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Abstract: Managing queuing within the banking business ige¥ia has constituted major challenges whose sffete
not been thoroughly examined. This study setsuwedtigate the continuous queuing in the Nigeriarklvey environment
despite e-banking adoption in Nigeria. The reseaddpted a survey design where primary data wetsne using a
structured questionnaire. Fifty (50) respondentsewmirposively chosen. A purposive sampling teammigias used
which considered banks having branches within Laddkintola University of Technology and Ogbomosaiio OLS
regression was used to determine the influencéeofrenic banking on customers queuing the fadtmrgueuing in the
banking environment amid e-banking adoption at G&e@8l of significance. Findings revealed that quéuthe study
area was most of the time very high in the morrimgy in the afternoon and evening while at nighbst time witnessed
no queue. Electronic banking had a significanuigfice on customers’ queuing in the study areah&uyrTendency to
Hold Cash by banks customers (THC), Poor Intemfeastructure (PII), Cybercrime (CC) were the mégmtors causing
bank customer queue in the banking environment igefd, followed by Inadequate of Banking Technglog
Management (IBTM) and E-Banking Transaction Co®TE). Therefore, banks service providers shouldease
efforts on cashless e-banking services and enslimble internet service at all times. Bank custastould be made to
appreciate other e-banking services than ATM alay &ar on tendency to hold cash.

1 Introduction rowdiness of its customers and randomness of dneial
The competition in the Nigerian banking sectoraisls and service time. Population explosion is one efdingle
to be getting more intense, partly due to reguatodargest challenges faced by Nigerian deposit mtagxs.
imperatives of universal banking and also due tfccording to Haoa, and Yifei, (2011) the problembafk
customers’ awareness of their rights. Accordin@laniyi, ~dueuing has existed for long time wherever our tguor
(2011) bank customers have become increasingffher countries whose population density is hightbat
demanding, as they require high quality, low pricaad the problem could not be solved compl_etely in sh[_me.
immediate service delivery. They want additionall hey argued that though custom of paying needsttirbe
improvement of value from their chosen banks. $ervi changed completely even with return on investment o
delivery in banks is personal, customers are eiheved ATM relatively low there is a need to focus on imying
immediately or join a queue if the system is biBanks’ the queuing system of bank. This scenario in bamdses

service delivery system is sometimes interruptedttsy its customers filled up in a queue system for atedy
service performance. This situation calls for dttenof
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professionals and practitioners in banking seaorfiow 2018) have only appraised the influence of e-bankin

to manage the explosive population of customerthéo the profitability and other performance, whereasywh

benefit of banking system. these e-banking addresses the long queue in thénban
Queuing has always been a pervasive concern amaegtor were yet to be well explored. This creatsde as

bank customers in Nigeria but the continuous adsaent to whether or not e-banking services have any efiac

in the use of the internet technology is expectetidve customers’ queuing pattern in Nigerian banking esyst

brought a huge impact this phenomenon. The longigueThere has continued to be long queue in the banking

is observed as results of some characteristicauiguigg environments, a situation that cast aspersion an th

systems including arrival problems of customerfficiency of e-banking products. This suggeststeaain

behavioural problems, statistical problems andatpmral forces have militated against full benefit ascriiede-

problems. Thus, Nigerian banks invest greatly ibanking and needs to be empirically explored. Turestit

technology in order to be able to meet up withdlabal study is expected to evaluate the factors that Hween

banking development by improving the quality-ofvéeg  responsible for long and unending queue in the ibgnk

delivery among their customers and also to redhee tsector despite the prevailing use of e-bankingisesvThe

transactional cost of their services. The CentahkBof following specific objectives are expected to bhieeed

Nigeria (CBN Report 2019) on e-banking system i the course of the study:

Nigeria reveals that e-payment machinery, espgcibé i. Examine the influence of electronic banking on

card technology is presently enjoying the highestustomer's queuing pattern in deposit money barfks o

popularity in Nigeria banking market. According toNigeria.

Interswitch statistic, Nigeria has 30million ATM rda ii. Evaluate the causes of queuing in the banking

holders who conduct over 100 million transactiongttie environment amid e-banking adoption Nigerian Deposi

machines every month. Nigeria's 21 banks operage o\Money Banks.

