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ABSTRACT 

This study investigated the Assessment of Electronic Products Banking 

Technology   on customer satisfaction in the banking Industry in 

Nigeria.Findings revealed that an overwhelming proportion of the 

respondents 93 (63.3%) strongly agreed that poor level of security is a 

recurrent issue in Electronic Products Banking Technology in Nigeria 

while most of the respondents 94.6% agreed that poor internet 

connectivity among banks on online platform and other digital Banking 

Technologies constitute major issues in Electronic Products Banking 

Technology. Also, most of the respondents 82.3% agreed that online 

banking (e-banking) allows easier sustenance of transaction activities; 

most of the respondents 94.6% agreed that operations through e-banking 

are really fast as compared to in-branch banking. It was further found 

that there exists significant negative relationship between challenges 

facing effective implementation of Electronic Products Banking 

Technology and satisfaction (r = -.34; P<.01). Finally, challenges facing 

effective implementation of Electronic Products Banking Technology had 

significant influence on customer satisfaction [t (145) = 2.11; P<.05]. 

Further, it is presented that when challenges are high, satisfaction is low 
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(Mean = 12.24; SD = 2.53) than those with low challenges (Mean = 

13.31; SD = 2.43).It was concluded that challenges facing effective 

implementation of Electronic Products Banking Technology had 

significant influence on customer satisfaction. It was therefore 

recommended that the IT sector of banks endeavour to invest more into 

research on how to better make Electronic Banking Product Technology 

easy to use and accessible to their customers. 

 

Key Words: Banking, Electronic (e-banking) banking, Digital Banking 

technology, Customer,  

 

INTRODUCTION 

In the beginning of banking business in Nigeria, the concept of Electronic 

Banking Product Technology was completely absent in the banking 

industry. Banking transactions were completely cumbersome and most of 

the time, frustrating! Transactions were manually processed with the use 

of several bounded ledgers which was greatly characterized by manual 

transactions. As times went by, and specifically from the eighties, things 

began to change technologically, and the banking system is not an 

exemption. With the advent of Technology-driven banking products 

available to bank customers, life (and consequently, banking transactions) 

became more comfortable (Sokari, 2017). 

Banking in the past can best be referred to as ―banking in the jungle‖ in 

the time, energy and money, and in some cases, human lives were lost in 

the quest for trying to enjoy bank services. In the past, you can only 

withdraw from the bank where you have your account. No Automated 

Teller Machines, as well as other automated banking products. No 

affordable telephone system as the only telephone provider was the 

―almighty‖ Nigerian Telecommunication Ltd. (NITEL) which proved 

highly frustration. In view of these shortcoming experienced in the 

banking industry of old, the paper becomes relevant in this 21
st
 Century 

banking (Adi, 2015).  

 



ELECTRONIC BANKING PRODUCTS AND CUSTOMER SATISFACTION OF SELECTED DEPOSIT MONEY 
BANKS  

215 
 

Research Questions  

1.  What are the challenges facing effective implementation of 

Electronic Banking Product Technology ( e.g. e- banking) system 

in Nigeria?  

2.  What is the impact of electronic banking technology on customer’s 

service delivery?  

 

Objectives of Study  

1.  To ascertain the various challenges facing effective 

implementation of electronic banking in Nigeria  

2.  To determine the impact of electronic banking on customer’s 

service delivery.  

Research Hypothesis  

Hypothesis 1  

Ho:  there is no relationship between challenges facing effective 

implementation of e-banking and satisfaction 

Hypothesis 2  

Ho:  challenges facing effective implementation have no significant 

influence on customer satisfaction. 

 

REVIEW OF RELATED LITERATURE 

Review of Variables 

Daniel (1999) defines electronic banking as the delivery of banks' 

information and services by banks to customers through different delivery 

channels that can be used with different electronic devices such as 

computer and a mobile phone with browser software, telephone or digital 

television.  
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Pikkarainen (2004) defines electronic banking as an "internet portal, by 

which customers can use different kinds of banking services ranging from 

bill payment to making investments". Apart from withdrawals of cash, 

electronic banking gives customers access to distinctive sorts of banking 

transaction just by the snap of a mouse. In fact, the use of electronic 

banking as an option for the dissemination of financial institutions has 

turned into a competitive tool rather than only an approach to accomplish 

competitive advantage of preference with the appearance of globalization 

and fiercer rivalry.  

 

Timothy (2012) states that electronic banking suggests to the utilization of 

the Internet as a remote conveyance channel for giving administrations, 

for example, opening a bank account, transferring funds among diverse 

accounts and electronic bill presentment and payment. This can be offered 

in two principle ways. A bank with physical offices can build up a website 

and offer these services to its clients notwithstanding its customary 

conveyance channels. Second, is to set up a virtual bank, where the PC 

server is housed in an office that serves as the lawful location of such a 

bank. The banks offer their clients the capacity to make deposits and 

withdraw funds by means of ATMs (Automated Teller Machines) or other 

remote conveyance channels claimed by different foundations, for which 

an administration expense is acquired. Electronic banking is modern 

delivery channel of banking services.  

