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Abstract

This study examines the many issues encountered in managing e-service platforms within the Nigerian
banking sector, as well as the techniques used to address these challenges. This research seeks to
provide valuable insights about the deployment of e-service within the distinct setting of the Nigerian
banking industry. This study employs a quantitative methodology to investigate the distinct obstacles
encountered by banks and puts forward recommendations for efficient management. The research
results shed light on the obstacles faced by the Nigerian banking sector in the implementation of
e-service platforms. These hurdles include technical difficulties, system downtime, the intricacy of
e-service platforms, and apprehensions about trust and security. The aforementioned problems provide
obstacles to the efficient provision of electronic services and have a direct influence on the level of
client satisfaction. In order to tackle these difficulties, the report proposes several ways. These
strategies include increasing the technological infrastructure, streamlining the user interface, resolving
concerns related to trust and security, and boosting customer support procedures.
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1. Introduction

In recent years, the Nigerian banking business has seen notable changes, mostly influenced by the rapid
progress of technology and the growing need for streamlined and accessible financial solutions. The
advent of electronic services (e-services) has significantly transformed the manner in which banks
engage with their clientele, offering a medium for effortless transactions and enhanced customer
satisfaction (Aliyu et al., 2014). E-service refers to a variety of electronic banking operations, such as
online banking, mobile banking, and electronic cash transfers, among other related functions (Agwu &
Carter, 2014).

The use of e-service within the banking sector has a multitude of advantages, including but not limited

48



www.scholink.org/ojs/index.php/jetmm Journal of Economics, Trade and Marketing Management \Wol. 5, No. 3, 2023

to cost minimization, heightened operational efficacy, and improved client contentment (Abubakar,
2014). Nevertheless, the effective execution and administration of electronic services pose significant
obstacles for financial institutions, especially in emerging economies such as Nigeria. The obstacles
discussed in the literature are attributed to a range of variables, including insufficient technical
infrastructure, security apprehensions, legislative limitations, and client aversion to change (Abaenewe
etal., 2013).

In light of the increasing significance of e-service within the Nigerian banking sector, there exists a
dearth of scholarly investigations that especially delve into the effective management of difficulties
associated with e-service in this particular context. Previous research often emphasises the examination
of the adoption and acceptability of e-service, neglecting the essential element of implementing
efficient management methods to address the accompanying difficulties (Oluwafemi et al., 2014).
Consequently, the primary objective of this book is to address the existing research void by examining
the difficulties encountered by Nigerian banks in the management of e-service. Furthermore, it seeks to
provide helpful perspectives on successful approaches for surmounting these issues.

This research seeks to provide a scholarly and practical contribution by undertaking a comprehensive
examination of the electronic service landscape within the Nigerian banking sector. The research results
will provide insights into the distinct obstacles faced by Nigerian banks in the implementation and
management of e-service, facilitating the formulation of focused plans and optimal approaches.
Moreover, this study will provide a fundamental basis for forthcoming investigations on e-service
management in the Nigerian banking industry, while also serving as a reference point for other
emerging economies encountering comparable obstacles.

1.1 Background of the Nigerian Banking Industry

The Nigerian banking sector assumes a pivotal function in the economic advancement and financial
framework of the nation. In recent decades, the subject under consideration has seen substantial
changes, which may be attributed to the evolving dynamics of the global financial environment and the
internal economic circumstances of the nation.

In the past, the Nigerian banking industry exhibited a mostly traditional banking model, which was
characterised by a lack of significant technical improvements and a strong emphasis on physical branch
locations (Balogun, 2013). Nevertheless, there has been a notable transition towards modernization and
digitalization within the business in recent times.