9,000 ATM machines across the country's 36 states a

Federal ~Capita Territory (wwww.interswtch.com;2  Research Hypotheses

retrieved 20 October 2019) Further Abifarin (2017) The hypotheses to be tested in the course Ofﬂlh'(iB'S

observed that while Nigerian banking halls areroftéed  zre stated in null form:

with customers happily using their phones to tekit,

browse and shop online, most have never considssiad  Ho,. Electronic banking does not have significanteften
that same device to avoid the banking hall altage?With  customer queuing pattern in Deposit money banks in
recent media attention on cyber security risks sash Nigeria.

cloning and identity theft on the rise, many Nigeri Ho, There is no significant difference in the effext

customers are also deeply concerned about theityeslur factors causing queue in deposit money banks.
their transactions. The reasons for the persisfeate in

the bank environments both on the counter and hgnki Literature Review
environment despite deployment of ATM dispense 1 Queuing

machines, EFPOS, mobile and web banking, wereyus t The term Queuing pattern is used to define a sfim

investigated which calls for the current empiristidy. ; " .
S . ) . mathematical theory of queues or waiting lines. @ue
In the Nigerian Deposit Money Banks, queuing rersai . .
comes the general phenomenon in our day to flay li

one of the most common reasons for customer disgua? . .
X ) : . hen customers who demand service have to waitlseca
Despite technological advances such as online ariilen

. | . . of the lower number of servers available, then qaeare
banking, customers still complaln.about thglr badukeue formed. Another reason for the formation of the uiés
management systems are specially designed for ban " .

. . when the facility, takes more than the prescriled tfor
allowing them to reduce queue lengths and incretfé : .

0 : . serving the customers or unable to work efficieriyt no
productivity and operational efficiency. In recgatrs, the

banking industry has transformed and banks are n we like to wait for a long time to attain the Seee
competing for a higher share of customers’ walledtigh 0( dukwe, Omale, and Opanuga 2011). Queue system hel

the introduction of electronic banking. This caryobe service providers to reduce the traffic in the quediny

achieved if banks provide exceptional service with qu]Jeumg _system h IS hgoverned by some specific
delightful customer experience since no customer 1o characteristics such as the type of queues, apatidm of

X . . customer, service process, queue discipline andidado
wait dep_o_sn money ban_ks must t_Je able to provieeagte wait in the queue (Amritpal and Williamjeet 2017ad4,
and efficient electronic banking tools to cater forand Yifei, (2011)
customers’ need. Therefore, extent to which the afse ' '
these identified e-banking tools has influencedausrs’

euing pattern in Nigerian deposit money bankd blea e . . . .
?hue :ﬂn?sf of the ::urrelz?lt sltudy pos! y This is the effective delivery of available service

Existing studies (of Agboola 2006; Ngango meet customer’s demand. All techniques and methlyod b
Mbabazize, and Shukla, 2015: Oladejo 2616' Ayinlé’VhiCh service could reach customers at any poidtian

