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Abstract 

This paper examines the factors affecting the acceptance of Mobile Banking services in Nigeria. 

It identifies the issues militating against its acceptance by bank customers in Nigeria and looks 

at the advantages customers could draw from it. It also examines the challenges commercial 

banks may face in the course of implementing it. The study used published journal articles, 

online web resources and documents to discover that the major issues surrounding acceptability 

of mobile financial applications in Nigeria are perceived fear, security risk and customers’ 

ignorance of the services offered by the mobile financial application. It also discovered that if 

properly implemented and accepted, mobile financial application will reduce physical cash 

handling by the customers, thereby reducing crime and congestion in banking halls. 

Keywords: GSM, Mobile banking, SMS 

Introduction 

The introduction of Global System for Mobile Communication (GSM) has led to a lot of 

innovations in Nigerian Banking system. One of such innovations is the mobile banking (M-

banking) services introduced by the commercial banks in Nigeria, which provided a platform for 

innovative mobile applications and services. The use of mobile technologies for commercial 

activities gave birth to mobile commerce (M-commerce) (Bankole, Bankole & Joseph Brown, 

2011). African countries are currently witnessing a phenomenal growth in mobile phones usage 

and this brings  many advantages to the continent (Abdi, 2016). Africa and the Asia markets are 

the fastest growing mobile phone markets though they are the slowest in the adoption of mobile 

apps (Truong, 2015).  Financial institutions are now taking advantage of the penetration, wide 

spread and availability of mobile technologies to offer a wide range of products and services to  
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users. Since the introduction of WAP enabled smart phones in 1999, European banks began 

offering mobile banking services to their customers (Doline & Ngahu, 2014). A German 

company, Paybox, in collaboration with Deutsche Bank was the first company to deploy and test 

M-banking in Germany, Spain, Sweden, Austria and United Kingdom (Shaikh & Karjaluoto, 

2015). From that beginning, mobile banking was been offered through SMS and mobile web. 

Kenya was the first developing country to introduce text based banking called M-PESA in 2007 

(Shaikh & Karjaluoto,  2015). Veijalainen et al. (2006) argue that the reason for the rapid 

acceptability of small mobile devices is their ability to offer services anywhere and anytime. 

Broadly speaking, mobile banking services is classified into three (3) categories namely:  

account information, investments support and content services (Doline  & Ngahu, 2014). 

Mobile banking services is among the recent notable e-banking platform that impact on daily life 

activities. Mobile banking, as the term implies, is banking on the move with the help of mobile 

telecommunication technologies. It is also known as Short Message Service (SMS) banking. M-

banking is a mobile phone application that allows a mobile phone user to bank in any place and 

at any time (Bankole, Bankole & Joseph Brown, 2011). Bankole et al. (2011) states that M-

banking is the provision of banking and other related financial services such as money transfer, 

credit check, online bill payments and stock management on a mobile device. 

Literature Review 

A business ecosystem represents the interplay among many business entities (Chesbrough & 

Appleyard,  2007).  Mobile banking is an example of business ecosystem that is made up of 

several business entities: Consumers, merchants, mobile network operators (MNO), financial 

institutions, mobile device manufacturers, software and hardware technology providers and 

regulators (Dennehy, D. & Sammon, D., 2015). Delvin (1995) states that most bank customers 

literally have limited time for activities like visiting a bank, wants a lot of conveniences and 

accessibility from the bank.  Clara (2008) suggested that Mobile Banking as one of the payment 

channels can augment the service  channels available to customers thereby providing a cheap, 

easy  and self-service options to customers to carry out their banking operations remotely 

without visiting their respective banks. At inception, because many of the earlier phones in the 

market operated on  different Operating Systems (OS), it was a big issue for the banks to provide 

a seamless  operation for their customers. The recent development and innovations in 

telecommunication has made the provision of Mobile banking possible. The targets of Mobile 

banking services are mainly bank customers who do not have access to personal computers and 

internet. Mobile Banking has the potential to provide simple banking and electronic transactions 

services for unbanked customers in the expansion of its market share (Anderson, 2010). 