The introduction of banking sector reforms in 2004, spearheaded by the Central Bank of Nigeria (CBN),
stands out as a significant milestone in the Nigerian banking industry. The objective of these changes
was to tackle systemic problems, bolster financial stability, and boost the efficiency and efficacy of the
banking sector (Alawiye-Adams & Babatunde, 2013). Consequently, a number of financially troubled
banks underwent consolidation, resulting in the formation of financial institutions that are characterised

by increased strength and resilience (Badara et al., 2013).
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Moreover, the emergence of technological advancements and the extensive use of the internet have
catalysed the expansion of electronic banking services within the Nigerian context. The use of
Automated Teller Machines (ATMs), online banking platforms, and mobile banking apps has
significantly transformed the accessibility and provision of financial services throughout the nation
(Ayoola, 2014). The aforementioned shift has not only engendered enhanced convenience and
accessibility of banking services for clients but has also introduced novel prospects and complexities
for banks.

Currently, the Nigerian banking sector is marked by a high level of competition, whereby a multitude
of banks are engaged in operations within both the retail and corporate domains. According to(Dandago
& Rufai, 2014), the sector consists of a combination of domestic and foreign banks, with each entity
aiming to attain a competitive advantage via the utilisation of technology and the provision of inventive
financial offerings. Furthermore, it is imperative to acknowledge the significant contributions made by
regulatory entities, namely the Central Bank of Nigeria (CBN) and the Nigerian Deposit Insurance
Corporation (NDIC), in safeguarding the stability and upholding the integrity of the banking system
(Muhammad et al., 2013).

Despite the significant advancements achieved, the Nigerian banking sector has several problems. The
challenges include several factors such as insufficient technology infrastructure, cybersecurity risks,
legislative limitations, economic instability, and the need to address the digital gap among diverse
population groups (Nimako et al., 2013). In addition, the swift integration of electronic services, such
as e-service, has given rise to novel intricacies about client preferences, behaviour, and trust in online
transactions (Jegede, 2014).

In light of the ever-evolving nature of the Nigerian banking sector and the growing importance of
electronic services, it is essential to comprehend and proficiently address the obstacles that arise during
its implementation. The primary objective of this book is to examine the many issues associated with
e-service in the Nigerian banking industry and provide valuable insights into effective ways for its
management. By doing so, this study intends to make a significant contribution towards the overall
development and long-term viability of the sector (Ighomereho et al., 2023).

1.2 Importance of E-Service in the Banking Sector

The advent and accelerated growth of electronic services have had a significant influence on the global
banking industry. The integration of e-service, which includes various electronic banking activities
such as online banking, mobile banking, and electronic cash transfers, has become an essential
component of contemporary banking operations (International Conference on Exploring Services et al.,
2017). The significance of e-service within the banking industry may be ascribed to a multitude of
crucial factors:

The use of e-service offers consumers an increased level of convenience and accessibility by giving
them continuous access to financial services. This eliminates the limitations imposed by conventional

banking hours and the need to physically visit branch locations. According to Panwar et al. (2016),
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customers have the ability to engage in a range of activities, including balance inquiries, money
transfers, bill payments, and account management, using digital channels at any given time and
location. The enhanced ease and accessibility have had a notable impact on client experiences and
levels of satisfaction (EBIRE & Onmonya, 2021).

The use of e-service presents banks with the potential to optimise their operations and achieve cost
reduction. The use of automated processes in everyday banking transactions has led to a reduction in
the need for physical resources and staff, leading to substantial cost savings (Oseni et al., 2015).
Furthermore, the utilisation of e-service facilitates expedited and more effective transaction processing,
resulting in decreased processing duration and heightened operational efficiency (Musa et al., 2018).
The use of e-service has facilitated banks in expanding their market reach beyond the confines of
conventional geographical borders. According to Salimon et al. (2016), banks have the ability to serve
consumers residing in distant locations or those who are unable to access physical branches via the use
of online and mobile banking platforms. According to Oni et al. (2016), the provision of banking
services to previously disadvantaged communities has resulted in enhanced financial inclusion,
ultimately leading to economic growth and empowerment.

The use of e-service in the banking sector facilitates the collection and analysis of extensive client data,
hence enabling the provision of personalised and customised solutions. Through the use of customer
insights, financial institutions have the ability to customise their offerings, including services, products,
and marketing campaigns, in order to effectively address the unique requirements and preferences of
individual customers (Salimon et al., 2015). According to GE and Oyetunji (2022), the use of
customization strategies has been shown to have a positive impact on customer engagement and the
overall strength of the bank-customer relationship.