3.2 Customers’ service delivery in Banks
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manner required are expected to improve servideedgl 3.4 Empirical Review
Service quality is widely recognized as being aiazi Literatures have produced mixed results on e-bankin
determinant for the success of an organizatiomdiay’s impact. For example, Oladejo, (2016) investigated t
competitive environment. The dynamic nature of thinfluence of E-payments adoption on Customers’iserv
financial system is creating the need to focus nooréhe delivery in Nigerian Deposits Money Banks using @&an
customer rather the product in order to be conipetiThe logistic Regression and concluded that when bantaet
sector as observed by Auka, Bosire, and Materrt3R0 payment systems, their performance level measuyed b
has been characterized by the emergence of nevs foim customer deposits changes. Also, Ololade, and @gbei
banking channels such as Internet banking, Autcmnat€2017) conducted a research into the Issues antk6hes
Teller Machines (ATM), phone banking, maturingin E- Banking in Nigeria using survey and descvipti
financial market and global competition that arecifty research designs. The study findings indicate that
bankers to explore the importance of customer tgyaild  employees’ job security has a positive relationstiip E-
maintaining lasting relationships with customeranks banking and significantly influence E-banking ingiiia.
management needs to develop strategies that w#rther, Adewoye, (2013), studied the impact of Mob
differentiate them from their competitors.Electoni Banking on Service Delivery in the Nigerian Comniarc
Banking System is seen to be an innovative servi@anks. The results of the findings shows that Mobil
delivery mode that offers diversified financial\Gees like banking improves banks service delivery and reatper
cash withdrawal, funds transfer, cash depositaneay of customer’s relationship and satisfaction.
utility and credit card bills, cheque book requestsl other Wallace, Asare-Darko, and Odilon (2011) studied the
financial enquiries, (Onyedimekwu & Oruan, 20Id)ese modeling and analysis of queuing system in bankssbyg
services can either be provided by the banks havimgultiple Channel, Single line queuing model. Theules
physical offices or by creating a website and @og of the analysis of queuing systems revealed tlea¢asing
services through that or services can be provisiongumber of teller points will reduce waiting line by
through a virtual bank as well (Parasuraman, .Xaith &  customers. Further, Odewole (2016) applied poisson
berry, 2002) distribution, exponential service time distributiand first
come first serve (FIFO) to evaluate the effectigsnef
3.3 Challenges of Electronic Banking Adoption in technology at reducing queuing in Nigerian bankise T
Nigeria Deposit Money Banks results revealed that technology influenced effecti
Various barriers to effective implementation of edelivery system and reduces waiting line of custenie
banking initiatives have been identified in theriture. Nigerian Banks. The main conclusions of the Work$iC
Some of these problems are infrastructural defagiesuch  Report 2018 are that Cash remains the most widsey u
as erratic power supply and communication link ey  payment instrument in the world and on all contteeand
in developing countries (Lamikanra, 2012; AyodeleAfrica appears most reliant on cash. Available ydiar
2015). Others are Inadequate skilled managers asgdrveys (from 24 countries) show that in 18 coestri
requisite tools on end users and client systentge la (75%) cash represents more than 50% of all payment
accumulation of cash in the economy, high chargeost transactions. Further as observed by Abifarin (2017
for the e-payment terminals (ATMs) (Littler, 2008)on-  Nigeria is estimated to have more than 148 miltiowbile
provision of adequate security for fraud preventioack telephone subscribers and at least 92 millionafthaccess
of government support for the improvement of e-iagk internet data services on their devices and Igtercent
Findings from the study of Josiah, (2015) revedlmt of Nigeria’s banking customers now use social méalia
gender, tribe, age, education level, area of resile personal purposes. He argued that Nigeria’s baake h
internet literacy and e-banking awareness hadfgignt largely failed to translate this passion for theinet and
effects in influencing user adoption of e-bankinbiles social media into increased adoption of internetranbile
income level sector of employment and method oyt banking solutions. In his submissions, only 42 petof
had no significant effect on customer adoption ef eNigerian banking customers said they use onlinéiban
banking in Nigeria. Other challenges according tplatforms for one or more banking activities, 40ceat
Woherem (2000), Ovia (2005)Oladejo. (2016) and said they have interacted with their bank usingesocedia

Ololade, and Ogbeide, (20linclude: in the past (KPMG Reports 2015; 2018).
i. Tendency to hold cash and fear of technology. Haoa, and Yifei, (2011) focused on improving the
ii. Power Failure and Communication Link. gueuing system of bank based on BPR. Firstly, the
iii. Lack of Computer Bank Up. bottleneck problems of bank queuing are analysedetls
iv. Lack of Adequate Investment Capital. as the concept, classification and methodologieBRR
v. Reduces Employment in the Country. (Business Process Reengineering). Secondly, th& ban
vi. High Charges on Machines. businesses are investigated and analysed. Thithy,
vii. Loss of Confidence by the people. queuing system of certain bank is optimized baseBRR
viii. Cybercrimes. by enterprise dynamic simulation. The problem afugong

which is related to many aspects like the customer
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satisfaction is one of the most serious problemegling of the organizational impact of information tectomy.
improved. This study uses simulation to determime t The theory views any organization as an open system
appropriate number of servers in certain period ardterdependent sub-units transforming inputs toireds
improves the key point of the queuing system. lm#his  outputs. The gainful employment of any technoloipgbs
study proposes reasonable method of optimize thé& baon the ability and willingness of users to emplbyfor
gueuing system by using BPR. In another dimenglmn, worthwhile tasks (i.e., those deemed central to the
CBN Reports (2019) put ATM as the most used e-paymeorganization’s goals). Socio-technical systems ihéas
system in Nigeria with volume of transactions agiven birth to a framework for technology desigratth
875,519,30s showed by the Industry e-payment figureesmphasizes holistic job satisfaction (rather thast fask
released for half-year 2019 in Table 1 below. il baen performance) and user participation throughout the
on the increase fro®i75,513,154 in 2012. The implication development process. Thus, socio-technical theorist
is that of all other sources of e-payments Nigexihave recommend the analysis of all stakeholders, ndt thes
favoured the use of ATM most thus buttressing thdirect users of a technology, the formation of plag
observed tendency to hold cash and fear of techpals groups to oversee the design, the performance of
submitted by Ovia (2005, Ayo et al 2007). prototyping exercises, and the analysis of likeipact the

