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BANK CUSTOMERS' PERCEIVED |mp
TECHNOLOGICAL INNOVATIONS IN

INDUSTRY

ORTANCE OF
THE BANKING

: 'JOSHUA SULE MAMMAN
NWABUFO NGOZI BIBIANA, Ph. D

Department Of Business Education
Kwara State University, Malete
P.M.B 1530, ILORIN

Abstract
The study was concemed with determining the level of importance of technological
innovations in the banking industry. The population of the study was made up of 1684
bank customers. The data generated tudy by means of questionnaire were
analyzed using mean, standard deviation, t-test and analysis of variance (ANOVA)
Results of the study showed that bank customers accepted as important the

technological innovations relating to internet-banking services/facilities, point of sale

terminal services/facilities, and Tele-banking services/facilities. Two hypotheses were

formulated among which include; there is no significant difference in the mean of
response among the Male and Female bank customers regarding the level of importance
of point of Sale terminal services/facilities. The study found among others that male and
female bank customers do not differ significantly on the level of importance as regards
point of sale terminal service/facilities, Also the bank customers in the three Local
Government Areas of llorin (llorin East, West and South) do not differ significantly in their
perception on the level of importance regarding the items relating to Tele banking
service/facilities. It was recommended among others that the benefits of the technological
innovations in the banking industry should be made known to bank customers and the
general public so as to inspire their high adoption of these technologies.

Keywords: Bank customer, Technological innovations and banking industry

Introduction

The revolution in information and communication technologies has
become central to the development in the banking industry. Technology is
changing the banking industry from paper work to virtual office. It has also
changed the internal accounting and management system of banks. It is now
changing the delivery systems banks use to interact with thejr customers.
, Most banking industrial analysts include technological changes on the
list of factors affecting the driving force In the structure ar]d perfor_mance. of
banking industry (Eric, 2009) All over the world, banks are still struggling to find
a technological solution to meet the challenges of a rapidly changing

Joumnal of The Business Education (JTBE), Vol. 2 No. 1 October, 2014 97



Joshua Sule Mamman & Nwabufg Ngogi Bibiay
a

) - ‘ te inlormation i

: ility to invest and integra Will 300,
ironment. Banks _wnhc?;paebﬁﬁye global market of :oggﬁkTechnologies have
enV"gontrol in the high tors for many of the recen 'lhme[z':gers bankin,
lak9n the motivating 'acology management, seelf mergﬁr t“fl 0 1618 that have
p‘fﬁ,smes hcbbaet 'ecﬂnzowJ. Bankers are convinced lf- - Dl-?VeSg”g N the ng,,
patter technology (Clar ill reduce cost and increase pro ability (Burreg, 2000)
advanced lechnologyr"' for banks that conduct transactions hwa i)ape;. wWork
There are higheg 'f::i: means. For example, a transaction hang ed via he

compared 10 95 a bank a lesser amount than a deposit/withdrawa| by cheqye
internet may co

i banking technology makes use of depjy
OV 848 COWRML & ﬁlbrﬂggh?rﬂgc?)ﬁh?l;vcards, r%astpr cards etc which Instantly
cards, automated te Bfn account, when the card is swiped across the ATM
JEN Toney Hrom iﬁ banking through electronic means allows Customers o
machine. Technologlyr money from one account.to another. Through these
pay bills and !rants :1 ers can also get access to information such as account
channel, banli ‘;:::n‘: history, etc. Some banks, according to Micheal (2[,)10),
g Staﬂeerin online account aggregation, which makes up ',3 il vt
SO DR G information on customers transaction held a vario
detailed and up to date in t in technology has also led I
king institutions, Such advancemen | . ion. Use of cheque
ibr:Src;zgment in the ways in which banks process information.

; i ing. The
industry for example, the availability and growing use of ::r:egltdsazgnnr%aking
software allows loans to be approved in minutes B aSt ff (2009), that
lending department more efficient. It is also true, accordmg to arket » to'w i
the technological trend in the financial services and banking ma )

: : ichael
accounts at any branch institution, Such technologies agcording to Mic
(2010) are but not limited'to the following:

- Automated Teller Machine

- Point of Sale Terminal

- Mobile banking or Banking on wheels
- Cash Carg

- Pay-direct

- Telephone banking

Internet Banking

Eleclronics fund transfer

Master Cards 98
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. nological Innovation in
the Banking Industry

