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ABSTRACT
Computers and telecommunication system have become very important tools for operation and service aid for electronic data and information. Nigerian banks have now realized that banking today requires prompt delivery of services, efficiency and the ability of customers to be served in any of their branches any part of the country, without any encumbrance. As a result of this, banks embarked on the use of Integrated banking application that can help them to provide efficient, comprehensive and nation-wide services to their customers, through the use of WANs (wide area network). The focus of this study is on “The impact of information and communication technology on the operation of an organization with reference to the banking sector, A case study was on First Bank Nigeria Plc. 48 staff was used for the study and Questionnaire drawn distinctly to suit the purpose of this study were administered to various respondents. The chi-square statistical tool was used in testing the hypothesis by testing the “Goodness or Fitness” of the frequencies.


CHAPTER ONE
INTRODUCTION
1.1	BACKGROUND OF THE STUDY
Every organization, business, industry and government uses technology to convert its inputs into output to attain its organizational objectives, structures and strategic planning processes (Glover R.H, 1993). The quality of strategic planning is limited by the quality of Information and Communication Technology (ICT) available to the decision makers and executive information system. The Nigerian banking sector is not an exception. Technology and more specifically Information and Communication Technology (ICT) are one of the resources needed in the banking sector for effective management. It has significantly improved the ability of the manager to monitor individual or team Operation and performance and it has allowed employees to have more complete information to make faster decisions.Through Information and Communication Technology (ICT) services available to First Bank Plc Kaduna, it can now give its customers a unified access to manage their personal financial information. The adoption of Information and Communication Technology (ICT) by this bank has increased its operational efficiencies, reduced cost through high utilization rates in the ICT environment to ensure compliance with changing time and to gain competitive advantage (Haggani A.B, 2003).Methods of handling financial services has to change from old manual transactions and data processing to a faster, more effective and highly efficient electronic data processing and Electronic Fund Transfer (EFT) i.e. deposits, withdrawals, bills-pay-in, purchases of draft, value for cheques, third party transactions, fund transfer and inquiries are all done electronically within seconds. The adoption of Information and Communication Technology (ICT) has also helped First Bank Plc Kaduna to keep the pace with the changing customers’ needs and market dynamics and create a competitive differentiation in products and services (Haggani A.B, 2003).The complex nature of the banking system, its products and services have made it necessary for banks to embrace this change as quick as possible since this medium of banking has proven to be very efficient in most countries of the world( for example America)and Nigeria is no exception. Indeed, the impact of ICT has reshaped the banking industry in terms of providing and delivering effective and efficient services to enhance its operations and general Operation and performance and does not need to be overemphasize. This research work is therefore an attempt to determine the impact of Information and Communication Technology (ICT) on Nigerian Banks’ Operation and performance. In 1957, Bank of British West Africa changed its name to Bank of West Africa (BWA). After Nigeria's independence in 1960, the bank began to extend more credit to indigenous Nigerians. At the same time, citizens began to trust British banks since there was an 'independent' financial control mechanism and more citizens began to patronize the new Bank of West Africa. In 1965, Standard Bank acquired Bank of West Africa and changed its acquisition's name to Standard Bank of West Africa. In 1969, Standard Bank of West Africa incorporated its Nigerian operations under the name Standard Bank of Nigeria. In 1971, Standard Bank of Nigeria listed its shares on the Nigerian Stock Exchange and placed 13% of its share capital with Nigerian investors. After the end of the Nigerian civil war, Nigeria's military government sought to increase local control of the retail-banking sector. In response, now Standard Chartered Bank reduced its stake in Standard Bank Nigeria to 38%. Once it had lost majority control, Standard Chartered wished to signal