 

Forms of Electronic products banking (e-banking) technology include 

Automated Teller Machines (ATMs),Telephone Banking, Personal 

Computer Banking, Internet banking, Branch Networking, Mobile 

Banking. 

 

The benefits of electronic banking cannot be over emphasized. This is to 

say that it provides a lot of benefits both to the customer and the bank 

itself. To begin with a foremost benefit e-banking service is competitive 

branding and as well as better appreciation to the market demands. As 

such banks that provide services are known to be leaders in technology 

implementation and advancement. Thus, the better image brand they 

enjoy.  
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The other advantages may be measured in terms of money. The primary 

objective of every institution is to increase profits with which banks 

cannot be excluded. Many contend that E-banking can do away the 

hitherto laborious and less viable methods for banking. As indicated by 

perspectives communicated by Mols (1998) it was opined that the Internet 

is a revolution that will do away the old request holds much influence. The 

internet revolution in electronic-banking transaction is much less 

expensive than branch or even telephone transactions.  

 

According to Rotchanakitumnuai and Speece (2003), E- banking provides 

various benefits to both banks and customers. With electronic banking 

customers can check accounts, transfer money and can have access to 

numerous banking products and services. There is no need for Customers 

to visit banks to make transactions. Electronic-banking has made common 

open doors for banks and businesses around the world, and that is clear in 

the way they sort out financial transaction. Although opportunities to 

banks, there are various difficulties such as the innovation of IT 

applications, the obscuring business sector limits, rupturing modern 

boundaries, the passage of emerging competitors, and the development of 

new plans of action.  

 

Studies by Rikya (2007) on the presentation of internet banking and 

prospects for Bangladesh presumes that the coming of advances have truly 

gotten data upheaval the general public and that Internet Technology is 

rightly viewed as the third flood of upset after the farming and mechanical 

unrests. The approach and adoption of the internet by businesses has 

uprooted the constraint of time, distance and communication making the 

globe really a little village. Electronic banking assumes a vital part in the 

economy helping buyers and sellers to make financial worth via the 

exchange of goods and services by avoiding physical contacts. Through 

electronic banking, banks have the capacity to draw in versatile clients 

which give to a great degree huge profit by giving portable money related 

services. Wind (2001) demonstrated that numerous banks are roused to 

actualize E-banking by components identifying with augmenting their 

profit through expansion market scope. The increase use in credit card is 
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attributable to electronic banking. Customers are able to shop worldwide 

without the need of carrying paper money.  

 

Electronic Products Banking Technology and Customer Satisfaction  

According to Hansemark and Albinsson (2004), satisfaction is an overall 

customer attitude towards a service provider, or an emotional reaction to 

the difference between what customers anticipate and what they receive, 

regarding the fulfillment of some need, goal or desire. Oliver (1997) 

defined satisfaction as a judgment following a consumption experience. It 

is the consumer’s judgment that a product provided (or is providing) a 

pleasurable level of consumption-related fulfillment. Kotler (2000) 

defined satisfaction as a person’s feelings of pleasure or disappointment 

resulting from comparing a product’s perceived performance (or outcome) 

in relation to his or her expectations.  

 

Recent growth in technology and innovation has fast-tracked the desire of 

customers of banks for exceptional services to meet the current trend of 

technological advancement. Contemporary studies on e-banking 

acknowledges that factors that drive customer satisfaction are 

security/trust, design, availability, convenience and reliability with 

availability, convenience and reliability being the most influential factors 

of e-banking on customer satisfaction. Apparently this study concentrates 

on e-banking availability, convenience and reliability and the antecedent 

effect on customer satisfaction.  

 

Customer satisfaction is a marketing term that measures how products or 

services supplied by a company meet or surpass a customer’s satisfaction. 

It is also referred to as the feeling that a person experiences when an 

offering meets the customer’s expectations.  

 

Convenience is a dimension of e-banking that enables customers to access 

e-banking services at anytime and anywhere. E-banking offers customers 

24/7 banking services. E-banking customers are able to check their 

account balances, pay bills, apply for loan, trade securities and conduct 

other financial transactions. Customers become satisfied when they are 

able to perform their banking transactions at any location and any time 
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convenient for them. Previous studies have also empirically acknowledged 

a positive relationship between e-banking convenience and customer 

satisfaction and also explained convenience as critical dimension of e-

banking. It is therefore hypothesized in this study that convenience as a 

dimension of e-banking service has a positive impact on customer 

satisfaction.  