According to Anderson (2010), the implementation of M-banking raises issues of concerns by  
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the regulators especially in the area of security and privacy over data communication through 

telecommunication companies. Though earlier researches had shown that some customers prefer 

using such technologies in order to avoid staff handling such services and also from clients 

(Meuter, Ostrom, Roundtree & Bitner,  2000). Doline et al. (2014) states that in Kenya, relative 

advantage such as mobility could attract customers to use and adopt mobile banking, but high 

charges dissuaded customers from adopting it. 

A study carried out in Dabasish and Dey (Debasish & Dey, 2015) state that perceived usefulness, 

perceived ease of use, relative advantages, perceived risks and personal innovativeness were the 

factors affecting the behavioral intention of mobile users to adopt mobile banking. In their study, 

Dabasish et al. (2015) state that the only factor that negatively affected adoption of mobile 

banking was perceived risks. Apart from perceived risks, a study carried out in Ghana by 

(Agbemabiese, Anim  & Gerald,  2015) showed that lack of information, security and privacy 

were major factors that made the bank customers in the study not to accept mobile banking. 

Mobile banking acceptability and usage reduces with the increase in age but increases with 

increasing educational qualifications and social status (Faniran & Odumeru, 2015). In Nigeria, 

banks should educate their older customers about the benefits of m-banking apps (Faniran  & 

Odumeru, 2015). 

Mobile Banking Services 

Mobile banking is the newest among electronic-banking platforms. It refers to the technological 

method that permits customers to carry out different financial transactions with the help of 

mobile devices (Oladejo, & Yinus, 2013). The rapid penetration of internet enabled mobile 

handsets created opportunities for new and innovative mobile services. Some of the most 

promising mobile services are the financial services, which is generally termed Mobile banking. 

In its simplest form, Mobile Banking services enable bank customers to interact with their bank 

accounts remotely with the help of mobile devices. With Mobile Banking, customers could 

transfer fund, pay bills, check account balance and buy airtime. Mobile banking services are the 

modified versions of internet banking (Mallat,  Matti & Virpi,  2004).  

Mobile Banking Evolution in Nigeria 

Mobile banking in Nigeria started from the transaction based activities, whereby bank customers are notified 

via short messaging service (SMS) when transactions are conducted on their accounts or via automated teller 

machine (ATM) (Onwe, 2015). Availability of cheap WAP and Java enabled phones 

enables Nigerian banks to begin implementing mobile banking. Mobile banking in 

Nigeria offers such services as SMS banking, remote transfer from account to account, 

bill payments, mobile phone recharge, cable television subscriptions and payment of  
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both local and international flights (Onwe, 2015). Onwe (2015) states that mobile 

banking started in Nigeria in 2002 when Fin Bank (now Fi rst City Monument Bank) 

launched Flash Me cash. Flash Me cash was a mobile payment solution that allows 

transfer and payment through phones. By 2006, Flash Me cash controlled about 70% of 

active mobile phone users in Nigeria (Fin Bank Brochure, 2008; cited in (Onwe, 

2015)).  

Guaranty Trust Bank Plc offers GeNs and GT connect. The GeNs keep customers abreast of 

transactions on their accounts, while the GT connect allows GTB customers to conduct virtually 

all banking transactions anywhere and anytime. GTB won the best mobile bank award in 2008 at 

the Nigeria Telecom awards. GTB finished ahead of Fin Bank and Diamond Bank (Onwe, 2015). 

Interswitch Company launched Glo Fast in 2003. The prepaid debit card allows users who do not 

have bank accounts to perform electronic transactions through Glo mobile network. Besides the 

GloFast, First Bank Plc also offers another M-banking product called First Mobile to its account 

holders. First Mobile is a network of independent phone solution that provides financial services 

using the mobile and a prepaid card.  

