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ABSTRACT

The main  objective of this study is focused on an appraisal and challenges of internet banking system in Nigeria banking environment using Access Bank PLC, Federal Capital Territory, Abuja as case study.. The study will further investigate whether challenges associated to internet banking discourages customers usage in Nigeria banking environment. This research is reported in five distinct yet interrelated chapters. In the chapter one we describes the study objectives clearly by stating the motive behind this study. Research hypotheses were developed for testing while the scope of this research was defined as well. The research adopted the survey descriptive design and with the aid of convenience sampling method, the researcher  conveniently selected eighty (80) participant who are staff in Access Bank PLC, Federal Capital Territory, Abuja. Self- structure questionnaire was issued to the respondent of which  seventy-seven (77) responses were retrieved and validated for the study. The study made use of of descriptive analysis and inferential statistics where data from field survey was analyzed using simple percentage, mean and standard deviation presented in frequencies and tables. Hypothesis test was conducted using Chi-Square Statistical Package for the Social Sciences (SPSS v.23).Findings of the study reveals that the benefit of internet banking includes; fast settlement of transactions, reduction in the rate of visits to banks, enhancement of Cashless Society, easier way of clearing imported goods and reduction of theft. Finding of the study further further establish that the  challenges of internet banking system in Nigeria banking environment includes increasing the technical complexity of banks’ operation, transactions prone to error, security threat, regulatory challenges, fraud risk & money laundering associated with e-transaction. The study concludes that challenges associated to internet banking discourages customers usage in Nigeria banking environment. The study recommends therefore that Issuers of electronic transactions will need to take great care to ensure that the danger of counterfeiting is minimized and they must be very vigilant in monitoring their systems and operations so that fraud can be detected quickly when it occurs. They should constantly upgrade hardware and software whenever a new feature of enhancing security becomes available.
CHAPTER ONE

INTRODUCTION

Background of the Study

The application of information and communication technology concepts, techniques, policies and implementation strategies to banking services has become a subject of fundamental importance and concerns to all banks and indeed a prerequisite for local and global competitive banking. The advancement i-tech important role in improving service delivery standards in the banking industry. According to Olusegun, Ishola, & Hammed (2016), the increasingly competitive environment in the financial service market has resulted in pressure to develop and utilize alternative delivery channels. The most recently delivery channel introduced is online banking. 

Conversely, online banking is otherwise refers to as electronic banking; and electronic banking, similarly is term as e-banking.  According to Ovia (2018), the evolution of e-banking dates to 1986 when the banking sector in Nigeria was deregulated. The aftereffect of this deregulation brought extensive change through computerization and enhanced bank service provision. In an effort to encourage e-banking, the government of Nigeria promoted electronic banking with which the CBN released a guideline on august 2003, having recognized that electronic banking and installments service are still at the beginning times of improvement in Nigeria. Oleka opine electronic banking is the way a bank carry out business transaction using electronic devices such as computer system, global system for mobile communication (GSM telephones, Automated Teller Machine (ATM), internet facilities etc. 

Online or electronic banking systems give everybody the opportunity for easy access to banking activities, thus promoting financial inclusion. These banking activities may include retrieving an account balance, electronic money transfers and retrieving an account history electronically.  Dawson (2018) explicitly points out the merit of E-banking to encompass speed operation, better communication, timely management, improvement of product quality and gaining competitive advantage. According to Olusegun et’al (2016), the transformation from the traditional banking to Ebanking has been a ‘leap’ change, there is however a high level of job insecurity among employees in the modern-day banking industry. In other words, the modern-day banking services place more emphasis on technological innovations to improve service delivery and high level of customers’ satisfaction; and this however no doubt increases the level of employees’ job security by rendering some skills obsolete and demanding high level of skill in promoting e-banking occasioned by information technology evolution or development. 

One of the major significance of e-banking products and services is improved efficiency and effectiveness of the operations so that transactions can be processed faster and most conveniently. Thus, it is expected to enhance customers’ services, effective distribution, improved operations, faster access to information and improved internal processes. This implies that customers’ benefit ranges from reduced frequency of going to the banking halls to handling of cash. However, despite this seemingly importance of e-banking, closer observation shows that there are still long queues seen in some banking halls even as customers still handle too much cash, problem of frequent network failure and inadequate awareness of available e-banking products and services, even as empirical evidence shows that level of understanding of a product and its commensurate benefits determines the reactions of customers to it and patronage (Balanchandler, 20117).
Statement of the Problem

In the bid to catch up with global developments and improve the quality of their service delivery, Nigerian banks have no doubt invested much on technology; and have widely adopted electronic and telecommunication networks for delivering a wide range of value added products and services. However, Agboola  (2017) with the changes in business operations as a result of the internet era, there is a great concern about information security. The promise of e-banking is offset by the security challenges associated with the disintermediation of data access in Nigeria.Sometimes, the problem is even exacerbated by way of wrong debiting of account in the process of a bank customer attempting to assess his or her bank account balance. Even a lot of bank customers over the years have been defrauded because of the introduction of e-banking in the banking industry.Some members of the public have even consciously or unconsciously rescinded to the use of e- banking despite its attendant benefits. 
Many of the reasons are attributed to challenges of internet banking. According to Claessens,  Dem, De Cock, Preneel,  & Vandewalle, (2022) assert that the high prevalence of Internet fraud and lack of an adequate regulatory framework to protect the banks from the volatility of risks associated with Internet banking, especially at the levels of communication and transaction. Therefore, there is no contradicting the fact that the world today experiences problematic and unresolved e-banking services. Auta (2020) opined that this has seriously affected and is still affecting the process of e-banking worldwide, particularly in developing countries such as Nigeria; an indication that there are myriad of issues and challenges surrounding the application of e- banking. This has continued to elicit the reactions of many scholars with varying and often conflicting views on the fundamental issues at stake; how they can be resolved; and the importance of such resolution in the ever-changing banking system. Against these problem, the researcher delves into the study on appraisal and challenges of internet banking system in Nigeria banking environment.
Objective of the Study

The broad objective of this study is focused on an appraisal and challenges of internet banking system in Nigeria banking environment.. Other specific objectives includes:

To examine the benefit of internet banking system in Nigeria.

To establish whether there are challenges associated to internet banking system in Nigeria

To determine the challenges of internet banking system in Nigeria

To establish whether the challenges associated to internet banking discourages customers usage in Nigeria banking environment..

Research Questions

What are  the benefit of internet banking system in Nigeria?

Are there challenges associated to internet banking system in Nigeria?

What are  the challenges of internet banking system in Nigeria?