The construct of this study is embedded on Socitechnology will have on the organization. In stundyi
Technical Systems Theory of Information and Tecbgpl technology acceptance, socio-technical  theorists
Acceptance. This is based on the fact that soclodieal conceptualize acceptance in terms of two compébiregs
systems perspective has become influential intiaéyais to include control and enhancement.

Table 1 Volume of e-payment channels from 201218 2
ANALYSISOF VOLUME OF E-PAYMENT CHANNEL S FROM 2012 TO 2018

2018 2017 2016 2015 2014 2013 2012
Cheques 9,019,27: 10,808,98 11,719,84 13,466,46 15,283,93 14,211,07 12,161,69
NEFT 26,760,85 31,034,62 29,754,18 28,935,60 29,690,76 29,834,31  28,941,55
ATM 875,519,30 800,549,09 590,238,93 433,695,74 400,269,14 295,416,72) 375,513,15
POS 295,890,16 146,267,15 63,715,20 33,720,93 20,817,42 9,418,42 2,587,59
WEB 50,815,90 28,991,09 14,088,24 7,981,36  5,567,43 2,900,47. 2,276,46.
MMO 87,086,26 47,804,56 47,053,25 43,933,36 27,744,79  15,930,18 2,297,68
NIP 663,124,13 370,870,67 153,616,45 71,223,54 40,829,85 17,112,15 4,449,65.
EBILLSPAY 1,053,34. 905,94; 1,026,88/ 1,208,55 593,57¢ 557 -
REMITA 44,461,84 39,706,26 38,249,88 19,417,37 15,029,62 -
NAPS 27,384,75 11,900,00/ 3,965,211 936,66 - - -
M-CASH 229,32 77,83: - - - - -
CENTRALPAY 1,260,38 375,35t 70,23¢ 66,03: - - -
Source: CBN Report on E-Payment Statistics, 2019
4 Methodology Cronbach’s Alpha reliability test is that if theddbach’s

According to Central Bank of Nigeria (2018), thereAlpha value is equal to or more than 0.7, thenetier
were twelve (12) deposit money banks in Ogbomodpternal consistency in the instrument. Since the
Nigeria for this research study, Purposive samplingronbach’s Alpha value was 0.852, as tested then th
technique was adopted. Banks that have branches ifigtrument of data collection was reliabl®L.S regression
Ladoke Akintola University of Technology, Ogbomosdvas used to determine the influence of electroaitking
and also in Ogbomoso town were sampled purposive§ customers’ queuing pattern and the factors fieung
Also bank staffs that have what it takes to monttr in the banking environment amid e-banking adoption
queue at the ATM spot were purposively chosen. THBrough Statistical Package for Social SciencesSESP
banks that were selected for this study includegtedn Version 20.0) program. _

Bank for Africa Plc, Guaranty Trust Bank Plc, FiBstnk In formulating the model for this study (1)-(7);eth
of Nigeria Plc, Polaris Bank Limited, Zenith barasf, in ~mModel used in the work is to be modified for thisrkv The
Ogbomoso, Oyo state, NigeriEhe questionnaire designedmodels shall take a general form of a multiple esgion
contains both open and closed questions. In amptteo Model expressed as follows:

validate how reliable, the instrument of data ailtn,

Cronbach’s Alpha test was employed. The assumjition Y =00t anXat 02Xz +...onXn + [t

1)
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where: Y is Queuing pattern = dependent variaties,
are independent variableg, is constant andai-an
represents coefficient of independent variables.