 

Intercontinental Bank Plc offers mobile banking services called i-mobile and i-cash. The i-

mobile uses available phone that is General Packet Radio Services (GPRS) enabled. The i-cash is 

an electronic funds transfer done through the use of mobile phone to a beneficiary who can 

collect the money from any of the bank's 250 branches. 

Factors Affecting Mobile Banking in Nigeria 

Despite its benefits, Mobile banking comes with its own challenges. This section will look at 

these challenges with specific focus on Nigeria; 

 Behavioral limitation:  The fact that Nigeria is cash-based, people are used to using cash 

for most of their transactions. 

 Bank attitudes: Some Nigerian banks are conservative (extremely cautions), as a result, 

they are not willing to introduce or implement innovative products into their system. 

 Security issue: security is one of the major challenges in the development of m-banking 

in Nigeria. 

 High rate of illiteracy: low literacy rate is a major impediment for the penetration of m-

banking among unbanked in Nigeria, as this hinders accessibility to new technology 

(Yaqub, Bello, Adenuga, & Ogundeji, 2013). 

 Frequent power interruption: Unstable power supply, very common in Nigeria, is a major 

challenge to full implementation of m-banking. 

 Technophobia:  The elderly people are not always open to new technology, as result, they 

tend to not accept mobile banking as an alternative to brick and mortal banking (Agwu & 

Carter, 2014). 
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 Resistance to change among bank customers and staff due to: 

i. Ignorance on the benefits of new technologies 

ii. Perceived fear of risk 

iii. Unwilling to change 

 

Prospects of Mobile Banking in Nigeria 

For many centuries past, cash has served as the currency for day to day commerce in Nigeria, 

helping people to trade their goods and labors without the need for the barter system. But 

gradually and subtly, cash alternative is taking root.  The introduction and increase use of 

electronic transfers is fuelling this cashless transformation (Yaqub, Bello,  Adenuga & Ogundeji,  

2013). These benefits are highlighted below: 

i. Bank Customers:  for the bank customers, increase convenience, more service option, 

reduced risk of cash related crimes and cheaper access to banking services. 

ii. For organizations: faster access to capital; reduced revenue leakage and reduced cash 

handling costs. 

iii. Reduce risks in payments and settlements 

iv. Reduce over reliance on cash for transactions 

v. Reduce tear and wear on paper currency notes 

vi. Make cash and goods transactions faster and more efficient 

vii. Reduce pressure on bank workers 

viii. Facilitates immediate and on the spot financial transactions anywhere, without the 

need to go the bank. 

Research methodology 

In this study exploratory research design is used. Since the development of m-banking in Nigeria 

is still at infancy an exploratory research design helps the researcher to identify the major 

challenges of m-banking development. Both primary and secondary data is collected to meet the 

objectives of the study. The primary data is collected from bank customers using questionnaire. 

Secondary data are obtained through the internet, books, conference papers and related journals 

including different publications: (i) Central Bank of Nigeria (ii) journal papers both International 

and local Publications (iii) Information from Internet and (iv) different seminar papers.  

 Scope of Study 

The study is limited to challenges and prospects of m-banking outreach in Nigeria. Hence, any 

conclusion drawn from the finding merely reflects m-banking service. 
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Population, Sample Size and Sampling 

The population used in this study is bank customers of selected banks that are engaged in mobile 

banking services. There are 22 commercial banks in Nigeria. Six (6) out of the 22 commercial 

banks were systematically selected for the purpose of the study. The population size of this study 

is 200. The sampling frame of this study comprises male and female customers of the six quoted 

banks that conduct banking transactions with their mobile phones. 

Design, Instrument for Data Collection and Test Statistics 

Survey approach was adopted and data were collected from 200 respondents randomly. Forty 

(40) staff and one hundred and sixty (160) customers each were picked from the six (6) selected 

banks. The instrument used in collecting data for this study was questionnaires that were 

administered to the respondents by the researchers. 

The questionnaire is in two sections. The first section collected demographic information such as 

age, sex and educational qualifications while the second section contained 10 questionnaire items 

that measure the rate of adoption, service standard and challenges inherent with m-banking in 

Nasarawa State. Five (5) point likert-type rating ranging from 1(strongly disagree) to 5(strongly 

agree) was adopted. Out of the 200 questionnaire distributed, 170 responded, given a response 

rate of 85%. 

