[bookmark: _GoBack]EFFECT OF E-BANKING ON CUSTOMER SATISFACTION

BY
LUKMAN SHUKURAT OLABIMPE
ND/23/BAM/PT/0133


A RESEARCH PROJECT SUBMITTED TO 
THE DEPARTMENT OF BUSINESS ADMINISTRATION, INSTITUTE OF FINANCE AND MANAGEMENT STUDIES, KWARA STATE POLYTECHNIC, ILORIN KWARA STATE.

IN PARTIAL FULFILMENT OF THE REQUIREMENTS FOR THE AWARD OF NATIONAL DIPLOMA. (ND) IN BUSINESS ADMINISTRATION.
                                                                                                             AUGUST 2025
CERTIFICATION
This is to certify that this project has been read and approved as meeting the requirements for the award of National Diploma (ND) in Business Administration Department, Institute of Finance and Management Studies, Kwara State Polytechnic Ilorin, Kwara State.

__________________						_______________
MR. SANUSI S.I						       	      DATE  
(Project Supervisor)

__________________				                          _______________
MR. KUDABO M.I 						       	       DATE 
(Project Coordinator)
___________________ 					             ________________
MR ALAKOSO I.K 							       DATE
(Head of Department)
______________________				                           ______________
(External Examiner)						                     DATE

DEDICATION
This project is dedicated to Almighty God and my parent Mr and Mrs Lukman, then Alhaji Adefat and Alhaja AbdulKareem Kudirat













ACKNOWLEDGEMENTS
First and foremost, All praise is due to Almighty Allah, the omnipotent, the omniscient, the most merciful, the most beneficent, the ultimate source of all knowledge and wisdom to mankind, who guides me in darkness and helps me in difficulties. He blessed med with everything and always helped me at every step of my life.
I also offer my sincerely thanks from the deepest core of my heart to ever dynamic supervisor not other person but in person of MR SANUSI S.I. for his supervision, kindness, willing and valuable guidance, constructive criticism, enlightened views, contributions and most importantly, his friendship throughout the development of this study. It is extremely hard to convey my gratitude to him in words. Thank you sir, May God bless.
Also, my gratitude goes to ever energetic Head of Department in person of MR ALAKOSO I.K. and to all the lecturers in Department of Business Administration
I feel proud privilege to acknowledge my indebtedness to my loving parent (MR AND MRS LUKMAN), Also ALHAJI ADEFAT AND ALHAJA ABDULKAREEM KUDIRAT, my doting siblings (SISTER ZAINAB, BROTHER FARUQ AND SISTER MUMINAT) and my fond relatives for their amicable attitude, constant support, cordial cooperation,. May they enjoy living in the extreme love, utmost sincerity, The sacrifice, they offered for me, will always shine in my mind like twinkling stars.
TABLE OF CONTENTS
Title page………………………………………………………………………………….i
Certification….……………………………………………………………………………ii
Dedication………………………………………………………………………………..iii
Acknowledgements………………………………………………………………………iv
Table of Contents…………………………………………………………………………v

CHAPTER ONE
INTRODUCTION………………………………………………………………………..1
1.1 Background to the Study………………………………………………………………1
1.2 Statement of The Problem…………………………………………………………….3
1.3 Objective of The Study………………………………………………………………..5
1.4 Research Questions……………………………………………………………………5
1.5 Significance of The Study…………………………………………………………….5
1.6 Delimitation…………………………………………………………………………..6
1.7 Limitation……………………………………………………………………………..6

CHAPTER TWO 
LITERARURE REVIEW………………………………………………………………8
2.2 Concept of E-Banking and Customer………………………………………………8
2.3 Historical Development of Banking in Nigeria……………………………………11
2.4 Origin and Operations of E-Banking…. ……………………………………………12
2.5 Empirical Review……….…………………………………………………………...13

CHAPTER THREE
METHODOLOGY………………………………………………………………………15
3.1 Instrument used………………………………………………………………………15
3.2 Population for the Study……………………………………………………………..16
3.3 Sample and sampling Techniques……………………………………………………17
3.4 Distribution and Collection of Data………………………………………………….17
3.5 Reliability…………………………………………………………………………….17
3.6 Validity………………………………………………………………………………17
3.7 Method of Data Analysis……………………………………………………………17

CHAPTER FOUR
DATA PRESENTATION AND ANALYSIS…………………………………………..19
4.1 Introduction …………………………………………………………………………19
4.2 Data Analysis……………………………………………………………………….19
CHAPTER FIVE
SUMMARY, CONCLUSION AND RFECOMMENDATIONS………………………30
5.1 Summary ……………………………………………………………………………30
5.2 Conclusion ………………………………………………………………………….31
5.3 Recommendations………………………………………………………………….32
References……………………………………………………………………………..34
Appendices……………………………………………………………………………36



