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Abstract
This study examines customers' perceptions of electronic 
communication services at Zenith Bank Plc, Uyo, Nigeria, 
focusing on ease of use, usefulness, and security concerns. 
Guided by the Technology Acceptance Model (TAM), the 
research employed a survey design, collecting data from 400 
customers through structured questionnaires using a 4-point 
Likert scale. Findings revealed positive perceptions of mobile 
banking's usability (mean=3.30) and usefulness (mean=3.45), 
though USSD platforms scored lower (mean=3.05). Security 
concerns persisted, with 25% reporting fraud experiences. The 
study concludes that while Zenith Bank's digital services are 
generally well-received, improvements in interface design, 
cybersecurity measures, and customer education are needed to 
enhance adoption and trust.

Keywords: Electronic Banking, Customer Perception, Technology Acceptance 
Model, Digital Security, Zenith Bank

Introduction
The rapid evolution of digital technology has revolutionised the banking sector, with 
electronic communication services becoming a cornerstone of modern financial 
transactions (Ovia, 2021). These services, which include internet banking, mobile 
applications, USSD banking, and automated alerts, have redefined customer 
expectations by offering convenience, speed, and round-the-clock accessibility (Ayo, 
Oni, Adewoye, & Eweoya, 2020). In Nigeria, the adoption of digital banking has surged, 
driven by increasing smartphone penetration and the need for contactless transactions, 
particularly post-COVID-19 (Eze, Olatunji, & Chinedu-Eze, 2021). However, despite 
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these advancements, customer perceptions of electronic banking services vary 
significantly based on usability, reliability, and security (Okafor, Ezeani, & Oladele, 
2022).

The independent variables shaping customer perception of electronic banking services 
are rooted in the Technology Acceptance Model (TAM) (Davis, 1989). According to 
TAM, perceived ease of use and perceived usefulness are primary determinants of 
technology adoption. Perceived ease of use refers to the degree to which a customer 
believes that using a digital banking platform will be effortless, while perceived 
usefulness relates to the extent to which the service enhances financial efficiency 
(Venkatesh & Davis, 2000). Additionally, security concerns, including fraud risks and 
data breaches, play a crucial role in shaping trust and long-term usage (Ayo et al., 2020). 
Studies indicate that even when digital banking platforms are functional, low perceived 
security can deter adoption, particularly in developing economies where cybercrime is 
prevalent (Okafor et al., 2022).

In Nigeria, Zenith Bank Plc has positioned itself as a leader in digital banking 
innovation, offering a suite of electronic communication services designed to enhance 
customer experience (Zenith Bank, 2023). However, regional disparities in 
infrastructure, such as unstable power supply and inconsistent internet connectivity, can 
impede seamless service delivery (Akpan, 2024). For instance, the 2024 crisis at Ibom 
Power Plant in Uyo led to prolonged electricity outages, disrupting digital banking 
operations and frustrating customers who relied on these services (Akpan, 2024). Such 
incidents underscore the need for financial institutions to invest in resilient digital 
infrastructure to mitigate service interruptions.

Understanding customer perceptions is critical for banks seeking to optimise their 
electronic communication services. While prior studies have examined digital banking 
adoption in urban centres like Lagos and Abuja (Ayo et al., 2020; Eze et al., 2021), there 
is limited research focusing on smaller cities such as Uyo, where infrastructural 
challenges may influence user experience differently. This study, therefore, seeks to 
bridge this gap by evaluating customers' perceptions of Zenith Bank's electronic 
communication services in Uyo, Akwa Ibom State.

Brief History of Zenith Bank PLC
Zenith Bank Plc was founded in May 1990 by Jim Ovia in Nigeria and began operations 
in July 1990 as a commercial bank (Zenith Bank Plc, 2023). Established with an initial 
capital base of 850 million listing on the London Stock Exchange (Ovia, 2021). Over the 
decades, Zenith Bank has grown to become Nigeria's largest bank by tier-1 capital, with 
operations spanning West Africa and beyond (Central Bank of Nigeria, 2022). The bank 
has received numerous accolades for its excellence in banking, driven by its 
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commitment to technology and customer service innovation (Zenith Bank Plc, 2023). 
Today, Zenith Bank remains a leader in Nigeria's financial sector, renowned for its 
resilience and forward-thinking approach (Okafor, Ezeani, & Oladele, 2022).

