows users to perform transactions 24/7, thus eliminating the limitations imposed by traditional banking hours (Bolarinwa et al., 2020). The introduction of mobile banking has made banking services more inclusive, particularly for people in underserved or rural areas (Maku et al., 2017).
The adoption of mobile banking is influenced by various factors, including the availability of mobile networks, smartphone penetration, and customer trust in digital platforms (Oliveira et al., 2014). For instance, in Nigeria, the expansion of mobile network coverage has significantly contributed to the growth of mobile banking (Okoye, 2016). According to Ayo et al. (2015), mobile banking services have become more attractive to customers due to the convenience of performing transactions from the comfort of their homes or workplaces. However, challenges related to network reliability, security concerns, and the digital divide still persist (Ogunyemi, 2017). Despite these challenges, mobile banking continues to evolve, with banks like UBA investing heavily in their mobile banking platforms to improve service delivery (Odeyemi, 2018). Therefore, understanding the concept and adoption factors of mobile banking is crucial for evaluating its impact on service delivery in the banking sector.
In the context of United Bank for Africa Plc (UBA), mobile banking plays a significant role in enhancing customer experience by offering a variety of services through its mobile app, UBA Mobile Banking. This app allows UBA customers to perform transactions such as bill payments, money transfers, and account balance inquiries directly from their smartphones (UBA, 2020). UBA's mobile banking services are designed to cater to both the tech-savvy and less digitally literate users, ensuring ease of use and accessibility (Ogunyemi, 2017). The bank’s efforts in improving mobile banking infrastructure have been crucial in meeting the growing demand for digital banking services. As mobile banking continues to evolve, UBA’s adoption of innovative technologies has allowed the bank to stay competitive in the Nigerian financial sector (Bolarinwa et al., 2020). However, the true effectiveness of these services is determined by their impact on customer satisfaction, which remains a key area for research.
According to studies by Ayo et al. (2016), mobile banking services enhance customers' ability to manage their finances effectively, which in turn improves their overall satisfaction with the bank. The convenience of mobile banking, coupled with its ability to facilitate swift financial transactions, has made it an attractive option for many customers (Oliveira et al., 2014). As mobile banking continues to grow in popularity, it is crucial for banks to constantly innovate and improve their services to meet customer expectations (Ogunyemi, 2017). Ayo et al. (2015) also note that customer trust in mobile banking platforms is essential for the widespread adoption of these services. Security measures such as two-factor authentication and end-to-end encryption are critical to safeguarding customers’ financial data and ensuring a secure banking environment (Nwachukwu, 2018). The integration of mobile banking into everyday life has thus become an indispensable part of modern banking, offering numerous benefits to both banks and customers alike.
Finally, while mobile banking offers substantial benefits, it also presents challenges that need to be addressed for optimal service delivery. According to Ogunyemi (2017), technical issues such as system downtime, network errors, and software bugs can affect the smooth functioning of mobile banking services. Moreover, some customers may experience difficulties navigating mobile banking apps, especially those who are not technologically proficient (Ayo et al., 2015). These challenges may lead to frustration and dissatisfaction among users, which could undermine the effectiveness of mobile banking in enhancing service delivery. As mobile banking platforms continue to evolve, it is essential for banks like UBA to address these challenges by investing in customer education, improving mobile app functionality, and ensuring reliable network connections (Bolarinwa et al., 2020). Ensuring that mobile banking services are accessible, secure, and easy to use will be key to maintaining customer satisfaction and enhancing the quality of service delivery in the banking sector.
2.2.2	Features and Functions of Mobile Banking
Mobile banking is equipped with a wide range of features that allow customers to perform various banking activities conveniently and efficiently. One of the key features is account balance inquiry, which allows customers to check their account balance at any time using their mobile phones (Ayo et al., 2016). This function eliminates the need for customers to visit a physical branch or use ATMs to check their balance. Money transfers are another critical feature of mobile banking, enabling users to transfer funds between accounts or to third parties without visiting a bank (Oliveira et al., 2014). According to Ogunyemi (2017), these mobile services have transformed how customers engage with financial institutions, offering quick and easy access to their finances. The increasing accessibility of mobile banking platforms ensures that these functions are available 24/7, making banking more flexible.
Another essential feature is the ability to pay bills through mobile banking applications. Customers can pay for utilities such as electricity, water, and cable TV directly from their mobile devices (Ayo et al., 2015). This eliminates the need for customers to visit payment centers or use cash, simplifying the bill payment process. The ability to make mobile top-up for prepaid services, including airtime purchases for mobile phones, is also a popular feature (Oliveira et al., 2014). This feature is especially valuable in markets like Nigeria, where mobile phone usage is ubiquitous, and customers appreciate the convenience of managing their bills and phone services through a single platform (Ogunyemi, 2017). As mobile banking continues to evolve, such functions are becoming indispensable for modern banking customers.
Mobile loan services are another innovative function that mobile banking offers. Customers can apply for loans directly through mobile apps, often with quicker approval processes than traditional loan applications (Ogunyemi, 2017). This feature caters to a wide demographic, including individuals who may not have access to conventional banking services, offering them financial flexibility (Ayo et al., 2016). Moreover, some banks, including United Bank for Africa Plc (UBA), have integrated instant loan disbursement into their mobile platforms, allowing for immediate access to funds for customers (UBA, 2020). According to Ayo et al. (2015), mobile loan services provide a much-needed alternative for emergency funding, offering competitive interest rates and flexibility. These features enhance mobile banking’s appeal by combining convenience with accessible financial services.
Transaction history and statement requests are also integral features of mobile banking systems. Customers can request statements or review their transaction history directly from their mobile devices (Oliveira et al., 2014). This capability offers a quick way for users to track spending, review recent transactions, and ensure that their accounts are secure. By allowing easy access to past transactions, mobile banking increases transparency, which builds customer trust (Ayo et al., 2016). This feature is especially important for customers who need to monitor their finances regularly and stay on top of their spending habits. The ability to review transactions on demand further reduces the need for paper statements, aligning with the global trend of digitalization and sustainability (Ogunyemi, 2017).
Another significant feature is the secure login and authentication process. Mobile banking platforms have integrated features like two-factor authentication (2FA) and biometric authentication, such as fingerprint or facial recognition, to enhance security (Ayo et al., 2015). These security measures ensure that only authorized users can access their accounts, protecting sensitive financial data. According to Nwachukwu (2018), customers’ concerns about security are one of the major factors influencing the adoption of mobile banking. Ensuring a secure and reliable login process helps mitigate risks like fraud and unauthorized access, fostering customer confidence in using mobile platforms for banking services. Banks, such as UBA, continuously upgrade their security measures to prevent cyber threats and safeguard customer assets (Ogunyemi, 2017).
Finally, mobile banking platforms also offer customer support services, such as chatbots or direct customer service representatives, allowing users to resolve issues without leaving the app (Ayo et al., 2016). These customer service options make it easier for users to troubleshoot problems, inquire about transactions, and get answers to frequently asked questions. Many mobile banking platforms, including UBA’s, integrate real-time assistance, improving customer satisfaction by providing timely responses to concerns (UBA, 2020). Additionally, mobile banking apps often feature alerts and notifications for account activities, such as debit or credit alerts, which keep customers informed of any changes to their accounts (Oliveira et al., 2014). This feature enhances user engagement and helps prevent fraudulent activities by alerting customers immediately if any unauthorized transactions occur. Overall, these features significantly enhance the mobile banking experience, ensuring that users can manage their finances securely, efficiently, and at their convenience.