Does  the challenges associated to internet banking discourages customers usage in Nigeria banking environment.?

Research Hypothesis

Ho: There are no challenges associated to internet banking system in Nigeria.

Hi: There are  challenges associated to internet banking system in Nigeria.

Significance of the Study
The outcome of this study will be of immense benefit to: The management of  Bank since it will help identify most of the challenges faced by the bank as well as the complaints tabled by the customers.Solutions will then be proffered on theses identified challenges. This will go a long way to help the bank achieve its stated objectives of ‘‘unequaled customer experience’’, and in the long run increase shareholder’s wealth. The study is beneficial to  bank executives and indeed the policy makers of the bank and other financial institutions to be aware of electronic banking system as a product of electronic commerce with a view to making strategic decisions. This study will also be of benefits to the community and the society by creating awareness on the difference e-banking channels used by the banks and how they work. The Federal Government of Nigeria on the need to provide basic infrastructures that will help develop, increase the growth and use of e-banking in Nigeria.
Scope of the Study

The scope of this study is focused on an appraisal and challenges of internet banking system in Nigeria banking environment. The study will further investigate whether challenges associated to internet banking discourages customers usage in Nigeria banking environment. The study is however delimited to Access Bank, Federal Capital Territory, Abuja.
1.8 Limitations of the Study

Like in every human endeavour, the researchers encountered slight constraints while carrying out the study. The significant constraint was the scanty literature on the subject owing that internet banking system in Nigeria banking environment.discourse is vast thus the researcher incurred more financial expenses and much time was required in sourcing for the relevant materials, literature, or information and in the process of data collection, which is why the researcher resorted to a limited choice of sample size covering only customers bankers in Access Bank, Federal Capital Territory, Abuja.. Thus findings of this study cannot be used for generalization for  other  states within Nigeria. Additionally, the researcher will simultaneously engage in this study with other academic work will impede maximum devotion to the research. Howbeit, despite the constraint  encountered during the  research, all factors were downplayed in other to give the best and make the research successful.
CHAPTER TWO

LITERATURE REVIEW

2.0 INTRODUCTION

Our focus in this chapter is to critically examine relevant literature that would assist in explaining the research problem and furthermore recognize the efforts of scholars who had previously contributed immensely to similar research. The chapter intends to deepen the understanding of the study and close the perceived gaps.

2.1 CONCEPTUAL FRAMEWORK

The Banking Industry



The banking industry in Nigeria comprises of the commercial banks, the merchant banks and the development bank. At the apex of the industry is the central bank of Nigeria (CBN). The commercial banks provides services like acceptance of deposits, granting of short and (very recently) medium term loans to customers, safe-keeping of valuables, offering of pieces of advice to investors ect. The merchant bank on the other hand provide medium and long-term loans etc. The development banks services the development activities by making available about medium and long-term finances for this purpose. The central bank functions regulate the activities of these banks.

Easily, we can point at a member of factors that may be contributing to the unhealthiness and instability in the banking sector. Such factors as unstable macro-economic and fiscal policies, unethical and unprofessional practices, as well as inadequate supervisory activities, rank high on the scale. Developments in the Nigerian political economy since the mid 80s have greatly led to changes in the structure and art of banking. The period witnessed the proliferation of banks and other financial institutions. From CBN annual report (1994), there were 66 (sixty-six) commercial banks and 54 fifty-four) Merchant banks in Nigeria. According to the CBN diary 2003, as at June 2002, we had the following licensed financial institution 89 (eighty-nine) commercial and Merchant banks, 6 (six) development finance institutions, 97 (ninety-seven), finance companies and 125 (one hundred and twenty five) Bureau de change companies in Nigeria.

Concept of E-Banking 

Electronic banking is the use of the internet as a remote delivery channel for providing services, such as opening a deposit account, transferring funds among different accounts and electronic bill presentment and payment. To Alabar  (2015)Electronic banking (e-banking) is the newest delivery channel of banking services. E-banking implies provision of banking products and services through electronic delivery channels. Electronic banking has been around for quite some time in the form of automatic teller machines (ATMs) and telephone transactions. In more recent times, it has been transformed by the internet – a new delivery channel that has facilitated banking transactions for both customers and banks. For customers, the internet offers faster access, is more convenient and available around the clock irrespective of the customer’s location, thereby bringing about greater customer satisfaction.  Edet (2018) opined that  Electronic banking is the conduct of banking business electronically which involves the use of information communication technology to drive banking business for immediate and future goals. Dawson (2018), describes e-banking as the provision of banking services to customers through internet technology. Electronic banking as defined by Basel Committee on banking supervision include the provision of retail and small value banking products and services through electronic channels as well as a large value electronic payment and other wholesale banking services delivered electronically. However, the definition of electronic banking varies among researchers partially because electronic banking refers to several types of services through which bank customers can request information and carry out banking services. Electronic banking implies the provision of banking products and services through electronic delivery channels. Electronic banking has been around for quite some time in the form of automated teller machines (ATMs) and telephone transactions. In more recent times, it has been transformed by the internet – a new delivery channel that has facilitated banking transactions for both customers and banks called internet banking or online banking. For customers, the internet offers faster access, more convenient customer experience and around the clock availability irrespective of the customer’s location, thereby bringing about greater customer satisfaction   as established by Henry (2020), 
Banking in Nigeria 

The world has become a global village with the array of development. On the information superhighway of course, Nigeria represent a part of this development. Assisted by the deregulation measure introduced in the 1980s, there was an astronomical increase in the number of banks both merchant and commercials (Imiefoh 2020),. The Structural Adjustment Programme (SAP) initiated in 1986 by the Babangida Administration brought to an end the kind of banking services rendered by the first generation of banks, which have been described as "Arm Chair Banking". The SAP changed not only the structure but also the content of banking business. By 1989, the number of banks had increased from 32 to 81 together with numerous nonbank financial institutions. Just as the number of banks grew tremendously from 40 in 1985 to 125 in 1991, the SAP made possible the licensing of more banks and which posed more threat to existing ones and the more aggressive the marketing techniques adopted by them. Prior the current banking reformation programme by the Federal Government, there were about 82 approved commercial and merchant banking institutions in Nigeria by the Central Bank of Nigeria (CBN) even after the era of distress syndrome that swept away the industry in the mid 1990s leading to the collapse of many banks and finance houses. The financial restructuring of 2005, which necessitate N25 billion as minimum capital base, now reduced the number of commercial banks to 25. 