. Alerts
- Auto-Writing cheque

These technologies do not on!y speed u
more importantly offgr accor@npg to Ene
remittance and easier enquiries”,
receive 24-hour services through
transactions in the account can be m

p the operations of the banks but also
be (2004), ‘Non-stop cash withdrawal,
These technologies assist consumers to
which inquiries regarding balances and

ade over the internet or through phones. As
a result of these technological changes, method of deposits and withdrawals

' changed greatly and more incentives are offered to customers. Development. of
interest on the customers progress become the concern of the banqug
institutions (Us banker 1997).Today, technological advqncemept in the world is
engulfing -:very aspect of the world's systerr}. Financial Institution and other
organizations are developing from minor to major, and from mundane to mode_rn
as well as from manual to technological knowhow. B_anks apd other Financial
Institutions are doing everything to ensure that their functions are made_ as
simple as possible. They also struggle to rgduce the stress and Icomplexmes
associated with customers’ operation of various accounts". According to Iwudu
(2011) “this age has been described as the computer age” whereby tecfhnolog;:
is over taking manual, mundane and strenuous methods of financia
transactions, storage and withdrawal in all modern banks in the world.

Statement of the problem

The problem of the study therefore is that todayl technologicts_;ll:
advancement in the world is engulfing every aspect olttr‘l(?I :::r:l% ? s;%sr;eemi) : nlk
' ' ical i tions are no
the benefit of these technological innovat : ik &
backward in adopting these
ence many customers are still very . :
?r?gctic;?;erza:king techr):ologies. The researcher therefore is _bu;'qenedati\fxr;
whether ascertaining the level of importance of these technqlogicat'lnngvin -
can inspire to a high extent the level of adoption of these mlnofv?mlogrtance -
banking industry. Therefore, the study is used to ratte the level of imp
* these technological innovations in the banking industry.

Research Questions . 3
The following research questions guided the study - rvice/facilities in the
1. What are the levels of importance of Internet banking se

$id : i i ice/facilities
2, ?A?R:tmfr:an?huemlg:els of importance of point of sale terminal service/f

in the banking industry? 99
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3. What are the levels of importance of tele-banking service/facilitigs i the
: banking industry?

Research Hypotheses

The following research hypotheses were formulated for the study:

Hoi: There is no significant difference in the mean of response among the .Male
and Female bank customers regarding the level of importance of point of
Sale terminal services/facilities.

Hoz:  There is no significant difference among the opinions of bank customers
in the three Local Government Areas of llorin (llorin East, West and
South) on the level of importance of tele-banking servicg/facilities.

Methods

The study was designed as a survey and carried out among the
customers of banking services in the three Local government areas of llorin.
(llorin East, West and South) The population of the study.was made up three
thousand two hundred and eighty four (3284) bank customers according to the
customers’ services units in ‘all the rggistered banks from the thtee Local
government areas of llorin. Stratified- random sampling was used in selecting
600 customers each from each of the local government areas. Out of the1,800
Questionnaire that were distributed, 1684 responses were received.

The questionnaire was made up of sections A-D. Section A consisted
of3 items on personal data of the respondents, section B was made up of 13
items on bank customers’ opinion on the level of importance. of internet banking
service/facilities, section C consisted of 17 items on bank customers opinion on
the level of importance of point of Sale terminal services/facilities while section
D contained 14 items on the level of importance of tele-banking
services/facilities.

The response categories of the questionnaire are as follows:

Highly Important (HI)
Important (1)
Undecided (UD)
Slightly Important (Sl)
Not Important ~.(NI)

test retest administration of 100 copies of the instrument and correlated with
product moment correlation co-efficient and it ylelded 0.86 which is considered
high enough for the Instrument to be reliable. T-test and analysis of variance
(ANONA) were used In analyzing the data generated from this study. Items with
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c 5 and above we

mean scores of 3.5 and a were taken to be relevant for sludh

those below 3.5 were taken to be irrelevant In testing the hypls{t’us::d,:”r:llfl,l
“’Q‘-’(’l\:ziﬁz s\ia!i :gctigli?n?éa?.?S I?Vgll of significance when the calculated t or f
ratio or table of f, otherwise the null hypot 5is Was
rejecled. ypothesis was
Results
Table!

