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[bookmark: _GoBack]ABSTRACT
As information technology is the modern trend on banking today, it’s very imperative for banks to access its impact operational performance so as to justify if the capital invested on it is justifiable or not, analyze their problem and profit possible solutions. The objective of this study is to examine how the adoption of information technology affects the operations commercial banks and the effects information technology on banks, customer relationship. The main research instruments used Are questionnaire from staffs and customers of the bank. The simple frequency percentage was adopted as the statistical measure and hypothesis testing was analyzed using chi-square. In conclusion, the study reward that information technology has tremendously improved growth and performance of the Nigeria commercial banks. Information technology has led to increase to increase customer satisfaction, improved operational efficiency, reduced transaction time, gives the bank a competitive edge. The research recommended that government should support and loan money to local firm to foster importation, lower tariff on importation of information technology related equipment and their agencies and regulatory bodies should upgrade their equipment as well and the banks should continuously implement customer centred IT products and services of international standard.


CHAPTER ONE
INTRODUCTION
1.1    Background of the Study
The low productivity, profitability and efficiency of many Nigeria banks necessitate the introduction of information technology to find solution to the challenges of the present day banking system.
This paper has tried to assess the impact of information communication technology on the efficiency of thirteen commercial banks in Nigeria. Madueme Ifeoma Stella (2010).
The banking industry is one of the critical sectors of the economy whose contribute to the pace of development and economic growth cannot be fully quantified changes in today’s modern world reveals that the important of natural factors cannot equip the banking sector fully to grapple with the exigencies of global completion. Madueme Ifeoma Stella (2010)
According to Hanna (1994) information flexibility and fast response are the key new factors for coping with global competitoion information communication technology plays a critical role in these areas for the purpose of quality enhancement.
According to Hanna, information technology transforms the way people do things, increasing the amount of information available to economic agents, information intensity of processes, occupations, institution, product and economics. It enhances working of markets reduces transactions and co-ordination cost within an across enterprises and institutions.
Information technology has radically change how banking is doing all over the world, the volume and speed of banking transaction has improved tremendously as a result of quantuim growth in information technology which has created business opportunities for banks.
 The positive impact of information communication technology on the global criteria, especially improved revenue corroborates with findings of Laudon and Laudon 2008 that studies the entire cash flow of most fortune 500 companies and linked their success to information system. They concluded that information technology directly affects how managers decide, how they plan and what products and services are produced.
The banking industry in Nigeria has witness tremendous changes linked with the development in information technology over the year. In Nigeria information technology gave birth to electronic baking. This represents benefit such as anywhere banking, anytime banking and elongated banking hours to customers. These benefits provide comfort, convenience and ease of use for banks transactions. Before the advent of electronic banking customers could only make transactions in the banking hall.
Electronic banking has facilitated the integration of the functions of some large banks that have several branches around the country on centralized network so that transaction can be carried out at any branch on the network without the customer being physically present in the branch Woherem (2005)
1.2    Statement of the Problem
Despite the fact that the introduction of information technology in the operation of the banks in Nigeria among others sectors has brought about noticeable development but at the same time, its brings about its attendant problems, because banks still find it difficult to strictly comply with the mission statement or corporate mission
High, incidence of bank fraud bone information technology. This fraud ranges from ATM card fraud, internet banking fraud, email and text message fraud.
1.3    Research Questions
This research work shall be guided by the following research question
1. What impact does information technology have on the banking operations?
2. To what extent does information have effect on banks customer relationship?
1.4    Statement of Hypothesis
The hypothesis to be tested in the course of this research work is
Null hypothesis - (Ho) There is no relationship between the adoption of information technology and modern banking operation. 
(Hi)    There is relationship between the adoption of information technology and modern banking operations
1.5    The Purpose of the Study
The general purpose of this is to examine the impact of information technology on the banking sector in Nigeria specifically the study aims to:
1. Evaluate the impact of information technology on the operations of banking institutions in Nigeria.
2. Examine the effect of information technology on banks, customer relationship.
1.6    Scope of the Study
The focus of this study shall be on the adoption of information technology in banking operation by Nigeria banks.
The researcher shall examine the electronic banking operation of United Bank for Africa (UBA) Bodija Branch Ibadan as a case study.
1.7    Limitation of the Study
The major problem that might be encountered during the course of the study is: Inaccessibility of some vital information relevant for the purpose of the study because the researcher cannot be opportune to access into banking information unit to see how information is being processed.
1.8    The Significance of the Study
This study is expected to provide a better understanding of the impact of information technology in banking operations. It is expected to elaborate the present impact of information technology in banks to see the present stage of the banks and provide better solution to the challenges been faced by banks, as this study will help reveal possible challenges facing banks in Nigeria.
The outcome of this study will help to evaluate the adoption of information technology by Nigeria banks; it will also justify the application of information technology in banking service delivery in terms of profitability of banks.
1.9    Definition of Terms
Information is data that has been processed through the computer system. Information is processed or analyzed data that informs a recipient about a situation.
Information Technology: - According to Mejabi (2008), information technology is a general term that describes any technology that helps to produce, manipulate, store communicate and or disseminate information.
Data: - Data are raw facts, figures, event from when information can be developed a data is a basic raw fact that can be processed and converted to a meaningful output called information
Communication: - It is the transfer of idea or information from data processing system to ultimate user the ulti purpose of communicating is to inform the recover.
Online: - It is a term used for a direct or immediate communication link between two devices online lines are contracted with offline links in which only direct communication is possible
Offline: - This is the term used for input devices and auxiliary equipment that are under direct control of the central processing unit
Disk storage: - This is data storage on optional or magnetic disk in memory system. It is characterized by low cost and relatively fast access to data stored on it Longley and Shain (1998)  