According to Liao & Cheun (2017), the objective of the consolidation process is to strengthen the financial sector and to enable them to face foreign competition in the not too distant future. In the process of the intense competition, adoption of electronic banking was seen as a necessity to maintaining a good competitive position, whereas, ebanking stormed the British Banking scene in the late sixties. Nigeria started the long and tortuous journey in November 1990 when Societe Generale bank launched their first Automated Teller Machine. Today, the scenario is different, because banks have not only adopted computerization but have advanced from very simple and basic retail operations of deposit and cash withdrawal as well as cheque processing, to the delivery of sophisticated products such as foreign exchange and internet rate swaps which is effectively enhanced through the Internet.

E-banking and Nigerian monetary policy 

According to the report of Central Bank of Nigeria (2003) on the survey of developments in the e-payment and service products of banks and other financial institutions in Nigeria, e-payment system is defined as a system which consists of networks which link members, the switches for routing messages and rules and procedures for the use of its infrastructure.Mundu, (2015) opined that electronic currency substitutes are seen as part of a general process of technological advance and globalization that are rendering national authorities of all kinds impotent and obsolete. This is so due to the fact that computers make it at least possible to by-pass the payment system altogether, instead of using bilateral clearing and settlement (Oleka 2009). Cohen et al (2001), thereby distinguishes between monetary control and monetary autonomy, where monetary control is the ability of the central bank to control monetary aggregate demand and supply of money while monetary autonomy is the ability of the Central bank to influence output and prices. They therefore argued that the introduction of electronic currency substitutes will not reduce monetary control, but may reduce monetary autonomy. Shih, & Fang, (2018) also averred that the state can always use its power to regulate electronic money providers if they prove to be detrimental to monetary policy or financial stability. Based on this, there was a proposition that there should be monetary authority established in cyber space that will control electronic currency substitutes.

In an effort to encourage e-banking, the government of Nigeria promoted electronic banking with which the CBN released a guideline on august 2003, having recognized that electronic banking and installments service are still at the beginning times of improvement in Nigeria. Emerging from the three noteworthy tasks of the CBN in the zones of fiscal strategy, money related framework steadiness and payments framework oversight the CBN specialized board of trustees on e-banking produced a report which participate the possible effect of the development towards electronic banking and payments system on the accomplishment of CBN's center goals Thulani, Tofara, & Lanton. (2019) however, in light of the discoveries and suggestions of the CBN Technical panel on E-banking four categories of guideline have developed as follows. 

Information and communication Technology (ICT) principles to deliver issues identifying with innovation results conveyed, and guarantee that they address the issue of clients, economy and universal best practice in the region of communication equipment, software and security. 

Monetary policy, to address the issue relation to how increased usage of internet banking and electronic payments delivery channels would influence the accomplishment of CBN’s money related strategy goals.

Legal rules to address issues on banking directions and customer right insurance. 

Regulatory and supervisory, to address issues that, however distinctive to payment scheme all in all might be intensified by the set of electronic media. 

The guidelines are expected to inform the future conduct of financial institutions in electronic banking and electronic payments delivery. This milestone step gave legitimate acknowledgment of advanced marks and records, therefore decreasing the dangers related with the utilization of electronic banking in Nigeria (Morufu & Tabihat, 2012).  Observed that rivalry with new products ended up sharp inside the framework while client refinement represented a test for them, henceforth the reengineering of handling methods of business exercises support the computerization of money related services especially, among new age of commercial and merchant banks. Basically, the rise of a harvest of new age banks following the Liberalization of bank licensing spurred the presentation of high innovation in the Nigerian banking framework (Oluseuni, et al 2021). 

The reaction of Nigeria banks to the reception of information communication technologies has uncovered that the period among 1990 and 2005, was characterized by fundamental changes, in content and quality of banking business in Nigeria. According to Aghoola (2017)  technology was discovered to be the main driving force of competition in the Nigeria Banking Industry. By 1998, only one bank had ATM and by 2014, all of the banks working in the country had acquired the technology. Electronic Fund Transfer (EFT also increase from 3 to 14, smart cards from I to II Electronic Home and office banking from 3 to 9 and Telephone l3anking from 3 to 12 inside a similar period . This trend has change as at 2014 every one of the banks in the nation has increase their processes to electronic products of which it is difficult to know the total number of customers that have signed into this products as the number increases daily. As per the investigation led by Qureshi, Zafar,  & Khan, (2018), they discovered that the information communication Technology has significantly changed the conventional banking framework to E-banking framework. A portion of the significant effect of information technology in Nigeria banking framework as expressed include:

Concept of Internet banking

Internet banking  is an electronic payment system that enables customers of a bank or other financial institution to conduct a range of financial transactions through the financial institution's website. The online banking system will typically connect to or be part of the core banking system operated by a bank to provide customers access to banking services in addition to or in place of traditional branch banking. It is a term used for performing balance checks, account transactions, payments, credit applications and other banking transactions through a mobile device such as a mobile phone or Personal Digital Assistant (PDA). The earliest mobile banking services were offered over SMS, a service known as SMS banking. Mobile banking is used in many parts of the world with little or no infrastructure, especially remote and rural areas. This aspect of mobile commerce is also popular in countries where most of their population is un-banked. In most of these places, banks can only be found in big cities, and customers have to travel hundreds of miles to the nearest bank. The scope of offered services may include facilities to conduct bank and stock market transactions, to administer accounts and to access customized information.Internet banking allows customers of a financial institution to conduct financial transactions on a secure website operated by the institution, which can be a retail or virtual bank, credit union or society. It may include of any transactions related to online usage. Banks increasingly operate websites through which customers are able not only to inquire about account balances, interest and exchange rates but also to conduct a range of transactions. Unfortunately, data on Internet banking are scarce, and differences in definitions make cross-country comparisons difficult (Oleka  2019).
Benefits of  Internet Banking  as opined by Edet (2018)
Fast settlement of transactions-Electronic banking speeds up settlement of transactions either at nations or international level where the bank stands as the paying bank to the customers for settlement of transactions or debt and collection bank for payment on transactions made. Through internet banking you can check your transactions anytime of the day and the same number of times as you need to where as in a conventional technique you get quarterly articulations from the banks. In the event that the fund transfer must be requested outstation where the bank does not have a branch, the bank would request outstation charges. Whereas with the assistance of internet banking transaction can be done at anytime without additional charges.

Reduction in the rate of visits to banks- The introduction of E- banking has bridged the gap between customer and his bank, where the customer can easily go to any bank close to him and withdraw money from ATMs (Automated Teller Machines) through the help of the interbank- switch and also saves time and energy and reduces stress of the customer. It is also possible for customers to make or carry out transaction while at home with the use of telephone. 

