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ABSTRACT

The survey examined the impact of electronic banking on Human Resource (HR)
performance in the Nigerian banking industry, using First Bank Plc as a case
study. The objective was to determine how the introduction of e-Banking has
impacted on the efficiency and effectiveness of service delivery by the bank's
personnel and on bank-customers relationship and customer satisfaction.
Structured questionnaire was used with the aid of personal interview to collect
data fromthirty five respondents randomly sampled fromfive purposively sel ected
branches of First Bank Plc. Chi-squaretest was applied for data analysis. Result
showed among other things that introduction of electronic banking hasimpacted
positively on the bank's HR performance, in terms of improved efficiency and
effectiveness of service delivery by bank personnel. Bank-customer relationship
and customers' satisfaction was al so found to have been greatly enhanced. Hence,
Government should lower the tariff on information technology-aided tools and
equipment imported and possibly subsidized the cost.

Keywords: E-Banking, HR Performance, Service Delivery, Bank Customer
Relationship, Customer Satisfaction

INTRODUCTION

Theevol ution and recent devel opmentsininformation and communication technology has
changed theway organizationsoperate and do bus nessespecidly inthebankingindustry.
Electronic banking hasin particular brought acompl ete paradigm shift on the bank'’s
performance and on service delivery in the banking industry (Abubakar and Rasmaini,
2012). Theintroduction of € ectronic banking haschanged manual and traditional formsof
doing business and are being replaced by the sophisticated technology that isbased on
automation and i nterconnection of computersand other el ectronic devices. For instance,
ledger books, paper invoice, printed material sand businesstripsare being replaced with
onlinebilling and payments, el aborate website with product information and real -time
tel econferencing across continentsand time zones. Information technol ogy hasradically
changed how banking is done all over the world, the volume and speed of banking
transaction hasimproved tremendously asaresult of quantum growth ininformation
technol ogy, which has created bus nessopportunitiesfor banks (Amedu, 2005). Abubakar
and Rasmaini (2012) observethat Information and communication technol ogy hasbecome
the heart of the banking sector, whichisthe heart of every robust economy.
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Ovia(2001) saysthat the bankingindustry hasmoved into an eraof menu-driven
ultrarobust specialized software programmes called banking applications and these
applicationscan carry out virtually all banking functionsrelying heavily oninformation
collection, storage, transfer and processing. Banking isbecoming highly ICT based and
because of itsinter-sectord link, it appearsto bereaping most of the benefitsof evolution
intechnol ogy, ascan be seen by itsapplicationtodmost al areasof itsactivities. In recent
times, Information and Communication Technology (ICT), whichbasically involvesthe
useof dectronic gadgetsespecialy computersfor storing, analyzing and distributing data,
ishaving adramatic influence on ailmost all aspectsof individual livesand that of the
nationa economy- thebanking sector inclusve. Theincreasnguseof ICT hasalowed for
theintegration of different economic unitsin aspectacular way. Thisphenomenonisnot
only applicableto Nigeriabut other economiesof theworld, thoughtheleve of their usage
may differ. InNigeria, |CT usageespecidly inthebanking sector, hascons derably improved,
even though it may not be as high asthose observed for advanced countries (Amedu,
2005).

TheNigerian Banking System

The conventional banking systemin Nigeriastartedin Nigeriain 1952 (Steven, 2002).
Sincethen, theindustry haswitnessed alot of regulatory and institutional advances. The
industry was being controlled by about five out of the 89 banksin existence beforethe
commencement of themerger and acquiisition of banksin 2004. Multiple branch systems
isalso oneof the notablefeatures of Nigerian Banks, with atotal of 89 banksaccounting
for about 3017 branchesnationwide asat 2004. At present, thetotal number of Nigerian
banksare 20 excluding Savannah Bank and with globalization, Nigerian bankshave no
choicebut to adopt e ectronic banking servicesto enhance effective service ddivery that
transcendsto customerssatisfaction, if they redly want toremaininthe business, let alone
be profitable (Madureme, 2009). The major challenges of e-banking adoption are
inadequate I CT infrastructure, inadequate funding, absence of appropriatelegal and
regulatory framework, unexpected system failure and Cyber security, poor state of
el ectricity, among many others and these have placed Nigerian bankson thebenchinan
industry that ought to bevibrant.