                                                       CHAPTER ONE
                                                      INTRODUCTION
1.1 Background of the Study
The greatest innovation that has taken place in the world of business is in the realm of information technology. This is currently made possible by the introduction of the digital computer. Further efforts were made to make computers connect to another one to aid business transaction through the introduction of internet
Electronic banking is critical in transformation drive of banks in areas such as products and services and how they are delivered to customers. Thus, it is seen as a valuable and powerful tool in the development, growth, promotion of innovation and enhancing competitiveness of banks. Electronic banking is preferred by people because it aids easy transaction of money or funds between the buyers and seller, banks and customers etc. In Nigeria, for customers, banking today is no longer about safety of their funds and increase returns in their investments only. Customers demand efficient, fast and convenient services as well as banks that will offer them services that meet their particular needs.
Electronic payment strategies have been adapted in Nigeria and advancing by the increase in the share volume and worth of transactions accomplished through the ATM, POS, and Mobile phones, etc. For instance the volume of transactions executed with the ATM was put at N548.60 million in 2009 and this increased to N74.9 trillion in 2016 (Adegbesan, 2017). Thus, it is not doubtful concerning the penetration of electronic payment approaches in Nigeria (Jenevive & Anyanwaokoro, 2017). In Nigeria major cities and financial hubs, e-banking services are increasingly gaining ground as the customers received them as panacea to the problems of poor quality services peculiar to the Nation’s banking system. However, what is unknown is the level to which e-banking services have reduced the stress or problems associated with banking and enhanced customers’ satisfaction (Taiwo & Agwu, 2017). Emergent literature have identified that electronic banking in Nigeria is costly, occasioned by epileptic internet services, increase in the size of cash deposits, and increased exposure to fraudulent activities (Afolabi, 2009; Taiwo & Agwu, 2017). Customer satisfaction as it refers to the extent to which customers are happy with the products and or services provided by a business. Further definition of customer satisfaction, it is a term generally used to measure a customer's perception of a company's products and or services(Farris, Bendle, Pfeifer, Reibstein 2010). According to (Offei and NuamahGyambrah 2016), customers are now seeking for a faster and convenient technology with more rewarding banking experience. Perceived Usefulness (PU) and Perceived Ease of Use (PEOU) are two factors mentioned in Davis’s Technology Acceptance Model (TAM) that influences users’ decision to use a particular technology system (Surendran, 2012). Therefore banks that fail to respond to the emergence of electronic banking in the market are likely to lose their customers (Salehi and Alipour, 2010). It is not a straight forward science however, as customer satisfaction will vary from person to person, depending on a whole host of variables which may be both psychological and physical.
An organization is the vehicle by which large scale efforts are blended together in pursuit of major objectives. It can be regarded as the establishment with necessary authority and provision for coordination of relationship between persons assigned in the performance of a specialized task for the achievement of enterprise objective. The combinations of various activities and putting them together in unique ways are analogous to the manager’s job of organizing. The primary purpose of organization is to make use of internet as well as human cooperation for the effectiveness and efficiency of an organization. The contribution of the internet to the connection together creative and technical aspects of internet, including design, development, advertising , blog, software based ads, search engine optimization.
Upon this background, it became pertinent to investigate the contribution of the internet to the efficiency of an organization.
1.2 Statement of The Problem
Nigerian banks have been witnessing tremendous success in delivering a wide range of value added products and services through e-banking, and there has been evidence of increasing acceptance of e-banking among the banking public. Adagunodo (2002), cited in Oyewole et.al (2013) observe that Nigerian banks have realized that how they can gain competitive advantage over their competitors is through the use of technology (e-banking). Thus, technology now forms the backbone for better results in banking. The benefits of technology are more than three times the cost. For deposit money banks to remain relevant in this technological age, it must continuously innovate to meet the growing aspirations of the ever-demanding customers. One of the benefits banks derive from electronic banking products and services delivery is improved efficiency and effectiveness of their operations so that more transactions can be processed faster and most conveniently, which will ultimately significantly impact the overall performance of the banks. Customer satisfaction is achieved when a potential customer enjoys quick service delivery, has reduced frequency of going to banks physically, has reduced cash handling, etc. Customer satisfaction should encourage greater patronage, and more customers served quickly, leading to fewer queues and fewer crowds in the banking hall.   
1.3 Objectives of The Study
The main objective of this study is to assess the Effect of E-Banking on Customer Satisfaction. The specific objectives are;
I. Determine the impact of e-banking on customer‟s satisfaction.
II.  Identify the challenges of e-banking in GTB plc. 
III. Assess the effectiveness of e-banking as a tool for enhancing customer‟s satisfaction.