Enhancement of Cashless Society-The introduction of the electronic machine has reduced the use of voluminous raw cash thereby moving the country into a cashless economy. James (2009) noted that the settlement of financial obligations are now done by the use of electronic gadgets such as computer, telex etc, instead of currency notes and coins. He went on to say that individual can pay their bills by using credit cards or even pressing some buttons that transfer money from one account to another. 

Reduction of Theft – The use of electronic payment system has reduced the rate of theft in the society. As reported on Tuesday, April 21 in the daily champion, the federal government, due to the epidemic corruption in official transaction and incessant robbery attacks on bullion van and bank vaults, has announced immediate automation of governmental fiscal policy operations through a system known as electronic payment. 

Easier way of clearing imported goods- Payment system through the e-payment in the custom operation helps in ensuring easy facilitation of clearance of goods by importers. Also, the money accruable to the government are always paid up electronically thereby making the gathering of revenue very easy and checking of any fraudulent moves possible

Challenges Of Internet- Banking In Nigeria 

Despite the benefits accruable to Internet-banking, it is very unfortunate that the implementation of the concept in Nigeria has not been very smooth and encouraging. The following problems still abound. Banking organizations have been delivering electronic services to consumers and businesses remotely for years. Electronic funds transfer, including small payments and corporate cash management systems, as well as publicly accessible automated machines for currency withdrawal and retail account management, are global fixtures. However, the increased world-wide acceptance of the Internet as a delivery channel for banking products and services provides new business opportunities for banks as well as service benefits for their customers (BCBS, 2001). 

Notwithstanding the significant benefits of E-banking and its capabilities, it carries risks and challenges which must be recognized and managed by banking institutions in a prudent manner. The speed of change relating to technological and customer service innovation in E-banking is unprecedented. Historically, new banking applications were implemented over relatively long periods of time and only after in-depth testing. Today, however, banks are experiencing competitive pressure to roll out new business applications in very compressed time frames, often only a few months from concept to production. This competition intensifies the management challenge to ensure that adequate strategic assessment, risk analysis and security reviews are conducted prior to implementing new e-banking applications (BCBS, 2001). 

Increasing the technical complexity of banks’ operation

E-banking increases banks’ dependence on information technology, thereby increasing the technical complexity of many operational and security issues and furthering a trend towards more partnerships, alliances and outsourcing arrangements with third parties, many of whom are unregulated. This development has been leading to the creation of new business models involving banks and non -blank entities, such as Internet service providers, telecommunication companies and other technology firms (BCBS, 2001). The Internet is ubiquitous and global by nature. It is an open network accessible from anywhere in the world by unknown parties, with routing of messages through unknown locations and via fast evolving wireless devices. Therefore, it significantly magnifies the importance of security controls, customer authentication techniques, data protection, audit trail procedures, and customer privacy standards (BCBS, 2001). Other E-banking related problems are Shah and Siddiqui (2006) as cited in Bedman (2001) identified employee skill and knowledge in the use of information technology as a challenge to the appropriation of E-banking. They posit that the shortage of readily skilled human resources can hamper the implantation of internet and electronic device projects. 

Also, 
Alawneh and Hattab (2009) discovered that the absence of trained and forward IT work force may influence value creation in the banking industry. It is therefore imperative to provide adequate training for the employees in the usage of information technology, considering employees are the life wire of these banks and potent in ensuring a sustainable competitive advantage of these banks. The electronic banking implantation and exploitation often require substantial investments. This can especially be troublesome for smaller banks which do not have the financial opportunity to invest as heavily as larger banks. Information technology is in many banks increasingly replacing personnel as the largest expenditure. The explanation to this is twofold. Old systems are increasingly outdated, as over 80% of information technology expenditure goes into maintenance of these system as per an ongoing survey. This means that new investment is required, and these are challenging projects. The second explanation is that traditional brick and mortal banks are increasingly investing in electronic banking platforms with the end goal to pick up or maintain a competitive advantage. Apparently, there is almost certainly that the application of information and communication technology required high degree of knowledge, expertise and skills by all categories of employees. 

However, Osabuohien (2008) observed that challenges in e-banking adoption may arise as a result of interruptions due to network failures which may make customers unable to do exchanges at that point in time. Also, Ojeka and Ikpefan (2011) noted that the key challenges to c-banking are the cost of the technology, the lack of knowledge, managing the change, budgeting and issues associated with linking bank and systems. Amrit (2007) thought about that a sufficient level of framework and human capacity building are required before banks receive the full-fledged e-banking.\

Transactions prone to error: Earlier articulated reasons why Internet Banking was having a moderate economic impact in the country include: that Nigerian bank customers are not on the average trained on for teller jobs and the workings of Internet banking, a situation which makes transaction processing via Internet banking prone to error; the absence of a clearly defined legal frame-work for internet banking, leaving banks with inadequate legal cover to provide the services; and poor telecommunication infrastructure all over the country. 

Security Threat: According to Oladejo aid Akaibi (2012) baking administrations gave through web are restricted because of security concerns, multifaceted nature and innovative problems. Nancy et al (2001) as in Oladejo and Akanbi (2012) indicates that customers complain about computer logon times which are usually longer than making a telephone call constitute a challenge to e-banking. 

Similarly, Lioa and Cheung (2002) found that individual expectations regarding accuracy, security, transaction speed, user friendliness, user involvement and suitability are the most essential qualities in the apparent value of web based e-banking. Most electronic machines today are not secured thereby making it porous for fraudulent personnel to carry out their fraudulent activities without been caught. In addition to this, the ravaging armed robbers in some cases dismantle the ATM and cart away the money in the machine. There are also cases of computer hackers stealing data or information by breaking codes. All these phenomena have made the use of e- banking discouraging. Low public acceptance- From above problems, many customers and people of the public do not have trust and confidence in the machine. There are even cases of lost money in customers’ accounts and yet the banks cannot refund such money after knowing that it was not withdrawn by the owners. This is an outright dishonesty! In addition, the fact that Internet usage in the country has been abused by cyber-criminals makes its window unattractive for domestic banking operations and legitimate international operations. The inherent fear associated with patronizing Internet banking services in Nigeria is again re-inforced by the growing evidences that the world over, dubious Nigerians use fake bank websites to scoop funds from unsuspecting victims. In some cases, these crimes are committed using existing bank sites.