Mean (X) responses and Standard Deviations on th
Internet banking service/facilities @ level of Importance of

g

“g/N Internet banking'services/facilities  (X) SD Remark
1. Accessing agcounl through the internet 397 110  Important
2. Effecting transfer of fund through the internet 3.61 132  Important
3, Making demand for standing order through 3.55 1.32 Important

the internet
4, Paying bills over the internet 3.61 132  Important
5. Monitoring account on-line through the Internet ~ 3.50 132 Important
6.  Stopping cheque payment through the internet ~ 3.47 1.48  Undecided
7. Recharging phones through the internet 3.67 122  Important
8.  Comparing services with other banks through 3.39 1.29 Undecided
The internet

9 Making purchases on line through the internet 356 130  Important
10.  Checking for information about account even
When the bank is closed through the internet 400 1.08  Highly Important

11.  Paying for insurance through the internet 347 148  Undecided

12.  Purchasing stocks and bonds without 3.54 1.37  Important
intermediary through the internet

13.  Applying for loan through the internet 3.61 1.32  Important

Table 1 showed that the 10 items are within the real number limits of
important and highly important. Three items fell within the mean of 3.47 and
3.39 which are within the number limit of undecided. However, the data in their
order of importance are item 10,1,7,4,2,13,9, 3, 12,5, 6, 11 and 8. Frorn the
table, it was seen that the above technological innovations are important in the
running of banking industry.
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g R se and Standard Deviations on the | I
Mean of Respon evel of |
point of sale terminal services/facilitjes. MPortane, .
SN Point of sale terminal services/facilitios anm
(X)
1 MMngcarummacom:orundsinmeu e
mmmmbankinanon-ﬁnetim 3.56 1.28 ;mponam
2 Givhgaccounbﬂlanoeatocardusersfrom
3 mengmrdmemlomakepaymemsfor
goodaandservioegmrm:gh online, 3.52 1.3 Importan;
4 wai;gwuwerstomakeuseofﬂw
servicmnaciiﬁeaa!dlops 397 149 Importan
5 Nlmvingcardsusersmakemeofpomtof
sale terminal services in hotels 3.61 1.32 Importan;
8 Allowingcardmammakeuseofﬂaesewnes/
faci!nieshmaresiaurams. 367 122 Important
7 Nlowk;gcarutaersmkeuseofmesemces/
facilities in the 356 139 Important
8 Aﬂowhgcardmemmakeofmeservieey
facililiesinamine transactiong, 4.00 1.80 Highly
Important
9 Allowhgcardusersmakeuseofsale
lermhalsinsmoola

3 3.54 1.37 Important
Allowing mefd‘lanta to operate fully without

3.56 1.30  Important
11, memgdﬁahd_@lrbulom' to be
mrporatadﬁ'ltoreoemdumgacbm 356 130 Important
12, Nlanhgearduaersloweromraﬁonalcom 366 126 Important
13. Gm»gcmdmiﬂwmatovaluefor

lransactiong.

352 131 Important
14, Redm-.g"amacuonnslmformrdusemby
cash 3.54 1.37

_ Paper 346 132  Undecided
16, lnqumgsalesbocamclmenahneoﬁta
356 128  Important
7. ,"‘““‘hopﬁrmaoebecameo(ﬂ\ecaseof o
Table 2 ingicateq that mmeds.es il les termind!
: bank cyst rs that point of sa
Wv_lcomacimieaa: i s i
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Table 3

Mean of Response and Standard Deviat
Tele-banking services/facilities

SN

Tele-banking services/facilities

Mean SD  Remark
e (X)
1. Carrying out banking transactions through
Telephones 455 081  Highly Important
2, Gaining access into accounts by the use of
personal identification (pin) 4.58  0.88  Highly Important
3, Using Tele-banking as alternative to _
traditional branch banking 451  0.85  Highly Important
4. Receiving massages concerning accounts’
transactions 456 085  Highly Important
5. Making withdrawals to designated bank
accounts 4.54 0.82  Highly Important
6. Having cheque withdrawals sent to the
registered addresses of account holders 459 (.88 Highly Important
2 Paying in money using the direct deposit
Service 455 0.76  Highly Important
8. Checking balances and transactions history 4.58  1.01 Highly Important
9. Changing bank accounts types 461 0.69  Highly Important
10 Amending internets’ payment instructions 461 0.68  Highly Important
1. Setting notices on accounts 468 071  Highly Important
12, Opening new accounts through tele-banking 4.60 0.88  Highly Important
13, Changing pass words through tele-banking 4.59 0.97  Highly Important
4. Making internet transfers in any currency
through tele-banking 458 084  Highly Important

Order of

~ Data in Table 3 indicated thatall the itqms fell within 4.51 and 5.00
Sho‘f""g that those technological innovations
: Services/facilities are highly important.

relating

teleObanking

The data in Table 3 also revealed tele-banking services/facilities in their
importance as item 11, 10, 9, 12,7, 1, 5, 3, 2, 14, 6, 4, 13 and
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Table 4 test analysls of the mean of response Malq and