that it was no longer responsible for the bank and the bank changed its name to First Bank of Nigeria in 1979. By then, the bank had re-organized and had more Nigerian directors than ever. In 1982 First Bank opened a branch in London, that in 2002 it converted to a subsidiary, FBN Bank (UK). Its most recent international expansion was the opening in 2004 of a representative office in Johannesburg, South Africa. In 2005 it acquired MBC International Bank Ltd. and FBN (Merchant Bankers) Ltd. Paribas and a group of Nigerian investors had founded MBC in 1982 as a merchant bank; it had become a commercial bank in 2002. In June 2009, Stephen Olabisi Onasanya was appointed Group Managing Director and Chief Executive Officer, replacing Sanusi Lamido Sanusi, who had been appointed governor of the Central Bank of Nigeria. Onasanya was formerly Executive Director of Banking Operations & Services
1.2 STATEMENT OF PROBLEM
Information and Communication Technology has become a potential tool in the hands of banks for sustainable growth it has revolutionized the banking industry and its advent has enormously increased the capabilities of banks as they are now able to offer wider range of services to their customers including internet banking, mobile banking and ATMs and also expand at a great rate. Despite all these innovations in the banking industry, it is highly disheartening to observe that banks are still finding it difficult to meet the expectations of their customers as regards service delivery. It is not uncommon to find long queues in banks, delay in attending to customers, inability to properly sort out transaction and customer’s general loss of trust in banks. Also, banks have found it increasingly difficult to meet up with its overall objectives and responsibilities and First Bank Plc Kaduna is not an exception. These has therefore led to the interest of the researcher to examine the impact of Information and Communication Technology (ICT) on Nigerian Banks’ Operation and performance and also to realize the significant impact ICT has had on their operations so as to guarantee their profitability and growth.
1.3 OBJECTIVES OF THE STUDY
 The broad objective of this study is to identify the impact of Information and Communication Technology on the Operation and performance of Nigerian banks. The specific objectives of the study are;
1. To determine if ICT has enhanced the profitability of Nigerian banks.
2. To know if ICT has grown/ increased the assets base of Nigerian banks.
3. To determine if ICT has enhanced the liquidity of Nigerian banks.
4. To determine if ICT has improved the service delivery of Nigerian banks.
5. To explore the current ICT applications in Nigerian banking industry
1.4 RESEARCH QUESTIONS
In the light of the preceding objectives, the study seeks to answer the following questions.
1. Has ICT enhanced the profitability of Nigerian Banks?
2. Has ICT grown/ increased the assets base of Nigerian banks?
3. Has ICT enhanced the liquidity of Nigerian banks?
4. Has ICT improved the services rendered by Nigerian banks?
5. What effect has the use of ICT-driven technologies have on customers' patronage
1.5 RESEARCH HYPOTHESIS
H1: Information communication technology has a direct impact on operations and Operation and performance of first bank;
H0: Information communication technology has no impact on operations and Operation and performance of first bank;
H1: Information communication technology has revolutionized the operations & business of first bank
H0: Information communication technology has not revolutionized the operations & business of first bank
1.6	SIGNIFICANCE OF THE STUDY
The significance of this study cannot be underestimated as:
· This study will examine the impact of information and communication technology (ict) on the operation of an organization
· The findings of this research work will undoubtedly provide the much needed information to government organizations, communications technology sector and academia
1.7	SCOPE OF THE STUDY
This study will examine the impact of information and communication technology (ict) on the operation of an organization.hence, first bank Kaduna will be use as a case study
1.8	LIMITATION OF THE STUDY
This study was constrained by a number of factors which are as follows:
 just like any other research, ranging from unavailability of needed accurate materials on the topic under study, inability to get data
Financial constraint , was faced by  the researcher ,in getting relevant materials  and  in printing and collation of questionnaires
Time factor: time factor pose another constraint since having to shuttle between writing of the research and also engaging in other academic work making it uneasy for the researcher
1.9	DEFINATION OF TERMS
ICT: information communications technology