Ezeoha(2005) ascited in Alabar (2012) discoversthat I nternet banking issowly
been embraced by customers because I nternet practicein Nigeriahas been abused by
cyber attackerswho usereal and deceptive banking websitesto spoof users sensitive
information and fundsthus adding voi ceto security concernsasamajor factor inhibiting
theuseof e-banking. A smilar study conducted in Benin, Nigeria, Egwali (2009) ascited
inJames (2012) concludesthat Security Indicators(Sl) arenot very effectiveat derting
and shielding usersfrom revealing sendtiveinformation to spoofed e-banking sitesand
also Karjaluoto, Mattila and Pento (2002) in a study to determine online banking
acceptance, discovered that attitudetowards online banking and itsusageissignificantly
affected by Prior Computer Experience, Prior Technologica Experience, Persona Banking
Experience and Reference Group | nfluence. Rotchanakitumnuai and Speece (2004) on
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the other hand, found out that Web Benefits (Informeation Quality, Information Accessibility,
Information Sharing, and Transaction Benefit) and Web Barriers (Organisation Barrier,
Trust, and Legal Support) arekey factorsinfluencing e-banking adoption by customers.

Electronic Banking and the Common Banking Products: The use of information
technology inbanking operationsiscalled dectronic banking. Ovia(2001) however argues
that electronic banking isaproduct of e-commerceinthefield of banking and financia
services. Inwhat can be described as Business-to-Consumer (B2C) domain, services
such asbalance enquiry, request for chegue books, recording stop payment instruction,
ba ancetrangfer instruction, account opening and other formsof traditiona banking services
areoperated (Beiry and Linoff, 1999). Banksarea so offering payment serviceson behalf
of their customerswho shopin different e-shops.

Telephone and PC Banking Products. Thisisafacility that enables customers, via
telephonecalls, to find out about their position with their bankersby merely diading the
telephone numbers given to them by the banks. In addition, the computersor the phone
would require specid codesgivento the customersasameansof identification of authentic
usersbeforethey canrecaiveany information they requested for. Thisisaserviceintroduced
into banking asaresult of computer tel egphone technol ogy being made available (Ovia,
2001). Thetechnology of e-banking hasauniverse of possible applications, limited only
by theimagination. These areasinclude: Account balance enquiry; Account statement
printing; Intra-BanksA ccount to A ccount transfer; Inter-banksA ccount toAccount trandfer;
Download A ccount Transaction and many others. Telephone and PC banking bringsthe
bank to the doorstep of the customer, it doesnot requirethe customer to leave hispremises.
I nteractive Voice Response becomes aregular feature of operations, Text-to-speech
capability becomesaredity. A uniformed messaging capability becomes permanent feature
of the bank.

TheCard System: Thecard systemisaunique el ectronic payment type. Thesmart cards
areplastic deviceswith embedded integrated circuit being used for settlement of financia

obligations. The power of cardsliesintheir sophistication and acceptability to storeand
mani pul ate data, and handle multiple applicationson one card securely (Amedu, 2005).
Depending on the sophistication, it can be used asa Credit Card, Debit Card and ATM

(Automated Teller Machine) card. Whilethe electronic cardisgaining popularity inthe
USA and Nigeria, the Spanishfinancid inditutionsdemondgirated the highestimplementation
and update of smartcardsacross Europe (Amedu, 2005). The Smart Card wasintroduced
into the Nigerian market to reduce or eliminate problemsof carrying cash about. Itis
electronically loaded with cash valueand carried like credit card and storesinformation on
amicrochip. Themicrochip containsa"purse” inwhich valueisheld electronicaly. In
addition, it also contains security programs, these protect transactions between onecard
user and the other.

TheAutomated Teller Machine (ATM): Worldwide, the use of paper cash till remains
themost widedly used and acceptable meansof settling financid transactionsand obligations.
However, the proportion of cash transactionsisincreasingly onthedecline, especialy in
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advanced economies (Amedu, 2005). In USA, wherethe use of cashistill prominent,
compared to European countries, it represents 50 percent or more of thetotal transactions.
Of course, cash isanon-€lectronic payment method. However, the physical carriage of
cash aswell asthevisit to the bank branchesisbeing reduced by theintroduction of an
electronic device-theATM. AnATM device alowsabank customer to withdraw cash
from hisaccount viaacash dispenser (ATM), and the account isdebited immediately. A
fundamental advantageisthat it needsnot to belocated within thebanking premises. Itis
usually in stores, shopping mals, fuel stationsand many other social places.