The use of e-service has emerged as a significant catalyst for fostering innovation within the banking
industry, therefore contributing to the establishment of a competitive advantage. According to Aduaka
and Awolusi (2020), banks that successfully use technology and provide sophisticated electronic
service solutions are able to get a competitive advantage in the market. According to Abdul Karim and
SpringerLink (2022), e-service innovation encompasses several elements, including biometric
identification, chatbots powered by artificial intelligence, and the seamless integration of financial
technology (fintech) services. These innovations possess the dual function of both attracting consumers
and establishing a distinctive identity for banks in relation to their rivals.

The banking industry has been significantly impacted by the implementation of e-service, leading to
improvements in comfort and accessibility, cost reduction, market expansion, customization
capabilities, and the promotion of innovation. Banks globally, including those in Nigeria, are
acknowledging the significance of e-service and adopting digital transformation strategies to effectively

cater to the changing demands and expectations of their clientele.
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1.3 Research Problem

The Nigerian banking sector has seen notable implementation of electronic services; nonetheless, the
proficient handling of difficulties associated with these services continues to be a critical concern. In
spite of the potential advantages associated with e-service, Nigerian banks face a range of hurdles that
impede the effective deployment and use of this technology. Hence, the primary focus of this study is to
examine the issues pertaining to the effective management of obstacles related to e-service
implementation within the Nigerian banking sector.

1.3.1 Research Objectives

The main aim of this research is to examine and provide insights into the efficient management
solutions for addressing the obstacles encountered by Nigerian banks in the implementation and
administration of e-service. In order to attain the overall aim, the researcher will pursue the following
individual research objectives:

1. Identify and analyse the key challenges encountered by Nigerian banks in adopting and managing
e-service in the banking sector.

2. Examine the impact of inadequate technological infrastructure on the implementation and
management of e-service in Nigerian banks.

3. Investigate the security concerns and regulatory constraints that affect the successful
implementation of e-service in the Nigerian banking industry.

4.  Explore customer resistance and behaviour towards e-service adoption in the Nigerian banking
sector.

5.  Identify and recommend strategies, best practices, and policy implications for effectively
managing the challenges associated with e-service in Nigerian banks

This study endeavours to meet the research goals in order to provide significant insights and practical
suggestions that will aid Nigerian banks in enhancing their e-service management practises.
Furthermore, the objective of this study is to provide a scholarly contribution to the current knowledge
base about e-service within the Nigerian banking sector. This research aims to bridge the divide
between academic comprehension and real-world application.

1.4 Significance of the Study

The examination of effectively addressing the obstacles associated with e-service within the Nigerian
banking sector has substantial significance for a range of stakeholders, including financial institutions,
policymakers, scholars, and the broader banking ecosystem. The research is anticipated to make
significant contributions in the following major areas:

The results and suggestions of this research will provide practical insights for Nigerian banks in
efficiently addressing the problems related to the adoption and use of e-services. By comprehending
and effectively tackling these issues, financial institutions may optimise their operational efficacy, raise
consumer contentment, and sustain competitiveness within the realm of digital banking. This research

aims to provide guidance to banks in the development of strategies, policies, and best practises that are
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in line with the specific characteristics of the Nigerian banking sector.

The findings of this research would carry significant policy implications for regulatory bodies,
including the Central Bank of Nigeria (CBN), as well as other pertinent players involved in establishing
the regulatory framework of the banking industry. Through an examination of the difficulties
encountered by banks in the management of e-service, this research has the potential to contribute to
the formulation of suitable policies and guidelines that facilitate the creation of a favourable
atmosphere for the implementation and advancement of e-service. Furthermore, it has the capacity to
effectively tackle issues pertaining to security, privacy, and consumer protection within the realm of
digital banking.

This study aims to provide a valuable contribution to the existing body of academic research on
e-service management in the banking industry, with a specific focus on the Nigerian environment. This
study aims to address the unique issues faced by Nigerian banks, therefore contributing to the current
body of research and generating novel insights. The results of this study will contribute to the
advancement of theoretical knowledge about the adoption and administration of e-services, hence
possibly stimulating other scholarly investigations and academic discourse on related subjects.