CHAPTER TWO
REVIEW OF LITERATURE
[bookmark: _Toc43312039]INTRODUCTION
Our focus in this chapter is to critically examine relevant literatures 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.
Precisely, the chapter will be considered in three sub-headings:
· Conceptual Framework
· Theoretical Framework
[bookmark: _Toc43312040]2.1	CONCEPTUAL FRAMEWORK
INFORMATION COMMUNICATIONS TECHNOLOGY
information and Communications Technology or (ICT), is often  used as an extended synonym for information technology (IT),  but is a more specific term that stresses the role of unified  communications and the integration of telecommunications  (telephone lines and wireless signals), computers as well as  necessary enterprise software, middleware, storage, and audio-visual  systems, which enable users to access, store, transmit, and  manipulate information. The term ICT is now also used to refer to  the convergence of audio-visual and telephone networks with  computer networks through a single cabling or link system. There  are large economic incentives (huge cost savings due to elimination  of the telephone network) to merge the audio-visual, building  management and telephone network with the computer network  system using a single unified system of cabling, signal distribution  and management. The term Info communications is used in some cases as a shorter form of information and communication(s) technology. In fact  Info communications is the expansion of telecommunications with  information processing and content handling functions on a common  digital technology base. Information technology (IT) is the application of computers and  telecommunications equipment to store, retrieve, transmit and  manipulate data, often in the context of a business or other  enterprise. The term is commonly used as a synonym for computers  and computer networks, but it also encompasses other information  distribution technologies such as television and telephones. Several  industries are associated with information technology, such as 
computer hardware, software, electronics, semiconductors, internet,  telecom equipment, e-commerce and computer services. In a business context, the Information Technology Association of  America has defined information technology as "the study, design,  development, application, implementation, support or management  of computer-based information systems". The responsibilities of  those working in the field include network administration, software  development and installation, and the planning and management of  an organization‘s technology life cycle, by which hardware and  software is maintained, upgraded, and replaced. Yekini and Lawal (2012) Sees ICT as: a powerful collection of  elements which include computer hardware, software,  telecommunication networks, workstations, robotics and smart  chips, which is also at the root of information systems 
Information System (IS)
An information system (IS) is the study of complementary networks  of hardware and software that people and organizations use to  collect, filter, process, create, and distribute data. The study bridges  business and computer science using the theoretical foundations of  information and computation to study various business models and 
related algorithmic processes within a computer science discipline.  Computer Information System(s) (CIS) is a field studying  computers and algorithmic processes, including their principles, their software and hardware designs, their applications, and their  impact on society while IS emphasizes functionality over design. Any specific Information System aims to support operations,  management and decision making. In a broad sense, the term is used  to refer not only to the information and communication technology  (ICT) that an organization uses, but also to the way in which people  interact with this technology in support of business processes. Some authors make a clear distinction between information systems,  computer systems, and business processes. Information systems  typically include an ICT component but are not purely concerned 
with ICT, focusing instead on the end use of information  technology. Information systems are also different from business  processes. Information systems help to control the performance of  business processes. Information system is a special type of work system. A work  system is a system in which humans and/or machines perform  work using resources to produce specific products and/or  services for customers. An information system is a work system  whose activities are devoted to processing (capturing, transmitting,  storing, retrieving, manipulating and displaying) information.
An information system is a form of communication system in which  data represent and are processed as a form of social memory. An  information system can also be considered a semi-formal language  which supports human decision making and action.
There are various types of information systems, for example:  transaction processing systems, office systems, decision support  systems, knowledge management systems, database management  systems, and office information systems.  Critical to most information systems are information technologies,  which are typically designed to enable humans to perform tasks for  which the human brain is not well suited, such as: handling large  amounts of information, performing complex calculations, and  controlling many simultaneous processes. Information systems specialists are the people that integrate  information technology solutions and business processes to meet the  information needs of businesses and other enterprises. 
The Impact of ICT On Operation Of An Organization