Chegue: A chequeisapaper based payment instrument whose usageis still gaining
ascendancy. The automation focus on thisinstrument isto reduce the number of clearing
daysand improve on security arrangement in the course of settlement and collection. For
example, inNigeria, the Central Bank of Nigeria(CBN) hasembarked upononlineclearing
and Nigerian banks have keyed into the process (CBN, 2003).

Paint of Saleterminals. POSterminalshandle cheque verifications, credit authorization,
cash deposit and withdrawal, and cash payment. Thisenhancese ectronic fund transfer at
the point of sale (EFTPOS). EFTPOS enables a customer's account to be debited
immediately with the cost of purchaseinan outlet such asasupermarket or petrol station
(Ugwu, Oyehig, llori and Adagunodo, 1999). It cons stsof theaccumulation of eectronic
payment messages by the retailer, which are subsequently passed on to appropriate
ingtitutionsfor processing. The purchase priceisdebited on the buyer'saccount and credited
onthesdller'saccount.

Electronic Banking Profitability and Efficiency: Commercial banks, assaulted by
the pressure of globalization and competition from non-banking financid indtitutions, sought
waysto add valueto their services. Thequestion "what drives performance?’ Isat thetop
inunderstanding superior performanceand hencedtrivingfor it. Substantial research efforts
have goneinto addressing thisquestion, starting from the strategic level and going downto
operational details. Wideranging adoption of e-banking system by retail bankshasbeena
major strategy for driving performance (Martin, 2003).

Bank Customer Relationship: Thisisaspecia contract whereaperson entrustsvauable
itemswith another person with an intention that such itemsshall beretrieved on demand
fromthe person towhom it wasentrusted by the person who so entrust. Thusthe banker
istheonewhoisentrusted with valuableitems, whilethe person who entrust theitemswith
aview toretrieving it on ademand is called the customer. Therelationship isbased on
contract. It isbased on certain termsand conditions. For instance, the customer hasthe
right to collect hisdeposit on demand personally or by proxy. The banker too isunder
obligation to pay, so long asthe proxy isduly authorized by the customer (Berry and
Linoff, 1999).

Employee Performance: The concept of performanceis something that interestsand
concernseverybody, whether it isthe performance of acar, or individualsand teamsin
organizations. An employeewho performswaell isseen asonewho achievesgood results
according to some pre-determined goals. However, aperson's ability, thequality of his
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toolsand materids, thenature of thework environment and efficient manageria coordination
of theeffortsof thework force, all assist the effective performance of ajob. Gupta(1980)
believed that performance shoul d be defined asthe outcomes of work becausethey provide
the strongest linkageto the strategic goa s of the organization, customer sati sfaction and
economic contributions.

Adoption of Electronic bankingin First Bank of NigeriaPlc

Withitsapplication for e-banking, First Bank of NigeriaPlcisretooling to beamong the
leading playersdriving the cash-light initiative of the Central Bank of Nigeria, (CBN)
through itsaternative channelsincluding First Cards, First Mobileand First Online. The
bank's e-payment solutionsisin linewith the benefitshighlighted by the apex bank as its
virtual banking products continueto drive the cash-light transactionsfor its customers
nationwide. The e-payment solutions of the bank were designed to serve customers
seamlessin sync with international best practices (Ezirim, 2012). Ezirim stressesthat
transactionsvia ATMs, POSterminal's, mobile phonesand the Internet among others, are
supported by First Bank'sreliable, secureand fast dternative channels.

Thecard solutionsincludethe First Bank Visadebit card whichis adud currency
chip & PIN payment card that can belinked to both Nairaand Dollar accounts. Thecard
which giveseasy and portable accessto funds, isan international debit card accepted at
over 29 millionlocationsand for cash withdrawalsat over 1.8 millionATMsinover 200
countriesworldwide; wherever the Visalogoisdisplayed ( Ezirim, 2012). Another card
solution, according to Ezirim (2012), is First Bank MasterCard which is a dollar
denominated credit card recognized and accepted wherever the MasterCard logo is
displayed worldwide. He assuresthat the solution isasafe and convenient credit card
systemthat isidedl for every day purchasesondl available channels. Another card based
solutionsintroduced by First Bank to fully support the cashlesspolicy of theapex bank is
theFirst Bank Classic Card which givescard holdersonlinered timeaccesstother funds
throughan ATM for cash withdrawas, balance enquiry, fundstransfer, payment of bills
among othersor through a Point of Sale Terminal (POS), to make paymentsfor goods
and services. Itisadebit card linked to customers current card and/or savings account.
Similarly, Ezirim disclosesthat NairaMasterCard isanother product that has state-of -the
-art technology equipment to support the CBN cash-lesspolicy. He said that the product
isaninternationaly accepted debit card issued in partnership with MasterCard Worldwide.
Thecard, according to him allowsacustomer 24 hour accessto his/her current or savings
account within and outsdeNigeria.