Result of the - ding the level of Importance of point of salo 1o

Cmaj,
bank customers regar

fMing)

llitles - e T
ml;::ﬂﬂc N Mean(x) SD DF t-cal  tgrjy Deciy;
e Doy
customers 689 3.57 1.29 -
A 1662 033 195
Nisir gy
Female bank customers ggs5 3.55 1.30

e

Table 4 revealed that there are 689 male bank customers anq
995female bank customers. Male bank customers had mean of 3.57 ang
standard deviation of 1.29 while female bank customer had mean and standarq
deviation of 3.55 and 1.30 respectively. The t-calculated value was 0,33 which is
less than the t-critical value of 1.96 at 0.05 level of significance. Therefore, the
null hypothesis which states that there is no significant difference in the mean of
response among the Male and Female bank customers regarding the level of
importance of point of Sale terminal services/facilities in the banking industry
was retained. This implied that Male and Female bank customers do no differ
significantly on the level of importance of point of Sale Terminal
Services/facilities,

Table 5
Summary of Analysis of Variance (ANONA) on the mean responses of

bank customers In three local government areas of llorin regarding the
level of importance of tele-banking service/faclilities

Source of SS |DF [ MS ™ [F-ratiocal | F Level | Decision |

Variables
critical | of si —t
Between groups 0.01 2 0.005 ’

0 ned
Within groups 183 | 2 o 0.08 3.35 0.05 Hoz peta

i ' —

A check to determine whether the obtained F-ratio is statistically
::ggg;gggéew?h don.e. il and 33 degrees of freedom and at 0.05 le\_fel of
i ?rcru:scal F ratio is 3.35, The calculated F-ratio is 0.08, which 15
ek cuatomeg :CathF-ratio. Therefore Hy, was nof rejected. This shows thal
significantly on th n| 0 three Local Government Areas of llorin do not diffef

@level of importance of tele-banking services/facilities.
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piscussion of Findings

From the analysis of the first re
that bank customers agreed that al| ‘
sowices.nacilitiqs are very important.

: 3+ L 1 ] ] L] 9 3
12, 5,6, 11 and 8. Ta‘ble 2 lnd.lcated that bank Customers accepted all the itame
on point of sale terminal services/facilities as important These? items :)laecgzrr;rsl
their order of importance also reflect thus, items 8, 4, 6,

17,12, 2, 8, .17, 1
11, 10, 9, 14, 3, 13 and 15.The answer to the third research question on Tablesé

The results of the test of hypotheses in Table 4 implied
Female bank customers did not differ significantly in their views on the level of
importance of point of sale terminal services/facilities. Then fiﬁally. the result of
Analysis of Variance (ANONA) in Table 5 indicated that the calculated F-ratio of
0.08was less than the critical F-ratio of 3.35 indicating that Hy, was not rejected.
However, this showed that bank customers in the 3 local government areas of
llorin (East, West and South) did not differ significantly on the level of
importance of tele-banking service/facilities.

The above findings support the earlier finding of Iwudu (2011) who
pointed out that customers’ benefits in the emerging technological innovations in
banking industry determine whether these technologies will be adopted or not.
Eric, (2009) Supported the above finding, when he asserted that the
technological innovations in the banking industry are so .important to the_ extent
that these technologies consider customers’ conditions before their application.
To further buttress this finding, the author stated that Automated teller machine
(ATM) for example, was built to enable: '

Access to people who are blind -

Access to low vision users

Access to hearing impaired users

Access to deaf and blind users . e e
Access to people who have cognitive and learning disability
Access to people who cannot read and write

that Male and
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Conclusion
The benefits of technology in the banking industry can pe Class;
three: A8sified jpy,
» Benefits to consumers
« Benefits to banks and
« Benefits to employees.

The above benefits therefore, particularly the aspects
consumers should be vividly made known to them through severa)
customers’ benefits determine to a great extent whether the techna| mean_s as
adopted by them or not. The internet for example is transformin Otr? o i
Time is collapsing. Distance is no longer an obstacle. With mousegclici s:: lel,'
.. v PeOple

that Concerneg

Recommendatlons

Based on the findi i '
g he findings of this study, the following recommendations are

> The bankin indus i
L g try shoul_d use various awargness creation media to

*  Educal - :
Wﬂmamnlgm:‘nl? |:,n Nigeria should institute compulsory courses i
level into the currlcnl alion and lechnology (ICT) as early as at primary

’ ulum; 8o as 1o Inculcate the benefits of ICT into our

children 4 ' | a
8 early ag pPossible, hey should aldo encourag o
10
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