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
· Empirical Review 
[bookmark: _Toc43312040]2.1	CONCEPTUAL FRAMEWORK
Meaning Of Information Technology
According to Odunfunwa, b. (2002), information technology is a body of tools with the convergence of communications and computers. Goldberg (2002) describes information technology as a series of machines that can execute sequence of instructions. The seuence of instructions is a programmed made particularly flexible and not rigid and can be changed depending on the information being processed. Information technology can be defined as modern handling information via electronic means, which involves its access, storage, processing, transportation or transfer and delivery (Ige, 1995). Information technology is the automation of processes, controls, and information production using computers, telecommunications, software and ancillary equipments such as automated teller machine and debit cards (Khalifa 2000). It is a term that generally covers the harnessing of electronic technology for the information needs for businesses at all levels. 
The History Of Information Technology
The term “information technology” evolved in the 1970s. It basic concept, however, can be traced to the world WanT alliance of the military and industry in the development of electronics, computers and information theory. After the 1940s, the military remain the major source of research and development funding ford the expansion of automation to replace manpower with machine power.
Since the 1950s, four generations of computers have evolved. Each generation reflected a change of hardware of deceased size but increased capabilities to control computer operations. The first generation used vaccum tubes, the second generation used transistors, the third used integrated circuits, and the fourth used integrated circuits in a single computer chip. Advances in artificial intelligence that will minimize the need for complex programming characterize the fifth generation of computers still in the experimental stage.
The first commercial computer was the UNIVAC 1, developed by john Eckert and john w. Mauchly in 1951. It was used by the census bureau to predict the outcome of the 1952 presidential election. For the next twenty-five years mainframe computers in large corporations to do calculations and manipulate large amount of information stored in databases. Supercomputers were used in science and engineering for designing aircraft and nuclear, and for predicting worldwide weather patterns. Minicomputers came on to science in the early 198ps in small businesses manufacturing plants and factories.
Id. 1975, the Massachusetts institute of technology developed microcomputers. In 1976, Tandy corporations first radio shark microcomputer followed, the apple microcomputer was introduced in 1977. The market for microcomputer increased dramatically when IBM introduced the first personal computer in the fall of 1981. Because of dramatic improvement in computer components and manufacturing, personal computers today do more than the largest computers of the mid1960s at about a thousandth of the cost. Computers are divided today into four categories by size, cost and processing ability. They are supercomputer, mainframe, minicomputer and microcomputer, more commonly known as a personal computer categories include desktop, network, laptop, and handheld.
The Evolution Of The Nigerian Banking Industry
The banking operation began in Nigeria in 1892 under the control of the expatriates and by 1945, some Nigerians and Africans have established their own banks. The first era of consolidation ever recorded in Nigerian banking industry was between 1959-1969. This was occasioned by bank failures during 1953-1959 due mainly to liquidity of banks. Banks then do not have enough liquid assets to meet up with customers demand. There was no well organized financial system with enough financial instruments to invest in. hence, banks mainly invest in real assets which could not be easily be realized to cash without loss of value in times of need. This prompted the federal government then, backed by the World Bank report to institute the loynes commission on September 1958 which established the central bank of Nigeria (CBN). The year 1959 was remarkable in the Nigerian banking history not only because of the establishment of the central bank of Nigeria(CBN), but that the treasury bill ordinance was enacted which led to the issuance of the first treasury bills in April,1960.
The period (1959-1969) marked the establishment of formal money, capital markets and portfolio management in Nigeria. In addition, the company act of 1968 was established. This period could be said to be the genesis of serious banking regulation in Nigeria. With the CBN in operation, the paid-up capital was set at #400,000 ($480,000) in 1958. By January 2001, the Nigerian banking sector was fully deregulated with the adoption of universal banking system which merged merchant bank operation with commercial banks system preparatory towards consolidation programme in 2004.
In the 90s, proliferation of banks, which also resulted to the failure of many of them led to another recapitalization exercise that saw bank capital being increased to #500milion and subsequently #2billion in 2004 with the institution of a 13- point reform agenda aimed at addressing the fragile nature of the banking system, stop the boom that characterized the banking sector and evolve a banking system that not only could serve the Nigerian economy but also the regional economy. The agenda by the monetary authorities is also the agenda to consolidate the Nigerian banks and make them capable of playing in international financial system. However, there happens to be deliverance between the state of the banking industry in Nigeria vis-à-vis the vision of the government and regulatory authorities for the industry. This, in the main, was the reason for the policy of mandatory consolidation which was not one to dialogue and its components also seemed cast in concrete.
In terms of number and minimum paid-up capital between 1952-1978, the banking sector recorded forty-five (45) banks with varying minimum paid-up capital and finally dropped to twenty-five (25) in 2006 with a big increase in minimum paid-up capital from #2billion in January 2004 to #25billion in July 2004.
Prior to major shift by the central bank of Nigeria (CBN), Nigerian banking industry witnessed a steady increase in the number of distressed deposit-money banks, i.e. those rated by the CBN as marginal or unsound. This created the ear that the Nigerian banking sector could be heading towards systematic distress. The marginal and unsound increase in number from seventeen (17) in 2001 to twenty three (23) in 2002 and 2003, and then twenty seven in (27) in 2004 representing thirty percent (30%) of the operating banks in the system. This figure rose to seventeen percent (17%) only three years earlier. It can be argued that sudden monetary policy shift was partially responsible for the increase in the number of marginal and unsound banks in 2004. The corollary is that the institutions concerned have had inherent and deep-seated weakness that the policy shift exposes and no matter what they would have eventually become distressed. Goldfield and chandler (1981); and Somoye (2006) opined that any policy shift must be consistent with market framework if the objective of the policy is to be achieved. They decomposed the total lag between the need for policy and the final effect of policy into four parts. First, recognition effect, which refers to the elapsed time between the actual need for a policy action and the realization that such a need, has occurred. Second, the policy lag, which refers to the period of time it takes to produce a new policy after the need for a change in policy must have being recognized. Third, outside lag, which is beyond the comprehension of policy, refers to the period of time that elapses between the policy change and its effect in the economy. This lag arises because individual decision makers in the economy will take time to adjust to the new economic condition. Decision of this reform must conform to monetary policy norms if it is to achieve its desired objective. Fourth, cultural lag, which measures the banking culture responsiveness to policy change in a predominantly poor banking habit population. In the developing nation, banking culture is still primitive and any change that may affect their culture takes a great deal of education. They concluded that the effect of policy change which could have been distributed overtime and its impact felt over jettisoned. Such omission may bring negative cost to the economy. For instance, goldfield and chandler (1981) stated that monetary policy though affect the economy less directly, will have a longer outside lag and that monetary policy tends to influence investment, and the lag in the physical process of building plant and machinery are undoubtedly longer than the lags in producing consumer goods. Therefore, the longer outside lag of monetary policy must be balanced against the shorter policy lag in deciding the optimal policy mix.
Banking In Nigeria
As a result of the increased demand for customers’ deposit, Nigerian banks especially the new generation banks have realized the imperative of good and prompt customer service. Also due to the fact that some customers lost their deposit in the erstwhile technically insolvent or distressed banks, customers have now become wiser more discerning, alert and sophisticated with regards to choosing where it is safe to put their money, and they would be served promptly, preferably in a pleasant, courteous and friendly environment. Thus, they have started looking at the level of service and professionalism before depositing their funds. Proximity to the bank is no longer the issue. Safety and the level of service with regards to quality, speed and efficiency has become the major imperative. On the part of the banks, they have realized that one way in which they can provide quality service is through the use of technology. Hence there is the growing rate of adopting new technologies in Nigerian banking operations. Moreover, there is growing evidence that customers have started associating quality of service in a bank with the banks possession of on-line, real time system. In fact, possession of a system is now judged to be the sin qua non of a high quality banking service in Nigeria. So , for a bank to be perceived as providing high quality service, that bank need to have an IT system, which it uses to delivery services to customers in a more timely, friendly and considerate manner, at no extra cost to the customers.
Despite the fact that many of the new generation banks base their marketing strategy on the possession of supposedly on-line, real time systems, they find that their systems are down for about 50% of time. Many customers feel cheated by this reality and complain about the incessant downtimes. They were down at least half the time, and that the national carrier, NITEL (Nigeria telecommunications), is to blame. Whilst the responsibility of NITEL cannot be denied. Many customers that it is the responsibility of the affected banks to take care of these problems, and that they should be given the nationwide, on-line, real time banking service they were promised. Faced with the dilemma, many banks in the country are resorting to alternative personal solution by using small aperture terminal (VSAT) satellite systems, f or long distance electronic communication. For short distances, the MDS (metropolitan digital services) system is often used. The problem here is that all banks are trying to procure appropriate VSATS independent of one another. In other words, there is no collaboration between the bank in sourcing this very expensive technology and thereby providing a cost-effective solution to the problem. It would also be fair to say that Nigerian banks are imbued with an. overly competitive mind-set which tends to foreclose the benefits of synergy or collaboration in solving most of their common problems.
Overview Of The Nigerian Banking System
The Nigerian banking system has witnessed tremendous transformation since the arrival of the first ever bank in 1894 (which was bank of British West Africa limited, now first bank of Nigeria plc). These transformation ranges from structure, size, 22
number of participants as well as the basic thrust of their activities. The enactment of the first ever banking ordinance in 1952 (which was before independence in 1960) brought about some form of regulation. The ordinance defined banking as a business being transacted in Nigeria by a company with permission of the finance secretary after paying $12500.00 in cash out of an authorized capital of #25000.00 for indigenous banks and $1000000.00 for expatriate banks. These were the minimum capital requirement. Of the 185 banking organization registered at that time, less than 10 survived.
The period 1952 to July 2004 witnessed a lot of challenges and reforms, ranging from indigenization (1976- 1986), deregulation following the introduction of structural adjustment Programme by the government (1986-1995), and guided deregulation (1995-2004). Yet, the banking industry at that era was in the best of states. On July 6, 2004, the Central Bank of Nigeria (CBN), under the leadership of Professor Chukwurna Soludo, announced far-reaching reforms in the banking system. The banking reforms embedded in the banking sector consolidated exercise, is being carried out within the overview of guided deregulation through some forms of fjnancial liberalism. The key objective is to strengthen the financial sector by making it the main driver of growth. Before now, the sector was laced with so many anomalies induced largely by weak capital base. The main components of the reforms are;
- 	Minimum capital base of #25 billion (about $210 million) as against the previous #2 billion (about $17 million) for all banks with full compliance by December 31, 2005.
-	 consolidation of banking institutions through mergers and acquisition.
- 	Adoption of risk-focused and rule-based regulatory framework.
- 	Automating the process for the rendition of returns by banks and other financial institutions through the enhanced financial analysis and surveillance system (eFASS). The outcome and development implication of the ongoing banking reforms in Nigeria are;