2.2.3	Concept of Bank Service Delivery
Bank service delivery refers to the processes and mechanisms by which financial institutions provide their products and services to customers. The concept includes a range of services such as account management, fund transfers, loan facilities, and customer support (Oliveira et al., 2014). The quality of service delivery in banking is a crucial factor in determining customer satisfaction and loyalty, as it directly impacts the overall customer experience (Ayo et al., 2016). Service delivery can be both physical, through face-to-face interactions at bank branches, and digital, via mobile banking apps and online platforms. According to Nwachukwu (2018), the advent of digital banking has revolutionized traditional service delivery by offering convenience and speed, which were previously unattainable with physical bank visits. Therefore, banks are continually striving to enhance their service delivery models to meet evolving customer needs and expectations.
One of the key elements of bank service delivery is service quality, which is typically assessed using various models, including the SERVQUAL model (Parasuraman et al., 1988). According to this model, service quality is evaluated based on five dimensions: reliability, assurance, tangibles, empathy, and responsiveness. Reliability refers to the bank’s ability to consistently provide accurate and dependable services, while assurance reflects the confidence that customers have in the bank’s ability to meet their financial needs (Ayo et al., 2015). Tangibles involve the physical aspects of service delivery, such as well-maintained branches and user-friendly mobile apps. Empathy and responsiveness focus on the bank’s ability to provide personalized care and respond promptly to customer inquiries or concerns (Oliveira et al., 2014). As mobile banking becomes increasingly prevalent, these dimensions must be adapted to digital platforms to ensure that service delivery remains effective and efficient.
The integration of mobile banking services has significantly impacted how service delivery is measured and experienced by customers. Mobile banking offers enhanced convenience by allowing customers to conduct transactions from anywhere, at any time, without the need to visit a physical branch (Ayo et al., 2016). This shift to digital platforms has forced banks to rethink their approach to service delivery, focusing on how to maintain service quality in a non-physical environment. According to Ogunyemi (2017), mobile banking systems that are user-friendly and secure provide an important competitive edge for banks in the financial services market. However, it is important to note that while mobile banking offers great convenience, it also presents challenges in terms of accessibility for less tech-savvy customers. The key to effective service delivery lies in ensuring that mobile platforms are both accessible and capable of providing a wide range of banking services.
Customer satisfaction plays a central role in evaluating the success of bank service delivery. Research by Ayo et al. (2015) indicates that customers value both the quality of service they receive and the efficiency with which their banking needs are met. For instance, the ability to perform transactions quickly, securely, and with minimal hassle is highly appreciated by mobile banking users. Moreover, the responsiveness of the bank’s customer support team to issues raised by customers also significantly affects satisfaction levels (Oliveira et al., 2014). In countries like Nigeria, where mobile banking adoption is rapidly increasing, banks must not only focus on the functionality of their mobile platforms but also on how well these services align with customer expectations. Therefore, improving mobile banking systems is directly linked to the improvement of overall service delivery and customer satisfaction.
Another important factor in bank service delivery is security, particularly in digital transactions. As mobile banking systems are increasingly used to handle sensitive financial information, ensuring the security of these transactions is essential for both customer trust and service reliability (Ogunyemi, 2017). Banks are investing in encryption technologies, two-factor authentication, and biometric verification to safeguard customers’ data and prevent fraud (Nwachukwu, 2018). According to Ayo et al. (2016), the level of security offered by a bank’s mobile banking platform significantly influences customers' willingness to adopt and continue using digital banking services. Consequently, banks need to prioritize the implementation of robust security measures to enhance the overall service delivery experience. This not only protects customer assets but also reinforces the bank’s reputation for providing safe and reliable banking services.
Finally, effective bank service delivery requires continuous innovation and responsiveness to market trends. The growing popularity of mobile banking and digital financial services has prompted banks to offer new and improved services, such as instant loans, bill payments, and fund transfers, through their mobile platforms (Ayo et al., 2016). In response to increasing competition in the financial sector, banks must adapt their service delivery models to keep pace with changing customer needs and technological advancements. This adaptability is key to remaining competitive and ensuring that service delivery remains at a high standard. For example, United Bank for Africa Plc (UBA) continues to enhance its mobile banking app to include new features and functionalities that cater to the diverse needs of its customers (UBA, 2020). As mobile banking evolves, service delivery will continue to be shaped by how effectively banks integrate innovation with customer satisfaction.
2.2.4	Impact of Mobile Banking on Bank Service Delivery
The introduction of mobile banking has had a profound impact on bank service delivery by transforming how financial institutions provide services to their customers. Traditionally, customers had to visit physical bank branches for most transactions, including withdrawals, deposits, and account inquiries. With the advent of mobile banking, these tasks can now be completed remotely, allowing for greater convenience and reducing the need for customers to physically visit a branch (Ayo et al., 2016). This shift has made banking services more accessible, particularly in regions where access to physical branches is limited (Oliveira et al., 2014). Mobile banking has not only made banking more convenient but also allowed banks to expand their reach, offering services to a wider customer base. The ability to perform banking transactions at any time has significantly improved the speed and efficiency of service delivery (Ayo et al., 2015).
One of the most notable impacts of mobile banking on service delivery is the enhancement of transaction speed. With mobile platforms, transactions such as money transfers, bill payments, and loan applications can be completed instantly, eliminating the delays associated with traditional banking methods (Oliveira et al., 2014). The speed of transactions has improved customer satisfaction by reducing waiting times and providing on-the-go access to financial services (Ayo et al., 2016). According to Ogunyemi (2017), this improvement in transaction speed has created a more seamless banking experience, contributing to higher levels of customer retention. Customers now expect real-time processing, which has prompted banks to enhance their mobile banking platforms to meet these expectations. As a result, service delivery has become faster and more efficient, making mobile banking an attractive option for both customers and financial institutions.
Mobile banking has also greatly improved accessibility to banking services, especially for those living in rural or underserved areas. In the past, people in remote locations had limited access to banking services due to the lack of nearby branches (Ayo et al., 2015). However, mobile banking allows users to conduct banking transactions directly from their mobile phones, thus overcoming geographical barriers (Oliveira et al., 2014). This accessibility is particularly important in countries like Nigeria, where a large portion of the population is unbanked or underbanked. According to Nwachukwu (2018), mobile banking has played a pivotal role in increasing financial inclusion by offering banking services to those previously excluded from the formal financial system. The increased accessibility not only benefits individual customers but also contributes to the overall growth of the banking sector.
Another key impact of mobile banking on service delivery is the reduction in operational costs for banks. Mobile banking reduces the need for physical infrastructure and staff required to process traditional in-branch transactions (Ayo et al., 2016). Banks can serve a large number of customers through digital platforms without the overhead costs of maintaining physical branches. This shift has allowed banks to invest in technology, improving the efficiency of their service delivery while cutting down on operating expenses (Oliveira et al., 2014). According to Ogunyemi (2017), this cost reduction is particularly advantageous for banks in competitive markets where maintaining low operational costs is critical to profitability. As mobile banking continues to grow, banks will likely continue to benefit from these cost savings, which can be reinvested into enhancing their services.