Regulatory challenges- At the national level, the Nigeria government and the relevant regulatory agencies have strived to match the rapidly changing electronic banking environment with necessary regulations and frameworks (Soludo, 2005). Earlier efforts made to this effect include the enactment of the Failed Banks and Malpractices in Banks Decree No 18 of 1994, and the Money Laundering Act of 1995. However as noted above, poor enforcement procedure rendered these instruments very inactive in checkmating the menace of financial crimes. By the late 1990’s, following drastic growth in internet and computer usage in the country, almost all the regulations guiding the banking industry, including the Banks and Other Financial Institutions Act of 1991, were lacking adequate provisions to accommodate merging trend. Not even a mention of e-banking or any manner for its application was mentioned in any of those prevailing regulatory documents. This situation has created a lot of gap between the levels of Central Bank of Nigeria (CBN) regulatory tools and the advances in Information Technology
Privacy and Anonymity associated with e-transactions- With the increasing usage of the Internet, the fears of privacy abuse become a top concern of most of the Internet users. In fact anonymity features of electronic transaction systems play a vital role in protecting privacy in an electronic world, and as the safeguard for a privacy protecting Internet. 

Nonetheless, the anonymity of an Internet user is mainly compromised through the transaction method that is employed widely on the Internet – credit card, since most of the information is being collected on the Internet when users enter their credit card purchasing details. As consumers prefer to keep the details of their transaction private, conversely merchants and issuers in favor to ensure they capture and possess enough an appropriate and sufficient record of their transactions. Then privacy may become a thorny issue here. Customers expect that somebody will have boundless access to their own money related data. The absence of particular laws to administer web banking is another imperative worry for both the bankers and the clients. This identified with issues, for example, out of line and misleading exchange practice by the provider and unapproved access by spammers. 

Fraud risk associated with e-transaction: According to Larry (2008), the global networks, credit, debit and charge cards can never avoid the risk of crime entirely”. The individual crime victims, merchant service providers and retailers always encountered the conflict of interest. After sloping by around half between 1991 and 1995, plastic fraud losses have risen steadily and are estimate of plastic fraud doubling in the next two years and with recorded fraud statistics rising. The pattern of fraud is changing. Electronic transaction frauds are rapidly emerging in the organization. It becomes a major problem for business today. As organizations struggle to remain competitive in a global marketplace, the business is more complex, systems are left open to employee manipulation and without a finely tuned internal control system, and the opportunity for significant loss is always present. Electronic transaction fraud and computer crime are found in Nigeria (Yahoo boys, Hackers, etc). There are several internal forces which can make electronic transaction fraud more likely to prevail in the organization, such as poor internal controls, poor personnel policies and practices, and lack of honesty at the top levels of management. 

 Money Laundering associated with e-transactions: Money laundering is defined as the act of disguising the origin or ownership of illegally gained funds to make them appear legitimate. The huge sum of money is obtained through illegal activities and has been linked to nearly all kinds of crime for profit including organized and white collar crimes. This money must be laundered in order to avoid seizing by the law enforcements and handed to the government. There was a growing concern on money laundering in Nigeria as it is often associated with drug trafficking, bank savings abuses, real estate fraud, and tax evasion. The process of transferring funds through electronic messages between banks is known as wire transfers. It acts as the primer step in money laundering where the profits from organized crimes, for instance drugs, gambling, racketeering, and prostitution must be somehow slipped into the banking systems before it can be safely spent. It is the duty of the bank staff to report any detection of potential money laundering via direct

2.2
THEORETICAL FRAMEWORK

Expectancy-Disconfirmation Paradigm (Oliver 1977):

Disconfirmation theory postulates that customers com- pare a new service experience with a standard they have developed. According to expectancy-value theory customers often make some judgment about a product, its benefits, and the likely outcomes of using the product.
Oliver (1977), drawing on the adaptation level theory (Helson, 1964), developed the Expectancy Disconfirmation model for the study of consumer satisfaction, which received the widest acceptance among researchers, and proposed the Expectancy Disconfirmation Paradigm (EDP) as the most promising theoretical framework for the assessment of customer satisfaction. The model implies that consumers purchase goods and services with pre-purchase expectations about the anticipated performance. The expectation level then becomes a standard against which the product is judged. That is, once the product or service has been used, outcomes are compared against expectations. If the outcome matches the expectation confirmation occurs. Disconfirmation occurs where there is a difference between expectations and outcomes. These frameworks generally imply conscious comparison between a cognitive state prior to an event and a subsequent cognitive state, usually realized after the event is experienced.
Disconfirmation of expectations paradigm is conceptualized by Oliver (1980, 1997). It came from a subject of study for antecedents of satisfaction (Anderson and Sullivan, 1993). The standard approach to study the satisfaction involves comparison of prior expectations with observed performance. Thus in this theory, the customer’s perception of overall satisfaction results from a comparison between expectation and outcome performance. Therefore, expectation and outcome performance are two important variables which can influence the judgment of satisfaction measure. Because customers’ satisfaction is one of the curial factor to predict the customer purchase tendency. To investigate satisfaction toward the products is also a main topic in customer behavior research. Based on expectation disconfirmation theory, firm can increase satisfaction by increasing perceived product performance or decreasing expectation. In the process of satisfaction judgments, first buyers may experience from expectations of the specific product or service prior to purchase. Second, consumption reveals a perceive performance level of product which is influence by expectations if difference between actual performance and expectations is perceived as being small. Hence, perceived performance may increase or decrease directly with expectations as indicated by the arrow drawn from expectations to perceived performance. Third, perceived performance may either confirm ot disconfirm prepurchase expectation (Anderson and Sullivan, 1993). Fourth, satisfaction is positively affected by expectations and the perceived level of disconfirmation. When the outcome performance is object, it is difficult to increase the perceived performance. Thus, to decrease expectations is a viable alternative for the firm(Kopalle and Lehmann, 2001). To sum up expectation disconfirmation theory, expectations provide a baseline or anchor level of satisfaction. It also be considered as belief probabilities of what the consequence of an event will be (Oliver,1980). In this research, we develop our stochastic model by this view of point.