- Emergence of 25 viable banks compared to 89 banks. The Nigerian banking sector is now rated as the fastest growing in Africa. 17 out of 25 Nigerian banks are top 1000 banks in the world, 20 out of the top 100 in Africa, 17 out of the top 40 and 4 in the top 10, there was none in 2003,( the bankers magazine of London 2006). Today, there are 4 Nigerian banks operating in the United Kingdom, 6 in Ghana, 2 in Gambia, 2 in Sierra-Leone and 1 in Benin Republic.
Enhanced investment, and economic growth and development as more funds are channeled into productive investments.
Access to credit and financing of projects has increased by 80% between 2005 and 2007. The banks credit to small and medium scale enterprises rose from #66.28 billion in 2005 to #134.68 billion ($1.12 billion) in 2006 and #203.58 billion ($1.70 billion) as at the end of December 2007.
The number of bank depositors also increased #13,649,000 in 2003 to #17,662,000 in 2005 and #24,25 1,000 as at the end of 2007.
Deposit in the 25 banks stood at over #5 trillion ($41.67 billion) as at the end of 2007, compared to #2 trillion ($16.67 billion) in 2004. Capital and reserves of #957 25 billion ($7.89 billion) in 2006 as against #327 billion ($2.73 billion) in June 2004. (Annual report of the CBN 2006 and2007).
The banking sector is the key driver of the recent phenomenal growth of the Nigerian stock exchange (NSE), market capitalization in 2004 was 2.1 trillion ($17.5 billion) the value of shares traded stood at #225.8 billion) ($1.88 billion). By th erd of 2007, the market capitalization rose to #13.30 trillion ($10.83billion) and the value of shares was #2.08 trillion ($17.33 billion).(annual report of Nigerian stock exchange, 2007).
- Increased employment of capital and labour as a result of more branch networks.
- A new vision for the financial system, known as financial system strategy 2020(FSS 2020). FSS is an initiative designed to make Nigeria Africa financial hub and drive the country quest to be among the 20 most developed economies in the world by the year 2020.
At present, Nigeria GDP growth of about 6.0% has been fuelled by the banking sector.
All the 24 banks (Stanbic Bank• limited and IBTC chartered bank Successfully merged in march 2008) are sound and healthy judging by all indices, (Annual Report of the Central Bank of Nigeria 2007).
The Application Of Information Technology In Nigerian Banking Industry
The adoption of information technology in Nigerian banking sector has paved way for new products, new services and efficient delivery channels. Some of these products and services include;
Internet Banking
Internet banking is changing the Nigerian banking industry and is having the major effects on banking relationships. Even the Morgan Stanley Dean Wilier internet research emphasized that web is more important for retail financial services than for many other industries. Internet banking involves the use of internet for delivery of banking products and services. It falls into four main categories, from level 1- minimum functionality sites that offer only access to deposit account data- to level 4 sites-highly sophisticated offerings enabling integrated sales of additional products and access to other financial services such as investment and insurance. A successful internet banking solution offers
Exceptional rates in savings CDs and IRAs.
- 	Checking with no monthly fee, free bill payment and rebates on ATM surcharges.
- 	24-hour account access.
- 	Quality customer service with personal attention. Internet banking is a cost-effective delivery channel for financial institutions. Consumers are embracing the many benefits of internet banking. Thus, banks internet banking starts once the bank goes through technolor integration effort to enable the customer to access information about his or her specific account relationship. The six primary drivers of internet banking are;
- 	Improve customer access
- 	Facilitate the offering of more services
- 	Increase customers loyalty
- 	Attract new customers
- 	Provide services offered by competitors
- 	Reduce customers’ attrition.
The most important concern in internet banking is security. This is a dual requirement to protect customers’ privacy and protect against fraud. Online banking via the World Wide Web provides an overview of internet commerce and how one company handles secured banking for its financial institutions clients and their customers. Some basic information on the transmission of confidential data is presented in security and encryption on the web.
Mobile Banking
Mobile banking is a form of banking in which customers perform banking operations on his or her cell phone, or other mobile device. It is a quite popular method of banking that fits in well with a busy technologically oriented lifestyle. It might also be referred to as M-banking or SMS banking.
The amount of banking operations that is carried out in the cell phone varies depending on the banking institutions that are being operated by a customer. Some banks offer only the option of text alert which are messages sent to customers cell phone that alert customers about activitie on their account such as deposit, withdrawals, and ATM or credit card use. This is the most basic type of mobile banking.
A more involved type of mobile-banking allows customers to log into their account from a cell phone, and then use the phone to make payment, check balances, transfer money between accounts, notify the bank of the loss or stolen credit card,:, stop payment on a cheque, receive a new PIN, or view a monthly statement, among other transactions. This type of banking is meant to he convenient for the customer than having to be physically go into a bank, log from their home computer, or make a phone call. While all of this is true, some are concerned about the security of mobile banking.
Most experts advise against performing any large transactions over mobile banking, which is good advice. However, it is equally important to use an alphanumeric password and to keep customers PIN safe. Though customers are logging-in to a secure server at the bank through their cell phone, customers need to do their own part to protect their information. For this reason, many banks are now sending one time use password for an extra step in security. A one-time use password might be sent to a cell phone or other device when customers wish to log into their account. Customers will then usually enter both the password they have already set, along with one-time use password, within a certain period of time. The one-time use password expires naturally after it is used once or after a time limit has passed. Using two password increases the security of the account, an important concern with mobile banking, Telephone Banking
Telephone banking is a service provided by a financial institution which allows its customers to perform transactions over the telephone. Most telephone banking uses an automated phone answering system with phone keypad response or voice recognition capability. To guaranty security, the customer must first authenticate through a numeric or verbal password or through security questions asked by a live representatives. With the obvious exception of cash withdrawal and deposits, it offers virtually all the features of automated teller machine; account balance information and list of latest transactions, electronic bill payments, fund transfer between customers account etc.
Usually, customers can also speak to a live representative located in a call centre or a branch, although the feature is not guaranteed to be offered 24/7. In addition to the self-service transactions listed earlier, telephone banking representatives are usually trained to do what was traditionally available only at the branch. Loan application, investment purchase and redemptions, cheque-book orders, debit card replacements, change of address, etc. banks which operates mostly or exclusively by telephone are known as phone banks.
Most banks render the following services through phone banking;
· Check your account balance: customers can get —up-to-the-second details of their savings or current account and their fixed deposits. Customers can also get the details of their last 5 transactions in their account, or have a mini statement of last 9 transactions fixed across to them.
- Demat related queries: customers ca12 get the account holding details, transactions details, ISIN Number of a scrip, status of depository slips, details of clients master list (dividend account, charges debit account, PAN etc).
- Other services provided through telephone banking includes payment of cellular, telephone, electricity bills, report of lost ATM/debit card/forex plus card, enquire about latest internet/ exchange rates and request demand diaft managers cheque.
Card to Card Fund Transfer
This is a service that allows cardholders transfer money from one visa card to another. It is easy, secure, and convenient. It is usually referred to as VISA MONEY TRANSFER. The visa money transfer service is made available to cardholders by banks that issue their visa card. To use visa money transfer, cardholders need to sign-on to their bank on-line banking service. Customers can then start using visa money transfer at anytime of the day or night. Recipients receive funds straight to their visa card in all major currencies, to spend immediately, or they can withdraw cash from one of the global network of cash dispensers.