1.4 Research Questions
This study is based on the following null hypothesis (s) 
1. H0: There is no Significant Relationship between E-Banking and Customers Relationship. 
2. H1: E-Banking is an ineffective tool in enhancing customer‟s satisfaction.   	
1.5 Significance of The Study 
This study is believed to be important and is expected to shed more light on electronic banking and its role in enhancing customer‟s satisfaction. The study will assist those in search of knowledge with regards to electronic banking and will expose the benefit of electronic banking to customers. It will also serve as the basis for further study by researchers who wish to add to existing knowledge.
1.6 Scope of the Study
This study covers Guaranty Trust Bank Plc.‟s e-banking system and its role in enhancing customer’s satisfaction in Ilorin. The scope of these chapters will look at the electronic banking which is expected to play a significant role in customer satisfaction in GTB in Ilorin, Nigeria. 


1.7 Limitations
Hard time is not a new phenomenon to an ordinary Nigeria but to the student researcher, it is even worse. Time and finance posed a lot of constraints to the work.
The researcher encountered a lot of problem in collecting data and relevant records data. Books related to this topic are relatively scarce and could only be gotten from the internet, which took a lot of time and money.However, with persistence and perseverance reasonable facts were finally obtained.
1.8 Definition of Terms
For the purpose of this study, the following terms mean; 
Electronic Transaction - A grouping of information or data stored electronically in a defined format that has a distinct meaning as a set. 
Customer Satisfaction - is a measure of how products and services supplied by a company meet or surpass customer expectation. It is seen as a key performance indicator within business. 
Electronic banking - it generally implies a service that allows customers to use some form of computer to access account-specific information and possibly conduct transactions from a remote location - such as at home or at the workplace. 
Web site – a web site is a collection of web pages, images, videos or other digital assets that is hosted on one or more web servers, usually accessible via the internet. 
Internet – is a worldwide, publicly accessible series of interconnected computer networks that transmit data by packet switching using the standard internet protocol. 
Product-centric - centralizing information on a particular product.