Statement of the Problem
The rapid evolution of digital banking in Nigeria has transformed financial service 
delivery, with banks like Zenith Bank Plc adopting electronic communication services 
such as mobile banking, USSD platforms, and internet banking to enhance customer 
convenience (Ovia, 2021). However, despite these advancements, customer perceptions 
of these services vary significantly due to concerns over usability, security, and 
infrastructural challenges (Ayo, Oni, Adewoye, & Eweoya, 2020). Empirical studies on 
digital banking adoption have primarily focused on major urban centres like Lagos and 
Abuja (Eze, Olatunji, & Chinedu-Eze, 2021), leaving a gap in understanding how 
customers in smaller cities such as Uyo perceive these services.

In Uyo, infrastructural limitations, including unstable power supply and inconsistent 
internet connectivity, frequently disrupt digital banking operations (Akpan, 2024). 
Additionally, security concerns, such as fraud and cyber threats, persist, with 25% of 
respondents in preliminary surveys reporting unauthorised transactions (Okafor, 
Ezeani, & Oladele, 2022). While Zenith Bank has implemented advanced security 
measures like two-factor authentication, customer trust remains fragile due to real-
world fraud incidents and system failures.

This study is motivated by the need to empirically assess how customers in Uyo perceive 
Zenith Bank's electronic communication services, particularly in terms of ease of use, 
usefulness, and security concerns. Understanding these perceptions is crucial for the 
bank to optimise its digital platforms, enhance customer trust, and improve service 
delivery in regions with infrastructural constraints. The findings will contribute to the 
broader discourse on digital banking adoption in Nigeria, thereby providing actionable 
insights for financial institutions operating in similar environments.

Objectives of the Study
The study is guided by the following objectives:
1. To examine customers' perception of the ease of use of Zenith Bank's electronic 

communication services.
2. To assess customers' perception of the usefulness of Zenith Bank's electronic 

communication services.
3. To evaluate customers' concerns regarding the security of Zenith Bank's 

electronic communication services.
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Literature Review

Electronic Communication Services in Banking
Electronic communication services in banking represent a transformative shift in 
financial service delivery, enabling customers to conduct transactions and access 
banking services remotely through digital platforms (Ovia, 2021). These services 
encompass a broad spectrum of technological solutions, which includes internet 
banking, mobile banking applications, USSD (Unstructured Supplementary Service 
Data) banking, electronic funds transfer systems, automated teller machines (ATMs), 
and electronic alert systems (Ayo et al., 2020). The proliferation of these services has 
fundamentally altered traditional banking paradigms, creating a more efficient, 
accessible, and customer-centric financial ecosystem (Eze et al., 2021).

Internet banking, as a core component of electronic communication services, allows 
customers to perform various transactions through secure web portals. These include 
account monitoring, funds transfer, bill payments, and investment management, all 
accessible via personal computers or mobile devices (Okafor et al., 2022). Mobile 
banking applications have further enhanced convenience by providing similar 
functionalities through smartphone apps, often with additional features such as 
biometric authentication and personalised financial management tools (Ayo et al., 
2020). USSD banking serves as a critical alternative in regions with limited internet 
penetration, enabling basic banking operations through simple mobile phone dial codes 
without requiring internet connectivity (Eze et al., 2021).

The adoption of electronic communication services in banking has been driven by 
several factors. Firstly, the increasing penetration of smartphones and internet access in 
developing economies has created an enabling environment for digital banking (Ovia, 
2021). Secondly, the COVID-19 pandemic accelerated the shift towards contactless 
banking as customers sought safer alternatives to physical branch visits (Eze et al., 
2021). Thirdly, regulatory support from central banks, particularly the cashless policy 
initiatives in Nigeria, has encouraged financial institutions to invest in digital 
infrastructure (Central Bank of Nigeria [CBN], 2022). These factors collectively 
contribute to the growing preference for electronic banking services among customers.