 

Reliability explains the promptness of delivering e-banking service in an 

accurate way and in line with advertised attributes. Many studies argue 

that the success of electronic banking depends on e-banking service and 

reliability. Reliability is established in some studies as a key factor that 

most customers consider before and even during usage of e banking 

service. Prior researches have revealed that reliable/prompt responses, 

attentiveness, and error-free e-banking platforms have a considerable 

impact on customer satisfaction. As a result, this study proposes that e-

banking reliability has a positive impact on customer satisfaction.  

 

E-banking availability is recognized as the ability of users to access 

banking information and services from the web. Customers can access e-

banking services only when the service is available. Recent studies 

conducted to assess customers’ perception, satisfaction and reaction to e-

banking products and services concluded that availability is a key driver 

of customer satisfaction in e-banking service delivery.  

 

Banking just like other business are tuning to information technology to 

improve business efficiency, quality and attract new customers. The 

benefits of electronic banking cannot be over emphasized. This is to say 

that it provides a lot of benefits both to the customer and the bank itself. 

To begin with a foremost benefit e-banking service is competitive 

branding and as well as better appreciation to the market demands. As 

such banks that provide services are known to be leaders in technology 

implementation and advancement. Thus, the better image brand they 

enjoy.  

 

The other advantages may be measured in terms of money. The primary 

objective of every institution is to increase profits with which banks 
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cannot be excluded. Many contend that E-banking can do away the 

hitherto laborious and less viable methods for banking. As indicated by 

perspectives communicated by Mols (1998) it was opined that the Internet 

is a revolution that will do away the old request holds much influence. The 

internet revolution in electronic-banking transaction is much less 

expensive than branch or even telephone transactions. Electronic-banking 

has made common open doors for banks and businesses around the world, 

and that is clear in the way they sort out financial transaction. Although 

opportunities to banks, there are various difficulties such as the innovation 

of IT applications, the obscuring business sector limits, rupturing modern 

boundaries, the passage of emerging competitors, and the development of 

new plans of action.  

 

Studies by Rikya (2007) on the presentation of internet banking and 

prospects for Bangladesh presumes that the coming of advances have truly 

gotten data upheaval the general public and that Internet Technology is 

rightly viewed as the third flood of upset after the farming and mechanical 

unrests. The approach and adoption of the internet by businesses has 

uprooted the constraint of time, distance and communication making the 

globe really a little village. Han (2008) likewise discovered the good 

effect of informational technology on SME finance. SMEs that adapt e- 

banking are more productive that those that utilize conventional channel.  

 

According to Rotchanakitumnuai and Speece (2003) E- banking provides 

various benefits to both banks and customers. With electronic banking 

customers can check accounts, transfer money and can have access to 

numerous banking products and services. There is no need for Customers 

to visit banks to make transactions (Cheng et al., 2006).  

 

Electronic banking assumes a vital part in the economy helping buyers 

and sellers to make financial worth via the exchange of goods and services 

by avoiding physical contacts. Through electronic banking, banks have the 

capacity to draw in versatile clients which give to a great degree huge 

profit by giving portable money related services. Wind (2001), 

demonstrated that numerous banks are roused to actualize E-banking by 

components identifying with augmenting their profit through expansion 
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market scope. The increase use in credit card is attributable to electronic 

banking. Customers are able to shop worldwide without the need of 

carrying paper money.  

 

A research by Daft (1982) demonstrated that the rise of E-banking may be 

a smart thought however with respect to customers they may confront 

some risk connected with the specific type of innovation. Daft identified 

what he described Strategic Risk. Management of financial institutions 

should know and understand risks associated with e- banking and provide 

remedies for it. Poor E-banking planning and investment decisions can 

increase a financial institution’s strategic risk.  

 

The costs of establishing e-banking services are high. Establishing a 

trusted brand is very costly as it requires the purchase of expensive 

technology. Some of the problems that customers face in using electronic 

banking services include risk arising from fraud, network and system 

errors and other unanticipated events resulting in the organization's 

inability to convey banking products and services. This risk could be 

inherent in different products and services (Earl, 2000). Earl further 

commented that banking activities can expand their activities of 

establishment's and the amount of its transaction or operational risk, 

particularly if the organization is putting forth imaginative administrations 

that have not been institutionalized. Financial institutions should therefore 

provide reliable services to help customers gain easy access at all times.  

 

Another security issue associated with E-banking as introduced by the 

Economist journal (1999) recounts that E-banking insecurities is classified 

into three categories, firstly those associated with fraud and theft secondly 

those by hackers and lastly flaws in systems design or set up leading to 

security breaches (genuine users seeing / being able to transact on other 

users‟ accounts). All of these insecurities have financial and legal 

reputations.  