CHAPTER TWO
LITERATURE REVIEW
2.1 INTRODUTION
 This chapter contains salient issues in the existing published literature on Effect of E-Banking on Customer Satisfaction. It has carefully selected from published journals on the internet, textbooks and other relevant presentation made inside and outside Nigeria.
There are several definitions of banks given by authorities, scholars and in some cases law or regulations. Thus, there's no accepted definition. George, (2020) sees banking business as a service which involves intermediation of finances through the mobilization of services from the units generating surplus funds for lending, to promote growth and development which in turn maximizes profit for the organisation. Sec.16 of Banks and other financial institutions Decree 1991 (as amended) defines banking business as “The Business of receiving deposits of current account paying or collecting of finance or such other business as the Governor (CBN) made by order, published by gazette.” Therefore, any organization or entity that carries out the abovementioned Business is referred to as BANK. 
2.2 Concept of E-banking and Customer Satisfaction 
Electronic banking is defined as the automated delivery of new and traditional banking products and services directly to customers through electronic, interactive communication channels. E-banking includes the systems that financial institution customers, individuals or businesses, to access accounts, transact business, or obtain information on financial products and services through a public or private network, including the internet. E-banking is also called Internet banking, on-line banking or PC banking. E-Banking may include ATMs, wire transfers, telephone banking, electronic funds transfers and debit cards. Nowadays, internet banking sites process customer service inquiries, allow transactions from one account to another, take loan applications, open new accounts etc. Some provide commercial services and others are full service banks rushing to get there. In addition to the rapid deployment of electronic bank „branches‟ an entire financial community has suddenly appeared, offering most and financial service a customer could want. New forms of money are being coined to pay for transactions, and untraceable payment protocols are being tested and marketed. As fewer and fewer bank customers visit banks, more and more are using ATMs, home banking terminals and the internet to do their financial business. This „charge‟ to the internet is an offensive, aggressive strategy to capture a large share of the financial services market. It is supported by speed of light, telecommunications, powerful, inexpensive computers and secure encryption. This charge to the internet is increasing the number of competitors in the market. Technology has introduced new ways of delivering banking to the customer, such as ATMs and internet banking. Hence, banks have found themselves at the forefront of technology adoption for the past three decades. Banks began at to look at e-banking as a means to replace some of their traditional bank functions, e-banking products/services like ATM and electronic funds transfer were a source of differentiation of banks that utilized them. The evolution of the e-banking industry can be traced to the early 1970s. Banks began to look at e-banking as a means to replace some of their traditional bank functions, for 2 reasons. Firstly, branches were very expensive to set up and maintain due to the large overheads associated with them. Secondly e-banking product/services like ATM and electronic fund transfer were a source of differentiation for banks that utilized them. Being in a fiercely competitive industry, the ability of banks to differentiate themselves on the basis of price is limited.
Technology has introduced new ways of delivering banking to the customer, such as ATMs and Internet banking. Hence, it is imperative for banks to align their strategies in response to changing customers' needs and developments in technology. Customers are not entirely satisfied with the quality of service provided by commercial banks in Nigeria. Queuing time is considered reasonable at ATMs but too long in banking halls. Part of the dissatisfaction of customers‟ stems from the fact that customers are not aware and knowledgeable about the full range of e-banking services provided by banks. The decline in the quality of banking services maybe attributed to the fact that there has been an increase in the volume of banking transactions. It is often reported that the grievance redressed machinery in the banks are not adequate enough to address the issues to the full satisfaction of the customers. Therefore, this is a clear-cut indication that commercial banks have to put in more effort into e-banking services to improve the satisfaction of their customers. The problem presented is to identify where the delivery channels are lacking in providing satisfaction to customers and what can be done to resolve this problem 
2.3 Historical Development of Banking in Nigeria 
Banking started in Nigeria as early as 1892, in Lagos with the opening of the first branch of the American Banking Corporation (ABC), Messrs Elder Dempster and co. A shipping firm which was based in liver pool, England was behind its formation. However, its interest was transferred to Elder Dempster and co., which led to the formation of the British Bank of West Africa (BBWA), in 1983. British Bank of West Africa, was registered in London as a limited liability company in March 1894 and the first branch was opened in Lagos in the same year. Brown (1966) Reported that 1912, the year the West African Currency Board (WCB) was formed, there was only one bank operating in Nigeria, the British Bank of West Africa after taken over three other Banks established earlier in Nigeria in 1917, the British Bank of West Africa was joined by the colonial bank, which became part of Barclays, DCO in 1925. As of 1949, expatriate banks dominated the Nigerian commercial banking. This is evidence by the establishment of the British and French Bank (now united Bank of Africa) and the liquidation of established indigenous banks. The banking ordinance Act was enacted in 1952 aimed at sanitizing the industry, but the Act turned to be inadequate and inefficient. Hence the central Bank of Nigeria (CBN) was established in 1958 to suppress and control the banks in order to regain the lost public confidence.
2.4 Origin and Operations of E-Banking 
The rapid advancement in Information and Communication Technology (ICT) has had a profound impact on the banking industry and the wider financial sector over the last two decades and it has now become a tool that facilitates banks‟ organizational structures, business strategies, customer services and other related functions. The recent “IT revolution” has exerted far-reaching impacts on economies in general, and the financial services industry in particular (Ranee, 2008). Within the financial services industry, the banking sector was one of the first to embrace rapid globalization and benefit significantly from IT development. The technological revolution in banking started in the 1950s, with the installation of the first automated bookkeeping machines at banks. This was well before the other industries became IT perceptive. Automation in banking became widespread over the next few decades as bankers quickly realized that much of their labor-intensive information-handling 29 processes could be automated with the use of computers. The first Automated Teller Machine (ATM) was introduced in the USA in 1968, and it was only a cash dispenser. The advent of ATMs helped to improve customer convenience and reduce costs compared to services before ATMs, where withdrawing funds, accounts inquiries and transferring money between accounts required face-to-face interaction between bank staff and customers (Ranee, 2008). The financial services sector has undergone historic changes in the past decade. The so called e-developments are rapidly emerging in all areas of financial intermediation and financial markets: we can talk about e-finance, e-money, e-banking, e-brokering, einsurance, e-exchanges, and even e-supervision. New information technology is becoming the most important factor in the future development of banking, influencing marketing and business strategies of banks. The driving forces behind the rapid transformation of banks are radical changes in the economic environment: innovations in information technology, renewed financial products, liberalization and consolidation of financial markets, deregulation of financial intermediation, etc.
2.5 Empirical review 
During the recent years, the development of e-channels has dramatically changed the rules and operation in the banking industry. Today, several financial institutions are endeavoring to emphasize customer–oriented services. Hence building up competitive predominance almost depends on customers’ satisfaction with banking service. A study by Kumbhar(2011) on customer Satisfaction towards E-banking services of ICICI bank in India which considered factors affecting on customers’ satisfaction: an empirical investigation of ATMs service and examined that the cost effectiveness of ATM service were core service quality dimension and it was significantly affecting on overall customer satisfaction in ATM service provided by commercial banks. 
Another study conducted in Unity Bank of Nigeria, has shown that an effective electronic banking system has improved its customer’s relationship and satisfaction Olorunsegun (2010).Wise and Ali(2009) argued that many banks have invested in ATMs to reduced branch cost since customers prefer to use them instead of entering the banking hall to transact business. The study of Aladawani (2001) revealed that there is a variation in the effect of electronic banking functionality factors on satisfaction and empirical evidence in this research suggest that electronic banking factors have a significant degree of influences on satisfaction. The study of Eddin , Al-Zubi (2011) concluded that electronic banking positively influences customer satisfaction in Jordan commercial banks. The study also finds that influence of electronic banking on customer satisfaction would differ according to the personal variable that is gender, age, marital status, educational level, computer literacy, and internet accessibility. 
Kumbhar (2012) in his study has shown that there is a positive relationship between age, education and profession. The study result also showed that in order to increase customer satisfaction bankers should enhance service quality of alternative banking services. The study of Timothy (2012) in Nigerian context revealed that electronic banking service had significant influence on customers’ satisfaction in Nigeria.