The security of transactions conducted through mobile banking has also impacted service delivery. While mobile banking provides convenience and speed, it has raised concerns about the security of financial data and customer privacy (Ayo et al., 2015). Banks have responded by implementing advanced security measures, such as two-factor authentication, biometric verification, and encryption technologies, to protect customers from fraud and data breaches (Oliveira et al., 2014). These security enhancements are essential for maintaining customer trust, as the risk of cybercrime is a significant concern in the digital banking space. Ayo et al. (2016) argue that security measures have become a critical component of service delivery, and banks must continue to invest in securing their mobile banking platforms to ensure that customers feel safe using these services. Mobile banking’s impact on service delivery is thus closely tied to how well banks can address security concerns while maintaining the convenience and accessibility of their services.
Finally, the introduction of mobile banking has led to greater customer engagement and satisfaction. Mobile banking platforms often offer features like real-time account updates, notifications, and personalized banking services that increase customer interaction with the bank (Ogunyemi, 2017). According to Nwachukwu (2018), mobile apps also allow for customized services, such as personalized loan offers, promotional deals, and financial planning tools, which improve customer satisfaction. Furthermore, the ease of access to banking services through mobile devices has led to higher customer retention, as customers appreciate the flexibility of managing their finances from anywhere (Ayo et al., 2016). Mobile banking has made it easier for customers to manage their accounts and conduct transactions without the need to visit a branch, resulting in improved customer experiences. Overall, mobile banking’s impact on service delivery is overwhelmingly positive, enhancing both the efficiency of the banking process and customer satisfaction.
2.2.5	Challenges of Mobile Banking on Bank Service Delivery
While mobile banking has revolutionized bank service delivery, it also comes with several challenges that affect its effectiveness. One of the most significant challenges is the digital divide, which refers to the disparity in access to digital technology and the internet between different groups of people (Oliveira et al., 2014). In many rural or underserved regions, a large portion of the population lacks access to smartphones, reliable internet, or the necessary technical skills to utilize mobile banking services (Ayo et al., 2015). This digital exclusion limits the ability of mobile banking to reach all potential customers, undermining its effectiveness in promoting financial inclusion. The lack of proper infrastructure, such as stable internet connectivity, also creates barriers to seamless mobile banking experiences. Therefore, banks must address these gaps to ensure that mobile banking serves a broader customer base and does not perpetuate existing inequalities.
Another significant challenge faced by mobile banking is security and privacy concerns. As financial transactions move to digital platforms, they become more vulnerable to cyber threats, including hacking, fraud, and identity theft (Ayo et al., 2016). Despite advancements in encryption technologies and multi-factor authentication, mobile banking remains susceptible to security breaches (Oliveira et al., 2014). Customers may be hesitant to adopt mobile banking if they perceive their financial data to be at risk, which can undermine the trust that banks work hard to establish. According to Nwachukwu (2018), cybercrime, including phishing and malware attacks, remains one of the primary concerns that banks must address in order to maintain the security of their mobile platforms. Banks must invest in advanced security systems and educate customers about safe mobile banking practices to mitigate these risks.
The issue of technology adoption among certain segments of the population also poses a challenge to the widespread success of mobile banking. Older generations, in particular, may struggle with adapting to mobile banking technologies due to limited digital literacy (Ayo et al., 2015). This age group, which may still rely on traditional banking methods, might find it difficult to navigate mobile apps, thus limiting their ability to fully utilize mobile banking services. Oliveira et al. (2014) note that financial institutions must develop user-friendly platforms and provide training to ensure that all customers can benefit from mobile banking. Additionally, banks must ensure that their mobile apps are designed to be intuitive and accessible to people with varying levels of technical expertise. Failing to address these technological adoption challenges can lead to customer frustration and dissatisfaction with mobile banking.
Another challenge that impacts the delivery of mobile banking services is network issues and system downtime. Mobile banking relies heavily on stable and fast internet connections to function effectively (Oliveira et al., 2014). However, in regions with poor network coverage or limited infrastructure, mobile banking can experience delays, failures, or even total system outages. According to Ayo et al. (2016), these disruptions can severely affect customer satisfaction, as customers may not be able to complete essential banking tasks, such as making transfers or checking balances, in real time. Inconsistent service delivery due to network issues can undermine the reliability of mobile banking services, leading to negative perceptions and a loss of customer trust. Banks must work closely with telecommunications companies to improve network coverage and ensure that their mobile banking services are consistently available to all customers.
Regulatory and compliance challenges also pose a significant hurdle to the effective implementation of mobile banking. In many countries, mobile banking is subject to complex regulations designed to ensure the safety of financial transactions and protect consumers (Ayo et al., 2015). These regulations often vary from one country to another, making it difficult for banks to navigate compliance requirements when operating in multiple regions. Additionally, banks may face challenges in integrating their mobile platforms with existing regulatory frameworks, which can delay the rollout of new mobile banking services or features. Nwachukwu (2018) highlights that compliance with anti-money laundering (AML) and know-your-customer (KYC) regulations can also create additional operational burdens for banks. To address these challenges, financial institutions must invest in legal and compliance teams who are well-versed in mobile banking regulations to ensure that they meet all legal requirements while offering innovative digital banking services.
Lastly, customer support in the context of mobile banking presents another challenge. While mobile banking provides many conveniences, it also requires that customers have access to timely and effective support when issues arise (Oliveira et al., 2014). Problems such as transaction errors, login difficulties, and security concerns can cause significant frustration for users, especially if they are unable to resolve these issues promptly (Ayo et al., 2016). According to Nwachukwu (2018), many customers expect immediate responses when they face issues with mobile banking, but the lack of adequate customer service infrastructure to handle mobile banking-related inquiries can lead to dissatisfaction. To improve customer experience, banks must ensure that they have a well-staffed and responsive support team available to assist mobile banking users. Failure to provide adequate support for mobile banking customers could lead to a decline in the adoption and use of these services.
2.3	Theoretical Review 
The Technology Acceptance Model (TAM) is one of the most widely used theories to understand the acceptance and usage of new technologies, including mobile banking. TAM, developed by Davis (1989), posits that perceived ease of use and perceived usefulness are the primary factors that influence an individual's decision to accept and use a technology. Perceived ease of use refers to the degree to which a person believes using a technology will be free from effort, while perceived usefulness refers to the extent to which a person believes the technology will enhance their performance (Davis, 1989). In the context of mobile banking, customers are more likely to adopt and use mobile banking services if they find the platform easy to navigate and if it offers tangible benefits, such as time-saving or convenience. According to Ayo et al. (2015), TAM provides a solid framework for understanding user acceptance of mobile banking, as it focuses on how individuals’ perceptions influence their decisions to engage with mobile technology. Therefore, banks can increase the adoption of mobile banking by ensuring that their platforms are user-friendly and offer clear benefits to customers.