It has been mentioned in the first section that the use of ICT may have a positive impact on coordination. It is widely believed that the use of ICT, therefore, enables people to shape coordination (Bodendorf & Reinheimer, 1997; Malone & Rockart, 1991; Malone & Crowston, 1994): more effective and more efficient coordination processes, more coordination processes, and new coordination structures. Since the use of ICT can lower coordination costs, this may lead to an overall shift towards smaller firms and proportionally extra use of markets (Malone et al., 1987). Increased outsourcing can be identified and at the same time the use of ICT can facilitate an increase in the number of organizations involved (Williamson, 1975, 1986). This notion is elaborated on below with attention paid to the causes of the uses of ICT for the four aspects of coordination structures. Coordination structures will become more centralized thanks to the use of ICT. On first thoughts it seems to be the other way around. Assume n buyers and m sellers. In a decentralized structure, each buyer can contact at most sellers and each seller at most n buyers. This would result in at most n*m communication lines. In a centralized structure, communication takes place indirectly through a broker resulting in at most n+m communication lines on the basis of a single broker (see figure 3). There is only one communication line for each buyer and seller in this case. When k brokers are present, the maximum number of lines will be k*(n+m), which can be more than n*m. The number of contacts for each buyer and seller will, however, usually be less than m, respectively n, as in the decentralized structure. As a result of a reduction in coordination costs, more decentralized structures will come within reach of buyers and sellers (Hines, 1993; Moore, 1993). Although the use of ICT lowers coordination costs, it also increases the complexity of coordination: more coordination processes are used and more organizations are involved resulting in more communication activities and in more information to be taken into account when making a decision. An additional result, therefore, is that more and more information becomes available. The World Wide Web is a good example of this. The more information available, the more difficult it gets to find the right information. Eventually, the decentralized structure will turn back into a centralized structure in which one or more brokers can satisfy the need for information required for coordination (Bakos, 1998; Kornelius & Ekering, 1994; Malone & Rockart, 1991; Moore, 1996).  
 Technology Adoption in An Organizations
ICT implementation in organizations and its interaction with organizational effectiveness has been a long-studied subject with great importance. As this may involve a wide range of technology and various types of organizations, Cooper and Zmud broadly defined information technology (IT) implementation as “an organizational effort directed toward diffusing appropriate information technology within a user community” [WCO,1990]. In particular, information technology has been recognized as the potential engine for transforming how the government works, either by transforming the internal process of government operations to improve organizational effectiveness or by transforming the governments’ interactions with other individuals and organizations outside the government (e.g., via e-government) [Luna,2014]. This section mentions both streams of studies that are particularly relevant to this discussion and also how modern technologies differ in terms of their characteristics and application. First, it examines the literature focusing on the implementation of technology and the interdependent relationship between ICT implementation and organizational effectiveness. This section then examines the literature on the implementation and impact of e-governments that generally involve the adoption of the Internet and other online tools to improve government interaction with and service delivery to the general public. Lastly, a description of how digital technologies are transforming all aspects of societies and individuals’ lives as well as governments is undertaken, and this section ends by emphasizing the need for further theoretical and empirical research on the implementation of digital technologies and its effect on governments’ operations and services. 
ICT Implementation and Organizational Effectiveness
Earlier literature on ICT implementation and its effect on organizational effectiveness introduced technology adoption stage models that are generalized theoretical models used to explain a wide range and mix of technology and organizations. Pioneering studies also proposed conceptual frameworks focusing on the interaction between ICT implementation and organizational effectiveness. While earlier studies began with the general notion of technology and all types of organizations, more recent studies are found that focus on the interaction between specific technology implementations and outcomes in public organizations. Here, earlier theoretical and empirical studies are presented that describe ICT implementation stages and how this process is affected by various factors within and outside the organization [WCO,1990]. These studies also suggested that a reciprocal Relationship exists between ICT implementation and  organizational effectiveness and outcomes [ Welch,2006]. Empirical results that included general or specific (e.g., intranet) technology in organizations across all sectors as well as in specific areas (e.g., public sector, local governments) are presented. To begin with, Cooper and Zmud examined how information systems were implemented in private firms. They suggested a theoretical ICT implementation model with six stages of implementation (i.e., initiation, adoption, adaptation, acceptance, routinization, infusion) and identified five relevant contextual factors (i.e., user community, organization, technology, task, organizational environment). Based on regression analyses using a sample of 52 manufacturing firms, they found that information systems technology interacted with managerial tasks that the technology was applied to, and this interaction resultingly affected technology adoption within these companies. Similarly, Moon and Bretschneider examined the relationship between ICT implementation and organizational effectiveness [Welch,2006]. They proposed a model that involved a reciprocal relationship between IT innovativeness and