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Abstract 
This study investigated the role of Information and Communications Tech-
nology in an enhanced banking operation using Diamond Bank Plc, Imo State 
as a case study. The study was motivated by the fact that most industries, fi-
nancial institutions rely on gathering, processing, analyzing, and providing 
information in order to meet the needs of customers. It was based on data 
primarily, collected from both the primary and secondary sources which seek 
to investigate role of Information and Communications Technology in the 
banking industry. This piece of work, through direct investigation, interviews 
and questionnaires used to examine the role of Information and Communica-
tion Technology, plays in the banking industries and how it has affected the 
employment generation in the industries. It was gathered that ICT has posi-
tively affected the bank, the employees and the customers. The result also 
shows the application has improved banking services, maintained high level of 
proficiency and efficiency, reduced the long time spent on queues and 
brought about increase in employment opportunities. 
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1. Introduction 

According to Margaret Rouse [1], ICT (Information and Communications 
Technology or Technologies) is an umbrella term that includes any communica-
tion device or application, encompassing: radio, television, cellular phones, 
computer and network hardware and software, satellite systems and so on, as 
well as the various services and applications associated with them, such as vi-
deoconferencing and distance learning. According to Wikipedia [2], Informa-
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tion Technology (IT) is the application of computers and internet to store, re-
trieve, transmit, and manipulate data, or information, often in the context of a 
business or other enterprise. Technological innovations have enabled the indus-
try to open up efficient delivery channels. IT has helped the banking industry to 
deal with the challenges the new economy poses. Technology is also changing 
the supervisory and regulatory landscape. It is creating new tools for supervisors 
and new supervisory challenges. 

Today’s business environment is very dynamic and undergoes changes as a 
result of technological innovations, increased awareness and demand from cus-
tomers. According to Ekwonwune and Dike [3], Business organization, espe-
cially the banking industry, operates in a complex and competitive environment 
characterized by these changing conditions and highly unpredictable economic 
climates. According to them, Information Communications Technology (ICT) is 
at centre of this global change. Laudon and Laudon [4] contend that managers 
cannot ignore information systems because they play a critical role in the organ-
ization. They point out that the cash flow of most fortune companies is linked to 
information systems. 

The application of Information and Communications Technology concepts, 
techniques policies and implementation strategies to banking services has be-
come a subject of fundamental importance and concern to all banks and indeed 
a prerequisite for local and global competitiveness. Information and Communi-
cations Technology directly affects how managers decide, how they plan and 
what products and service are offered in the banking industry. Ekwonwune and 
Dike still maintain that Information Technology has continued to change the 
way banks and their corporate relationships are organized worldwide, and the 
variety of innovative devices available to enhance the speed and quality of ser-
vice delivery. 

1.1. Statement of Problem 

Lack of knowledge and inappropriate applications of ICT tools and techniques 
has resulted to poor performance of Diamond Bank Plc and this has led to low 
profitability of the organization. The organization lacks the technical knowhow 
and the necessary tools in the day-to-day operations. They believe that Informa-
tion and Communications Technology has brought about the use of computer 
system in all areas of human endeavors and that this application will lead to re-
trenchment or loss of jobs. 

In the light of some of these observed and anticipated problems that befall this 
organization, there is a need to adopt the necessary ICT tools that enhance pro-
ficiency, productivity, efficiency and high level of profitability and increased lev-
el of employment generations. 

1.2. Objectives of Study 

The objectives of the study are as follows: 
1) To assess the impact of Information and Communications Technology in the 
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Diamond Bank Plc. 
2) To assess the perception of bank, employees and customers towards the im-

plementation of information and communications technology. 

1.3. Research Questions 

In the light of the above, the following research questions are posed: 
1) How does the application of ICT tools in banking services maintain high lev-

el of efficiency and proficiency? 
2) Has the introduction of Information and Communications Technology im-

proved the banking services? 
3) Has the use of computers and other ICT tools reduced the long time delay 

spent on queue by customers in the bank? 
4) Has there been any change witnessed on the employment scenario with the 

presence of Information and Communications Technology? 