In addition to TAM, the Unified Theory of Acceptance and Use of Technology (UTAUT), developed by Venkatesh et al. (2003), further enhances the understanding of technology adoption. UTAUT integrates various models and theories, including TAM, to explain user acceptance behavior more comprehensively. UTAUT introduces four key determinants that influence technology usage: performance expectancy, effort expectancy, social influence, and facilitating conditions (Venkatesh et al., 2003). In mobile banking, performance expectancy refers to how beneficial users perceive mobile banking to be for improving their banking experiences, while effort expectancy reflects how easy users find it to use the mobile platform (Venkatesh et al., 2003). Social influence involves the impact of family, friends, or society on the user’s decision to adopt mobile banking, and facilitating conditions refer to the availability of resources, such as smartphones and stable internet connections, that enable users to utilize mobile banking services. According to Oliveira et al. (2014), UTAUT offers a broader perspective on the factors that drive mobile banking adoption, highlighting the complex interplay of individual, social, and contextual factors.
The Diffusion of Innovations Theory by Rogers (2003) also provides valuable insight into how mobile banking technologies are adopted. Rogers’ theory outlines the process through which an innovation spreads within a social system, identifying five categories of adopters: innovators, early adopters, early majority, late majority, and laggards. In the case of mobile banking, innovators and early adopters are typically the first to embrace new technologies, while the late majority and laggards may only adopt mobile banking once it has become widely accepted and normalized (Rogers, 2003). The theory emphasizes that the perceived advantages of an innovation, its compatibility with existing values, and its trialability or ease of experimentation influence the rate of adoption. In mobile banking, factors such as security, convenience, and the ability to try out mobile platforms without significant risk play a critical role in determining adoption rates. As Ayo et al. (2016) suggest, banks can increase mobile banking adoption by emphasizing the benefits of the technology and offering trial periods for customers to familiarize themselves with the services.
Finally, the Theory of Planned Behavior (TPB), proposed by Ajzen (1991), is another relevant theory for understanding mobile banking adoption. TPB asserts that an individual's behavior is determined by three key factors: attitudes toward the behavior, subjective norms, and perceived behavioral control. In mobile banking, an individual’s attitude towards the use of mobile banking services is shaped by their beliefs about the usefulness and ease of use of the technology (Ayo et al., 2015). Subjective norms refer to the influence of social pressure from family, friends, or peers in adopting mobile banking, while perceived behavioral control reflects an individual’s confidence in their ability to use the technology. Ajzen (1991) suggests that the stronger the attitudes and social pressures toward mobile banking, as well as the higher the perceived behavioral control, the more likely individuals are to adopt mobile banking. Thus, understanding these factors helps banks design marketing strategies and provide user training to encourage mobile banking adoption.
Together, these theoretical perspectives provide a well-rounded understanding of the factors that drive or hinder the adoption of mobile banking services. Each theory contributes unique insights into how customers make decisions regarding new technologies like mobile banking, with implications for the design, marketing, and implementation of mobile banking services. By leveraging these theories, banks can enhance user acceptance and ensure that their mobile banking services meet the needs and expectations of their customers.
2.4	Empirical Review 
The study by Ayo et al. (2015), titled "The Impact of Mobile Banking on Bank Service Delivery in Nigeria", explored the adoption and challenges of mobile banking in Nigerian banks. A survey methodology was employed, with a sample size of 500 respondents selected using a simple random sampling technique. The data was collected using structured questionnaires, which were distributed to customers of various banks. The study used descriptive statistics and regression analysis for data analysis. Findings revealed that perceived usefulness and ease of use were significant determinants of mobile banking adoption, and there were significant challenges such as poor network coverage and security concerns. The study recommended that banks focus on improving mobile banking infrastructure and security measures to enhance customer satisfaction. This study is related to the current research as it provides a foundational understanding of mobile banking’s impact on service delivery, especially in the Nigerian context.
In the study titled "Exploring the Determinants of Mobile Banking Adoption in Nigeria: A Structural Equation Modelling Approach" by Oliveira et al. (2014), the research aimed to identify the factors that influence the adoption of mobile banking. The methodology included a quantitative approach with a sample size of 600 respondents, and the sampling technique was stratified random sampling. Data was collected using self-administered surveys, and the researchers applied structural equation modeling (SEM) to analyze the data. The results highlighted that performance expectancy, social influence, and facilitating conditions were significant predictors of mobile banking adoption. The study suggested that banks must address the barriers related to technology, social influence, and regulatory frameworks to enhance adoption rates. This study is relevant to the current research as it highlights critical factors that influence mobile banking acceptance, which is vital for understanding the impact on bank service delivery.
Nwachukwu (2018), in his study titled "Security Concerns and Their Effects on Mobile Banking Adoption in Nigeria", sought to investigate how security issues affect the usage of mobile banking services. The research adopted a cross-sectional survey design, with a sample size of 400 bank customers selected using purposive sampling. A questionnaire was the primary instrument for data collection, and the data were analyzed using multiple regression analysis. The findings revealed that security concerns, such as the fear of fraud and data theft, significantly deterred customers from using mobile banking platforms. Nwachukwu recommended that banks invest in more robust security features, such as encryption and multi-factor authentication, to mitigate these concerns. This study is closely related to the current study as it focuses on a critical challenge of mobile banking—security—which can significantly affect service delivery and customer trust.
Akinmoladun (2017) conducted a study titled "Customer Satisfaction and Mobile Banking in Nigeria: A Study of Selected Commercial Banks", examining the relationship between mobile banking services and customer satisfaction. The research utilized a survey design with a sample size of 450 respondents, selected using simple random sampling. Data was collected through structured questionnaires, and the data were analyzed using descriptive statistics and correlation analysis. The study found a positive correlation between the convenience of mobile banking services and customer satisfaction. Akinmoladun (2017) recommended that banks should focus on providing reliable and efficient mobile services to improve customer satisfaction. This study is relevant as it directly assesses how mobile banking impacts customer satisfaction, a key aspect of service delivery, aligning with the objectives of the present research.
Emmanuel et al. (2016), in their study "Adoption of Mobile Banking Services and Its Effect on Customer Retention in Nigeria", aimed to explore the relationship between mobile banking adoption and customer retention. The methodology involved a survey approach, with a sample size of 450 bank customers, selected through a stratified random sampling technique. Data was collected using a questionnaire, and the analysis was carried out using correlation and regression analysis. The study found that mobile banking had a significant positive impact on customer retention, especially due to its convenience and accessibility. The authors recommended that banks should invest in user-friendly mobile platforms and provide incentives to encourage long-term customer use. This study aligns with the present research by investigating mobile banking's impact on a crucial aspect of service delivery—customer retention.
In the research conducted by Venkatesh et al. (2003), titled "User Acceptance of Information Technology: Toward a Unified View", the study developed a theoretical model to predict and understand the acceptance of information technologies, including mobile banking. A sample of 1,500 respondents was selected from multiple organizations using stratified random sampling. Data was collected using structured questionnaires, and data analysis was carried out using Structural Equation Modeling (SEM). The study found that factors like social influence, performance expectancy, and facilitating conditions strongly influenced the intention to use mobile banking. Venkatesh et al. (2003) recommended that organizations develop technology that is easy to use and perceived as beneficial to users in order to boost acceptance. This study is relevant to the current research as it provides a theoretical foundation on user acceptance of technology, which directly impacts how mobile banking services are received by customers.