Model 1:
Y = f(ATM,POS,MB,IB)  (2)
Explicitly, the model is specified as:
QP; = 00 + i ATM + azPOS +a3MBi+ aalBi+ [y (3)

By Log linearizing, the model becomes:

LOGQR = 00 + cuLOGATM + 0, LOGPOS*
asLOGMB + asLOGIB, + (4)

CQS=a0 + 01lGS + axPll+ a3CC + aulBTM + asTHC
+ aEBTG+ e (7)

CQS- Customer Queue System,

IGS - Inadequate government Support Toward E-banking
Dev (IGS),

Pl - Poor Internet Infrastructure (PII),

CC - Cybercrime (CC),

IBTM - Inadequate of Banking Technology Management
(IBTM),

THC- Tendency to Hold Cash by Banks Customers (THC),
EBTC- E-Banking Transaction Cost (EBTC),

Mt - White noise residual /Error term in tihe

a0 anda - represent regression constant and regression
coefficient of the variables.

5 Reaults and Discussion

Specifying the Error Correction Model (ECM) fromg 1 Comparative analysis of Inter-Bank Daily

equation (3), the model becomes:

ALOGQP =0 + a:YLOGATM + 0:¥LOGPOS +
asYLOGMB +aYLOGIB + 1t (5)

ECM(-1) - Lagged error correction term,
ATM - Automated Teller Machine,

POS- Point of Sales,

MB - Mobile Banking,

IB - Internet Banking,

t - time subscript.

Model 2:
Y = f(IGS,PIl, CC, IBTM, THC,EBTC) (6)

Explicitly, the model is specified as:

Queue Pattern

The daily queue pattern for each bank sampled was
presented independently for GTB, first bank, Skgeky
UBA and zenith bank respectively. It was obseryed the
gueue pattern on Monday morning in each bank was ve
high, afternoon and evening were high while nighially
witnessed no-queue. Tuesday queue pattern for ngprni
afternoon evening and night follow similar pattern.
Furthermore, similar queue pattern was observed for
Wednesday, Thursday and Friday. Saturday and Sunday
had slightly different queue pattern for all thengded
banks. Furthermore, the Comparative analysis @ft-nt
bank queue pattern understudied affirmed the fedtthe
gueue pattern for all the sampled banks followedlarly
queue pattern (Figure 1). Thus, it was deduced that
customers Queue pattern in the study area wasohtis
time very high in the morning, high in the afterncand
evening while at night, most time witnessed no gueu

40

Days of the wee

sun

e— gt

e {1

e thur
e \\/ @ 0]
— Ty e

¥ S S

\s Y o& >
Ne) S QY L
P I

Period of the de

Figure 1 Comparative analysis of inter-bank queatgin
Source: Field survey 2020
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5.2 Descriptive Analysis of Electronic banking respondents consented positively to E-banking servi
services of selected sampled deposit money bankscovers cash withdrawal service via ATM, E-banking
In an attempt to examine electronic banking seevicéervice covers money transfer service via ATM and E
available in the sampled deposit money banks, peage banking service covers third party transaction AGem
frequency was employed and presented in Table &. TWhile only first bank had cash deposit serviceATaM. It
variables operationalized were E-banking serviceero Was deduced that all the sampled banks had cash
cash deposits service, E-banking service coverd cadithdrawal service, covers money transfer serviod a
withdrawal service, E-banking service covers monefpird-party transaction via ATM. While only firsabk had
transfer service and E-banking service covers tpady ~Cash deposits service via ATM.
transaction via ATM. It was observed all sampled

Table 2 Electronic banking services

s/r|Variable: SD(%, D(%) 1(%) A(%) SA(%)
GTB

1 |E-banking service covers cash deposits service vid 6 (60.0 4 (40.0

2 |E-banking service covers cash withdrawal serviceAdi 6 (60.0 4 (40.0

3 |E-banking service covers money transfer service Vi, 4 (40.0 6 (60.0

4 |E-banking service covers third party transactionATa/ 5 (50.0 5 (50.0
First bank

1 |E-banking service covers cash deposits service vid 3 (30.0 7 (70.0

2 |E-banking service covers cash withdrawal serviceAdi 1(10.0 9 (90.0

3 |E-banking service covers money transfer service Vi, 3 (30.0 7 (70.0

4 |E-banking service covers third party transactionATa/ 8 (80.0 2 (20.0
Skye bank