 

Other challenges associated with electronic banking spans from the type 

of technology selected, lack of knowledge and lastly implementation. Earl 

(2000) furthermore identified that while managers understand their 
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business and operational process, their employees mostly lack the skills 

and experience to adapt to software technologies and educate their 

customers.  

 

In other to embrace global technology, there ought to be a satisfactory 

level of infrastructure and human capacity building before developing 

nations can receive the global technology for their nearby necessity. The 

society for worldwide interbank financial telecommunications (SWIFT) to 

the internet shows that in many developing countries full migration has 

not occurred as a result of inadequate infrastructure, required technical 

expertise and working capital.  

 

Many corporate and consumers in some developing countries do not have 

access to the necessary infrastructure to enable them process electronic 

payments.  

 

There are a few ramifications of international electronic banking. It is for 

all intents and purposes realized that low transactional cost possibly makes 

it much less demanding to conduct international banking electronically. 

For some banks, cross-border operations offer a chance to harvest 

economies of scale. But it requires a higher level of supervision.  

 

In response, many financial institutions have already modified their 

regulations to achieve their main objectives, ensuring the safety and 

soundness of the domestic banking system, promoting market discipline, 

and protecting customer rights and the public trust in the banking system.  

 

Other challenges include;  

 

Power Failure and Communication Link  

Constant electric failure leads to deficiencies in infrastructures such as 

ATMs computers etc.which slows down the rate of electronic transactions 

and also failure links from Nitel lines which are often as a result of spikes 

and surges caused consistent electronic power supply (Akinuli,1999).  
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Lack of computer bank up  

As a result of lack of computer backup when the bank system is corrupt 

there will be a loss of information about a customer, and this may lead to 

misappropriation of customers account, therefore the bank should have a 

manual backup (ledger) containing all data about the customers (Akinuli, 

1999).  

Lack of adequate investment capital  

Funds that can be used to buy new information technologies and for 

modernizing existing systems is generally in short supply. While there are 

a number of modern banking applications in use, there is also integrated 

banking system, which continued to experience innovations in terms of 

product development specifically, and there has been tremendous 

improvement in the speed in which funds are transferred within and 

outside the domestic economy (international money transfer) (James, 

2009).  

 

Reduces employment in the country  

Electronic banking in the country today has reduced the rate of 

employments in the country whereby most works that should be done by 

human are done by machines thereby lead to minimum rate of 

employment and high rate of unemployment in the country (Oleka, 2009).  

 

High charges on machines  

The rate of commission or charges imposed by banks is too high thereby 

discouraging customers from using the electronic machine for exchange of 

transactions example of such charges are charged on withdraw ATMs and 

online transfer from one bank branch to another (James, 2009).  

 

Low public acceptance  

Customers and public do not have trust in the machine in the sense that 

fraudulent personals use the system in carryout fraudulent activities, even 

today banks use the machine in looting customers’ money from their 

accounts. Some customer complains that sometimes when they go for 

withdraw with their ATM the machine will seize the card while their 

account will still be debited with un withdraw sum in course of ratification 
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of this problem, the customer might be discouraged because it will take a 

longer time or end up unsolved (James, 2009).  

 

Insecurities in banks  

Most electronic machines today are not secure thereby making it easier for 

fraudulent personnel to carry out their fraudulent activities without been 

caught. Due to insecurity, banks cannot prevent stop or dictate any 

fraudulent activity. Computer hackers also use the system in stealing data 

or information by breaking of codes (Hodagho, 1996).  

 

Encourages excessive withdrawal  

Un-operational days like Saturdays when banks are not in operation 

customers can go and withdraw with their ATM cards, especially when 

there is a function like weeding ceremonies, customers with little or no 

money can rush to a nearby ATM machine to withdraw money for 

excessive spending, customers complained about this in an interview 

conducted by banks (James, 2009).  

 

2.2  Empirical Review of Related Literature 

The study conducted by Ahmed, and Hassan (2011) on e-banking 

functionality and outcomes of the customer’s satisfaction: an empirical 

investigation in Deposit money banks in Jordan found out the role of the 

e-banking in enhancing customer satisfaction and loyalty. Factors 

pertaining to the accessibility, convenience, security, privacy speed, fees 

and charges were the study focus and has been found to enhance 

customers’ satisfaction. The empirical conclusion made by the study were 

multifaceted and as a result, it is vitally that banks managers pay attention 

to the influence of customers’ satisfaction. The researchers are therefore 

encouraged to place more focus on the impact influences stemming from 

the e-banking functionality and its impact on customer satisfaction with 

Jordanian Deposit money banks.  