Data presentation and Analysis 

Data collected through survey are presented below in tables and frequency distribution. 

Table 1: Demographic Information 

Commercial Bank Female % Male % Total % 

Access 21 12.35 13 7.65 34 20 

Ecobank 12 7.06 7 4.12 19 11.18 

Fidelity Bank 10 5.88 9 5.29 19 11.17 

First Bank 32 18.82 15 8.82 47 27.64 

Guaranty Trust Bank 22 12.94 10 5.88 32 18.82 

Keystone Bank 11 6.47 8 4.71 19 11.18 

Total 108 63.53 62 36.47 170 100 

Source: the Study, 2019 

Table 1 shows that out of 170 questionnaires distributes, 21 or 12.35% respondents are females 

while 13 or 7.65% are males from Access bank. Ecobank has 12 or 7.06% are females while 7 or 

4.12% are males.  Fidelity has 10 or 5.88% females while 9 or 5.29% males. First Bank has 32 or 

18.82% females and 15 or 8.82% males. Guaranty Trust Bank has 22 or 12.94% females and 10 

or 5.88% males. Keystone Bank has 11 or 6.47% females and 8 or 4.71% males. 
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Table 2: Age Distribution across the Banks 

Commercial 

Banks 

18-

25 

% 26-

35 

% 36-

45 

% 46-

Above 

% Total % 

Access 9 5.29 7 4.12 11 6.17 3 1.76 30 17.34 

Ecobank 11 6.47 10 5.88 12 7.06 3 1.76 36 21.17 

Fidelity 5 2.94 4 2.35 7 4.11 2 1.18 18 10.58 

First Bank 12 7.06 5 2.94 14 8.24 7 4.12 38 22.36 

Guaranty 

Trust Bank 

8 4.71 5 2.94 9 5.29 5 2.94 27 15.88 

keystone 7 4.12 5 2.94 8 4.71 1 0.59 21 12.36 

Total 52 30.59 36 21.17 61 35.58 21 12.35 170 100 

Source: the Study, 2019 

From table 2 above, the highest respondents of 61(35.58%) was observed in the 36-45 age group, 

this is followed by 18-26 age group with 52(30.59%). Age group 26-35 with 36(21.17%) is the 

next while age group 46 and above with 21(12.35%) is the least. 
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Table 3: Distribution of respondents on the adoption, benefits and challenges of mobile 

banking by customer and bank staff of commercial banks in Nasarawa State 

 Questions SA A D SD U Total 

1 Deployment of mobile 

banking offers positive 

benefits on the bank services 

55 

(32.35) 

44 

(25.88) 

19 

(11.18) 

20 

(11.76) 

 

 

32 

(18.82) 

170 

(100) 

2 Mobile network problem 

thwarts the effectiveness of 

mobile banking services in 

Nigeria  

 

21 

(12.35) 

24 

(14.18) 

47 

(27.65) 

56 

(32.94) 

22 

(12.94) 

170 

(100) 

 

3 The use of mobile banking 

makes payment very easy  

 

62 

(36.47) 

46 

(27.06) 

39 

(22.94) 

12 

(7.06) 

11 

(6.47) 

170 

(100) 

4 Security concern is one of the 

major problems affecting the 

patronage of mobile banking 

services in Nigeria  

 

54 

(31.76) 

46 

(27.06) 

20 

(11.76) 

16 

(9.41) 

34 

(20) 

170 

(100) 

5 Mobile banking services 

increases customer loyalty and 

patronage. 