1.4. Research Hypotheses 

Two research hypotheses were designed to test the role of information technol-
ogy in the banking industries. The null hypothesis Ho put the statement suc-
cinctly, while the alternative hypothesis H1, determines the validity of the state-
ment. The details were given as follows: 

H1A: ICT has brought about increased efficiency, effectiveness and increased 
productivity in the banking Industries 

H1O: ICT has not brought about increased efficiency, effectiveness and in-
creased productivity in the banking Industries  

H2A: ICT has brought about increase in employment opportunities in the 
banking industries 

H2O: ICT has not brought about increase in employment opportunities in the 
banking industries  

2. Theoretical Background 

Advancement in information and communication technology has positively im-
pacted on the efficient and effective implementation of banking services and 
products. 

Hassan [5] posits that advances in technology are allowing for delivery of 
banking products and services more conveniently and effectively than ever be-
fore - thus creating new bases of competition. Banks had gained a vital competi-
tive advantage by direct marketing and good customer care delivery as a result, 
which has helped increase market share. He continued, “the advantages accruing 
from ICT are three-direction: to the customer, Bank & Employee”. 

Hassan [5] noted that the customer’s benefits included: remote banking, self- 
inquiry facility and electronic banking facilities among others adding that banks 
had a lot to gain from implementing ICT facilities. Such gains included Internet 
banking, good feedback Mechanism and happy customer goodwill, inter-alia. He 
posits that bank employee’s productivity and timely delivery of business opera-
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tions had all improved as a result. 
Hassan [5] also maintained that the internet particularly as an information 

super highway of a global economic market place has facilitated the contribution 
of ICT in the implementation of banks and their operations-through the World- 
Wide-Wide (WWW) an internet protocol. 

Nevertheless, it was Rahman, [6] that stressed some of these advantages of 
ICT to include: 

1) Technology has opened up new markets, new products, new services and 
efficient delivery channels for the banking industry. Online electronics banking, 
mobile banking and internet banking are just a few examples. 

2) Information Technology has also provided banking industry with the whe-
rewithal to deal with the challenges the new economy poses. Information tech-
nology has been the cornerstone of recent financial sector reforms aimed at in-
creasing the speed and reliability of financial operations and of initiatives to 
strengthen the banking sector. 

3) Opening up of new market, services and delivery channels. 
4) Solution to economics challenges, financial reform stages. 
5) Increase in financial activities and good customer delivery services as in 

ATM provision among other. 

Banking Networking In Nigeria 

Nweke Remmy [7] observed that in Nigeria our traditional payment model was 
the “brick and motar” system which was the same as expansion of bank branch 
networks necessitated by compulsory appearance of consumers in the banks to 
consummate transactions. This “brick & motar” system was Nigeria’s traditional 
payment model characterized by many branch network and long queues of cus-
tomer for transactional purpose. He saw insecurity, inconveniences, high cost of 
transactions, cumbersome and high business risk as some of its challenges. He 
was however happy that the presence of ICT in today’s banking operations has 
reduced such problems by way of reducing the cost of transaction and increasing 
“the speed of services”. 

3. Research Design 

Descriptive Survey Design was used. The research was a survey which involved 
the sampling of selected branches of Diamond Bank in the South Eastern part of 
the country by means of copies of questionnaire structured for this purpose. 
These branches included the banks, employees and the customers which consti-
tuted the respondents to be studied and their responses provided the data to 
analyze this report. 

3.1. Population and Sample Size Determination 

The population of the study was made up of 579 staffs of the organization’s staff 
and customers selected from the South Eastern part of Nigeria working in Di-
amond Bank. A sample size of 550 was selected from the entire population using 
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the statistical relationship by Ekezie [8] as a guide. Thus, we have: 

21 e

Nn
N

=
+

                          (1) 

where N = population size; e = Error term; n = the required sample size [8]. 