 

Taking into consideration the huge investments banks make in internet 

infrastructure, customer satisfaction and retention are turning into the 

crucial factors for success in e- banking meaning that the generation of 

positive customer values on the internet requires the evaluation mentioned 
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above, the following conclusion can be made. First of all, most customers 

have shown dissatisfaction or indifference with the following aspects of 

the e-banking services: prompt responses of the bank to the customer 

request; design of the bank websites quickly solution of the customer’s 

problems the easiness to reach the bank by telephone and the easiness to 

find what the customer’s needs on the websites. Secondly banks seem to 

perform very well on the service performance and efficiency dimension of 

the offered online services as those dimensions rank highest on 

satisfaction on customers. On the ways to achieve high customer 

satisfaction and gaining the loyalty of customers is for banks to offer the 

high quality service. Based on the performed of consistently ranking 

highest on dissatisfaction are communication and websites characteristics 

which should be considered from bank managers for immediate 

amendment.  

 

Kerem (2003) adoption of electronic banking: underlying customer 

behaviour and critical success factors: a case of Estonia qualitative 

approach found that factors which fasten the success of electronic banking 

at Estonia were such as enabling environment, ICT usage promotion 

initiatives markets characteristics and management aspects as well as the 

availability of broad range of electronic services. The study concluded that 

the reason behind the success of electronic banking in general and more 

specifically on internet banking are complex. It is clear that banks 

activities alone may not be sufficient in achieving growth if general 

infrastructure, economic environment and government initiatives are not 

supportive.  

 

Hosein (2010) study on internet banking: understanding consumer 

adoption rates among community banks: quantitative approach the study 

found four (4) independent variables such as quality of incentives, 

knowledge of the computers, internet usage and internet experience 

significantly predicts expectation of the customers’ adoption e-banking as 

well as perceived easy use (how the system will be free of effort on the IB 

system is an important in adopting internet banking. Study concluded that 

in the service environment, consumers are involved in the assembly and 

consumption of services due to the inseparability dimension of services. In 
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internet banking environment the inference of inseparability is 

complicated due to the lack of social presence, i.e., the sellers of the 

service are not available physically at the point of usage. Thus the 

consumers have to complete the process without interaction from service 

providers. Consumers may therefore, find it difficult to use online IB 

services, leading to a decrease in their intention to adopt IB. in response, 

companies need to standardize their IB services to make the service as 

simple as possible for consumer to use. Wisdom (2012) stated the impact 

of electronic banking on service delivery to customers of Ghana Deposit 

money bank limited: a descriptive analysis the study discovered that after 

the establishments of electronic banking at Ghana Deposit money banking 

the negative perception of customers about bank has significantly changed 

many Ghana see the Ghana as the most business entity which respects and 

value of time over 76% of the respondents agreed strongly to this assertion 

while the rest do not. Also the finding significantly indicates that 

electronic banking products have impacted positively on the service 

delivered of Ghana Deposit money bank and customer perception has 

greatly changed as a result of these products.  

 

Ishengoma (2011) Analysis of mobile banking for financial inclusions in 

Tanzania: a quantitative approach study found out that most respondents 

registered with the service could find the technology saving them from 

bank charges (affordable charges with M-banking), time serving the 

perceived ease use of M-banking was not the same to every respondents, 

who could read and write seems to find the technology simple and 

understandable ease to use compared to those who did not go school 

(illiterate population). The study concludes that there is a close 

relationship between the problems of not having access to an m-money 

agent where network agents are on the ground of the representative.  

 

Wisdom (2012) the impact of electronic banking on service delivery to 

customers of Ghana Deposit money bank limited: a descriptive analysis 

the study discovered that after the establishments of electronic banking at 

Ghana Deposit money banking the negative perception of customers about 

bank has significantly changed many Ghana see the Ghana as the most 

business entity which respects and value of time over 76% of the 
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respondents agreed strongly to this assertion while the rest do not. Also 

the finding significantly indicates that electronic banking products have 

impacted positively on the service delivered of Ghana Deposit money 

bank and customer perception has changed as a result of greatly these 

products.  

 

METHODOLOGY 

 

Population of Study  

The population adopted in this study are the customers of Zenith Bank 

Plc; Ecobank Plc; First Bank Plc; GTBank Plc; and Access Bank Plc 

Sample Size and Sampling Techniques   

For the purpose of this research, random sampling techniques were used. 

Two hundred (200) customers in each of the selected banks (Zenith Bank 

Plc; Ecobank Plc; First Bank Plc; GTBank Plc;  and Access Bank Plc) 

were randomly selected to give a sample size of 1000 customers overall. 

However, only nine hundred (900) were retrieved. 

 

Sources and Collection of Data  

Data for this research was solely from the Primary sources. These include 

information from the questionnaires that were administered to the 

respondents by the researcher.  

 

Instruments for Data Collection  

To obtain a relevant data and information for this study, the respondents 

were reached through questionnaires administered personally to them. 

Questionnaires were the major research instrument for data collection.  

A questionnaire is a set of systematically structured questions (closed 

ended) used by a researcher to get needed information from respondent. 