bureaucratic red tape, which is defined as “rules, regulations, and procedures that remain in force and entail a compliance burden but do not advance the legitimate purposes the rules were intended to serve” [Welch,2006]. On the one hand, the effect of red tape on IT innovativeness may either be positive or negative. The association is expected to be positive if organizations with high levels of red tape display higher levels of IT innovativeness, meaning that more bureaucratic organizations demand IT adoption to enhance organizational effectiveness (i.e., the demand-pull hypothesis). Contrarily, the association is expected to be negative if organizations with low levels of red tape show higher levels of IT innovativeness (i.e., process-push hypothesis). On the other hand, the model also suggested that IT innovativeness can help reduce the level of red tape by addressing procedural issues in organizations (i.e., the technology-push hypothesis). Other factors in the model that affected IT innovativeness included top manager’s risk-taking propensity and organizational capacity. Moon and Bretschneider tested their theoretical model by analyzing the National Administrative Studies Project (NASP) data which was collected from 285 surveys filled out by top managers and middle managers in public, private, and nonprofit organizations with ten or more employees [5]. Their empirical results supported the demand-pull hypothesis by showing a positive association between the level of red tape and the level of IT innovativeness. They also found supporting evidence for the technology-push hypothesis which stated that IT innovativeness help reduce the level of red tape. Top manager’s risk-taking propensity and organizational capacity were also found to be positively related to the level of IT innovativeness. Welch and Pandey also conducted a similar study that examined the relationship between ICT implementation and organizational effectiveness, in a more limited context that involved intranet implementation in public organizations ( Moon,2002]. Their suggested theoretical model was similar to the Moon and Bretschneider model, involving a mutual relationship between intranet usage and red tape in human service agencies [Moon.2002]. Other factors that affected intranet implementation included organizational characteristics (e.g., centralization, communication quality, formalization, size, complexity) and external contracting influences. The data used to test their model came from Phase II of the National Administrative Studies Project (NASP-II) which surveyed 206 senior managers in state-level primary health and human service agencies. In their analysis, Welch and Pandey found that the adoption of the intranet reduced the level of red tape and thus confirmed the technology-push hypothesis in public organizations [Welch,2006]. However, they were unable to find statistically significant results that supported the demand-pull hypothesis, suggesting that public organizations with high or low levels of bureaucratic red tape did not show any difference in intranet implementation. Welch and Feeney examined the mediating effect of organizational cultures in the relationship between ICT adoption and public organizations’ managerial outcomes (e.g., improved decision making, public participation). Specifically, they examined how ICT capacity and mediating cultural factors (i.e., centralization, routineness, openness) affected future ICT participation outcomes in local governments by analyzing 360 local government managers’ survey responses from 2010 and 2012. They found mixed results and suggested further research with additional culture variables.
Dynamic Stage Model of ICT Implementation
In this section, a dynamic stage model of ICT implementation is proposed to explain the dynamic relationship between ICT implementation and organizational effectiveness and outcomes in public organizations. Our modified model is based on Cooper and Zmud’s stage model of IT implementation as it provides a comprehensive theoretical framework that encompasses diverse features from other models and studies. Rapid technological advances, the evolution of public organizations, and dynamic civic engagement in the era of digital transformation and sustainable development call for a comprehensive and up-to-date framework to explain the sophisticated interaction between technology implementation and organizational effectiveness in public institutions. Moreover, this study adopts the concept of sustainability in public sector technology adoption to account for the resilience and flexibility of systems to address current and future needs in the face of uncertainty and risk. Thus, both literature perspectives mentioned above are combined to provide a holistic and updated theoretical model for technology adoption in the public sector. Our dynamic model involves seven stages and is based on the Cooper and Zmud model. The Cooper and Zmud model—which is a variation of the Kwon and Zmud IT implementation model—is based on studies in the technological diffusion, innovation, and organizational change literature and involves various stages of technology implementation that can also be considered as activities that could work in parallel [cooper,1990]. The model incorporated post-adoption behaviors from Zmud and Apple and can encompass the variety of IT applications and IT implementation processes observed in most organizations. Our dynamic model introduces an additional stage of intelligence and a dynamic feature that connects all the stages in circulation to form a sustainable cycle of technology advancement
2.2	THEORETICAL FRAMEWORK
Theory of innovation
Innovation research has emanated from many academic disciplines, and researchers
therefore tend to conceptualize innovation in different ways (Read, 2000). In a broad
perspective, innovation can be understood as a process of creating or modifying an idea,