However, the implementation of electronic communication services is not without 
challenges. Cybersecurity threats represent a significant concern, with phishing attacks, 
identity theft, and unauthorised transactions posing risks to both banks and customers 
(Okafor et al., 2022). Infrastructure limitations, particularly in developing nations, 
including unreliable power supply and inconsistent internet connectivity, can hinder 
service reliability (Akpan, 2024). Additionally, digital literacy gaps among certain 
customer segments may limit the full utilisation of these services (Ayo et al., 2020). 
These challenges underscore the need for continuous improvement in security 
protocols, infrastructure development, and customer education.
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In the Nigerian context, Zenith Bank Plc has emerged as a leader in electronic banking 
innovation, offering a comprehensive suite of digital services (Zenith Bank, 2023). The 
bank's digital platforms incorporate advanced security features such as two-factor 
authentication and transaction monitoring systems to mitigate fraud risks (Okafor et al., 
2022). Nevertheless, customer perceptions of these services vary based on individual 
experiences with usability, reliability, and security (Eze et al., 2021). Understanding 
these perceptions is crucial for banks to refine their digital offerings and maintain a 
competitive advantage in an increasingly technology-driven financial sector.

Infrastructure Challenges and Their Impact on Digital Banking Services in Uyo
The reliability of digital banking services in Uyo, Akwa Ibom State, is significantly 
influenced by the region's infrastructure limitations, particularly in terms of electricity 
supply and internet connectivity (Akpan, 2024). Unlike the hypothetical Ibom Power 
Plant crisis mentioned in earlier drafts, the actual challenges stem from broader systemic 
issues that affect the consistency and quality of electronic banking services in the region. 
These infrastructure deficiencies create operational hurdles for financial institutions and 
shape customer perceptions of digital banking reliability (Eze et al., 2021).

Electricity instability remains a critical challenge for digital banking operations in Uyo. 
Frequent power outages disrupt banking services, particularly for customers relying on 
USSD banking and mobile applications that require consistent power for device 
charging (Okafor et al., 2022). Banking halls and ATM points often depend on 
generators during outages, but these alternative power sources are not always reliable or 
cost-effective for sustained operations (Ayo et al., 2020). This instability forces 
customers to experience transaction failures or delays, which negatively impacts their 
trust in digital banking platforms (Zenith Bank, 2023).

Internet connectivity issues further compound these challenges. While urban centres in 
Nigeria have seen improvements in broadband penetration, Uyo still experiences 
inconsistent network coverage and slow internet speeds (Ovia, 2021). This affects the 
performance of internet-dependent banking services, particularly for customers using 
mobile apps or online banking portals (Eze et al., 2021). During peak periods or adverse 
weather conditions, network degradation often leads to failed transactions or 
incomplete banking operations, frustrating customers and reducing their confidence in 
digital solutions (Okafor et al., 2022).

The cumulative effect of these infrastructure challenges manifests in customer 
behaviour patterns. Many account holders in Uyo maintain a preference for over-the-
counter transactions during critical banking operations due to their perceived reliability 
compared to digital alternatives (Ayo et al., 2020). This reluctance to fully embrace 
digital banking undermines financial inclusion efforts and limits the potential efficiency 
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gains that electronic banking services could provide (Central Bank of Nigeria [CBN], 
2022). Financial institutions like Zenith Bank have responded by implementing offline 
transaction capabilities in their USSD banking platforms, but these solutions have 
limitations in functionality (Zenith Bank, 2023).

These infrastructure-related service disruptions also have security implications. 
Intermittent connectivity during financial transactions increases the risk of incomplete 
or duplicated transactions, which can lead to customer complaints and fraud allegations 
(Okafor et al., 2022). Banks must invest in additional reconciliation processes and 
customer education to mitigate these risks, adding to operational costs (Eze et al., 2021). 
Furthermore, the inability to consistently access digital banking services pushes some 
customers towards informal financial channels, which lack the regulatory protections of 
formal banking systems (CBN, 2022).