As an important research instrument and a tool for data collection, a 

questionnaire has its main function as measurement. It is also the main 

data collection method in surveys and yield to quantitative data.  
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Method of Data Analysis  

Data analysis is the information that data collected go through to form the 

basis by the researcher about the relationship that exists from the data 

made available. The method used to analyze the data in the study was 

descriptive and inferential analysis. Frequency tables were used in 

analyzing the data with simple percentage method. Also, simple 

frequencies and percentages were used to analyze the objectives of the 

study. Hypothesis one was tested using Pearson Product Moment 

Correlation (PPMC), while hypothesis two was tested using t-test for 

independent samples. 

Results and Discussion of Findings 

 

Objective one: To ascertain the various challenges facing effective 

implementation of electronic banking in Nigeria 

 

Table 1: Challenges facing effective implementation of electronic 

banking 

 

S/N Item Response Frequency Percent(%) 

1 Poor level of security is a 

recurrent issue in e-

banking in Nigeria 

Strongly 

Agree 

Agree 

Disagree 

570 

245 

85 

63.3 

27.2 

9.5 

2 Electronic banking has 

increased banking cost 

charged by banks in 

Nigeria 

Strongly 

Agree 

Agree 

Disagree 

578 

231 

91 

64.2 

25.7 

10.1 
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3 Poor internet 

connectivity among 

banks on online platform 

is a major issue in e-

banking 

Strongly 

Agree 

Agree 

Disagree 

Strongly 

disagree 

453 

271 

101 

75 

50.3 

30.1 

11.2 

8.4 

4 Not only authorized 

person can access the 

account online 

Strongly 

Agree 

Agree 

Disagree 

402 

399 

99 

44.7 

44.3 

11 

5 Ignorance on the part of 

the customers is a 

challenge associated with 

e-banking 

Strongly 

Agree 

Agree 

Disagree 

511 

333 

56 

56.8 

37 

6.2 

Total   900 100 

 

Source: Researchers’ computation (2019) 

Table 1 presents results as regards the challenges facing effective 

implementation of electronic banking in Nigeria. It is shown that an 

overwhelming proportion of the respondents 570 (63.3%) strongly agreed 

that poor level of security is a recurrent issue in e-banking in Nigeria, 245 

(27.2%) simply agreed, while the other 85 (9.5%) disagreed. Also, 

majority of the respondents 89.9% agreed that electronic banking has 

increased banking cost charged by banks in Nigeria, while the other 

10.1% disagreed. Further, most of the respondents 80.4% agreed that poor 

internet connectivity among banks on online platform is a major issue in 

e-banking, 11.2% simply disagreed, while the other 75 (8.4%) strongly 

disagreed with the notion. In addition, most of the respondents 89% 

agreed that not only authorized person can access the account online, 

while the other 99 (11%) disagreed. Finally, almost all of the respondents 



JOURNAL OF ASSOCIATION OF PROFESSIONAL BANKERS IN EDUCATION                                                  

(Volume. 5, No. 1, November/December, 2019) 

230 
 

511 (56.8%) strongly agreed that ignorance on the part of the customers is 

a challenge associated with e-banking, 333 (37%) simply agreed, while 

the other 56 (6.2%) simply disagreed with the statement. 

 

Objective two: To determine the impact of electronic banking on 

customer’s service delivery 

 

S/N Item Response Frequency Percent(%) 

1 Banks' website is well 

secured for transfer of 

funds 

Strongly 

Agree 

Agree 

Disagree 

Strongly 

disagreed 

115 

126 

245 

414 

12.8 

14 

27.2 

46 

2 I use e-banking to meet 

my cash requirement 

after the banks are 

closed 

Strongly 

Agree 

Agree 

Disagree 

Strongly 

disagreed 

169 

333 

294 

104 

18.8 

36.9 

32.7 

11.6 

3 Online banking (e-

banking) allows easier 

maintenance of 

transaction activities 

Strongly 

Agree 

Agree 

Disagree 

176 

501 

223 

19.6 

55.7 

24.7 

4 Operations through e-

banking are really fast 

as compared to in-

branch banking 

Strongly 

Agree 

Agree 

Disagree 

Strongly 

disagreed 

332 

302 

167 

99 

36.9 

33.6 

18.6 

10.9 

5 I am satisfied with the 

wide variety of services 

being offered under the 

umbrella of e-banking 

by the bank 

Strongly 

Agree 

Agree 

Disagree 

Strongly 

276 

503 

101 

20 

30.7 

55.9 

11.2 

2.2 
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disagreed  

6 I am satisfied with the 

implementation of 

electronic banking 

Strongly 

Agree 

Agree 

Disagree 

Strongly 

disagreed 

145 

573 

99 

83 

16.1 

63.7 

11 

9.2 

Total   900 100 

 