CHAPTER THREE
RESEARCH METHODOLOGY
3.1 Research Design
The research design for this study involved the collection of all necessary data and information that will make the research work authentic and reliable.
3.2 Instrument Used
This part of the study portrays method used in carried out the project, the major instrument used for data collection is the QUESTIONNAIRE. It is also a basis of opinion assessment. The usage is for easy extraction of information from respondents. Questions that are contained therein are intended to find answers to important problems raised in chapter one.
The questionnaire was structured into sections A and B. section A consists of personal data of the respondents. However, section B will be on the details of the data collection from the field covering the theme of the study. The items in the questions are placed in four point rating scale of “SA” Strongly Agree, “A” Agree, “D” Disagree and “SD” Strongly Disagree respectively.
The questionnaire was vetted and scrutinized by the researcher`s supervisor, to ensure that it was in line with the topic.
3.3 Population for the Study
The target populations used for this research work was 20 staff from Guaranty Trust Bank, Ilorin and 30 questionnaires were administered to Customers of Guaranty Trust Bank
3.4 Sample and Sampling Techniques
With sampling techniques the researcher used two techniques; purposive sampling simply means a sampling method where element of the population are chosen because of their relevancy to the study. This method was used by selecting the samples such as employees and customers of Kwara State Polytechnic, GTBank Plc, Ilorin because of the significant information that the researcher also use a simple random sampling procedure to select so as to have fair representation and minimize bias.
Random sampling was also be used by choosing elements that are convenient.
3.5 Distribution and Collection of Data
The researcher administered the questionnaires to the respondents in the institution and bank used for the study. The respondents were given a day to fill the questionnaires after which the researcher went back to collect the questionnaires. The researcher spent a lot of times, days and effort to administer the questionnaire.

3.6 Validity
The content validity of the instrument was determined by expert opinions of one Senior staff from the department of computer science, one staff of Network operating centre (NOC) Kwara State polytechnic, Ilorin, One Senior staff of GTBank Plc, Ilorin and researcher`s supervisor. These experts critically examined the instrument with respect to its fitness for the study. 
3.7 Reliability 
The instrument used in this research work is reliable, as the question method will reveal information from the case study.
3.8 Method of Data Analysis
From sample size of 50 questionnaires that were prepared, 20 were administered to the staff of Guaranty Trust Bank, Ilorin and 30 questionnaires were administered to Customers of Guaranty Trust Bank
In this section, a test statistics which is useful in the test of hypothesis about classification of data will be used. The test statistic is used is called chi-square. It is used to consider hypothesis about proportions of  observations under the study. 


CHISQUARE ANALYSIS
The chi square distribution is a theoretical or mathematical distribution which has wide applicability in statistical work. The term `chi square' (pronounced with a hard `ch') is used because the Greek letter  is used to denote this distribution. It will be seen that the elements on which this distribution is based are squared, so that the symbol  is used to denote the distribution in this chapter, these inferences are drawn using the chi square distribution and the chi square test. The first type of chi square test is the goodness of fit test. This is a test which makes a statement or claim concerning the nature of the distribution for the whole population.
TEST STATISTICS


Where  is the chi-square calculated, Oij is the observed frequency and eij is the expected frequency, (r-1)(c-1) is the degree of freedom.