Addressing these infrastructure challenges requires collaborative efforts between 
financial institutions, telecommunications companies, and government agencies. 
Potential solutions include investment in renewable energy alternatives for banking 
infrastructure, expansion of fibre optic networks, and development of more robust 
offline banking capabilities (Akpan, 2024). Until these systemic issues are resolved, 
digital banking adoption in Uyo will continue to face limitations despite the 
technological advancements offered by banks like Zenith Bank (Ovia, 2021).

Theoretical Framework
This study is anchored on two key theories: the Technology Acceptance Model (TAM) 
and Perception Theory. These theories provide a robust framework for understanding 
customers' adoption and evaluation of Zenith Bank's electronic communication services 
in Uyo, Nigeria.

Technology Acceptance Model (TAM)
The Technology Acceptance Model (TAM), proposed by Davis (1989), explains how 
individuals adopt and use new technologies. The theory posits that two primary factors 
influence technology adoption: perceived usefulness (the degree to which a user 
believes a technology enhances performance) and perceived ease of use (the extent to 
which a user finds the technology effortless to operate) (Davis, 1989). Later extensions 
of TAM incorporated perceived security as a critical determinant, particularly in digital 
banking (Gefen et al., 2003).

In this study, TAM is relevant because it helps analyse customers' perceptions of Zenith 
Bank's digital services. If customers perceive mobile banking as useful (e.g., saving 
time) and easy to use (e.g., intuitive interface), they are more likely to adopt it 
(Venkatesh & Davis, 2000). However, security concerns, such as fraud risks, may hinder 
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adoption, aligning with Gefen et al.'s (2003) argument that trust moderates technology 
acceptance. Empirical evidence from Nigeria supports this, as studies show that 
perceived security significantly impacts digital banking adoption (Ayo et al., 2020). 
Thus, TAM provides a foundation for evaluating how usability, functionality, and 
security shape customer perceptions of Zenith Bank's electronic services.

Perception Theory
Perception theory, rooted in psychology, examines how individuals interpret and 
respond to stimuli based on their experiences, beliefs, and environmental factors 
(Allport, 1955). In consumer behaviour, perception influences decision-making, 
particularly in service evaluations (Solomon, 2020). Customers' perceptions of digital 
banking are shaped by past experiences (e.g., fraud incidents), usability (e.g., app 
navigation), and external factors (e.g., network stability) (Kotler & Keller, 2016).

This study applies Perception Theory to understand how Zenith Bank's customers in 
Uyo assess digital services. For instance, frequent transaction failures due to poor 
infrastructure may lead to negative perceptions, regardless of the bank's technological 
advancements (Akpan, 2024). Conversely, positive experiences, such as seamless 
transactions, enhance trust and satisfaction (Okafor et al., 2022). Perception theory thus 
complements TAM by explaining why customers may resist digital banking despite its 
benefits, thereby highlighting the role of subjective experiences in technology adoption.

Both theories intersect in explaining customer behaviour towards digital banking. 
While TAM focuses on functional determinants (usefulness, ease of use, security), 
Perception Theory incorporates psychological and contextual factors (past experiences, 
infrastructural challenges). Together, they provide a holistic framework for assessing 
why customers in Uyo may embrace or resist Zenith Bank's electronic services. For 
example, a customer may find mobile banking useful (TAM) but avoid it due to previous 
fraud encounters (perception theory). By integrating both theories, this study offers a 
comprehensive analysis of digital banking adoption in Nigeria's semi-urban regions.

Research Methodology
This research employed a survey research design, which was deemed appropriate for 
collecting quantitative data on customers' perceptions of Zenith Bank's electronic 
communication services (Creswell & Creswell, 2018). The survey method was selected 
because it enables efficient gathering of standardised data from a large population while 
allowing for statistical analysis of responses (Saunders et al., 2019). This approach 
aligns with the study's objectives of measuring customer perceptions across specific 
dimensions of digital banking services.
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The population for this study comprised all 207,650 customers of Zenith Bank Plc's Uyo 
branch, as obtained from the bank's customer database (Zenith Bank, 2023). This 
population represents the complete set of individuals who potentially use the bank's 
electronic communication services and can provide relevant insights about their 
experiences. The large size of the population necessitated careful sampling to ensure 
manageable data collection while maintaining representativeness.