Source: Researcher’s computation (2019) 

From Table 3, more of the respondents 67.2% disagreed that bank’s 

website is well secured for transfer of funds, while the other 26.8% agreed 

with the notion. Also, more of the respondents 57.7% agreed that they use 

e-banking to meet their cash requirement after the banks are closed, while 

the other 42.3% disagreed. Further, most of the respondents 75.3% agreed 

that online banking (e-banking) allows easier maintenance of transaction 

activities, while the other 24.7% disagreed with the notion. Further, more 

of the respondents 70.5% agreed that operations through e-banking are 

really fast as compared to in-branch banking, while the other 29.5% 

disagreed. In addition, more of the respondents 86.6% agreed that they are 

satisfied with the wide variety of services being offered under the 

umbrella of e-banking by the bank, while the other 13.4% disagreed. 

Finally, more of the respondents 573 (63.7%) simply agreed that they are 

satisfied with the implementation of electronic banking, while the other 

20.2% disagreed. 

 

Variables Mean SD R Df P  

Satisfaction 11.63 2.49    

   -.34** 898 <.01 

Challenges   7.30 2.01    
 

** Significant at 0.01 
 

Source: Researcher’s computation (2019) 
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Table 3 presents results on the relationship between challenges facing 

effective implementation of e-banking and satisfaction. It is shown that 

there exists significant negative relationship between challenges facing 

effective implementation of e-banking and satisfaction (r = -.34; P<.01); 

this implies that the higher the challenges, the lower the satisfaction. This 

negates the stated hypothesis. 

Hypothesis 2  

Ho: challenges facing effective implementation will have no significant 

influence on customer satisfaction. This was tested using t-test for 

independent samples and the result is presented on Table 4. 

Table 5: T-test for Independent Samples Summary Table 

Showing the Influence of challenges facing effective implementation 

of e-banking on satisfaction 

 

Dependent Challenges  N Mean SD T Df P  

 High 387 12.24 2.53    

Satisfaction     2.11 898 <.05 

 Low 513 13.31 2.43    
 

Source: Researcher’s computation (2019) 

Table 5: Presents results on the influence of challenges facing effective 

implementation of e-banking on satisfaction. It is shown on the Table that 

challenges facing effective implementation of e-banking had significant 

influence on customer satisfaction [t (898) = 2.11; P<.05]. Further, it is 

presented that when challenges are high, satisfaction is low (Mean = 

12.24; SD = 2.53) than those with low challenges (Mean = 13.31; SD = 

2.43). This negates the stated hypothesis. 
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Discussions of the Findings 

The study found that many customers of the selected banks highlighted 

challenges that they face as regards the implementation of e-banking in 

Nigeria. For instance, majority of the participants indicated that poor level 

of security, increment in banking costs as regards introduction of e-

banking, poor internet connectivity and ignorance in usage of account 

online ranked as the most notable challenges facing the implementation of 

e-banking. In relation, a research by Daft (1982) demonstrated that the rise 

of E-banking may be a smart thought however with respect to customers 

they may confront some risk connected with the specific type of 

innovation. Daft identified what he described Strategic Risk. Management 

of financial institutions should know and understand risks associated with 

e-banking and provide remedies for it. Poor E-banking planning and 

investment decisions can increase a financial institution’s strategic risk.  

 

Also, the study found that there exists varying level of satisfaction with 

the services provided in the bank. For instance, most of the respondents 

indicated that they are satisfied with certain services delivered in the bank 

such as wide variety of services being offered, easier maintenance of 

transaction activities and the speed of performing transactions. As 

indicated by perspectives communicated by Mols (1998) it was opined 

that the Internet is a revolution that will do away the old request holds 

much influence. The internet revolution in electronic-banking transaction 

is much less expensive than branch or even telephone transactions. 

Electronic-banking has made common open doors for banks and 

businesses around the world, and that is clear in the way they sort out 

financial transaction. Although opportunities to banks, there are various 

difficulties such as the innovation of IT applications, the obscuring 

business sector limits, rupturing modern boundaries, the passage of 

emerging competitors, and the development of new plans of action.  

The study also found that there exists significant negative relationship 

between challenges facing effective implementation of e-banking and 

satisfaction. In relation, Studies by Rikya (2007) on the presentation of 

internet banking and prospects for Bangladesh presumes that the coming 

of advances have truly gotten data upheaval the general public and that 

Internet Technology is rightly viewed as the third flood of upset after the 
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farming and mechanical unrests. The approach and adoption of the 

internet by businesses has uprooted the constraint of time, distance and 

communication making the globe really a little village. Han (2008) 

likewise discovered the good effect of informational technology on SME 

finance. SMEs that adapt e-banking are more productive that those that 

utilize conventional channel. 