1 |E-banking service covers cash deposits service vid 3(30.0 6 (60.0 1(10.0

2 |E-banking service covers cash withdrawal serviceAdi 8 (80.0 2 (20.0

3 |E-banking service covers money transfer service Vi, 3 (30.0 7 (70.0

4 |E-banking service covers third party transactionATa/ 4 (40.0 6 (60.0
UBA

1 |E-banking service covers cash deposits service vid 7 (70.0 3 (30.0

2 |E-banking service covers cash withdrawal serviceAdi 2 (80.0 2 (20.0

3 |E-banking service covers money transfer service Vi, 3(30.0 7 (70.0

4 |E-banking service covers third party transactionATa/ 6 (60.0 4 (40.0
Zenith bank

1 |E-banking service covers cash deposits service vid 4 (40.0 6 (60.0

2 |E-banking service covers cash withdrawal serviceATM 3 (30.0 7 (70.0

3 |E-banking service covers money transfer service Vi, 2 (20.0 8 (80.0

4 |E-banking service covers third party transactionATa/ 5 (50.0 5 (50.0
All banks

1 |E-banking service covers cash depcservice via ATN 20 (40.0f 19(38.0 1(2.0 3 (6.0 7 (14.0

2 |E-banking service covers cash withdrawal serviceAdi 20 (40.0f 30(60.0

3 |E-banking service covers money transfer service Vi, 15(30.00 35(70.0

4 |E-banking servicicovers third party transaction via A’ 28 (56.0] 22 (44.0

Source: Field survey 2020

5.3 The influence of electronic banking services onE-banking service covers cash deposits servicgrikibg
customer’s queuing in banks service covers cash withdrawal service, E-bankérgise
The influence of e-banking services on customefovers money transfer service and E-banking service
queuing is displayed in Table 3 and Table 4. Etedtr Covers third party transaction via ATM explainece th
banking services were proxy by E-banking serviceeco Vvariation in the dependent variable which was Rafte
cash deposits service, E-banking service covers cadueuing was 0.382. _ o
withdrawal service, E-banking service covers money AlISO, itwas observed in Table 4 that E-bankingiser
transfer service and E-banking service covers thidy ~COVers money transfer service had the highesttsffeith
transaction via ATM while customers’ queuing patteas @ beta value of 0.337, followed by E-banking sevic
proxy by Rate of queuing. It was observed in Tabteat COvers third party transaction via ATM with a betdue of
the coefficient of determinant 2Rvas 0.382 and the 0.273, followed by E-banking service covers cash
multiple correlation coefficients Rwas 0.618 implying Withdrawal service with a beta value of 0.155 and E

that the extent to which predicting variables whieére banking service covers cash deposits service witkta
value of -0.406. It was inferred that electroranking had
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significant influence on customers’ queuing patterthe
study area. The outcome of this current study is i
concomitant with the studies of Amritpal and Witligeet

(2017), Wallace, Christian &Frank (2011) that found

impact of ICT and E-banking on customers satisbasti
and queuing in banking environments.

Table 3 Model Summary of the influence of electrbainking

on customer’s gueuing

n
Adjusted RStd. Error ol

ModellR R Square Square |the Estimatg
1 .618(a .382 .327 .9040(

Predictors: (Constant), ESCTPTVA, ESCCWSVA,
ESCCDSVA, ESCMTSVA
Source: Field survey 2020

Table 4 Coefficients of the influence of electrdraoking on customer’s queuing pattern
Unstandardized Standardized
Coefficient: Coefficient: t Sig.
Model B Std. Erro Bete B Std. Erro
1 (Constant) -4.970 1.749 -2.841 .007
ESCCDSVA -.322 .102 -.406 -3.155 .003
ESCCWSVA .346 .329 .155 1.053 .298
ESCMTSVA .802 .333 337 2411 .020
ESCTPTVA .600 .263 273 2.282 .027
Dependent Variable: WITROQIYBPW
Source: Field survey 2020

5.4 Regression Analysis on Causes of BanKollowed by other variable like, Inadequate of Bimgk

customer Queue in the Era of E-Banking

Technology Management (IBTM) and E- Banking

Analysis in Table 5 revealed that a unit increase iTransaction Cost (EBTC).
inadequate government Support Toward E-banking Dev