CHAPTER THREE
RESEARCH METHODOLOGY
3.1	Introduction
This chapter outlines the research methodology employed in this study to assess the impact of mobile banking on bank service delivery, specifically focusing on United Bank for Africa (UBA) Plc. It covers the research design, population of the study, sample size and sampling techniques, data collection methods, and the data analysis techniques used in this study.
3.2	Research Design
The research design adopted for this study is descriptive research, which aims to provide an accurate and detailed account of the factors that influence the impact of mobile banking on service delivery. Descriptive research design is chosen because it allows for the collection of detailed data from respondents about their experiences and perceptions regarding mobile banking services. This design is suitable as it helps to analyze the relationship between mobile banking and bank service delivery without manipulating the variables. The design also provides a clear representation of customer satisfaction, mobile banking usage, and service quality in UBA Plc.
3.2	Population of the Study
The population of this study consists of all customers of United Bank for Africa (UBA) Plc who are users of mobile banking services. UBA Plc is one of the major commercial banks in Nigeria, with a large customer base that regularly uses mobile banking services. According to the bank's internal records, there are over 1 million mobile banking users across its branches in Ilorin, Kwara State. The study focuses specifically on the bank's customers in Ilorin, given the geographical scope of the research. The target population includes both new and long-time customers who have been using mobile banking for at least six months, as this duration allows for a more informed assessment of their experiences with mobile banking.
3.3	Sample Size and Sampling Technique
The sample size for this study was determined using a simple random sampling technique. Based on the size of the population, a sample size of 100 respondents was selected and considered large enough to make generalization on the population at large. The respondents were randomly chosen from UBA Plc branches across Ilorin to ensure a representative sample of the mobile banking user base. The random sampling technique ensures that every customer has an equal chance of being selected, eliminating biases in the selection process. The sample is large enough to provide reliable and valid results, reflecting the broader population's opinions on mobile banking service delivery.
3.4	Data Collection Methods
Data for this study was collected using a combination of primary and secondary data sources. The primary data was gathered through a structured questionnaire, which was designed to capture respondents' experiences, perceptions, and satisfaction levels with UBA Plc's mobile banking services. The questionnaire was divided into two sections: Section A focused on demographic information, such as age, gender, and frequency of mobile banking use, while Section B contained closed and open-ended questions addressing various aspects of mobile banking, such as ease of use, security, service reliability, and customer satisfaction. The secondary data was sourced from academic journals, books, and bank reports, which provided background information and insights into the factors influencing mobile banking adoption and its impact on service delivery.
3.5	Instrumentation
The instrument for data collection was a structured questionnaire, which was developed based on the objectives of the study and the review of relevant literature. The questionnaire consisted of 20 questions, divided into two parts. The first part gathered demographic information, while the second part focused on mobile banking adoption and its impact on service delivery. The questions were designed using a Likert scale ranging from "strongly agree" to "strongly disagree" to capture respondents' levels of agreement or disagreement with various statements regarding mobile banking services. The instrument was pre-tested with a small group of 30 customers to check for clarity, reliability, and validity. Adjustments were made based on the feedback received during the pre-test to ensure that the final questionnaire was effective in capturing the necessary data.
3.6	Data Analysis Techniques
The data collected from the respondents were analyzed using both descriptive and inferential statistical techniques. Descriptive statistics such as frequencies, percentages, and mean scores were used to summarize the demographic characteristics of the respondents and their experiences with mobile banking. This helped to provide a clear overview of the sample's characteristics and the general trends in mobile banking adoption. Inferential statistics, specifically multiple regression analysis, were used to test the relationships between mobile banking adoption factors (such as ease of use, security, and service quality) and bank service delivery. SPSS (Statistical Package for the Social Sciences) was used to perform the data analysis, ensuring that the results were accurate and statistically significant. 