and develop and implement it in an organization (Zhuang, 1995; Nohria and Gulati, 1996).The output of this process can not only be new products or services but also new business models, strategies, organizational processes or management practices (Birkinshaw et al., 2011). Such innovative outcomes are often results of recombinations of existing resources and elements of knowledge (Yang et al., 2010; Hargadon, 2002; Fleming, 2001) or reconfigurations of ways in which knowledge elements are linked (Henderson and Clark, 1990), and common for all innovation processes is thus the fundamental role of knowledge access and utilization (Gressgård, 2011). In recent years, there has been a strong focus on how firms can learn from knowledge and resources outside their organizational boundaries (Lane et al., 2006), and innovation is increasingly understood as a result of the exchange of knowledge between different actors (Caloghirou et al., 2004; Hargadon, 2003; Powell, 1998). Access to various knowledge sources is, in other words, an important aspect of organizations’ innovation capabilities (Hagedoorn and Duysters, 2002; Cohen and Levinthal, 1989), and further represents a basic premise for open innovation processes (Chesbrough, 2003). Powell et al. (1996) assert in this respect that the locus of innovation has moved from the internal processes in a company to the networks, or ecosystems, in which the company is embedded. Abilities to access and utilize knowledge from external sources are also fundamental to the  concept of absorptive capacity, which originally was defined as the “ability to identify, assimilate and exploit knowledge from the environment” (Cohen and Levinthal, 1989,  p. 589). Many researchers have used and enhanced the concept since its introduction, and a significant contribution has been made by Zahra and George (2002, p. 186), who define
absorptive capacity as “a set of organizational routines and processes by which firms acquire, assimilate, transform and exploit knowledge to produce a dynamic organizational capability”. These authors make a distinction between potential and realized absorptive capacity, and argue that organizations can acquire and assimilate knowledge (potential absorptive capacity) but might lack the ability to transform and exploit the knowledge in ways that increase profit (realized absorptive capacity). However, this reconceptualization has received criticism for leaving out important elements from the original model (Volberda et al., 2010), and Todorova and Durisin (2007) suggest to return to the traditional conceptualization by Cohen and Levinthal (1989). Despite their differences, the various conceptualizations understand absorptive capacity as a capability to address and handle nchanging environments, and underscore that knowledge input/access and internal processing of knowledge are fundamental (and reciprocal) elements necessary to achieve successful recombinations of existing resources and knowledge. In this respect, Vanhaverbeke et al. (2008) focus on the need to improve organizations’ absorptive capacity to increase their innovation capabilities. The growing amount of literature on open innovation has thrown light on how companies can establish structures and processes to benefit from external sources of knowledge and technology (Chesbrough, 2003; Chesbrough and Crowther, 2006; Christensen et al., 2005; Chesbrough, 2006). The strong focus on external knowledge sources, however, does not
mean that the importance of internal knowledge in organizations is reduced. Quite contrary, valuable knowledge is not concentrated but may be distributed across different types of internal and external sources (Robertson et al., 2012; Robertson and Smith, 2008), and can be developed by employees working in the same organizational unit, or transferred from other units or external sources (Sammarra and Biggiero, 2008; Howells, 2006; Schmidt, 2010). Several authors have, in this respect, underlined the critical role of combining internal and external knowledge in innovation processes (Lichtenthaler and Lichtenthaler, 2009; Andersen and Drejer, 2008; Hargadon and Sutton, 1997; von Hippel, 1988). In particular, successful exploitation of knowledge residing outside existing organizational structures requires internal processes that facilitate dissemination and transmission of knowledge in the organization (Foss et al., 2011), as well as translation or conversion of external knowledge into innovative outcomes (Whelan et al., 2013). Moreover, knowledge accessed from external sources must often be augmented by additional internal knowledge and other types of resources for it to be valuable to the adopting organization (Zollo and Winter, 2002; Robertson et al., 2012; Morone and Taylor, 2010). Efficient generation and management of internal knowledge can thus be seen as a prerequisite for succeeding with open innovation strategies (Aasen et al., 2012; Kelley, 2010; Lindegaard, 2010; Van De Vrande et al., 2009). Despite this, innovation research has been less occupied with knowledge utilization processes compared to knowledge acquisition and retention (Robertson et al., 2012). According to Volberda et al. (2010), even though early definitions of absorptive capacity encompass the process of knowledge exploitation (Cohen and Levinthal, 1989, 1990, 1994), this particular aspect has received less attention compared to other elements of the concept in follow-up research. On the basis of this acknowledgement, it can be argued that increased focus on the innovation potential that external resources and knowledge represent should be followed by increased focus on internal knowledge management processes and capabilities. EDI is therefore fundamental, and should, in this context, not be understood as the work of a few specialized employees working in innovation departments, but rather as a continuous process that harnesses the skills and imagination of employees at all levels in the organization (Birkinshaw et al., 2011). This requires that attention is directed at the potential for innovation that resides in employees and leaders in organizations, including introduction of systematic approaches to general involvement of employees in innovation (Smith et al., 2008; Hallgren, 2008; Tidd and Bessant, 2009; Høyrup, 2010).