The use of e-service has promise in fostering economic growth and enhancing financial inclusivity via
facilitating the provision of banking services to marginalised communities and fostering the
development of digital literacy. The examination of the difficulties encountered by Nigerian banks in
the management of e-service may make a valuable contribution towards the overarching objective of
enhancing financial inclusion in Nigeria. Furthermore, it has the potential to contribute to the
government's initiatives in using technology to drive economic expansion and foster the establishment
of a resilient digital economy.

The research has considerable importance as it has the ability to provide valuable insights and guidance
to stakeholders within the Nigerian banking sector. These insights may assist in the development of
effective management strategies aimed at addressing the difficulties that arise in relation to e-service.
Engaging in such activities fosters the advancement and expansion of the banking industry, promotes
financial inclusivity, supports scholarly investigations, and drives economic advancement within the

Nigerian context.

2. Literature Review

2.1 The Nigerian Banking Industry Landscape and E-Service Adoption

In recent years, the Nigerian banking sector has seen notable changes, mostly influenced by the
integration of electronic services, which have played a pivotal role in establishing its current state.
Gaining a comprehensive understanding of the present condition of the Nigerian banking sector and the
extent to which electronic service adoption has occurred is crucial for putting into perspective the
obstacles and prospects related to the management of electronic service within this particular setting.

The Nigerian banking sector has seen significant expansion and evolution, propelled by economic
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reforms, regulatory modifications, and technology progress (Adeusi et al., 2018). The sector include a
range of banking institutions, including as commercial banks, microfinance banks, and digital-only
banks, which serve the diversified requirements of the Nigerian populace (Aduaka & Awolusi, 2020).
The regulatory and promotional functions of e-service adoption in the Nigerian banking sector are
significantly influenced by the Central Bank of Nigeria (CBN). Ayejoto et al. (2023) assert that the
Central Bank of Nigeria (CBN) has enacted rules and guidelines aimed at promoting the use of
electronic banking, safeguarding transactional security, and safeguarding the welfare of consumers. The
implementation of regulatory efforts has established a structured environment for banks to create and
execute electronic service offerings.

The significance of e-service has been acknowledged by Nigerian banks, leading to substantial
expenditures in digital infrastructure and capacities (Adeusi et al., 2018). According to lheme and
SpringerLink (2016), the Nigerian banking industry has seen widespread use of online banking
platforms, mobile banking apps, and electronic payment methods. According to Adeusi et al. (2018),
the use of e-service within the banking sector has facilitated the augmentation of client experiences, the
optimisation of operational efficiency, and the broadening of market penetration.

The perception and acceptance of e-service in the Nigerian banking sector have been shaped by several
variables, including technical literacy, trust, and convenience (Omede & SpringerLink, 2022). While
many individuals have readily adopted e-service as a convenient and easily available banking
alternative, there are others who continue to choose conventional banking channels. This preference is
mostly driven by apprehensions around security, dependability, and confidence in digital platforms
(Allen & Amadi, 2021). Promoting consumer education, raising awareness via advertising, and
improving user experiences are crucial factors in fostering broader e-service adoption within the
Nigerian banking sector.

The adoption and management of e-service in the Nigerian banking sector include a range of potential
and problems. The opportunities identified in the study conducted by (Sharma et al., 2020) include
many factors, such the substantial and expanding population, the escalating prevalence of mobile phone
use, and the growing need for digital financial services. Nevertheless, the successful deployment and
administration of e-service in Nigerian banks face several hurdles, including insufficient technical
infrastructure, cybersecurity risks, and the need to comply with regulatory requirements (Ighomereho et
al., 2022).

Gaining a comprehensive understanding of the Nigerian banking industry's landscape and the extent of
e-service adoption offers valuable insights into the distinctive context and dynamics that shape the
issues encountered in effectively managing e-service within this particular environment. This
understanding provides a fundamental basis for formulating efficient strategies to tackle these problems

and optimise the advantages of e-service implementation in the Nigerian banking sector.
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2.2 Gaps in Existing Literature

Although there exists a substantial corpus of material pertaining to e-service in the banking sector, there
are certain areas that need attention in order to further our comprehension of effectively managing the
complexities associated with e-service in the Nigerian banking business. The identification of these
gaps in the current body of literature presents prospects for further investigation and adds to the
progression of knowledge within this particular field.