Innovation Diffusion Theory (IDT)

The innovation diffusion theory was postulated by Robinson T. in the year 2000. Robinson argues that people’s aim to employ technology as a modality to perform a traditional activity. The crucial factor that determines the espousal of an innovation at the general level is as followed complexity, compatibility, relative advantage, trainability, and observability. Good number of banks has taken advantage of information communication technology in their operation in order to improve the standard of its operation. This recent innovation is being achieved through massive development of websites and mobile applications that befits the bank customers’ needs. Customers are avail the opportunity to have access to bank operations in anywhere they go as long as there is the availability of the internet connectivity. This theory is concerned with the way in which a new technological idea, artifact or techniques or new use of an old one, migrates from creation to use. According to IDT, technological innovation is being communicated through a particular medium on time basis among the relative social system. Technological innovation passes through stages which includes: experience (expose to its existence and understanding its function); affiliation (the forming of favourable attitude to it); decision (engagement to its adoption); implementation (putting it to use); and confirmation (reinforcement base on positive outcome of it). So many modifications have been put forward to check internet banking threat and fraud. Most users include learned class, people with high society status; more open to both mass media and inter-personal medium for communication and have more contacts with change agents. Mass media medium are relatively more vital at the experience stage, whereas inter-personal medium is relatively more vital at the persuasion stage. Innovation decisions might be optional (where individual or institutions has a real opportunity to accept or reject an idea) or authority based (where decision is being imposed by another individual or institutions which possess the necessary power, status or technical expertise). Barnes and Coritt (2013) recommend to managers the need for understanding a certain capacity of any technology and what it tends to offer and ensure its use is considered with their operations as well as understands relatively costs and constraints of operating that technology. Internet banking highly relied on the information communication technology since most of its operation is being done on the internet. Customers can interface with their account freely without being present in the banking hall.

2.3
EMPIRICAL FRAMEWORK

Babatunde and Sunday (2017) o assess issues and challenges of e-banking in Nigeria. The specific objectives were to ascertain the effect of e-banking on workers, job security in Nigeria banking industry, examine the relationship between e- banking and quality of service delivery of commercial banks in Nigeria, evaluate the relationship between e-banking and security of financial transactions and to find out if e-banking influences customers satisfaction in the Nigerian banking industry. The survey and descriptive research design were adopted in the methodology of the study. The population consists of all the customers and staff of three selected banks branches in the Benin metropolis. A sample of three hundred respondents was selected using the convenience random sampling techniques. The study employs primary data using questionnaires as the research instrument. The data analysis was carried out using summary statistics and ordinary least square regression analysis. The study findings indicate that employees’ job security has a positive relationship with E-banking and significantly influence E-banking in Nigeria; customers’ satisfaction was ascertained to have a positive relationship with e-banking and also influence e-banking penetration in Nigeria; security of financial transactions was found to have a positive relationship with e-banking, it however had inverse significant impact on e-banking; services delivery has a positive relationship with e-banking. It is therefore recommended that for effective ebanking penetration, investors education and marketing of e-banking products should be the key strategy banks should use to attract more customers towards embracing e-banking and increasing security for e-banking products, reduction of charges on e-banking products and increasing more ATM outlets in Nigeria as part of measures towards enhancing quality services delivery and promotion of e-banking as this will further enhance the recent need for financial inclusion as part of the monetary policy of the Central Bank of Nigeria.

Odusina and Onakoya (2017) examined the relationship between electronic payment system and customer retention in banks. The method of analysis involved a comparative analysis of selected banks in Nigeria based on their long standing in the industry, competitiveness, and their level of ICT compliance. Also, questionnaire was drawn to capture the grey area of EPS, customers’ retention, entrepreneurial development in banks. A total of 200 respondents answered the questionnaire, SPSS was used to analyze the respondents’ outcome and the result showed positive and significant relationship between Electronic Payment System and Customers’ Retention. 

Edesiri  and Promise (2021) analysis on the problems and prospects of e-transaction in the Nigeria. To achieve this, samples of 350 questionnaires were used and two hypotheses were formulated for the study and the chi-square statistical tool was adopted in testing the hypotheses. The results revealed that there is a significant relationship between e-transaction in promoting economic growth but this has not been succeeded in the right direction as it is still at its infant stage and the attitude of government, corporate bodies and individuals pose a problem to e-transaction as they are enslaved in fears resulting from insecurity, technical problems, anonymity, cultural problems and so on. Based on the above findings, recommendations were made.

CHAPTER THREE

RESEARCH METHODOLOGY

3.1
INTRODUCTION

In this chapter, we described the research procedure for this study. A research methodology is a research process adopted or employed to systematically and scientifically present the results of a study to the research audience viz. a vis, the study beneficiaries.
3.2
RESEARCH DESIGN

Research designs are perceived to be an overall strategy adopted by the researcher whereby different components of the study are integrated in a logical manner to effectively address a research problem. In this study, the researcher employed the survey research design. This is due to the nature of the study whereby the opinion and views of people are sampled. According to Singleton & Straits, (2009), Survey research can use quantitative research strategies (e.g., using questionnaires with numerically rated items), qualitative research strategies (e.g., using open-ended questions), or both strategies (i.e., mixed methods). As it is often used to describe and explore human behaviour, surveys are therefore frequently used in social and psychological research.
3.3
POPULATION OF THE STUDY

According to Udoyen (2019), a study population is a group of elements or individuals as the case may be, who share similar characteristics. These similar features can include location, gender, age, sex or specific interest. The emphasis on study population is that it constitute of individuals or elements that are homogeneous in description.

The main objective of this stud is focused on focused on an appraisal and challenges of internet banking system in Nigeria banking environment. using  Access Bank Plc in Federal Capital territory as case study. Thus staff and walk-in customer of   Access Bank Plc forms the population of the study.
3.4
SAMPLE SIZE DETERMINATION

A study sample is simply a systematic selected part of a population that infers its result on the population. In essence, it is that part of a whole that represents the whole and its members share characteristics in like similitude (Udoyen, 2019). In this study, the researcher adopted the convenient sampling method to determine the sample size.
3.5
SAMPLE SIZE SELECTION TECHNIQUE AND PROCEDURE

According to Nwana (2005), sampling techniques are procedures adopted to systematically select the chosen sample in a specified away under controls. This research work adopted the convenience sampling technique in selecting the respondents from the total population.

In this study, the researcher adopted the convenient sampling method to determine the sample size. Out of all the entire population, the researcher conveniently selected eighty (80) staff and walk-in customer of   Access Bank Plc, as the sample size for this study. According to Torty (2021), a sample of convenience is the terminology used to describe a sample in which elements have been selected from the target population on the basis of their accessibility or convenience to the researcher.
3.6 
RESEARCH INSTRUMENT AND ADMINISTRATION

The research instrument used in this study is the questionnaire. A survey containing series of questions were administered to the enrolled participants. The questionnaire was divided into two sections, the first section inquired about the responses demographic or personal data while the second sections were in line with the study objectives, aimed at providing answers to the research questions. Participants were required to respond by placing a tick at the appropriate column. The questionnaire was personally administered by the researcher.
3.7
METHOD OF DATA COLLECTION

Two methods of data collection which are primary source and secondary source were used to collect data. The primary sources was the use of questionnaires, while the secondary sources include textbooks, internet, journals, published and unpublished articles and government publications.
3.8
METHOD OF DATA ANALYSIS

The responses from the field survey will be  analyzed using simple percentage, mean and standard deviation which provided answers to the research questions. In analyzing data collected, mean score will be used to achieve this. The four points rating scale will be given values as follows:

SA = Strongly Agree

4

A = Agree


3

D = Disagree


2

SD = Strongly Disagree
1

Decision Rule:

To ascertain the decision rule; this formula was used

	54+3+2+1 = 10

      4           4


Any score that was 2.5 and above was accepted, while any score that was below 2.5 was rejected. Therefore, 2.5 was the cut-off mean score for decision taken. Hypotheses was tested using Chi-Square statistical package for social sciences (SPSS).

