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 ABSTRACT 

The increasing competitive pressure as a result of 

technological development, globalization, 

changing customer demand has led to survival 

challenges of many banks in Nigeria and 

demanded for improvement in quality of customer 

services and speed to enhance profitability, staff 

performance and cost reduction. The study 

investigated sample of selected bank workers and 

customers of United Bank for Africa (UBA) 

headquarter, CMS, Lagos. It aimed at determining 

the perception of bank workers as well as 

identifying the extent at which Information and 

Communication Technology (ICT) adoption 

influenced staff performance and their operations. 

Survey research was employed in the conduct of 

the study since the subject of investigation centers 

on individual’s opinion and perception. Hence, 

purposive sampling technique was adopted. A 

structured questionnaire of 24 − item variable 

was administered with 91% response rate 

justifying the acceptability of study by the staff 

members. The data collated were analysed using 

statistical package for social science (version 23). 
The result reveals that about 56% (n = 214) were 

in the 30 − 39 years age bracket  while 39% 

(n = 149) were in the 20 −
29 years age bracket. Additionally, about 

96% (n = 370) of the staff agree to the statement 

that adoption of ICT has immensely influenced 

staff performance by increasing their productivity. 

In a related development, there is a significant 

effect of ICT on banking operations. Hence, ICT 

had significant impact on financial service 

delivery of the bank (since p < 0.05). It is 

concluded that the adoption of ICT has 

tremendously influenced staff performance. 

Likewise, banks have benefited from ICT in the 

area of improved efficiency and effectiveness of 

their operation. 
 

KEYWORDS: Information, Communication, 

Technology, Staff, Financial Institution. 

 

INTRODUCTION 

Obviously, the banking industries have gone far 

into Information and Communication Technology 

(ICT) management and others in the delivery of 

their customers’ services and staff performance.  

ICT plays a very significant and unique role in the 

smooth running of organization all over the world. 

It does not only support decision making in 

organization/institution like banks, but also goes a 

long way in enhancing, promoting, corporate 

performance and profitability. To this end, banks 

with insufficient and irrelevant information will 

not only suffer in its decision making process, but 

stand the risk of running at loss.  

Technology innovation has influenced the 

performance of all Nigerian banks. In the last ten 

years huge achievements were made in banks 

networking, service delivery, profitability and 

customers responses. Employees were made to 

cope with the demands of Information and 

Communication Technologies (ICT) dominated 

by global banking industry. Customers also 

benefited from improved networking and service 

delivery which inevitably improved banks 

competitiveness and profitability. But despite 

these achievements Nigerian banks have 

witnessed severe downturn in their profit and 

many of them have almost collapsed. 

According to Woherem (2000), he claimed that 

only banks that renovate the whole of their 

payment and delivery systems and apply ICT to 

their operations are likely to survive and prosper 

in the new millennium. He advices banks to re-
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examine their service and delivery systems in 

order to properly position them within the 

framework of the dictates of the dynamism of 

information and communication technology.  

Yousafzai (2012) asserted in his study, that ICT 

Banking adoption is a complex and multifaceted 

process and joint consideration of customers’ 

personal, social, psychological, utilitarian and 

behavioural aspects is more important than 

adoption itself and will ultimately result in the 

intended behaviour. It is imperative that all these 

innovations aimed at having a competitive edge 

are related to the profitability of banks. This is in 

accordance with (Akombo, 2011). 

Roger (2016) opined that ICT is a synergy between 

computers and communication devices and forms 

an important part of the modern world. Thus the 

most significant shortcomings in the banking 

industry today is a wide spread failure on the part 

of senior management in banks to grasp the 

improvement of technology and incorporate it into 

their strategic plans. Research carried out by 

Dabwor et al. (2017) studied the effect of ICT 

adoption on the competitive performance of banks 

in an emerging economy. The study adopted both 

inferential and descriptive design using a t-test. 