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. 
	This study was carried out to examine the impact of information and communication technology (ict) on the operation of an organization in  southern Kaduna , Kaduna state. Selected staffs of first bank Nigeria plc southern Kaduna , Kaduna State form 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 of first bank  in southern Kaduna local government area, the researcher conveniently selected 48 out of the overall population 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 enquired 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 were analysed using the frequency tables, which provided answers to the research questions. The hypothesis test was conducted using the Chi-Square statistical tool, SPSS v.23
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
he 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
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 thirty-six (48) questionnaires were administered to respondents of which only thirty (48) were returned and validated.  For this study a total of 48was validated for the analysis.
4.1	DATA PRESENTATION
Table 4.2: Demographic profile of the respondents
	Demographic information
	Frequency
	percent

	Gender
Male
	
	

	
	26
	56.7%

	Female
	22
	43.3%

	Age
	
	

	20-25
	20
	30%

	25-30
	15
	26.7%

	31-35
	6
	20%

	36+
	7
	23.3%

	Marital Status
	
	

	Single 
	30
	63.3%

	Married
	18
	36.7%

	Separated
	0
	0%

	Widowed
	0
	0%

	Education Level
	
	

	WAEC
	0
	0%

	BS.c
	30
	83.3%

	MS.c
	18
	16.7%

	MBA
	0
	0%


Source: Field Survey, 2021
4.2	DESCRIPTIVE ANALYSIS
Has ICT enhanced the profitability of Nigerian Banks?
Table 4.3:  Respondent on usage of ICT
	Options
	Frequency
	Percentage

	Yes
	30
	50.0

	No
	8
	13.3

	Undecided
	10
	36.7

	Total
	48
	100


Field Survey, 2021
From the responses obtained as expressed in the table above, 50.0% said yes, 13.3% said no, while the remaining 36.7% were undecided.
 Has ICT grown/ increased the assets base of Nigerian banks?
Table 4.4:  Respondent on usage of ICT
	Options
	Frequency
	Percentage

	Yes
	20
	50.0

	No
	13
	13.3

	Undecided
	15
	36.7

	Total
	48
	100


Field Survey, 2021
From the responses obtained as expressed in the table above, 50.0% said yes, 13.3% said no, while the remaining 36.7% were undecided.
 Has ICT enhanced the liquidity of Nigerian banks?
Table 4.5:  Respondent on usage of ICT
	Options
	Frequency
	Percentage

	Yes
	25
	50.0

	No
	8
	13.3

	Undecided
	15
	36.7

	Total
	48
	100


Field Survey, 2021
From the responses obtained as expressed in the table above, 50.0% said yes, 13.3% said no, while the remaining 36.7% were undecided.
 Has ICT improved the services rendered by Nigerian banks?
Table 4.6:  Respondent on usage of ICT
	Options
	Frequency
	Percentage

	Yes
	30
	50.0

	No
	8
	13.3

	Undecided
	10
	36.7

	Total
	48
	100


Field Survey, 2021
From the responses obtained as expressed in the table above, 50.0% said yes, 13.3% said no, while the remaining 36.7% were undecided.
What effect has the use of ICT-driven technologies have on customers' patronage
Table 4.7:  Respondent on usage of ICT
	Options
	Yes
	No
	Total %

	It has increased customer retention
	48
(100%)
	00
	48
(100%)

	It has made transactions easy for customer
	48
(100%)
	00
	48
(100%)

	Customers do not have to visit the bank before their complaint can be answered to
	48
(100%)
	00
	48
(100%)


Field Survey, 2021
From the responses obtained as expressed in the table above, all the respondents constituting 100% said yes in all the options provided. There was no record of no.
4.3	TEST OF HYPOTHESIS 
H1: Information communication technology has a direct impact on operations and performance of first bank;
H0: Information communication technology has no impact on operations and performance of first bank;
H1: Information communication technology has revolutionized the operations & business of first bank
H0: Information communication technology has not revolutionized the operations & business of first bank
Table 4.8: Information communication technology has no impact on operations and performance of first bank;
	Options
	Fo
	Fe
	Fo - Fe
	(Fo - Fe)2
	(Fo˗-Fe)2/Fe