There are no complicated forms or account to set-up cardholders wanting to send money. All they need do is to specify the amount they want to transfer and give the recipient card number. Transactions are quick and safe. The visa money card transfer uses the global visa network that already possesses trillions of transactions a year. If a visa cardholder wants to make a payment, but only has the recipient name and e-mail address, the transaction can still be carried out using visa money transfer. The person receiving the money is contacted by e-mail. They then access the visa money transfer website and then enter their own card details to accept the money. The sender can trick the transfer on-line and he or she is sent an email updates so that every stage of the process can be traced. Even if the recipient doesn’t has a visa card, they can collect the cash from a nominated bank branch.
Credit cards are a big business today, with many companies making a fortune off finance charges. The annual average percentage rate is about 16% on most credit cards. With that kind of interest, it is tough to pay down a credit card because it is consistently charging interest and adding to the principle. Even hot stocks are pressed to grow at 16% a year. In an attempt to lure customers to their credit card, many bank offers free balance transfer from customers’ old credit card to their new credit card. The bank often provides a grace period where they charge far less on the transferred balance. Ofentimes, the introductory interest rate lasts for around six months to a year after balance transfer takes place.
•For a savvy customer, this can be an excellent method to reducing credit card debt. It leaves the customers free to pay down the balance in a credit card without incurring into net charges. With this service, a customer could potentially open a new bank account that offers a bank transfer when the old one expires. Then transfer all of the balance to the new card to begin a new grace period of low or non-existent finance charges. Before a customer can carry out a balance transfer, such customers must be ready to close his or her old account. Making a balance transfer work for a customer is an excellent practice, but diligence is required. Sometimes there is fine-print attached with hidden charges. Some bank may charge a transfer fee that can be a percentage of the balance transferred.
Electronic Fund Transfer (ETF)
This is a system that provides for payments electronically, rather than the use of paper, cheques or currencies. it is a system of transferring money from one bank account directly to another without any paper or money changing hands. EPT is a computer-based systems used to perform financial transactions electronically. This service is used for a number of different concepts;
- It is use by bank cardholder to initiate transactions via the use of a payment card.
- It is use for direct debit payment from customers to business, where the transaction is initiated by the business with customers’ permission.
- It is use for direct deposit payroll payments from a business to its employees, possibly via a payroll services company. Electronic fund transfer may be initiated by a cardholder when a payment card such as credit card or debit card is used. This may take place at any automated teller machine (ATM) or point of sale (POS), or when the card is not present, which covers used for mail order, telephone order or internet purchases. A number of transactions may be preferred via EFT, and this includes the following;
- SALE: Where the cardholders pays for goods and services.
- REFUND: Where a merchant refunds an earlier payment made by a cardholder
- WITHDRAWALS: Where the cardholders withdraws funds from their account, e.g from an ATM, the term cash advance may also be used typically when the funds are advanced by a merchant rather than an Automated Teller Machine (ATM).
- DEPOSIT: Where cardholders deposit funds to their own account (typically an ATM).
- CASHBACK: Where cardholders withdraw funds from their own account at the same time as making purchase.
- INTER-ACCOUNT TRANSFER: Thi involves transferring funds between linked accounts belonging to the same cardholder.
- PAYMENT: This has to do with transferring fund to a third- party account.
- E TOP-UP: Where a cardholder can use a device (typically
• ATM or POS) to add funds (top-up) their prepaid mobile phone.
- MINI STATEMENT: Where a cardholder uses a device (typically an ATM) to obtain details of recent transactions on their account.
- ADMINISTRATIVE: This covers a variety of non-financial transactions including PIN change.
- ENQUIRY: This is concerned with transaction without financial impact, for instance balance enquire, available funds enquire, linked accounts enquire, or request for a statement of recent transactions.
Electronic Fund transactions require communication between a number of parties. When a card at a merchant or ATM, the transaction is first routed to an acquirer then a through a number of networks to the issuer where the cardholders account is held. A transaction may be authorized offline by any of these entities through a stand-in agreement. Stand-in authorization may be used when a communication link is not available, or simply to save communication cost or time. Stand-in is subject to the transaction amount being below agreed limits, known as floor limits. These limits are calculated based on the risk of authorizing a transaction offline, and thus vari between merchants and card types. Offline transactions may be subject to other security checks such as checking the card nunber against a hot card (stolen card) list, velocity checks (limiting the number of offline transactions allowed by a cardholder), and random online authorization. Before online authorization was standard practice and credit card were processed using manual vouchers, each merchants would agree a limit (floor limit) with his bank above, which he must telephone for an authorization code. If the transaction subsequently was refused by the issuer (bounced), the issuer would not be entitled t a refund.
Automated Teller Machine (ATM)
This is another product of technological development in banking operations that has enjoyed global acceptability. The automated teller machines (ATM) were introduced in the retail banks with the objective of reducing personal costs associated with traditional “teller window” customer services transactions. It was first set up in the country during the early eighties by Societe Generale Bank of Nigeria Limited (SGBN). Some other banks followed the experience of SGBN but the transferred from one bank to another usually within a country using the local apex bank as an intermediary (ie. Clearing house). It helps to reduce the handling of cash and check and the risk associated with it.
The Role Of Information Technology In The Nigerian Banking Industry
The role of information technology in Nigerian banking industry cannot be overemphasized. Information technology has contributed immensely to the growth and development of Nigerian banking sector. Some of the vital roles of information technology in the Nigerian industry are discussed below.
Information technology has opened new markets, new products, new services and efficient delivery channels for the Nigerian banking sector. Online electronic banking, mobile banking and internet banking are few examples.
Information technology has provided the Nigerian banking industry with the wherewithal to deal with challenges that the new economy poses. Information technology has been the cornerstone of recent financial sector reforms aimed at increasing the speed and reliability of financial operations and of initiatives to strengthen the financial sector.
The information technology revolution has set the stage for unprecedented increase in financial activity in Nigerian banks. The progress of technology and the development of worldwide networks has significantly reduced the cost of global fund transfer.
Information technology enables Nigerian banks in meeting with the high expectations of customers who are more demanding and more techno-savvy compared to their counterparts in yester-years. Customers demand instant, anytime and anywhere banking facilities.
Information technology has been providing solutions to Nigerian banks in terms of taking care of their accounting and back-office requirements. This has, however, now given way to large scale usage in services aimed at the customers of banks.
Information technology has also facilitates the introduction of new delivery channels in the form of automated teller machine (ATM), net banking, mobile banking, and the like. Further, information technology deployment has assumed such high levels that is no longer possible for banks to manage their information technology implementation on a stand-alone basis. With information technology revolution, banks are increasing interconnecting their computer system not only across branches in some cities in Nigeria, but also to other geo-political locations with high speed network infrastructure and setting up local area and wide area network and connecting them to the internet. As a result, information technology systems. and networks are now exposed to a growing number of Nigerian banks.