3.9
VALIDITY OF THE STUDY

Validity referred here is the degree or extent to which an instrument actually measures what is intended to measure. An instrument is valid to the extent that is tailored to achieve the research objectives. The researcher constructed the questionnaire for the study and submitted to the project supervisor who used his intellectual knowledge to critically, analytically and logically examine the instruments relevance of the contents and statements and then made the instrument valid for the study.
3.10
RELIABILITY OF THE STUDY

The reliability of the research instrument was determined. The Pearson Correlation Coefficient was used to determine the reliability of the instrument. A co-efficient value of 0.68 indicated that the research instrument was relatively reliable. According to (Taber, 2017) the range of a reasonable reliability is between 0.67 and 0.87.
3.11
ETHICAL CONSIDERATION

The study was approved by the Project Committee of the Department.  Informed consent was obtained from all study participants before they were enrolled in the study. Permission was sought from the relevant authorities to carry out the study. Date to visit the place of study for questionnaire distribution was put in place in advance.

CHAPTER FOUR

DATA PRESENTATION AND ANALYSIS

4.0 INTRODUCTION

This chapter presents the analysis of data derived through the questionnaire and key informant interview administered on the respondents in the study area. The analysis and interpretation were derived from the findings of the study. The data analysis depicts the simple frequency and percentage of the respondents as well as interpretation of the information gathered. A total of eighty (80) questionnaires were administered to respondents of which only seventy-seven (77) were returned and validated. This was due to irregular, incomplete and inappropriate responses to some questionnaire. For this study a total of 77 was validated for the analysis.

4.1
DATA PRESENTATION
Table 4.2: Demographic profile of the respondents

	Demographic information
	Frequency
	percent

	Gender

Male
	
	

	
	42
	54.5%

	Female
	35
	45.5%

	Age
	
	

	25-30
	15
	19.5%

	31-35
	19
	24.7%

	36-40
	23
	29.9%

	41+
	20
	25.9%

	Marital Status
	
	

	Single
	30
	39%

	Married
	44
	57.1%

	Separated
	0
	0%

	Widowed
	3
	3.9%

	Education Level
	
	

	WAEC
	15
	19.4%

	BS.c
	51
	66.2%

	MS.c
	11
	14.2%


Source: Field Survey, 2022

4.2 DESCRIPTIVE ANALYSIS

Question 1: What are  the benefit of internet banking system in Nigeria?

Table 4.2: Respondent on  the benefit of internet banking system in Nigeria.
	S/N
	ITEM STATEMENT
	SA

4
	A   3
	D   2
	SD  1
	X
	S.D
	DECISION

	1
	Fast settlement of transactions
	30
	22
	15
	10
	2.72
	4.0
	Accepted

	2
	Reduction in the rate of visits to banks
	28
	22
	18
	09
	2.54
	3.4
	Accepted

	3
	Enhancement of Cashless Society-
	25
	20
	15
	17
	2.81
	3.9
	Accepted

	4
	Easier way of clearing imported goods-
	35
	29
	25
	21
	2.70
	3.4
	Accepted

	5
	Reduction of Theft
	22
	30
	15
	10
	2.84
	3.7
	22


Source: Field Survey, 2022
From the responses derived as described in the table on  the benefit of internet banking system in Nigeria, the table shows that all the items (item1-item5) with mean score of 2.72, 2.54, 2.81, 2.70 and 2.84 were accepted. This is proven as the respective items (item1-item5) respectively had mean scores  of 2.50  and above.
Question 2: Are there challenges associated to internet banking system in Nigeria?

Table 4.3: Responses on if there are challenges associated to internet banking system in Nigeria.

	Options
	Frequency
	Percentage

	Yes
	43
	55.8%

	Now
	19
	24.7%

	Undecided
	15
	19.5%

	Total 
	77
	100


Field Survey, 2022

From the responses derived in the table above, 55.8%  of the respondent said Yes, 24.7% of the respondent said No, 19.5% of the respondent ticked undecided.
Question 3: What are  the challenges of internet banking system in Nigeria?

Table 4.4: Respondent on  the challenges of internet banking system in Nigeria.

	S/N
	ITEM STATEMENT
	SA

4
	A

3
	D

2
	SD

1
	X
	S.D
	DECISION

	1
	Increasing the technical complexity of banks’ operation
	22
	30
	15
	10
	2.84
	3.7
	Accepted

	2
	Transactions prone to error
	18
	28
	22
	9
	2.76
	4.0
	Accepted

	3
	Security Threat & Regulatory challenges
	15
	30
	20
	12
	2.62
	3.8
	Accepted

	4
	Fraud risk & Money Laundering  associated with e-transaction
	20
	25
	15
	17
	2.61
	3.2
	Accepted


Source: Field Survey, 2022
From the responses derived as described in the table on the challenges of internet banking system in Nigeria, the table shows that all the items (item1-item4) with mean score of 2.84, 2.76, 2.62,  and 2.61 were accepted. This is proven as the respective items (item1-item5) respectively had mean scores  of  2.50  and above.
Question 4: Does  the challenges associated to internet banking discourages customers usage in Nigeria banking environment?

Table 4.5: Responses on  if challenges associated to internet banking discourages customers usage in Nigeria banking environment.

	Options
	Frequency
	Percentage

	Yes
	38
	49.3%

	Now
	10
	13.0%

	Undecided
	29
	37.7%

	Total 
	77
	100


Field Survey, 202

From the responses derived in the table above, 49.3%  of the respondent said Yes, 13% of the respondent said No, 37.7% of the respondent ticked uncertain.
4.3
INFERENTIAL STATISTICS

Ho: There are no challenges associated to internet banking system in Nigeria.

Hi: There are  significant challenges associated to internet banking system in Nigeria.

Table 4.6:   There are no challenges associated to internet banking system in Nigeria.