 

Summary of Findings 

The study investigated the impact of electronic banking on customer 

satisfaction using Sterling Bank Plc, First Bank Plc, Diamond Bank Plc, 

Access Bank Plc and Union Bank Plc. The field survey design was 

adopted and data was gathered from selected nine hundred (900) bank 

customers. More of the respondents were males and most of whose age 

ranged between 20 and 29 years old. 

 

As regards the challenges facing effective implementation of electronic 

banking in Nigeria, an overwhelming proportion of the respondents 

strongly agreed that poor level of security is a recurrent issue in e-banking 

in Nigeria; majority of the respondents agreed that electronic banking has 

increased banking cost charged by banks in Nigeria; most of the 

respondents agreed that poor internet connectivity among banks on online 

platform is a major issue in e-banking; most of the respondents agreed that 

not only authorized person can access the account online; finally, almost 

all of the respondents strongly agreed that ignorance on the part of the 

customers is a challenge associated with e-banking. As regards objective 

two, more of the respondents disagreed that bank’s website is well secured 

for transfer of funds; more of the respondents simply agreed that they use 

e-banking to meet their cash requirement after the banks are closed; most 

of the respondents agreed that online banking (e-banking) allows easier 

maintenance of transaction activities; more of the respondents agreed that 

operations through e-banking are really fast as compared to in-branch 

banking; more of the respondents agreed that they are satisfied with the 

wide variety of services being offered under the umbrella of e-banking by 

the bank; finally, most of the respondents simply agreed that they are 

satisfied with the implementation of electronic banking. Electronic 

Product banking Technology is a necessity in the 21
st
 Century, such as: 
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Automated Teller Machines (ATM), Point of Sales Terminals (POS), 

electronic Fund Transfer Systems(EFT), Call Centres, Telephone 

Banking, Internet Banking, Digital Television Banking, GSM Mobile 

Banking and Virtual Banking are the new tools used in giving banking 

services to the corporate and individual customers.  

 

Conclusions  

Various conclusions were drawn from the research findings; 

i) This study concludes that there exists significant negative 

relationship between challenges facing effective implementation of 

e-banking and satisfaction; this implies that the higher the 

challenges, the lower the satisfaction. 

ii) Also, this study concludes that challenges facing effective 

implementation of e-banking had significant influence on customer 

satisfaction. Further, it is presented that when challenges are high, 

satisfaction is low than those with low challenges. 

iii) Further, the study concludes that despite the fact that the customer 

enjoys certain services that is been delivered by the banks in terms 

of e-banking, majority of them still shows concerns when it comes 

to security and strength of the network. 

iv) E-banking service highly reduced the visits of bank hall, waiting 

time for service. 

v) E-banking has improved customer satisfaction than ordinary 

banking, enabled customers to control their account better than the 

ordinary banking, there is high opportunity in expanding the 

service and the banks have not taken any empirical study or 

customer survey to measure customer satisfaction in the 

technology. 

vi) To put it in a net shell e-banking has impact in improving 

customer satisfaction, impact in reducing waiting time for 

customers to get bank service and impact in improving customers 

to control their account movements. 

 

Policy Recommendations 

This study made relevant findings from which the following 

recommendations were made; 
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(a. The concept of Electronic Banking Technology centered on the 

availability of constant electricity supply. It is recommended that 

Nigerian government should make concerted efforts to improve the 

deplorable state of electricity supply to ameliorate the problem 

relating to electronic banking services in Nigeria. 

(b. Further to the first recommendation, issues relating to technology 

disruptions should be seriously attended to by service providers to 

ameliorate the sufferings of the customers. 

(c. The Federal government of Nigeria should evolve appropriate 

regulations to govern the banking services along this area to 

reinforce the customers’ confidence on electronic banking and 

allied services in Nigerian banks. This may include imposing stiff 

penalties on erring banks. 

(d. This study found that there exists significant negative relationship 

between challenges facing effective implementation of e-banking 

and satisfaction. It is therefore recommended that the IT sector of 

banks endeavour to invest more into research on how to better 

make e-banking easy to use and accessible to their customers. This 

will go a long way in even boosting the interest in the usage of 

internet banking. 

(e. The study also found that challenges facing effective 

implementation of e-banking had significant influence on 

satisfaction. Therefore, banks can come up with ideas by which e-

banking can be utilized in a user friendly manner with less 

cumbersome. 

(f. The banks should exceed the promise of providing 24/7 rather than 

under delivering 24/7 availability that is the banks should ensure 

that at no time should service cease as a result of network problem, 

power failure and other technical problems. Should increase the 

effort to keep customers’ satisfaction above the current level and 

should conduct survey to measure customers’ satisfaction more 

empirically. 

(g. Finally, this study recommends that more studies should be carried 

out on the relationship that exists between e-banking and service 

satisfaction among bank customers. 
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