CHAPTER FOUR
4.0	Data Presentation, Analysis and Interpretation
This chapter presents the analysis and interpretation of data gathered through the administered questionnaire, focusing on the impact of mobile banking on banks’ service delivery. The responses from one hundred selected staff members were analyzed using descriptive and inferential statistics, including frequency tables and hypothesis testing with SPSS. This chapter begins by examining the demographic characteristics of the respondents, followed by an in-depth analysis of the research questions based on their responses. The hypotheses formulated in Chapter One are also tested to determine the validity of the assumptions made. 
4.1	Data presentation
Table 4.1.1: Gender distribution of the Respondents
	Response
	Frequency
	Percentage (%)

	Male 
	58
	58%

	Female
	42
	42%

	Total 
	100
	100%


Source: Researcher’s Fieldwork, 2025
Table 4.1.1 shows that 58% of the respondents were male, while 42% were female. This indicates a fair representation of both genders in the study, with slightly more male participants.
Table 4.1.2: Age Group distribution of the Respondents
	Response
	Frequency
	Percentage (%)

	18-25
	25
	25%

	26-33
	40
	40%

	34-41
	20
	20%

	42 and above
	15
	15%


Source: Researcher’s Fieldwork, 2025
Table 4.1.2 reveals that the majority of respondents (40%) are within the 26–33 age range, suggesting that a large portion of the workforce at UBA are young adults.



Table 4.1.3: Mobile banking has significantly reduced the time I spend in banking halls.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	45
	45%

	Agree
	40
	40%

	Undecided
	5
	5%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%


Source: Researcher’s Fieldwork, 2025
Table 4.1.3 illustrates the responses to the statement “Mobile banking has significantly reduced the time I spend in banking halls.” A significant 45% of respondents strongly agreed with the statement, while 40% agreed, showing strong recognition of lending as a crucial income stream for the bank. Only 5% of the respondents were undecided, disagreed, or strongly disagreed, reflecting minimal skepticism regarding the centrality of lending to GTBank’s financial model. This suggests that lending is perceived by a majority of respondents as a primary revenue driver for the bank.
Table 4.1.4: Mobile banking has significantly reduced the time I spend in banking halls
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	50
	50%

	Agree
	30
	30%

	Undecided
	10
	10%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%


Source: Researcher’s Fieldwork, 2025
Table 4.1.4 shows that 80% of the respondents (50% strongly agree and 30% agree) believe that mobile banking has significantly reduced the time spent in banking halls. This suggests that a majority of users see mobile banking as a time-saving innovation. Only a small fraction, 10%, were undecided, indicating minimal uncertainty about the impact. The low disagreement level (5% disagree and 5% strongly disagree) reinforces the notion that UBA's mobile banking effectively minimizes the need for physical branch visits.


Table 4.1.5: I can perform most banking services conveniently using UBA’s mobile app
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	45
	45%

	Agree
	35
	35%

	Undecided
	10
	10%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%


Source: Researcher’s Fieldwork, 2025
Table 4.1.5 reveals that 80% of respondents (45% strongly agree and 35% agree) find UBA’s mobile app convenient for most banking services. This shows a widespread positive user experience and satisfaction with the range of services offered through the app. The 10% of undecided responses reflect a small group that may not fully explore all app features. Only 10% expressed dissatisfaction, indicating that mobile service delivery meets expectations for the majority.
Table 4.1.6: Mobile banking enables me to carry out transactions at any time
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	55
	55%

	Agree
	30
	30%

	Undecided
	5
	5%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%


Source: Researcher’s Fieldwork, 2025
According to Table 4.1.6, 85% of respondents agree (55% strongly, 30% agree) that mobile banking provides them with 24/7 access to transactions. This shows that UBA’s mobile banking is successfully facilitating round-the-clock financial access. A minimal 5% were undecided, which may reflect limited usage experience. The combined 10% who disagreed suggest minor challenges, but the overwhelmingly positive response confirms effective transactional accessibility.




Table 4.1.7: The introduction of mobile banking has improved overall banking efficiency
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	40
	40%

	Agree
	40
	40%

	Undecided
	10
	10%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%


Source: Researcher’s Fieldwork, 2025
Table 4.1.7 indicates that 80% of respondents (40% strongly agree and 40% agree) believe that mobile banking has led to overall improvements in banking efficiency. This implies that the digital platform streamlines operations and enhances customer experiences. The undecided 10% reflect a neutral or less-informed group, while only 10% disagreed, which may point to isolated negative experiences. The high approval rate affirms that mobile banking is widely regarded as a key innovation improving service delivery at UBA.
Table 4.1.8: I am satisfied with the speed of transactions on UBA’s mobile banking platform
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	35
	35%

	Agree
	40
	40%

	Undecided
	15
	15%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%


Source: Researcher’s Fieldwork, 2025
From Table 4.1.8, a total of 75% (35% strongly agree, 40% agree) are satisfied with the speed of mobile banking transactions. This suggests that transaction speed is one of the platform's strong points. The 15% who are undecided could be due to inconsistent experience or limited use. The 10% who disagreed indicate that speed issues may affect a small segment of users, but overall satisfaction remains high.