The Problems And Challenges Of Information Technology In Nigerian Banking Industry
The adoption of information technology by Nigerian banks brought with it new challenges for bank management and regulatory and supervisory authorities. This stem from the reliance on information technology to provide banking services with the necessary security. Some of these challenges and problems include;
Regulatory Risk
Because the internet allows service to be provided from anywhere in the world, there is a danger that banks in Nigeria will try to avoid regulation and supervision. What can regulation do? They can require even banks that provide their services from a remote location through the internet to be licensed. Licensing would be particularly appropriate where supervision is weak and corporation between a virtual bank and the home supervision is not adequate. Licensing is the norm, for example, in the United States and most of the countries in the European Union. A virtual bank licensed outside their jurisdiction that wishes to offer electronic banking services and take deposits must first establish a licensed branch. Determining when a banks electronic services trigger, the need for a license may be difficult, but indicators showing where banking services originate and where they are provided can help.
Lea1 Risk
Electronic banking carries heightened legal risks for Nigerian banks. Nigerian banks can potentially expand the geographical scope of their services faster through electronic banking than through traditional banking. In some cases, however, they might not be fully vast in a jurisdiction local laws and regulations before they begin to offer services there, either with a license or without a license is not required. Some of the banks that lack contact with the supervisory authorities may find it difficult to abreast of regulatory changes. As a consequence, some banks would unknowingly violate customer protection laws, including on data collection and privacy, and regulations on soliciting. In doing so, they expose themselves to losses through lawsuits or crime that te not prosecuted because of jurisdictional disputes.
Operational Risk
The reliance on new technology to provide services makes security and system availability the control operational risk in electronic banking. Security threats can come from inside or outside the system, so banking regulations and supervisors in Nigeria must ensure that banks have appropriate practices in place to guarantee the confidentiality of data as well as the integrity of the system and the data. Bank security practice should be regularly tested and an reviewed by outside experts to analyze the network vulnerabilities and recovery preparedness. Capacity planning to address increasing transaction volumes and new technological developments should take account of the budgetary impact of new investments, the ability to attract staff with the necessary expertise, and potential dependence on external service providers. Managing heightening operational risks need to be integral part of Nigerian banks overall management of risk, and supervisory need to include operational risk in their safety and soundness evaluations.
Reputational Risk
Breaches of security and disruptions to the systems availability can damage Nigerian banks reputation. The more Nigerian banks depends on electronic delivery channels, the greater the potential for reputational risks. If one electronic bank encounters problems that cause customers to lose confidence in electronic delivery channels as a whole or to view bank failure as system supervisory deficiencies, these problems can potentially affect other providers of electronic banking services. Reputätional risk also stem from misuse of security precautions or ignorance about the need for such precautions. Security risk can be amplified and may result in a loss of confidence in electronic delivery channels.
A Brief Profile Of United Bank For Africa Plc 
United bank for Africa plc (UBA) is the product of a merger of two Nigerians top five banks- UBA and standard trust bank (STB). Today, consolidated UBA is the largest financial institution in Sub-Saharan Africa (excluding south Africa) with a balance sheet size in excess of 400 billion naira (approx. US$ 3bn) and over two million active customer accounts. With over
400 retail distribution outlets across Nigeria. UBA has also a presence in New York, Grand Cayman island and aspires to expand within Sub-Saharan Africa.
UBA is the first successful merger transactions in the history of Nigerian banking sector and was born out of a desire to lead the sector to a new era of global relevance by championing the creation of the Nigerian consumer finance market and lending a private/public sector partnership aimed at accelerating the economic development of Nigeria.
In its determination to continue to leverage on a robust information technology, infrastructure designed to achieve excellent service delivery to its teeming clientele. UBA opted for finanace universal banking solution comprising core banking, corporate e-banking alerts, CRM and treasury solutions from Infosys in October 2005. The relationship between finacle and UBA dates back to 5 yrs ago when STB changed from its existing global system to finacle. Finacle core banking solution helped power STB rapid growth at the turn of the millennium and its emergence as one of Nigeria’s leading new generation banks. In addition, STB is credited to have spearheaded the development of ATMs and internet banking in the Nigeria market riding on finacle.
2.2	EMPIRICAL REVIEW
As Information Technology is vital in banking today, it becomes imperative for banks to realize its impact on operational performance in order to justify capital investments. The objective of this work is to examine how the adoption of Information Technology affects the operations of commercial banks in terms of effectiveness, efficiency, competitiveness, customer base and globalization of the bank. The research methodology involved reviewing the existing network design of the investigating bank and comparing it with the proposed network design solution. The design and simulation results of work revealed that Information Technology led to increase customer satisfaction, improved operational efficiency, reduced transaction time, better competitive edge, reduced the running cost and ushered in swift response in service delivery