A noteworthy deficiency within the current body of research is to the restricted emphasis on the
Nigerian banking sector in particular. Numerous scholarly investigations pertaining to e-service within
the banking industry exhibit a wider global perspective or concentrate on advanced economies
(Oyedijo & Abioye, 2019). Further investigation is required in order to comprehend the distinct
attributes, difficulties, and prospects associated with the deployment and administration of e-services
inside the Nigerian setting.

Although several studies have examined consumer perception and acceptance of e-service, there exists
a need for more extensive study pertaining to customer behaviour and the variables that impact their
adoption and sustained utilisation of e-service within the Nigerian banking sector (Osinubi et al., 2017).
Investigating client attitudes, preferences, and obstacles to adoption may provide valuable information
for devising methods to increase e-service adoption rates and promote customer satisfaction.

The significance of security and trust in influencing the adoption of e-services is well recognised.
However, more comprehensive study is required to delve further into these issues specifically within the
Nigerian banking sector (Abubakar et al., 2019). The comprehension of client apprehensions pertaining
to data privacy, authentication processes, and the efficacy of security measures can facilitate the creation
of resilient security frameworks and foster customer confidence in electronic service offerings.

The effective adoption and use of e-service in the banking business relies heavily on the sufficiency of
technical infrastructure and connection. Nevertheless, there is a scarcity of research that has been
undertaken to evaluate the current technical infrastructure and its influence on the adoption of
e-services within the Nigerian setting (Adeusi et al., 2018). Additional research is required to assess the
current condition of technical infrastructure, identify any deficiencies, and provide approaches for
enhancing connectivity and infrastructure within the Nigerian banking sector.

While the legislative framework pertaining to the adoption of e-services in Nigeria has been
acknowledged, it is important to do more extensive study to evaluate the efficacy of current rules and
their influence on the implementation of e-services (Abubakar et al., 2019). Subsequent inquiries might
delve into the difficulties encountered by financial institutions in adhering to regulatory requirements,
evaluate the sufficiency of existing legislation, and put up suggestions for a regulatory framework that
facilitates the adoption of secure and efficient electronic services.

The inclusion of these areas of research that have not been adequately covered in previous studies
would enhance the breadth and depth of knowledge on the effective management of e-service in the

Nigerian banking sector. This study aims to provide valuable insights and suggestions that will assist
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policymakers, bank managers, and researchers in efficiently navigating the intricate dynamics and

potentialities related to the adoption and administration of e-services in Nigeria.

3. Methodology

3.1 Research Design

This study adopts a quantitative approach to gain a comprehensive understanding of managing the
challenge of e-service in the Nigerian banking industry. The quantitative component employs surveys
to gather data from a larger sample of bank customers. This design allows for a rich exploration of
participants' perspectives while also providing statistical analysis of quantitative data.

3.2 Data Collection Methods

3.2.1 Surveys

A survey questionnaire was administered to a larger sample of bank customers. The survey measured
their perceptions, attitudes, and usage patterns of e-service. A random sample of 500 bank customers
was selected to ensure the findings were representative of the target population. The survey was
distributed electronically, and participants had the option to complete it online.

3.3 Sampling Techniques and Sample Size

3.3.1 Random Sampling

For the survey component, random sampling was used to select a representative sample of bank
customers. The sample was drawn from the population of bank customers in Nigeria using a random
selection method. A sample size of 500 participants provided a sufficient representation of bank

customers' perspectives.

4. Data Analysis Techniques

4.1 Quantitative Data Analysis

Descriptive statistics were used to summarize the survey responses, including frequencies, means, and
standard deviations. Inferential statistical techniques, such as correlation analysis and regression
analysis, were employed to examine relationships between variables, such as the factors influencing
e-service adoption and customer satisfaction. The data was analyzed using SPSS software to derive
meaningful insights and test hypotheses.