(IGS) increases customer queuing in the electiteniking

Table 5 Regression Causes of Queue in Banks iBrthe

environment. The analyses indicate that inadequate— of E-Banking

government Support Toward E-banking Development [¥ & iables Coefficient| SId.Err [T |P>{T}

significantly related to Causes of Bank customee@uin |Inadequate 3.931264 | 2.073144.90 | 0.065

the Era of E-Banking at 0.065 percent but notsiiagilly ~[government Suppd

significant to the cause of bank customer queuso Alunit |Toward

increase in Poor Internet Infrastructure (Pll) émses |E-banking De

Bank customer Queue by 14.9 units, which shows |dGS)

positive influence between Poor Internet Infragtireand  |Poor Interng14.96550 | 1.412209.0.60|0.000

customer queuing in the electronic banking envirenm [Infrastructur (P1I)

Further, a unit increase in Cybercrime (CC) incesd®ank |Cybercrime (CC) | 14.35838) 2.0993@®784 |0.000

customer Queue by 14.3 units. A unit in Inadequidte |Inadequate 8.05232 | 2.91325@.79 |0.000

Banking Technology Management (IBTM) increase bankf Banking

customer queuing by 8.0. More so, a unit in Tengdoc |Technology

Hold Cash by Banks Customers (THC) increase bamdanagement

customer queuing by 15. Additionally, a unit in@e#n E- |(IBTM)

Banking Transaction Cost (EBTC) increases Bankendency to Hol15.52021 | 1.00326%2.50 |0.004

customer Queue by 6.3 units. All factors excepdétpiate |Cash by Bank

government Support were statically significantdstomer |Customers (THC

gueuing in the Nigerian banking environment. E-Banking 6.061249 | 1.928903.14 |0.003
Following the result of the analysis (Table 5), théTransaction Co

coefficients of variables such as (THC- 15.52020,@4; |(EBTC)

Pll- 14.96550, @0.000; CC-14.35838, @0.000; IBTMIConstant 3850594 5.5772B8.90 | 0.000

8.05232,  @0.000;  EBTC-6.061249,)  @0.003) Source: Data Analysis, 2020

incorporated in the model were highly significamtause *Dependent Variable: Queue system

of bank customer queue in the banking environmEme.
result also indicate that Tendency to Hold Caslioduyks
customers (THC), Poor Internet Infrastructure (PIl)

*R2:0.9387

*Adjusted R2 = 0.9301

Cybercrime (CC) were the major factors causing bank

customer queue in the banking environment in Nigeri
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6 Concluson [9] Central Bank of Nigeria (CBN, 2019) Report orn E
Based on the findings of this study, it was conethid ~ Payment Statistics, [Online], Available:
that queue pattern in the study area was mosteofithe https://www.cbn.gov.ng/documents/reports.asp

very high in the morning, high in the afternoon ardning [09 Jan 2021], 2019. .
while at night, most time witnessed no queue. Ebeat [10] HAO, T., YIFEIL, T.: Study on Queuing System

banking had significant influence on customers’ujng Optimization of Bank Based on BPRO11 3
pattern in the study area. Further, Tendency tal Kissh International Conference on Environmental Science
by banks customers (THC), Poor Internet Infrastmect and Information Application Technology (ESIAT
(Pll), Cybercrime (CC) were the major factors cagsi 2011) © 2011 Published by Elsevier Ltd., Vol. 10,

bank customer queue in the banking environment in Part A, pp. 640-646, 2011.

Nigeria, followed by other variable like, Inadecuasf [11] Interswitch Reports, Interswitch - Electroflayment
Banking Technology Management (IBTM) and E-  and Digital Commerce, [Online], Available:
Banking Transaction Cost (EBTC). Thus, the follogvin https://www.interswitchgroup.com [08 Jan 2021],
recommendations were made: 2019.

« Banks service providers should increase efforfd2] JOSIAH, M.O.: Understanding the Factors that
on cashless e-banking services and ensure reliable Influence User Adoption of E-Banking Services in
internet service at all times. Developing CountriegA case study of Nigeria), A

« Bank customers should be made to appreciate Report Submitted in Partial Fulfilment of the
other e-banking services than ATM and allayed Requirements for the Degree of Master of Computer
fear on tendency to hold cash that could have been  Science, The University of New Brunswick, 2015.

lost to machines. [13] KPMG Reports: Payment Developments in Africa,
Vol. 1, [Online], Available: https://assets.kpmgito
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