Akinyomi Oladele (20019) conducted a research on impact of information technology on the operations of Nigerian banks five banks were randomly selected for the study, while three hundred and fifty (350) questionnaires were distributed to respondents, but only two hundred and sixty (260) were retrieved.
The study revealed that information technology has significant effect on the bank productivity, cashiers’ work, banking transactions, bank patronage, bank services delivery, customer services and bank services. These affect the growth and development of the banking industry positively. Customers can now withdraw cash through the ATM machines in any part of the country. Customers do not need to move about with large sums of cash anymore; customers are also being attended to within a short period of time.  The recommendation is that the power sector should be deregulated..




CHAPTER THREE
RESEARCH METHODOLOGY
3.1	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.
3.2	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 Technology on Banking Operations in Nigeria. The staff and consumers of UBA constitute the population of this study.
3.3	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 simple random sampling (srs.) method to determine the sample size. 
3.4	SAMPLE SIZE SELECTION TECHNIQUE AND PROCEDURE
The Taro Yamane (1967:886) provides a simplified formula to calculate sample sizes.
Assumption
95% confidence level 
 P = .5
[image: ]
n= 150/1+150(0.05)2
n= 150/1+150(0.0025)
n= 150/1+0.15
n=100
Therefore, for this study, the sample size is 100
3.5	SOURCES OF DATA COLLECTION
The research instrument used in this study is the questionnaire. A 10 minutes survey containing 19 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.
3.6	METHOD OF DATA ANALYSIS
The responses were analysed using the frequency tables, which provided answers to the research questions. The hypothesis was tested using Chi-square. 
3.7	VALIDITY AND RELIABILITY OF THE STUDY
The reliability and validity 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.
CHAPTER FOUR
DATA PRESENTATION, ANALYSIS AND INTERPRETATION
The analysis of the data collected will be descriptive in nature, it would include tabulation, frequency counts and percentages.
Table 4.1: Demographic information of respondents
	Details
	Frequency
	Percentage

	Gender
	
	

	Male
	61
	62

	Female
	39
	38

	Age
	
	