3.2. Data Analysis 

The data collection from the respondents was put into tables and the response 
frequencies were converted to percentage. Therefore, the weighted Mean Aver-
age was the statistical tool used to analyze the data. 

This section is the analysis and presentation of the data collected from the 
respondents. The data were presented in tables and the response frequencies 
were converted to percentages. The analysis was based on the 550 copies of 
questionnaire administered to and retrieved from the respondents. The section 
opens with demographic data of the respondents, which highlights the gender, 
age, and job experience of respondents. 

The measuring instruments that were utilized in this study would be of two 
forms: Questionnaire and Oral Interview of staff of the organizations that use 
ICT tools. Response to each item in the scale would be scored as in Fido Gayford 
five point Likert scale responses of Strongly Agree (SA), Agree (A), Undecided 
(U), Strongly Disagree (SD) and Disagree (D). The response options are 
weighted or scored in such a way that a higher value indicates a more positive/ 
intense response or attitude as follows: Strongly Agree (SA) = 5, Agree (A) = 4, 
Strongly Disagree (SD) = 3, Disagree (D) = 2 and Undecided (U) = 1. 

In this piece of work, data were collated, classified, categorized and analysed 
as shown in the tables below. Using the set of graduated options, an individual is 
expected to indicate his degree of agreement or disagreement in response to all 
statements. These responses are weighted (i.e. assigned numerical values) and by 
summing up an individual response to all statements, a total score is obtained. 
This total then provides an estimate of that person’s standing on the variable 
being measured. According to Nworgu [9], the construction of this scale entails 
generating a list of statements about what is being measured and providing a set 
of graduated responses options. 

Here also, the total percentage and mean of data were calculated. The 
Weighted Mean is given by 
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where iF  = Frequency of the responses; iW  = The Weighted Mean of the 
responses. 

Table 1 shows that 324 respondents (58.8%) were males and 226 (41.2%) were 
females. In terms of age, 16.2% were below the age of 20 years; 16.9% were 20 to 
24 years; 14.7% were 25 to 29 years; 15.5% were 30 to 34 years; 22.4% were 35 to 
39 years while 14.4% were above 40 years. In terms of job experience, 18% had 
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worked for less than two years; 22% had worked from 2 to 4 years; 20.5% had 
worked from 5 to 7 years; 24.4% had worked from 8 to 10 years while 15.1% had 
worked above 10 years. 

Table 2 displays that 278 (50.5%) Strongly Agree; 132 (24%) Agree; 72 
(13.1%) Highly Disagree; 40 (7.3%) Disagree; while 28 (5.1%) were Undecided. 
The application of ICT tools in the banking services maintains high level of effi-
ciency and proficiency. 

Table 3 shows 271 (49.3%) of the respondents strongly agreed that application 
of IT tools has improved the banking services of Diamond Bank Plc. However, 
146 (26.5%) Agreed to the assertion and 68 (12.4%) strongly disagreed to the 
statement, 34 (6.2%) disagreed while 31 (5.6%) were Undecided. 

Similarly, Table 4 and Table 5 show the analyses of the responses on deter-
mination of reduced time spent on long queues and Employment Generation by 
ICT tools respectively. 

Answering Research Questions: Research question 1 was answered through 
the use of item 1 in the question, “How does the application of ICT tools in 

 
Table 1. Demographic data of respondents. 

S/n Attribute Option Frequency Percentage (%) 

1 Gender 

Male 324 58.8 

Female 226 41.2 

Total 550 100 

2 Age (yrs) 

<20 

20 - 24 

25 - 29 

30 - 34 

35 - 39 

40 and above 

89 

93 

81 

85 

125 

79 

16.2 

16.9 

14.7 

15.5 

22.4 

14.4 

Total 550 100 

3 Job experience 

<2 

2 - 4 

5 - 7 

8 - 10 

Above 10 

99 

121 

113 

134 

83 

18 

22 

20.5 

24.4 

15.1 

Total 550 100 

Source: Field work 2016. 
 