20 

(11.76) 

18 

(10.59) 

42 

(24.71) 

66 

(38.82) 

24 

(11.12) 

170 

(100) 

6 I am aware of mobile banking 

and can use its services 

without assistance 

49 

(28.82) 

53 

(31.18) 

30 

(17.65) 

20 

(11.76) 

18 

(10.59) 

170 

(100) 

7 Handset operability is a major 

challenge in conducting 

mobile banking 

60 

(35.29) 

45 

(26.47) 

32 

(18.82) 

27 

(15.88) 

6 

(3.53) 

170 

(100) 

8 Mobile banking is popular 

with bank staff and customers 

of banks in Nasarawa State 

45 

(26.47) 

51 

(30) 

30 

(17.65) 

23 

(13.53) 

21 

(12.35) 

170 

(100) 

9 Mobile banking services are 

highly efficient and have 

improved quality services 

delivery. 

48 

(28.24) 

50 

(29.41) 

22 

(12.94) 

26 

(15.29) 

24 

(14.12) 

170 

(100) 

10 The use of mobile banking has 

helped to reduce long queue in 

banks 

30 

(17.65) 

33 

(19.41) 

45 

(26.47) 

54 

(31.76) 

8 

(4.71) 

170 

(100) 

Source: the study, 2019 

Key: SA= strongly agree, A= Agree, D= Disagree, SD= strongly disagree, U= Neutral 

 

Table 3 above was used to measure and analyse the degree of adoption, benefits and challenges 

of  mobile banking by Nigerians. The question on deployment of mobile banking offers benefits 

on the bank services gave the following responses: about 99(58.23%) agree that mobile banking 

offers positive benefits while 39(22.94%) disagree. 108(63.53%) agree that mobile banking 

makes payment easy while 51(30%) disagree. 100(58.82%) agree security is an issue while 

36(21.17%) disagree with the statement. 102(60%) agree they can use mobile banking without 

help while 50(29.41%) disagree. 96(56.47%) agree that Mobile banking is popular with bank 

staff and customers of banks in Nasarawa State while 53(31.18%) agree. 98(57.65%) agree that 

Mobile banking services are highly efficient and have improved quality services delivery while  
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50(27.06%) disagree. 63(37.06%) agree that The use of mobile banking has not helped in 

reducing long queue in banks while 99(58.23%) disagree.  

 

Summary of findings 

 

Table 1 reveals that 64% of the respondents were females while 36% while males. Therefore, it 

shows that majority of the staff and customers of banks sampled are females. 

Table 2 shows that age group 46 and above had  21(12.35%) and age group 26-35 had 

36(21.17%). It shows that the adoption of Mobile Banking is still low among the elderly and 

middle aged in Nasarawa State. 

Table 3 shows that about 99(58.23%) agree that mobile banking offers positive benefits while 

39(22.94%) disagree. 108(63.53%) agree that mobile banking makes payment easy while 

51(30%) disagree. 100(58.82%) agree security is an issue while 36(21.17%) disagree with the 

statement. 102(60%) agree they can use mobile banking without help while 50(29.41%) 

disagree. 96(56.47%) agree that Mobile banking is popular with bank staff and customers of 

banks in Nasarawa State while 53(31.18%) agree. 98(57.65%) agree that Mobile banking 

services are highly efficient and have improved quality services delivery while 50(27.06%) 

disagree. 63(37.06%) agree that The use of mobile banking have not helped in reducing long 

queues in banks while 99(58.23%) disagree. 

 

Conclusion 

 

This study observed that mobile banking is evolving very fast in Nigeria mostly among the youth 

and females. Many Nigerians are accepting mobile payment as a means of payments through 

transfers. Although many people are scared of accepting mobile banking because of security 

concerns so banks should endeavour to make the applications very secure. Banks should do more 

to educate the elderly more about the convenient and easy of using mobile banking applications 

 

Recommendations 

 

Based on the findings of this study, the following recommendations are suggested, which if fully 

implemented, will boost the level of adoption of mobile banking in Nigeria and help to achieve 

government objective of cashless economy 

i. Banks should endeavour to popularise the mobile banking applications; 

ii. The use of large cash withdrawers and deposits should be discourage in order for bank 

customers to use the mobile banking channel; 

iii. Banks should educate their customers about how secure mobile banking is and what they 

can if there is any security breach.  
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