The findings of the study revealed that a positive 

relationship exists between ICT and banks 

performance in Nigeria. This implies that a 

marginal change in the level of the investment and 

adoption of ICT such as Automated teller machine, 

Web based transactions, and Mobile payments in 

the banking industry resulted in a proportionate 

increase in the profit level. The study 

recommended that it is paramount for bank 

management to intensify investment in ICT 

products to facilitate speed, convenience, and 

accurate service delivery. Oyinkansola (2018) 

conducted a study on the impact of Information 

Technology on banking operations in the First 

bank of Nigeria PLC. The data used was primary 

data and the research instruments used are 

questionnaires and personal interview for staff and 

customers of the bank. Simple frequency 

percentage was adopted as the statistical tools and 

the hypothesis was analysed using Chi-square. The 

result revealed that IT has greatly improved the 

growth and performance of Nigerian commercial 

banks and has led to increased customers 

satisfaction. (Oluwagbemi et al. 2014) in their 

study on the impact of Information Technology 

(IT) in Nigeria banking industry, adopted a 

qualitative method. In their findings it was 

revealed that the deployment of IT facilities in the 

Nigerian banking industry has brought about 

fundamental changes in the content and quality of 

banking business in the country. They concluded 

that Nigeria banks have been rapidly transformed 

from being just a bank to a one-stop shop financial 

solution provider. Research revealed that the use 

of ICT tremendously increased the return on 

capital employed as well as the return on assets of 

the South African banking industry. This is 

established by Binuyo & Aregbesola, (2014) in 

their study, who assessed the impact of ICT on 

commercial bank performance in South Africa. 

The analysis of the data was achieved using the 

panel environment and the orthogonal 

transformation approach was adopted. According 

to Ukah (2013), Nigerian banking industry has 

become highly ICT-based and is reaping the 

benefits of a technological revolution as evidenced 

by its application in most of its operations. Many 

commercial banks are making huge investments in 

technology to maintain and upgrade their 

infrastructure, in order not only to provide new 

electronic information-based service, but also to 

take timely advantage of new off-the-shelf 

electronic services such as online retail banking 

which is making it possible for very small 

institutions to take advantage of new technologies 

at quite reasonable costs. Additionally, research 

has it according to Furzaneh et al. (2012) that 

customers are encouraged to utilize ICT banking 

as first priority. Increasing the customer’s arousal 

by ICT advertisements to use ICT banking brings 

about a positive attitude toward the bank’s brand, 

which in-turn is one of the key factors in ICT 

banking effectiveness. It helps the customers to 

validate their account numbers and receive 

instruction on when and how to receive their 

cheque books, credit and debit cards. 

Banking has come of age and as such, competition 

has alerted banks to look for innovations that will 

make their staff performance better and keep their 

performance in check as well as service delivery. 

It is important to note that most banks have been 

in the bondage of how to manage their 

information, and how to satisfy their esteem 

customers. Despite the rapid growing adoption of 
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the Information Technology tools to improve 

banking operations through the use of Short 

Message Service (SMS), Internet, online banking 

and so on. Nigerian banks are still facing the 

challenges of continually modernizing their 

operations so as to increase their productivity, 

enhance quality of service delivery and also 

minimize the average operating cost and time. 

Hence, this study is aimed at establishing the link 

between the adoption of selected ICT tools and 

their impact on the performance of commercial 

bank workers in Nigeria, as well as, identifying the 

extent at which ICT adoption has influenced staff 

performance and determining the impact of ICT on 

financial service delivery. 

Considering the great competition in banking 

industries presently, the use of ICT is of great 

importance to banks that adopts it as ICT has 

presented a turnaround in banking sector thereby 

creating new ways of banking operations. The 

study adds to the reasons why banks today 

abandoned their former ways of operation to 

choose modern banking such as e-banking and as 

such identify the problems arising from the 

operational system of commercial banks in 

Nigeria. Its findings show management of banks to 

embrace the importance and use of Information 

Technology in achieving the overall efficiency and 

effectiveness in their operation. 

 

MATERIALS AND METHODS 

Research design, study area and population 

Survey research was adopted in the conduct of 

the study because the subject of investigation 

centers on individual’s opinions and perception. 

The study was carried out at United Bank for 

Africa (UBA) headquarter, Lagos Island, Lagos 

State. The study population consisted of the staff 

of the bank and their customers. 

 

DATA COLLECTION 

Information was collected from respondents by 

means of a pre-tested 24 − 𝑖𝑡𝑒𝑚, purpose 

designed, self-administered anonymous 

questionnaire containing open and closed ended 

questions. 

The questionnaire was divided into 𝑓𝑜𝑢𝑟 major 

sections for ease of administration. Section A 

containing 5 𝑖𝑡𝑒𝑚𝑠 focused on demographic 

characteristics of respondents. Section B 

containing 8 𝑖𝑡𝑒𝑚𝑠 focused on questions on extent 

to which ICT influenced the performance of staff 

in the bank. Section C containing 6 𝑖𝑡𝑒𝑚𝑠 focused 

on the effect of ICT products on banking sectors 

while section D containing 5 𝑖𝑡𝑒𝑚𝑠 focused on 

impact of ICT on banking service delivery. 