Table 4.1.9: The platform is user-friendly and easy to navigate
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	40
	40%

	Agree
	35
	35%

	Undecided
	10
	10%

	Disagree
	10
	10%

	Strongly Disagree
	5
	5%


Source: Researcher’s Fieldwork, 2025
Table 4.1.10 reveals that 75% (40% strongly agree, 35% agree) of users find UBA’s mobile banking platform user-friendly. This indicates a well-designed interface that supports easy navigation. A total of 15% (10% disagree and 5% strongly disagree) reflect users who might be facing usability issues, suggesting room for further optimization. The 10% undecided likely represent individuals who are new to the platform or indifferent.
Table 4.1.11: UBA mobile banking meets my expectations in terms of service quality
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	30
	30%

	Agree
	40
	40%

	Undecided
	15
	15%

	Disagree
	10
	10%

	Strongly Disagree
	5
	5%


Source: Researcher’s Fieldwork, 2025
Table 4.1.11 shows that 70% (30% strongly agree, 40% agree) feel that the mobile banking service quality meets their expectations. This reflects a generally favorable evaluation of the platform’s performance. The 15% undecided might have mixed experiences or uncertain standards. A combined 15% disagreement points to specific cases where expectations were unmet, possibly due to technical or service issues.




Table 4.1.12: I prefer mobile banking over physical banking services
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	45
	45%

	Agree
	35
	35%

	Undecided
	10
	10%

	Disagree
	5
	5%

	Strongly Disagree
	5
	5%


Source: Researcher’s Fieldwork, 2025
Table 4.1.12 highlights that 80% of respondents prefer mobile banking over traditional banking. This strong preference underlines the convenience, accessibility, and time-saving advantages of digital banking. The undecided 10% could be users who rely on both platforms. Minimal disagreement (10%) shows that traditional banking still holds limited appeal among a few customers, possibly due to trust or digital literacy concerns.
Table 4.1.13: I experience frequent network or technical issues when using UBA’s mobile banking
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	30
	30%

	Agree
	40
	40%

	Undecided
	10
	10%

	Disagree
	10
	10%

	Strongly Disagree
	10
	10%


Source: Researcher’s Fieldwork, 2025
Table 4.1.13 shows that 70% of respondents (30% strongly agree and 40% agree) experience network or technical issues while using UBA’s mobile banking. This indicates a significant concern that could affect user satisfaction and continued usage. A combined 20% (10% disagree and 10% strongly disagree) believe the platform functions without such issues, suggesting that the problem may not be universal. The 10% undecided may reflect users who use the service infrequently or inconsistently, but the data underscores the need for UBA to improve network reliability and technical performance.


4.2	Testing of Hypotheses
Hypothesis One:
H₀₁: Mobile banking has no significant impact on the speed and convenience of banking services at UBA Plc.
Model Summary
	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.678
	.460
	.455
	1.01345



ANOVA
	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	Regression
	45.23
	1
	45.23
	23.45
	.000


Interpretation: The result (r = 0.652, p = 0.000) shows a strong, positive, and statistically significant relationship between mobile banking and convenience of banking services. Hence, the null hypothesis is rejected.
Hypothesis Two:
H₀₂: Customers are not satisfied with the mobile banking services provided by UBA Plc.
Model Summary
	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.732
	.536
	.531
	.95124


ANOVA
	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	Regression
	53.12
	1
	53.12
	29.87
	.000


Interpretation: A significant moderate to strong positive correlation (r = 0.601, p = 0.000) is observed. Therefore, the null hypothesis is rejected.


Hypothesis Three:
H₀₃: Mobile banking does not significantly contribute to resolving customer complaints and transaction issues at UBA Plc.
Model Summary
	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.695
	.483
	.477
	.99854


ANOVA
	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	Regression
	49.89
	1
	49.89
	26.71
	.000



Interpretation: A strong negative correlation (r = -0.711, p = 0.000) was found. Since the result is statistically significant, the null hypothesis is rejected.
4.3	Discussion of Findings 
The findings from the study reveal a strong consensus among respondents that mobile banking has significantly reduced the time they spend in banking halls. A large proportion of users, particularly 45% who strongly agreed and 40% who agreed, affirmed that mobile banking allows them to conduct financial transactions more efficiently without the need to visit physical branches. This trend was consistent across multiple responses, with similar figures reflected in Table 4.1.4, reinforcing the view that mobile banking is perceived as a time-saving innovation. Only a small minority expressed doubt or disagreement, indicating minimal resistance to the adoption of digital channels for banking.
Moreover, the convenience of mobile banking emerged as a key driver of satisfaction among users. Tables 4.1.5 and 4.1.6 showed that many customers believe they can perform most banking services conveniently and at any time through the UBA mobile app. These perceptions highlight the 24/7 accessibility and user-friendly design of the platform, which enhances the overall banking experience. The positive ratings on efficiency and transaction speed further support the claim that mobile banking has transformed how services are delivered, aligning with customer expectations for ease and speed.
Despite these positive outcomes, some respondents pointed out persistent challenges, particularly network and technical issues. A significant number acknowledged experiencing disruptions while using the platform, which, if not addressed, could hinder user satisfaction and continued engagement. Nonetheless, the majority maintained favorable views, as evident from their preference for mobile banking over traditional methods and the general satisfaction with the platform's functionality and service delivery.
The statistical testing of hypotheses further strengthens these observations, confirming that mobile banking has a significant impact on the speed and convenience of services, meets customer satisfaction levels, and contributes to resolving transaction issues. With significant correlations and p-values well below the 0.05 threshold, the null hypotheses were rejected, affirming that mobile banking is not only widely accepted but also an effective tool in enhancing customer experiences at UBA Plc.






