	Yes
	30
	16
	14
	196
	12.25

	No
	8
	16
	-8
	64
	4.0

	Undecided
	10
	16
	-6
	36
	2.25

	Total
	48
	48
	
	
	18.5


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 = 18.5 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 18.5 is greater than 5.991, the Null hypothesis is rejected and the alternative hypothesis which states that Information communication technology has impact on operations and performance of first bank;  is accepted.
Table 4.9:  Information communication technology has not revolutionized the operations & business of first bank
	Options
	Fo
	Fe
	Fo - Fe
	(Fo - Fe)2
	(Fo˗-Fe)2/Fe

	Yes
	30
	16
	14
	196
	12.25

	No
	8
	16
	-8
	64
	4

	Undecided
	10
	16
	-6
	36
	2.25

	Total
	48
	48
	
	
	18.5



Source: Extract from Contingency Table	
		Degree of freedom = (r-1) (c-1)
					(4-1) (3-1)
					(3)  (1)
					 = 3
At 0.05 significant level and at a calculated degree of freedom, the critical table value is 7.815.
Findings
The calculated X2 = 18.5 and is greater than the table value of X2 at 0.05 significant level which is 7.815.
Decision
Since the X2 calculated value is greater than the critical table value that is 18.5 is greater than 7.815, the Null hypothesis is rejected and the alternative hypothesis which states that Information communication technology has revolutionized the operations & business of first bank  is accepted.


CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATION
5.1	SUMMARY
In this study, our focus was to examine the impact of information and communication technology (ict) on the operation of an organization using first bank Kaduna  as a case study. The study specifically was aimed at highlighting  if ICT has enhanced the profitability of Nigerian banks. if ICT has grown/ increased the assets base of Nigerian banks. if ICT has enhanced the liquidity of Nigerian banks.  if ICT has improved the service delivery of Nigerian banks. the current ICT applications in Nigerian banking industry
The study adopted the survey research design and randomly enrolled participants in the study. A total of 30 responses were validated from the enrolled participants where all respondent are drawn from staff of first bank Nigeria plc
5.2	CONCLUSION
Based on the finding of this study, the following conclusions were made:
ICT has enhanced the profitability of Nigerian Banks
2. ICT  has grown and  increased the assets base of Nigerian banks
3.ICT has enhanced the liquidity of Nigerian banks
4. ICT has  improved the services rendered by Nigerian banks
5. the use of ICT- driven technologies have increased customers' patronage
5.3	RECOMMENDATION
Based on the responses obtained, the researcher proffers the following recommendations:
1. That organizations should meet up with the 21st century information communications technology in other for the development of their organization
2. That organizations should improve on the technological services rendered in other to make it more accessible to customers 
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APPENDIXE
THE INFLUENCE OF LEARNING ENVIRONMENT ON STUDENTS ACADEMIC PERFORMANCE (TILESAP)
QUESTIONNAIRE
SECTION A
Geder
Male()
Female ()
Age
20-25 ()
25-30 ()
31-35 ()
36+ ()
Marital Status
Single ()
Married()
Separated()
Widowed()
Education Level 
WAEC ()
BS.c ()
MS.c ()
MBA ()
Section B
Has ICT enhanced the profitability of Nigerian Banks?
	Options
	Frequency

	Yes
	

	No
	

	Undecided
	


 Has ICT grown/ increased the assets base of Nigerian banks?
	Options
	Frequency

	Yes
	

	No
	

	Undecided
	


 Has ICT enhanced the liquidity of Nigerian banks?
	Options
	Frequency

	Yes
	

	No
	

	Undecided
	


 Has ICT improved the services rendered by Nigerian banks?
	Options
	

	Yes
	

	No
	

	Undecided
	


What effect has the use of ICT-driven technologies have on customers' patronage
	Options
	Yes
	No

	It has increased customer retention
	
	

	It has made transactions easy for customer
	
	

	Customers do not have to visit the bank before their complaint can be answered to
	
	



Does Information communication technology have impact on operations and performance of first bank;
Yes  ( )
No  ( )
Undecided  ( )
Has  Information communication technology revolutionized the operations & business of first bank
Yes ( )
No ( )
Undecided ( )