 

 SAMPLE SIZE DETERMINATION 

The minimum sample size was calculated using 

Cochran formula: 

 

 
 

𝑛 = 𝑠𝑎𝑚𝑝𝑙𝑒 𝑠𝑖𝑧𝑒 

𝑧 = 1.96 (𝑣𝑎𝑙𝑢𝑒 𝑜𝑛 𝑡ℎ𝑒 𝑍 𝑡𝑎𝑏𝑙𝑒 𝑎𝑡 95% 𝐶𝑜𝑛𝑓𝑖𝑑𝑒𝑛𝑐𝑒 𝑙𝑒𝑣𝑒𝑙) 

𝑒 = 0.05 (𝑠𝑎𝑚𝑝𝑙𝑖𝑛𝑔 𝑒𝑟𝑟𝑜𝑟 𝑎𝑡 5%) 

𝑝 = 0.5 (𝑚𝑎𝑥𝑖𝑚𝑢𝑚 𝑣𝑎𝑟𝑖𝑎𝑏𝑖𝑙𝑖𝑡𝑦 𝑜𝑓 𝑡ℎ𝑒 𝑝𝑜𝑝𝑢𝑙𝑎𝑡𝑖𝑜𝑛. ) 

𝑞 = 0.5   𝑖. 𝑒. (1 − 𝑝) 

𝑛 =  
[(1.962)(0.5)(0.5)]

0.052
= 384.16. 

To give room for an anticipated non-response rate 

of 9% (35 𝑟𝑒𝑠𝑝𝑜𝑛𝑑𝑒𝑛𝑡𝑠), the sample size was 

increased by 35 to make 420 𝑟𝑒𝑠𝑝𝑜𝑑𝑒𝑛𝑡𝑠. A total 

of 420 𝑞𝑢𝑒𝑠𝑡𝑖𝑜𝑛𝑛𝑎𝑖𝑟𝑒𝑠 were administered for the 

study. Since the subject of investigation centers on 

individual’s opinions and perception, survey 

research was adopted in the conduct of this study. 

From the 420 𝑞𝑢𝑒𝑠𝑡𝑖𝑜𝑛𝑛𝑎𝑖𝑟𝑒𝑠 

administered, 384 were returned representing 

91% response rate.  

 

 

file:///F:/www.ijssyabatech.com


VOL 7, NO 2, DECEMBER 2021.          www.ijssyabatech.com 
ISSN: 2276-7924    

 

99 | P a g e           VOL 7, NO 2, DECEMBER 2021. ISSN: 2276-7924  www.ijssyabatech.com 

 

4.0  RESULTS 

The completed questionnaires were collated, 

analysed and presented using descriptive statistics 

of simple percentages, frequency distribution, 

graphs, charts and inferential statistics where 

applicable. 

  

Demographic Characteristics of the Study Population 

 

Table 1: Demographic Characteristics of the study population 

What is your age bracket? 

     Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

 Below 20 years    4 1.0 1.0 1.0 

20-29 years 149 38.7 38.7 39.7 

30-39 years 214 55.6 55.6 95.3 

40-49 years    16 4.4 4.4 99.7 

50 and  above      1 .3 .3 100.0 

Total 384 100.0 100.0   

Male          179 47.0 47.0 46.5 

Female          205 53.0 53.0 100 

Total          384 100 100   
 

 

A total number 384 staff members and customers 

participated in the study, 1% (𝑛 = 4) of the 

respondents in the sampled population is below 

20 𝑦𝑒𝑎𝑟𝑠, 39% (𝑛 = 149) of the respondents is 

age range 20 − 29 𝑦𝑒𝑎𝑟𝑠, 56% (𝑛 = 214) of the 

respondents is age range 30 − 39 𝑦𝑒𝑎𝑟𝑠,  
 

 

4% (𝑛 = 16) out of the total observed 

respondents is age range 40 − 49 𝑦𝑒𝑎𝑟𝑠, while 

0% (𝑛 = 1) out of 384 respondents is age 

50 𝑦𝑒𝑎𝑟𝑠 𝑎𝑛𝑑 𝑎𝑏𝑜𝑣𝑒, that is, close to retirement 

age. The results also showed that larger percentage 

of them were Female (53%) and Male (47%) as 

revealed in 𝑇𝑎𝑏𝑙𝑒 1 𝑎𝑏𝑜𝑣𝑒.  