With considerationto theforegoing, the objective of thisstudy isto examinethe
impact of eectronic banking on Human Resources performancein the Nigerian banking
industry. Specifically, the objectives were to examine the impact of e-banking on
performanceof employeesof First Bank Pic., and to assesstheeffect of eectronicbanking
on bank-customer relationship and customer satisfactionin First Bank Plc. Two research
hypotheseswereformulated inthenull form asaguidefor thestudy:
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H 1.  Electronic banking hasno significantimpact on the performance of employeesof
First Bank Plc

H 2.  Electronic banking hasno significant effect on bank-customer relationship and

customer satisfactioninFirst Bank Pic.

METHOD

Thesurvey research design wasused inthisstudy. It involved the use of aself-designed
questionnairein collecting datafrom selected First Bank staff and customers. Thepopulation
of thisstudy comprised all staff and customersof First Bank Plc. Thesamplesizewas35
respondentsrandomly selected from five purposively selected branchesof First Bank Plc
inlbadan Metropolis. The participantsweredrawn randomly from different departments
of thefive selected First Bank branchesin Ibadan metropolis. The selectionwasdonein
such away astoinclude all categories of workers (senior and junior staff) and to cut
acrossgender, whilethe customers selection wasdonerandomly inthebanking hall. The
instrument used inthisstudy wasaclose-ended questionnaire designed by the researcher.
Theresponseformat wasin likert formwithindicationsranging from strongly agree(5) to
strongly disagree (1). In order to establish therdiability of theresearch instrument, atest -
retest method wasused. Theresult of therdiability test was0.75 showing that theingtrument
isreliable. In confirming thefactsand contentsvaliditiesof theinstrument, it wasgivento
expertsfor verification. The hypothesesweretested at 0.05 level of significance. Data
collected wereanayzed using Chi-squaretest.

RESULTSAND DISCUSSION

Theobjectiveof thisstudy isto examinetheimpact of € ectronic bankingon HR performance
intheNigerian bankingindustry intermsof efficiency and effectivenessin serviceddivery,
using First Bank Plc asacasestudy. Theresult of hypothes stesting indicated that thenull
formsof both hypothesisone and two werergjected and the alternative forms accepted.
What thisimpliesisthat Electronic banking brought about significant improvementsinthe
performance of the personnel (HR) of First Bank Plc. Thiscould beattributed to thefact
that al the branches surveyed have ATMs, operatetel ephone banking, internet banking,
persona computer banking, branch networking, and electronic transfer, and these have
hel ped and facilitated improved serviceddivery by employeesof First Bank Pic. Thishas
resulted in higher levelsof efficiency inserviceddivery, andissupported by theresearch
findingsof Agboola(2001) that onlinebanking dlowscustomersto get their current account
balanceat any time.

Customers do not need to wonder whether a cheque has been cleared or the
satusof their depositsin savingsaccount. Hea soidentified the ability of banksto provide
immediate account enquiriesor statementsonlinefor customersand so do not havetowait
till month endfor mail atement. Also, bank-customer relationship and customer satisfaction
which aremeasuresof serviceddivery and effectivenesswereimproved significantly asa
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result of e-banking. Electronic banking enablesfinancial information to be presented to
customersin auser-friendly fashion, allowing them to conveniently track datainaform
that isbest suited for their purpose. Afolabi (2009) agreesthat el ectronic banking has
madeit possiblefor banksto get closer to their customersto find out what they really need
and deliver such needs, plusother range of services, in acustomized manner and at the
lowest cost. Also, Yunusand Waidi (2011) report that introduction of e ectronic banking
hasimproved banksemployees performance and customers satisfaction tremendoudly.
Thisfinding isalso supported by Amedu (2005), who points out that for any bank to
survive and wax stronger in the present global competitive environment, it must be ICT
compliant. It wasreved ed that € ectronic banking hasimproved bank-customer rel ationship
by making possible, the rendering of effective servicesthroughout theweek. Customers
can now have accessto their account outside working hoursto make withdrawal and
attendtotheir variousfinancia needs. Thishasa soresulted in higher customer satisfaction.
It wasa so reveal ed that theintroduction of € ectronic banking guiddinesby CBN strongly
hel psin effective el ectronic banking system. Withdrawal s can be made anywhere at any
timeand using any bank’sATM, customers have accessto cash. Furthermore, money can
betransferred from one placeto another through el ectronic means.