In this section, we provided an overview of the data collected in the study. The findings and results
from the data analysis were presented, focusing on the variables related to e-service in the Nigerian
banking industry.

Research Objective 1: Identify and analyze the key challenges encountered by Nigerian banks in
adopting and managing e-service in the banking sector.

Factor Analysis Results: Key Challenges in E-service Adoption

A factor analysis revealed five key challenges in e-service adoption: Technological Limitations, Staff

Training Issues, Customer Acceptance, Security Concerns, and Regulatory Compliance. Descriptive
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statistics show the mean scores for each factor, indicating their relative importance.

Table 1.
Factor Eigenvalue  Variance Explained (%) Cronbach's Alpha
Technological Limitations  3.25 28.16 0.82
Staff Training Issues 2.94 23.52 0.75
Customer Acceptance 2.18 17.44 0.68
Security Concerns 1.76 14.08 0.61
Regulatory Compliance 1.14 9.12 0.52
Source: SPSS
Table 2.
Mean Standard Min Max
Descriptive Statistics for Key Challenges
Score Deviation Score Score
Technological Limitations 3.89 0.72 2.1 4.8
Staff Training Issues 3.45 0.91 1.8 4.7
Customer Acceptance 3.12 0.68 2.3 4.6
Security Concerns 2.87 0.76 1.9 4.4
Regulatory Compliance 2.55 0.64 1.6 3.9

Source: SPSS

Eigenvalues represent the amount of variance explained by each factor, and Cronbach's Alpha values

indicate the internal consistency of each factor. Higher Eigenvalues suggest greater importance, and

higher Cronbach's Alpha values suggest greater reliability.

Research Objective 2: Examine the impact of inadequate technological infrastructure on the

implementation and management of e-service in Nigerian banks.

Table 3.
Variable Beta Standard Error  t-value p-value
Inadequate Technological Infrastructure -0.35 0.09 -4 <0.001
Control Variable 1 0.12 0.08 15 0.134
Control Variable 2 0.07 0.06 1.17 0.245
Control Variable 3 -0.18 0.1 -1.8 0.077
Control Variable 4 0.04 0.07 0.57 0.572
Control Variable 5 -0.09 0.05 -1.8 0.076

Source: SPSS
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The table shows the beta coefficients, standard errors, t-values, and p-values for each variable in the
multiple regression model. The dependent variable is the implementation and management of e-service
in Nigerian banks. Inadequate Technological Infrastructure is statistically significant (p < 0.001) and
negatively related to the dependent variable even after controlling for other variables. The multiple
R-squared value indicates the proportion of variance explained by the model, and the F-statistic tests
the overall model's significance.

Research Objective 3: Investigate the security concerns and regulatory constraints that affect the

successful implementation of e-service in the Nigerian banking industry.

Table 4.

Descriptive Statistics: Security Concerns and Mean Standard ) Max
. o Min Score

Regulatory Constraints Score Deviation Score

Security Concerns 3.25 0.85 1.20 4.60

Regulatory Constraints 2.98 0.73 1.40 4.20

Source: SPSS

The table presents the descriptive statistics for two variables: "Security Concerns™ and "Regulatory
Constraints.” These statistics include the mean, standard deviation, minimum, and maximum values for
each variable. These statistics provide an overview of the prevalence and variation in security concerns
and regulatory constraints as observed in the data. Content analysis of regulatory documents identified
specific security issues and regulatory requirements that affect e-service implementation.

Research Objective 4: Explore customer resistance and behavior towards e-service adoption in the

Nigerian banking sector.

Table 5.

Chi-squared Test of Independence: Customer Resistance and E-service Adoption

Customer Resists E-service  Customer Accepts E-service  Total

E-service Adopted 140 60 200
E-service Not Adopted 30 270 300
Total 170 330 500

Chi-Squared Test Statistics:
Chi-Squared (3?) = 28.37
Degrees of Freedom = 1

p-value < 0.001

Source: SPSS
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The table presents the observed frequencies of customers who resist and accept e-service adoption and
whether e-service is adopted or not in Nigerian banks. The chi-squared test of independence results in a
significant y? value (¥*> = 28.37, p < 0.001), indicating a statistically significant association between
customer resistance and e-service adoption. This suggests that customer resistance has a significant
effect on the adoption of e-services in Nigerian banks.