CHAPTER FOUR
DATA PRESENTATION AND ANALYSIS
4.1 INTROUDUCTION 
This chapter is concerned with the presentation, analysis, interpretation as well as test of data collected so as to draw inferences. The questionnaires method as described earlier is the primary source of data employed for this research work. 
4.2 Data Presentation and Analysis 
Total of 50 questionnaires were administered, while 20 were administered to staffs and 30 to the customers of Guaranty Trust Bank Plc. 
Table 1: E-banking is more reliable than the traditional banking services
	
Opinion
	
Number of Respondents
	
Percentage %

	Strongly agree
	20
	45

	Agree
	20
	45

	Strongly disagree
	5
	5

	Disagree
	5
	5

	Total
	50
	100


Source: Researcher`s field Survey, 2025
Comment: Table 1 shows the opinion of respondent in percentage which implies that 20 (45%) strongly agree that E-banking is more reliable than the traditional banking services, 20 (45%) agree, 5 (5%) strongly disagree and 5 (5%) as well disagree.
Table 2: Do you agree that E-banking has improves customer’s satisfaction
	
Opinion
	
Number of Respondents
	
Percentage %

	Strongly agree
	37
	85

	Agree
	13
	15

	Strongly disagree
	0
	00

	Disagree
	0
	00

	Total
	50
	100


Source: Researcher`s field Survey, 2025
Comment: Table 2 shows the opinion of respondent in percentage which implied that 37 (85%) strongly agree that E-banking has improves customer’s satisfaction, 13 (15%) agree, while no responses for strongly disagree and disagree.



Table 3: Introduction of E-banking has positively affected service delivery
	
Opinion
	
Number of Respondents
	
Percentage %

	Strongly agree
	19
	45

	Agree
	31
	55

	Strongly disagree
	0
	00

	Disagree
	0
	00

	Total
	50
	100


Source: Researcher`s field Survey, 2025
Comment: Table 3 shows the opinion of respondent in percentage which implied that 19 (45%) Customers strongly agree that Introduction of E-banking has positively affected service delivery, 31 (55%) agree, while no responses for strongly disagree and disagree.
Table 4: E-Banking is an effective tool in enhancing customer’s satisfaction
	
Opinion
	
Number of Respondents
	
Percentage %

	Strongly agree
	32
	60

	Agree
	18
	40

	Strongly disagree
	0
	00

	Disagree
	0
	00

	Total
	50
	100


Source: Researcher`s field Survey, 2025
Comment: Table 4 shows the opinion of respondent in percentage which implied that 32 (60%) strongly agree that E-Banking is an effective tool in enhancing customer’s satisfaction, 18 (40%) agree, while no responses for strongly disagree and disagree as well.
Table 5: E-Banking adds excellent value to Customer’s Satisfaction.
	
Opinion
	
Number of Respondents
	
Percentage %

	Strongly agree
	25
	50

	Agree
	20
	45

	Strongly disagree
	5
	5

	Disagree
	0
	00

	Total
	50
	100


Source: Researcher`s field Survey, 2025
Comment: Table 5 reveals the opinion of respondent in percentage which implied that 25 (50%) strongly agree that E-Banking add excellent value to Customer’s Satisfaction, 20 (45%) agree, 5 (5%) strongly disagree while no response for disagree.



Table 6: Do you agree that the cost of providing information through the internet banking affects its adoption positively as means of e-commerce.
	
Opinion
	
Number of Respondents
	
Percentage %

	Strongly agree
	15
	35

	Agree
	30
	50

	Strongly disagree
	0
	00

	Disagree
	5
	15

	Total
	50
	100


Source: Researcher`s field Survey, 2025
Comment: Table 6 reveals the opinion of respondent in percentage which implied that 15 (35%) strongly agree that the cost of providing information through the internet banking affects its adoption positively as means of e-commerce, 30 (50%) agree, no responses for strongly disagree while 5 (15%) disagree.




Table 7: Organization products can be accessed easily through E-Banking.
	
Opinion
	
Number of Respondents
	
Percentage %

	Strongly agree
	40
	60

	Agree
	10
	40

	Strongly disagree
	0
	00

	Disagree
	0
	00

	Total
	50
	100


Source: Researcher`s field Survey, 2025
Comment: Table 7 reveals the opinion of respondent in percentage which implied that 40 (60%) strongly agree that organization products can be accessed easily through E-Banking, 10 (40%) agree, while no responses for strongly disagree as well as disagree.






Table 8: Through the implementation of computer software applications for online banking at home, office, or anywhere disaster is eradicated.
	