	Options
	Fo
	Fe
	Fo - Fe
	(Fo - Fe)2
	(Fo˗-Fe)2/Fe

	Yes
	38
	25.6
	12.4
	153.8
	6.0

	No
	10
	25.6
	-15.6
	243.4
	9.5

	Undecided
	29
	25.6
	3.4
	11.7
	0.5

	Total
	77
	77
	
	
	16.0


Source: Extract from Contingency Table




Degree of freedom = (r-1) (c-1)






(3-1) (2-1)






(2)  (1)






 = 2

At 0.05 significant level and at a calculated degree of freedom, the critical table value is 5.991.

Findings

The calculated X2 = 16.0 and is greater than the table value of X2 at 0.05 significant level which is 5.991.
Decision

Since the X2 calculated value is greater than the critical table value that is 16.0 is greater than 5.991, the Null hypothesis is rejected and the alternative hypothesis which states that  there are  significant challenges associated to internet banking system in Nigeria. is accepted.
CHAPTER FIVE 

SUMMARY, CONCLUSION AND RECOMMENDATION

5.1 SUMMARY

The main  objective of this study is focused on an appraisal and challenges of internet banking system in Nigeria banking environment using Access Bank PLC, Federal Capital Territory, Abuja as case study.. The study will further investigate whether challenges associated to internet banking discourages customers usage in Nigeria banking environment. This research is reported in five distinct yet interrelated chapters. In the chapter one we describes the study objectives clearly by stating the motive behind this study. Research hypotheses were developed for testing while the scope of this research was defined as well. The research adopted the survey descriptive design and with the aid of convenience sampling method, the researcher  conveniently selected eighty (80) participant who are staff in Access Bank PLC, Federal Capital Territory, Abuja. Self- structure questionnaire was issued to the respondent of which  seventy-seven (77) responses were retrieved and validated for the study. The study made use of of descriptive analysis and inferential statistics where data from field survey was analyzed using simple percentage, mean and standard deviation presented in frequencies and tables. Hypothesis test was conducted using Chi-Square Statistical Package for the Social Sciences (SPSS v.23).
5.2 CONCLUSION

Electronic banking (e-banking) system has become an important practice among commercial banks in Nigeria. The introduction of this banking system has improved banking efficiency in rendering services to customers and the public. However the gains of e-banking has been associated with some hinderances ranging from internet failure to arbitrary withdrawal of money by customers which negates the cashless policy being heralded by the Central Bank of Nigeria (CBN).

Findings of the study reveals that the benefit of internet banking includes; fast settlement of transactions, reduction in the rate of visits to banks, enhancement of Cashless Society, easier way of clearing imported goods and reduction of theft. Finding of the study further further establish that the  challenges of internet banking system in Nigeria banking environment includes increasing the technical complexity of banks’ operation, transactions prone to error, security threat, regulatory challenges, fraud risk & money laundering associated with e-transaction. The study concludes that challenges associated to internet banking discourages customers usage in Nigeria banking environment.
 5.3
RECOMMENDATION

Based on the responses obtained, the researcher proffers the following recommendations:
The banks must perform more education and advertisement on electronic payments so that the Nigerian population will appreciate and use electronic products available. The use of cash comes with its own disadvantages and problems that electronic payment can eliminate. Cash and cheques must go through several processes which increases their risk of being lost or stolen. Such processes include transportation and counting. Most Nigerians are not aware of the benefits of e-payments are therefore slow to adopt it. The banks must also be educated to promote e-payments; training programme for senior management of the banks will assist in achieving this. 
The government of Nigeria should provide the much needed leadership and support for electronic payments. 
Applicable regulations including those for electronic approval processes, consumer protection and etransactions should be developed and standardized as needed. 
Government and private organizations should systematically expand the necessary infrastructure by promoting the development of necessary technologies, recruiting experts and expanding high speed information network as this will foster a strong foundation for e-payment. 
In order to be appreciative of the benefits emanating from the use of the new payment regime (EPS) there should be steady power supply in the country. 
Security to CDs/flash drive-measures should be taken to ensure that storage media be jealously guarded and delivered as intended.
Issuers of electronic transactions will need to take great care to ensure that the danger of counterfeiting is minimized and they must be very vigilant in monitoring their systems and operations so that fraud can be detected quickly when it occurs. They should constantly upgrade hardware and software whenever a new feature of enhancing security becomes available. Besides, attending seminar/workshops/talk on the healthy usage of electronic transaction is very much encouraged, especially for those machine/computer illiterates. Customers must also be able to comply with the terms and conditions, keep track of the balance, especially after each transactions, protect identify/code number from public view, update personal information.
Most electronic transaction cost only around one-third to one-half as much as a paper-based non cash payment and it is clearly understood that the cost of a transaction system could be considerably reduced if it is shifted to electronics. Therefore, financial institutions should provide transaction services according to their differential costs of services, so users may choose the instrument with the lowest net price/non price cost.
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QUESTIONNAIRE

PLEASE TICK [√] YOUR MOST PREFERRED CHOICE(S) ON A QUESTION.

SECTION A

PERSONAL INFORMATION
Gender

Male ( )

Female ( )

Age

25-30( )

30-35( )

35-40( )

40+ ( )

Marital Status

Single  ( )

Married ( )

Separated ( )

Widowed ( )

Education Level

WAEC ( )

BS.c  ( )

MS.c ( )

MBA ( )

SECTION B

Question 1: What are  the benefit of internet banking system in Nigeria?

	S/N
	ITEM STATEMENT
	SA


	A   
	D   
	SD  

	1
	Fast settlement of transactions
	
	
	
	

	2
	Reduction in the rate of visits to banks
	
	
	
	

	3
	Enhancement of Cashless Society-
	
	
	
	

	4
	Easier way of clearing imported goods-
	
	
	
	

	5
	Reduction of Theft
	
	
	
	


Question 2: Are there challenges associated to internet banking system in Nigeria?

	Options
	Please Tick

	Yes
	

	Now
	

	Undecided
	


Question 3: What are  the challenges of internet banking system in Nigeria?

	S/N
	ITEM STATEMENT
	SA


	A


	D


	SD



	1
	Increasing the technical complexity of banks’ operation
	
	
	
	

	2
	Transactions prone to error
	
	
	
	

	3
	Security Threat & Regulatory challenges
	
	
	
	

	4
	Fraud risk & Money Laundering  associated with e-transaction
	
	
	
	


Question 4: Does  the challenges associated to internet banking discourages customers usage in Nigeria banking environment?

	Options
	Please Tick

	Yes
	

	Now
	

	Undecided
	


=  2.5