D. Recommendations for the Nigerian Banking Industry:

Based on the study's findings and implications, the following recommendations are proposed for the
Nigerian banking industry:

1. Invest in Technological Infrastructure:

a) Banks should prioritize investment in robust technological infrastructure to ensure seamless
e-service delivery, minimizing technical issues and system downtime.

2. Enhance User-Friendliness:

a)  Banks should focus on simplifying the e-service platform's user interface to improve customers'
ease of use and overall experience.

3. Strengthen Security Measures:

a) Implement robust security measures to address customers' concerns about the security of online
transactions and build trust in e-service platforms.

4. Provide Efficient Customer Support:

a)  Establish dedicated and responsive customer support channels to address customer queries and
concerns promptly, ensuring a positive customer experience.

5. Continuously Monitor and Improve:

a) Banks should continuously monitor the performance and functionality of their e-service
platforms and seek customer feedback to identify areas for improvement and enhance customer
satisfaction.

By implementing these recommendations, the Nigerian banking industry can better manage the
challenges of e-service implementation, foster customer trust, and drive greater adoption and usage of

e-service platforms.

5. Conclusion

A. Summary of Key Findings:

In summary, this study examined the challenges of e-service in the Nigerian banking industry and
identified strategies for their effective management. The key findings can be summarized as follows:

1.  E-Service Satisfaction: The respondents expressed a moderate level of satisfaction with e-service
in the Nigerian banking industry.

2. Challenges in E-Service Implementation: Technical issues, system downtime, complexity of the

e-service platform, and concerns about trust and security were identified as primary challenges.
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3. Factors Influencing Adoption: Convenience, ease of use, reliability, customer support, trust, and
promotions/incentives were identified as key factors influencing the adoption of e-service.

4.  Benefits of E-Service: Respondents perceived benefits such as faster and more efficient banking
experiences, accessibility, transaction control, and improved overall banking experiences.

B. Contributions to the Field:

This study makes several contributions to the field of e-service management in the Nigerian banking
industry:

1.  Empirical Evidence: The findings provide empirical evidence on the challenges and factors
influencing the adoption of e-service in the Nigerian context, filling a gap in the existing literature.

2. Practical Insights: The study offers practical insights for banks in Nigeria to address the identified
challenges and enhance the adoption and usage of e-service, leading to improved customer satisfaction
and loyalty.

3. Contextual Understanding: By focusing on the Nigerian banking industry, this study adds to the
understanding of e-service management in emerging markets and provides valuable insights for similar
contexts.

C. Limitations and Suggestions for Future Research:

1.  Sample Size: The study used a sample of 500 respondents, which may limit the generalizability
of the findings. Future research could consider a larger and more diverse sample to enhance the
representativeness.

2. Cross-Sectional Nature: The study employed a cross-sectional design, capturing a snapshot of the
participants' perceptions. A longitudinal study could provide insights into changes in perceptions and
behaviours over time.

3. Self-Reported Data: The data collected relied on self-reported responses, which may be subject to
biases and inaccuracies. Future research could consider incorporating objective measures or
observational data to validate the findings.

4.  Specific Demographics: The study did not explore the potential variations in perceptions and
challenges across different demographic groups. Future research could investigate the influence of
demographics on e-service adoption and challenges.

5.  Technological Advances: As technology rapidly evolves, future research could explore the
implications of emerging technologies (e.g., artificial intelligence, blockchain) on e-service
management in the banking industry.

In conclusion, this study contributes to the understanding of managing e-service challenges in the
Nigerian banking industry. The findings highlight the importance of addressing technical issues,
enhancing user-friendliness, strengthening security measures, and providing efficient customer support.
By implementing the recommendations derived from this study, banks can overcome the challenges and
improve the adoption and usage of e-service. Future research should expand on the limitations mentioned

and explore emerging technological advancements to further advance the field of e-service management.
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