Electronic banking hasthus made banking transactionseasier by bringing services
closer to its customers. It was however discovered that there was need for more ICT
training for the staff, to enable even better levelsof performance. To test the hypothesis
one, the Chi-squarevaue cdculated is 34.56 whilethetabulated valueis 9.4877. Hence,
thenull hypothesi sthat e ectronic banking hasno significant effect on performance of bank
employeesof First Bank Plcisregected. It istherefore concluded that el ectronic banking
hasasignificant effect on performance of bank employeesin First Bank Pic. The second
null hypothes sthat € ectronicbanking hasno Sgnificant effect on Bank-Customer rlationship
and customer satisfactionisregjected. Since the calculated chi-square valueisgreater than
thetabul ated value at 5% confidencelevel and 4 degree of freedom. It therefore concluded
that e ectronic banking hassignificant effect on Bank-Customer relationship and customer
satisfactionin First Bank of NigeriaPlc.

Table1: Theuseelectronic banking hasincreased the performance of bank employeeswhichinturn
leads to more return on investments

Respondents View (0] E O-E (O-E)? =
Strongly Agree 15 7 8 64 9.4
Agree 16 7 9 81 1157
Undecided 2 7 -5 25 357
Disagree 1 7 6 36 5.14
Strongly disagree 1 7 -6 36 5.14
Tota 35 35 0 242 34.56

Source: Computed from Data, 2011.
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Table 2: Introduction of electronic banking hasimproved Bank-Customer rel ationship and customer
satisfaction

(0- &)’
Respondents View (0] E O-E (O-E)? T
Strongly Agree 13 7 6 36 5.14
Agree 12 7 5 25 3.57
Undecided 5 7 -2 4 0.57
Disagree 3 7 -4 16 2.29
Strongly disagree 2 7 -5 25 3.37
Total 35 35 0 106 14.94

Source: Computed from Data, 2011.
CONCLUSIONAND RECOMMENDATIONS

Thesurvey aspresented on thiswork examined theimpact of e ectronic banking on human
resources performancein the Nigerian banking industry with special referenceto First
Bank of NigeriaPlc. Onthebasisof thefindingsof thisstudy, it can be concluded that the
introduction of electronic banking system in the Nigerian banking sector has hel ped
tremendoudly toimprovethe productivity of bank personnel, leading to efficiency and
effectivenessin serviceddivery. Thisstudy aso found that theimplementation of eectronic
banking systemin First Bank Plc hasboosted its customer-rel ationship and customers
satisfaction. Customers can accesstheir account throughout theweek aswell asoutside
working hoursto makewithdrawal without going to thebanking hall. Thishasengendered
higher customer satisfaction. Thereishowever the need to embark on more effective
training for theworkers, in order to further enhancestheir performance. Thefollowing
recommendationswere made, based onthefindings of the study.

a) Banks must befocused in terms of their needs and use the right technology to
achievegoadls, rather, than acquire technol ogy of internet banking because other
bankshaveit.

b) Regulatory authoritieslike CBN (Centra Bank of Nigeria) must stipulate standards
for the banksto follow to avoid making the banking sector adumping ground for
outdated technological infrastructures.

C) Bank management should have I CT training centrefor their staff for moreeffective
traning.

d) Government should lower thetariff oninformation technology-aided tools, and
equipment imported and possibly subsidized by government. Government can
a so partner with multinational companiesabroad to supply equipment to Nigerian
banksdirectly at discounted rate.

e) Management of First Bank Plc. should ensurethat itsstaff acquirethebasicand
necessary ICT skillsthat will makethem gtill relevant inthejob.
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