Table 2. Efficiency of ICT tools in banking system. 

Response Strongly Agree Agree Strongly Disagree Disagree Undecided Total 

Observed Frequency 278 132 72 40 28 550 

Percentage (%) 50.5 24 13.1 7.3 5.1 100 

Source: Field work 2016. 
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Table 3. Improvement of ICT on banking services. 

Response Strongly Agree Agree Strongly Disagree Disagree Undecided Total 

Observed Frequency 271 146 68 34 31 550 

Percentage (%) 49.3 26.5 12.4 6.2 5.6 100 

Source: Field work 2016. 
Table 4. Reduction of longtime delay spent on queues. 

Response Strongly Agree Agree Strongly Disagree Disagree Undecided Total 

Observed Frequency 280 130 62 48 30 550 

Percentage (%) 50.9 23.6 11.3 8.7 5.5 100 

Source: Field work 2016. 
 

Table 5. Generation of employment by ICT tools. 

Response Strongly Agree Agree Strongly Disagree Disagree Undecided Total 

Observed Frequency 275 135 54 34 52 550 

Percentage (%) 50 24.5 9.8 6.2 9.5 100 

Source: Field work 2016. 
 

Table 6. Summary of results. 

Research Questions Weighted Mean Xw Remark 

1 4.08 Agreed 

2 4.08 Agreed 

3 4.06 Agreed 

4 4.03 Agreed 

Source: Field work 2015. 
 

banking services maintain high level of efficiency and proficiency?”. Table 2 
shows that out of 550 respondents, 278 (50.5%) Strongly Agreed, 132 (24%) 
Agreed, 72 (13.1%) Strongly Disagreed, 40 (7.3%) Disagreed while 28 (5.1%) 
were Undecided that application of ICT in the banking services has high level of 
efficiency and proficiency. Similarly research Question 2 was answered using 
item 2 in the questionnaire. Table 3 explains this answer. It shows that 271 
(49.3%) Strongly Agreed, 146 (26.5%), 68 (12.4%) Strongly Disagreed, 34 (6.2) 
Disagreed and 31 (5.6%) were undecided that applications of ICT tools has im-
proved the banking services of Diamond Bank Plc. Using this same analysis, Re-
search Question 3 and 4 are shown in Table 4 and Table 5 respectively.  

Decision: 
Table 6 shows the summary of results. It shows that for all the research ques-

tions posed to the respondents as respective subject matter, there in agreement 
to the arguments raised. 

That is they all agreed that: 
1) Application of ICT tools in banking services maintains high level of profi-

ciency and efficiency. 
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2) The introduction of ICT has improved the banking services. 
3) ICT tools have reduced the longtime delay spent of queues by customers. 
4) ICT has witnessed a positive change in the employment scenario. 

Summary of Findings: 
The following findings were made in the study: 
Firstly, the positive impact of the application of ICT in the banking industry 

cannot be overemphasized as it affects the bank, the customers and the em-
ployees. This manifest in the areas of efficiency, proficiency, reduced long time 
spent on queues improvements, etc.  

Secondly, the adoption of ICT in Diamond Bank has some business environ-
ment, social, economic and financial implications. This is sequel to the fact Di-
amond Bank has now gained valuable insight into saving, speedy adoption and 
challenges of ICT tools. 

Recommendation:  
Based on the above findings, I hereby make the following recommendations:  

1) Banks and other business organizations in Nigeria and the rest of world 
should intensify effort towards adoption of ICT to reap the numerous benefit 
associated there in. 

2) Service providers should develop devices for monitoring the services being 
provided, in order to ensure high quality services while minimize the adverse 
business implications of ICT. 

3) The Bank management should always ensure that staffs are given adequate 
training on the use and maintenance of these tools. The software and hard-
ware should be adequately maintained. 
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