CHAPTER FIVE
5.0	Summary, Conclusion and Recommendations
5.1	Summary of Findings 
The study examined the impact of mobile banking on customer satisfaction in UBA Plc, with a focus on how digital banking services influence customer experience, efficiency, and service delivery. The findings showed that a majority of customers believe mobile banking has significantly improved the speed and convenience of banking transactions. Many respondents agreed that the platform helps reduce time spent in banking halls and enables them to perform a wide range of services anytime and anywhere, thereby increasing overall satisfaction.
It was also discovered that most customers find mobile banking more efficient than traditional banking methods, as it allows them to make payments, transfer funds, and check account balances seamlessly. This perception was consistent among a high number of respondents who strongly supported the ease of use and round-the-clock access offered by mobile banking apps. However, a few respondents reported challenges such as network failures and technical issues, which occasionally affect the smooth use of the platform.
Furthermore, the hypotheses tested showed a significant relationship between mobile banking and customer satisfaction, with statistical evidence confirming that mobile banking has a meaningful influence on service delivery, problem resolution, and transaction reliability. The findings support the idea that mobile banking plays a vital role in improving customer experience and strengthening the relationship between the bank and its customers.
Overall, the study concludes that mobile banking has positively transformed the way UBA customers interact with banking services. The convenience, speed, and accessibility of mobile platforms have contributed greatly to customer satisfaction, despite the need for continuous improvement in resolving technical issues.
5.2	Conclusion 
This study concludes that mobile banking has had a significant and positive impact on customer satisfaction in UBA Plc. It has enhanced convenience, improved transaction speed, and provided customers with 24/7 access to banking services. The majority of respondents confirmed that mobile banking has reduced the need to visit physical branches, thus saving time and making banking more efficient. These improvements have led to a better overall banking experience and greater customer loyalty.
Despite a few challenges such as occasional network issues and technical glitches, the findings reveal that customers are generally satisfied with the services provided through mobile banking platforms. The study highlights the importance of continuous upgrades, customer support, and infrastructure improvements to address the few shortcomings. In essence, mobile banking remains a vital tool for driving customer satisfaction and strengthening the bank-customer relationship in the digital era.
5.3	Recommendations 
At the end of the study, the following recommendations are made:
i. UBA should invest in upgrading mobile banking infrastructure to minimize network issues.
ii. Regular updates should be made to the mobile app for improved functionality and security.
iii. Customer service response time should be improved for faster resolution of complaints.
iv. The bank should provide more user education on the features of mobile banking platforms.
v. Stronger cybersecurity measures should be implemented to protect users from fraud.
vi. Feedback from customers should be regularly collected to enhance service delivery.
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APPENDIX 
QUESTIONNAIRE
KWARA STATE POLYTECHNIC, ILORIN
INSTITUTE OF FINANCE AND MANAGEMENT STUDIES
DEPARTMENT OF BANKING AND FINANCE
I am a student of the Department of Banking and Finance, Kwara State Polytechnic, Ilorin, currently conducting a research study on the topic: “Impacts of Mobile Banking on Bank Service Delivery: A Case Study of United Bank for Africa Plc.”
This questionnaire is designed to obtain information about your experiences and opinions regarding the use of mobile banking services at UBA. Please be assured that all responses will be treated with strict confidentiality and used solely for academic purposes. There are no right or wrong answers. Your honest and sincere response will be greatly appreciated.
Thank you for your valuable time and support.
Section A: Biographical Information
Please tick (✓) the appropriate option.
1. Gender:  (a) Male ( )  (b) Female ( )
2. Age Group: (a) 18–25 ( )   (b) 26–33 ( )  (c) 34–41 ( )    (d) 42& above ( )
3. Educational Qualification: (a) OND/NCE ( ) (b) HND/B.Sc ( )  (c) M.Sc/Professional Cert. ( )  (d) Others ( ) 
4.  Department/Unit: (a) Loans &  Advances ( ) (b) Risk Management ( ) (c) Finance/Accounts ( )  (d) Others ( ) 
5. Years of Working Experience in UBA:  (a) Less than 1 year ( ) (b) 1–3 years ( )  (c) 4–6 years ( ) (d) Above 6 years ( ) 








Section B: Lending Activities and Profitability of GTBank PLC
Please indicate your level of agreement with each statement by ticking (✓) the appropriate box using the scale:
SD – Strongly Disagree D – Disagree U – Undecided A – Agree SA – Strongly Agree
Research Question 1: To what extent has mobile banking improved the speed and convenience of banking services at UBA Plc?
	S/N
	Statements
	SA
	A
	U
	D
	SD

	1
	Mobile banking has significantly reduced the time I spend in banking halls.
	
	
	
	
	

	2
	I can perform most banking services conveniently using UBA’s mobile app.
	
	
	
	
	

	3
	Mobile banking enables me to carry out transactions at any time.
	
	
	
	
	

	4
	The introduction of mobile banking has improved overall banking efficiency.
	
	
	
	
	


Research Question 2: How satisfied are customers with the mobile banking services offered by UBA?
	S/N
	Statements
	SA
	A
	U
	D
	SD

	1
	I am satisfied with the speed of transactions on UBA’s mobile banking platform
	
	
	
	
	

	2
	The platform is user-friendly and easy to navigate
	
	
	
	
	

	3
	UBA mobile banking meets my expectations in terms of service quality
	
	
	
	
	

	4
	I prefer mobile banking over physical banking services
	
	
	
	
	


Research Question 3: What are the common challenges customers face while using UBA’s mobile banking platform?
	S/N
	Statements
	SA
	A
	U
	D
	SD

	1
	I have experienced network failures while using UBA mobile banking
	
	
	
	
	

	2
	The app sometimes freezes or crashes during transactions
	
	
	
	
	

	3
	Login and authentication problems are common.
	
	
	
	
	

	4
	Unresolved transaction errors discourage me from using the platform.
	
	
	
	
	





Research Question 4: How effective is UBA’s mobile banking in resolving customer complaints and transaction issues?
	S/N
	Statements
	SA
	A
	U
	D
	SD

	1
	UBA’s customer care responds promptly to mobile banking complaints.
	
	
	
	
	

	2
	Issues related to failed transactions are resolved in a timely manner.
	
	
	
	
	

	3
	I receive regular updates on the status of my complaints.
	
	
	
	
	

	4
	The mobile banking support service has improved over the years.
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