Opinion
	
Number of Respondents
	
Percentage %

	Strongly agree
	10
	30

	Agree
	35
	55

	Strongly disagree
	0
	00

	Disagree
	5
	15

	Total
	50
	100


Source: Researcher`s field Survey, 2025
Comment: Table 8 reveals the opinion of respondent in percentage which implied that 10 (30%) strongly agree that through the implementation of computer software applications for online banking at home, office, or anywhere disaster is eradicated, 35 (55%) agree, no responses for strongly disagree while 5 (15%) disagree.




Table 9: Do you agree that network providers make online banking faster than other methods of banking.
	
Opinion
	
Number of Respondents
	
Percentage %

	Strongly agree
	32
	60

	Agree
	17
	35

	Strongly disagree
	0
	00

	Disagree
	1
	5

	Total
	20
	100


Source: Researcher`s field Survey, 2025
Comment: Table 9 shows the opinion of respondent in percentage which implied that 32 (60%) strongly agree that network providers make online banking faster than other methods of banking, 17 (35%) agree, no responses for strongly disagree while 1 (5%) disagree.




Table 10: Do you agree that when E-banking is used by the customers, it improves the efficiency and effectiveness of the Customer’s goal.
	
Opinion
	
Number of Respondents
	
Percentage %

	Strongly agree
	17
	35

	Agree
	31
	55

	Strongly disagree
	0
	00

	Disagree
	2
	10

	Total
	50
	100


Source: Researcher`s field Survey, 2025
Comment: Table 10 reveals the opinion of respondent in percentage which implied that 17 (35%) strongly agree that when E-banking is used by the customers, it improves the efficiency and effectiveness of the Customer`s goal, 31 (55%) agree, no responses for strongly disagree while 2 (10%) disagree.
4.3 Test of Hypothesis 
The chi-square, denoted by the Greek letter X2 is frequently used in testing hypothesis concerning the difference between a set of expected or theoretical frequencies. X2 is denoted by the formula
[image: ]
For the purpose of accuracy, we shall use contingency tables, which are crossed classified tables showing the observed frequencies of a sample when there are r rows and c columns in the table. Responses from the respondents are computed using probability rules and the sum of expected frequencies. Here, 0.5% or 0.05 is used as level of significance and the degree of freedom (df) given as (r – 1)(c – 1) will be used to determine the critical value under the significant level. For the fact that we are testing the null hypothesis if the computed X2 value is greater than the critical value under the level of significance. We reject the hypothesis otherwise we accept it.
Hypothesis 
H0: There is no Significant Relationship between E-Banking and Customers Relationship 
H1: There is a Significant Relationship between E-Banking and Customers Relationship
	Chi-Square Tests

	
	Value
	df
	Asymp. Sig. (2-sided)

	Pearson Chi-Square
	72.132a
	32
	.014

	Likelihood Ratio
	74.762
	17
	.012

	Linear-by-Linear Association
	.076
	1
	.013

	N of Valid Cases
	50
	
	

	


Decision Rule: Reject the null hypothesis (Ho), if p-value is less than alpha=0.05
Conclusion: Since p-value (0.014) < 0.05, therefore the null hypothesis (Ho) will be rejected and conclusion can be drawn that there is a Significant Relationship between E-Banking and Customers Relationship












CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1 Summary
The study also reveals that e-banking product have improved the quality of service delivery in the bank. E-banking products meet the needs or wants of the customers. Ebanking has helped in reducing time spent in the banking hall. E-banking has improved efficiency in the bank‟s system of operations. E-banking is more reliable than the traditional banking services. E-banking has improved customer‟s satisfaction. The introduction of e-banking has positively affected service delivery. 
Moreso, the null hypothesis was rejected which state that E-banking is an effective tool in enhancing customer‟s satisfaction. This concludes that the there is a significant relationship between E-banking and customer and E-banking is an effective tool in enhancing customer‟s satisfaction.
Financial services offered through the Internet are more frequently described as “virtual banking”. This is simply because there is no physical contact between the customer and banks‟ personnel. In fact, some market watchers are beginning to argue that such transactions are real indeed and can no longer be described as “virtual”. Given the overwhelming success of e-banking, banks in Nigeria are gradually embracing Internet banking and radical changes are beginning to take place in Nigerian financial landscape.
Expectations have a central role in influencing satisfaction with services, and these in turn are determined by a very wide range of factors - lower expectations will result in higher satisfaction ratings for any given level of service quality. This would seem sensible; for example, poor previous experience with the service or other similar services is likely to result in it being easier to pleasantly surprise customers. However, there are clear circumstances where negative preconceptions of a service provider will lead to lower expectations, but will also make it harder to achieve high satisfaction ratings - and where positive preconceptions and high expectations make positive ratings more likely.