	18-25
	29
	38

	26-35
	44
	48

	36+
	14
	14

	Year of Service
	
	

	1 – 3 years
	8
	16

	4 – 6
	32
	64

	7 - 10
	10
	20

	10+
	12
	24

	Marital Status
	
	

	Single
	32
	64

	Married
	18
	36

	Total
	100
	100



4.1	Answers to Research Questions
EFFECT OF INFORMATION TECHNOLOGY ON BANKING SERVICES
Table 1: Effects of IT on Banking Services
	Question
	SA
	A
	N
	D
	SD
	Mean

	IT/computer is really helping this bank
	42.3
	43.9
	6.9
	4.6
	2.3
	3.12

	IT makes inquiry about the state of my account faster
	54.2
	36.6
	6.9
	0
	2.3
	3.29

	IT/computer has a great positive impact on the services rendered by this bank
	45.8
	37.3
	10
	4.6
	2.3
	3.07



The effect of IT on an inquiry on a customer’s state of account, and services enjoyed by the customers from the banks as perceived by the banks’ customers, are shown in table 1 above. 86.2% of the 260 respondents agreed that IT was really helping the banks they patronized, while 90.8% agreed that IT had a positive impact on the services rendered by the banks. The means of 3.12, 3.29 and 3.07 respectively for the selected banks’ respondents confirmed that IT has a positive effect on the inquiry of customers’ state of account and services enjoyed by the customers from the various banks. 

EFFECT OF INFORMATION TECHNOLOGY ON CUSTOMER SERVICES
Table 2: Effects of IT on Customer Services
	Question
	SA
	A
	N
	D
	SD
	Mean

	I don’t think IT has any effect on services rendered
	5.0
	18.8
	9.7
	31.9
	34.6
	2.77

	There is need to improve the services rendered by this bank
	32.3
	50.4
	10.4
	6.9
	0
	2.94



Table 2 above shows the responses of customers from the banks with respect to the effect of IT on customer services provided. About 66.5% disagreed that IT had no effect on the services rendered by the banks. Also, 82.7% agreed that there is need to improve on the services rendered by the banks. The means of 2.77 and 2.94 respectively confirmed that IT has effects on services rendered by these banks to their customers and about 83% of the respondents agreed that the banks need to improve on the services rendered to the customers. This shows that the services which the banks render presently are not the best they can offer to their customers and that banks should improve on these services.

PROMPTNESS AND EFFICIENCY OF SERVICES AS PERCEIVED BY THE CUSTOMERS
Table 3: Promptness  and efficiency of services as perceived by the customers 
	Question
	SA
	A
	N
	D
	SD
	Mean

	I enjoy prompt and efficient service delivery
	36.9
	37.7
	9.2
	16.2
	0
	2.93

	I was once delayed in the bank because network was down
	12.4
	32.7
	6.9
	31.5
	16.5
	2.38

	IT does not increase prompt and efficient service delivery
	2.3
	7.3
	4.6
	42.7
	43.1
	3.17



From Table # above, about 75% of the respondents agreed that they enjoyed prompt and efficient service delivery from the banks. The mean of 2.93 shows that IT enables the banks to provide prompt and efficient services to their customers. On the issue of delay due to network down times, only 44.9% of the respondents agreed that they were once delayed in the bank because network was down. The mean of 2.93 confirmed that most of the time, customers go to the bank when network services are not down. 

INFLUENCE OF INFORMATION TECHNOLOGY ON PATRONAGE AS PERCEIVED BY THE CUSTOMERS
Table 4: Influence of IT on patronage as perceived by the customers
	Question
	SA
	A
	N
	D
	SD
	Mean

	I can encourage my colleagues to patronize this bank
	22.7
	47.3
	20.4
	5.0
	4.6
	2.47

	IT/computer encourages customers to patronize this bank
	33.1
	32.7
	22.3
	9.6
	2.3
	2.52


Table 4 above gives responses on the influence of IT on patronage as perceived by the customers. 70% of the respondents agreed that based on the efficiency and effectiveness of services rendered, they could encourage their colleagues to patronize the banks they use. The mean of 2.47 and 2.52 respectively show that IT encourages customers to patronize the banks. The use of internet computers, automated teller machines (ATM), telephone, VSAT, and EFT has contributed immensely to the growth of Nigerian banks. 


PERCEPTION OF CUSTOMERS ON THE EASE OF CONDUCTING BANKING TRANSACTIONS
Table 5: Perception of customers on the ease of conducting banking transactions
	Question
	SA
	A
	N
	D
	SD
	Mean

	Saving or withdrawing money is time consuming
	2.7
	31.2
	7.3
	36.9
	21.9
	2.63

	IT eases banking transactions
	35.8
	50.0
	9.6
	2.3
	2.3
	3.10



Table 5 above shows that 58.8% of customers disagreed that savings and withdrawal of money is time consuming. Also, 85.5% agreed that IT eases banking transactions. The mean of 2.63 shows that some of the respondents agreed that saving and withdrawal of money is time consuming despite the use of IT in those banks.

EFFECTS OF INFORMATION TECHNOLOGY ON THE INTERACTION BETWEEN CASHIERS AND CUSTOMERS
Table 6: Effects of IT on the interaction between cashiers and customers
	Question
	SA
	A
	N
	D
	SD
	Mean

	IT has reduced the interaction between cashiers and customers
	9.6
	27.3
	17.7
	30.4
	15.0
	2.15



Table 6 shows that 36.9% of the respondents agreed with the view that IT has reduced the interaction between cashiers and customers, 17.7% are indifferent to the question while 45.4% disagreed with the view, with a mean of 2.15.

EFFECTS OF INFORMATION TECHNOLOGY ON CASHIERS’ WORK
Table 7: Effects of IT on cashiers’ work
	Question
	SA
	A
	N
	D
	SD
	Mean

	Computers really speed up cashier work
	45.8
	37.3
	6.9
	7.3
	2.7
	3.12



The rates at which cashiers in the banks attend to customers depend on the equipment available for the cashier to work with. From table 7 above, 83.1% agreed that computer speeds up cashiers’ work, while 10% disagreed and 6.9% are indifferent. The mean of 3.12 confirmed that IT/computer really affect the rates at which cashiers attend to customers. Generally, the use of electronic devices such as computers will go a long way to increase the speed of the cashiers’ work. 