 

Fig. 1 
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Fig. 1 summarised graphically for better 

clarification, the age distribution of the 

respondents. Most of the respondents fall within 

the age categories 30 − 39 𝑦𝑒𝑎𝑟𝑠, which implies 

that most of the staff in the financial institution are 

adults.  

 

 
Table 2. Extent at which ICT has increased staff productivity/performance in the organization 

  Frequency Percent 
Valid 

Percent 
Cumulative 

Percent 

 

Disagree 14 3.6 3.6 3.6 

Agree 92 24.2 24.2 27.8 

Strongly 
Agree 

278 72.2 72.2 100 

Total 384 100 100   

 

It was revealed in the table above that 72% of the 

respondents strongly agreed and 24% agreed to 

the above statement. Therefore, 96% of them 

agreed to the statement that adoption of ICT has 

greatly influenced staff performance by increasing 

their productivity based on automated process 

which is however more than enough to conclude 

that ICT has truly increased the staff members’ 

productivity which in turn gives a positive high 

influence on their performance.  

 
Table 3. Impact of ICT on financial serviced delivery 

 Disagree 5 1.3 

Agree 75 19.5 

Strongly 
Agree 304 79.2 

Total 384 100.0 

It was shown in the table above that 79% (𝑛 = 304) of the respondents strongly agreed and 20% (𝑛 = 75) 
agreed that ICT has increasingly been helpful in financial serviced delivery.  

 

Table 4: ICT*financial service delivery 

Test Statistics 

 

Less minutes/hours are spent carrying 
out financial transaction in the 

institution with the use of electronic 
services 

Chi-Square 99.995a 

Df 2 

Asymp. Sig. .000 

a. 0 cells (0.0%) have expected frequencies less than 5. The minimum expected cell frequency is 128.3. 
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It was revealed according to the result in
� � � � � 4 that ICT has significant impact on
financial service delivery. Therefore, the null
hypothesis is rejected since ( � < 0.05) and
we concluded that ICT has significant impact
on financial service delivery.

DISCUSSION
This study was conducted to assess the
impact of information and Communication
Technology (ICT) on Staff performance and
operations in Financial Institutions. A total of
384 people were involved in this study, out
of which 1% ( � = 4) is below 20 � � � � � ,
39% ( � = 149) of the respondents is age
range 20 − 29 � � � � � , 56% ( � = 214) is
age range 30 − 39 � � � � � , 4% ( � = 16) out
of the total observed respondents is age range
40 − 49 � � � � � , while 0% ( � = 1) is age
50 � � � � � � � � � � � � � , that is, close to
retirement age. The finding revealed that
most of the staff members are young adults.
The results also showed that larger
percentage of them were Female (53%) and
Male (47%).
In addition, it is revealed that ICT has
obviously influenced staff performance by
increasing their productivity based on
automated process which in turn enhance
their speed of attending to customers. This is
in agreement with Dabwor et al. (2017),
who concluded in their study that ICT has
improved productivity in banking industry.
This was also supported by Oyinkansola
(2018), who in his research, concluded that
ICT has greatly improved the growth and
performance of banks and has led to
increased customers’ satisfaction.

Also, findings from this study has shown that
ICT has a significant impact on financial
service delivery in financial institutions. This
was supported by (Oluwagbemi et al. 2014),
who affirmed in their research that the
deployment of ICT facilities in Nigerian
banking industry has brought about
fundamental changes in the content and
quality of banking businesses. Hence,
customers on the other hand, stand to enjoy
the benefits of quick service delivery,
reduced frequency of going to the banks or
institutions physically and reduced cash
handling, which consequently gives rise to
high rate of turnover.

CONCLUSION
The outcome of this study reveals that the
adoption of ICT (an effective tool for
development) has tremendously improved
the performance of staff in the financial
institution. Additionally, ICT has significant
impact on service delivery by providing
flexible and convenient services to
customers.
In view of the above conclusion, the
followings recommendations were made:
1. Financial institution should delve more

into effective ICT training for their
workers, so as to further enhance their
performance.

2. The government should help in providing
24-hour uninterrupted power supply in
order to facilitate effective use of ICT
products.

3. Management of the institution must
secure quality ICT gadgets that will
enhance efficiency and customers’
retention.
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