5.2 Conclusion
Technology is undoubtedly a very important tool of every bank‟s competitive strategy. It could draw the line between success and failure. Internet banking, which has resulted from the blossoming Internet technology, obviously has many benefits for the financial system. Unfortunately, Nigerian banks cannot immediately reap the digital dividend because of poor telecommunications infrastructure.
In the test of hypothesis for this research it is seen that the null hypothesis which states that there are no effective marketing strategies of banks retail products is being rejected and the alternative hypothesis which states that there are no effective marketing strategies of banks retail products is being accepted. This concludes that the marketing strategies of banks in retailing their products are effective.



5.3 Recommendations
Electronic banking has become a necessary survival weapon and is fundamentally changing the banking industry worldwide. Today, the click of a mouse offers bank customers services at a much lower cost and also empowers them with unprecedented freedom in choosing vendors for their financial service needs. No country today has a choice-whether to implement E-banking or not given the global and competitive nature of the economy. Banks have to upgrade and constantly think of new innovative customized packages and services to remain competitive.
Based on the findings of this research, it is recommended that:
· Much need to be done in the area of creating awareness about the availability of electronic banking products and services, how they operate and their benefits. Banks should organise public exhibitions and talk shows and make products accessible to all customers.
· Banks should try to win customers‟ confidence by providing adequate security of transaction back up of critical data files and alternative means of processing information. They should also ensure good connectivity and power base that will enable them serve customers faster and more conveniently. The banks should ensure that at no time should service cease as a result of network problem 
· Government should provide adequate regulatory framework that will ensure customer protection, and security of transaction. That way, bank customers‟ confidence in electronic banking would be secured.
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APPENDICES
ASSESSING THE EFFECT OF E-BANKING ON CUSTOMER’S SATISFACTION
QUESTIONNAIRE 
This questionnaire is made up of two sections A and B. Section A is the personal data relating to the respondents, while section B is the main body relating to the major variable in the research topic. You are required to tick (√) in the appropriate box provided or write briefly your opinion in the space provided.
SECTION A
1.  Sex of respondents 
Male (   )              Female (   )
2.  Age 
21 - 30 years (   )  31- 40 years (   )  41 - 50 years (   )   51 and above (   )
3. Marital status 
Single	(   )   Married	(   )   Divorced	 (   )   Widowed (   )
4. Length of service with the organization
1- 5 years (   )   6 - 10 years (    )   11 - 20 years (    )   21 - 25 years (    )   26 - 30 years (   )   31 and above 	(    )
5. Educational background
WAEC 	(    )  OND/NCE/Other Diploma 	(   )  B. sc/ BA./ HND (     )   Higher Degree in M.Sc/ MA/MBA   (    )
SECTION B
1. E-banking is more reliable than the traditional banking services
(a) Strongly agree (     ) (b) Agree (  ) (c) Disagree (    ) (d) Strongly disagree (    )
2. Do you agree that E-banking has improves customer’s satisfaction
(a) Strongly agree (     ) (b) Agree (  ) (c) Disagree (    ) (d) Strongly disagree (    )
3. Introduction of E-banking has positively affected service delivery
(a) Strongly agree (     ) (b) Agree (  ) (c) Disagree (    ) (d) Strongly disagree (    )
4. E-Banking is an effective tool in enhancing customer’s satisfaction
(a) Strongly agree (     ) (b) Agree (  ) (c) Disagree (    ) (d) Strongly disagree (    )
5. E-Banking adds excellent value to Customer’s Satisfaction.
(a) Strongly agree (     ) (b) Agree (  ) (c) Disagree (    ) (d) Strongly disagree (    )
6. Do you agree that the cost of providing information through the internet banking affects its adoption positively as means of e-commerce.
(a) Strongly agree (     ) (b) Agree (  ) (c) Disagree (    ) (d) Strongly disagree (    )
7.  Organization products can be accessed easily through E-Banking.
(a) Strongly agree (     ) (b) Agree (  ) (c) Disagree (    ) (d) Strongly disagree (    )
8. Through the implementation of computer software applications for online banking at home, office, or anywhere disaster is eradicated.
(a) Strongly agree (     ) (b) Agree (  ) (c) Disagree (    ) (d) Strongly disagree (    )
9. Do you agree that network providers make online banking faster than other methods of banking.
(a) Strongly agree (     ) (b) Agree (  ) (c) Disagree (    ) (d) Strongly disagree (    )
10. Do you agree that when E-banking is used by the customers, it improves the efficiency and effectiveness of the Customer’s goal.
(a) Strongly agree (     ) (b) Agree (  ) (c) Disagree (    ) (d) Strongly disagree (    )
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