INFORMATION TECHNOLOGY AND PRODUCTIVITY OF THE BANKS
Table 8: IT and productivity of the banks 
	Question
	SA
	A
	N
	D
	SD
	Mean

	IT increases banks’ productivity
	44.2
	37.3
	13.8
	4.6
	0
	2.98



From table 8 above, 81.5% of the respondents agreed that the use of IT increases bank productivity in that with the use of IT, the bank can attend to a lot of customers since IT speeds up cashiers’ work. The mean of 2.98 shows that IT has a positive effect on the growth and productivity of the banks.
Relationship between adoption of IT and modern banking operation
	Question
	SA
	A
	N
	D
	SD
	Mean

	there is a relationship between adoption of Information Technology and modern banking operation
	50.2
	47.3
	13.8
	4.6
	0
	4.98


From table 9 above, 86.5% of the respondents agreed that there is a relationship between adoption of Information Technology and modern banking operation. The mean of 4.98 shows there is a relationship between adoption of Information Technology and modern banking operation.
4.2	Test of Hypothesis
NULL (Ho): There is no relationship between the adoption of information technology and modern banking operation.
ALTERNATE (Ha): There is relationship between the adoption of information technology and modern banking operations. 
Response on the  relationship between the adoption of information technology and modern banking operations

	Response 
	Observed frequencies
	Expected frequencies (E) 
	O-E
	(O-E)2
	(O-E)
  E

	S. agree 
Agree
Neutral
Disagree
S. Disagree 

	50
34
23
2
2
	540.55
300.25
170.15
70 .45
60.55
	29.45
19.75
29.85
-
10.45
-
10.55
	867.3025
390.0625
891.0225
109.2025
111.3025
	1.60
1.30
5.24
1.55
1.84
11.53



Degree of freedom =	(row-1) (column-1) 
= (5-1) (2-1)
= 4*1
=4
At 0.05 level of significance, given the above degree of freedom, table value of X2 (ie X2t) = 9.448.
To test our hypothesis, the decision rule is
Accept Ho if X2t>X2cal, and
Reject Ho if X2t<X2cal
Thus, since the X2t (9.448) < X2cal (11.53), we reject Ho and accordingly accept Ha. We conclude by accepting the alternate hypothesis. This implies that There is relationship between the adoption of information technology and modern banking operations




CHAPTER FIVE
CONCLUSION AND RECOMMENDATIONS
5.1	CONCLUSION
This study has examined the impact of information technology on the operations of banks in Nigeria. It specifically considered the perceptions of bank customers on the impact of information technology on the banks. The study revealed that information technology has significant effect on the bank productivity, cashiers’ work, banking transactions, bank patronage, bank services delivery, customer services and bank services. These affect the growth and development of the banking industry positively. Customers can now collect or withdraw cash through the ATM machines in any part of the country. Customers do not need to move about with large sums of cash anymore; customers are also being attended to within a short period of time.  

5.2	RECOMMENDATION
The problem of epileptic power supply still remains a major challenge to all corporate organization in Nigeria. It is recommended that the power sector should be deregulated. This will promote the long awaited adequate power supply in the country.
Also, government should support and loan money to local firm to foster importation, lower tariff on importation of information technology related equipment and their agencies and regulatory bodies should upgrade their equipment as well and the banks should continuously implement customer centred IT products and services of international standard.
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QUESTIONNAIRE
Please tick ( ) in the space provided below to indicate your choice of answer.
SECTION A
PERSONAL STATISTICS
1. SEX
a. Male ( ) b. female
2. AGE
a. 2 1-25 ( ) c. 26-30 b. 3 1-35 ( ) d. 36-40 (
e. 40 and above (
3. MARITAL STATUS
a. Single ( ) b. married (
4. LEVEL
a. Junior staff ( ) b. middle-class staff (
c. Senior staff ( ]
5. EDUCATIONAL QUALIFICATION
a. WASSCE [ j c. OND/NCE [   ]
b. B.SC/B.A [ ] d. M.SC/PH.D [   ]
6. What type of account do you operate?
a. Savings account [ ] c. Current account [   ]
b. Others specify [   ]
7. For how long have you been banking with this bank?
a. 0-2 yrs [ ] c. 3-5yrs
b. 6-8yrs [ I d. 9yrs and Above [  ]
8. Your account with this bank is mainly for
a. Business [ ] c. Salary [ ]
b. Others specify [  ]
9. How long does it take you to make withdrawals?
a. Less than lyr [ ] c. 1-2yrs [ b. 3-4yrs [ ] d. 5yrs and above [  ]
10. How long have you been in employment of this bank?
a. Less than 2 years [ ] b. 2-5 years [
c. 6-10 years [ ] d. 11-15 years [
SECTION B
1. Do you agree that information technology has improved the performance of Nigerian banks?
a: Agree [ ] c. Indifferent [
b. Disagree
2. Do you think that information technology has reduced financial impropriety to the bearest minimum in Nigerian banking industry?
a. Yes[ ] b.No [  ]
3. Have Nigerian banks improved in their customers’ service delivery since the adoption of information technology?
a. Yes [ ] b.No[  ]
4. Do you think that information technology has a negative impact on Nigerian banking sector?
a. Yes [ J b. No[   ]
5. Has information technology increased the level of competition on Nigerian banking industry?
a. Yes[ ] b. No [   ]
6. Has information, reduced the long queue in Nigerian banks?
a. Yes [ ] .No [
7. Do you think that information technology is an effective tool in preventing fraud in Nigerian banks?
a. Yes [ ] b. No [  ]
8. Do you agree that the adoption of information technology by Nigerian banks has enhanced the speed of transactions?
a. Agree [ ] c. Indifferent [  ]
b. Disagree [   ]
9. Does the implementation of information technology has a positive effect on the turnover and profit-base of Nigerian banks?
a.  Yes [ ] b.No [  ]
10. Do you agree that information technology has raised the level of productivity of Nigerian banks?
a. Agree [ j c. Indifferent [   ]
b. Disagree [     ]
11. Do you agree that information technology reduces interaction between cashiers and customers?
a. Agree [ ] c. Indifferent [   ]
b. Disagree [  ]
12. Do you agree that information technology increases customers patronage?
a. Agree [ ]  c. Indifferent [ I
b. Disagree [
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