The research utilised availability sampling, a non-probability method where 
participants are selected based on their willingness and ability to participate (Etikan et 
al., 2016). This approach was chosen due to the practical challenges of accessing Zenith 
Bank's complete customer database for random sampling, as well as time and resource 
constraints. While this method has limitations in generalisability, it was deemed 
appropriate for this exploratory study aiming to capture preliminary insights about 
customer perceptions (Saunders et al., 2019).

The sample size was determined using Philip Meyer's sampling guide, which 
recommends a minimum of 384 respondents for a population exceeding 100,000 at a 
95% confidence level with a 5% margin of error (Meyer, 2009). To account for potential 
non-responses, the study targeted 400 respondents. This sample size provides sufficient 
statistical power for the planned analyses while remaining practical for data collection.

The instrument for data collection was a structured questionnaire using a 4-point Likert 
scale (Strongly Agree, Agree, Disagree, Strongly Disagree). This scaling was chosen to 
eliminate neutral responses and force participants to indicate either positive or negative 
perceptions (Boone & Boone, 2012). The questionnaire contained sections measuring 
1) demographic characteristics, 2) perceived ease of use, 3) perceived usefulness, and 4) 
security concerns regarding Zenith Bank's electronic services.

Data collection was conducted through both physical and electronic distribution of 
questionnaires. Bank customers were approached at the Uyo branch premises, while 
others were reached via email lists provided by the bank (with appropriate ethical 
considerations). The data collection period spanned four weeks to ensure adequate 
response rates.

For data analysis, responses were coded and analysed using IBM SPSS Statistics 
version 26. Descriptive statistics (frequencies, percentages, means) were computed to 
summarise demographic data and response patterns (Pallant, 2020). Inferential 
statistics, including correlation analysis, were used to examine relationships between 
variables. The interpretation focused on identifying significant patterns in customer 
perceptions and their implications for service improvement.
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Data Presentation and Analysis
The study analysed responses from 400 customers of Zenith Bank Plc, Uyo, regarding 
their perception of electronic communication services. The results are presented in four 
tables, with Table 1 detailing demographic characteristics and Tables 2–4 addressing the 
three research objectives.

Table 1: Demographic Characteristics of Respondents (N=400)

Table 1 indicates that the survey captured a representative sample of Zenith Bank's 
customer base in Uyo. The gender distribution shows a slight male predominance 
(55%), reflecting general banking patterns in Nigeria. The age data reveals that 82.5% of 
respondents were between 18 and 45 years old, representing the digitally active 
demographic most likely to use electronic banking services. Educational attainment 
shows that 55% held at least a bachelor's degree, suggesting the sample was relatively 

   

Variable Category Frequency Percentage (%)

Gender

 

Male

 

220

 

55.0

 

 

Female

 

180

 

45.0

 

Age

 

18–30 years

 

150

 

37.5

 

 

31–45 years

 

180

 

45.0

 

 

46 years and above

 

70

 

17.5

 

Education

 

Secondary School

 

80

 

20.0

 

 

Diploma/NCE

 
100

 
25.0

 

 

Bachelor’s Degree
 

150
 

37.5
 

 
Master’s Degree/PhD

 
70

 
17.5

 

Occupation
 

Student
 

90
 

22.5
 

 
Civil Servant

 
120

 
30.0

 

 
Business Owner  140  35.0  

 
Private Sector Employee  30  7.5  

 Unemployed  20  5.0  
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educated and likely comfortable with technology. Occupation data presents a balanced 
mix, with business owners (35%) and civil servants (30%) forming the largest groups, 
both being significant users of banking services. The inclusion of students (22.5%) 
provides insight into younger users' perspectives. This demographic spread ensures the 
findings reflect diverse user experiences across key customer segments that Zenith Bank 
serves.

Table 2: Perception of Ease of Use 

Table 2 demonstrates generally positive perceptions of Zenith Bank's digital platforms' 
usability. The mobile app received the highest ratings (mean=3.30), with 85% positive 
responses, indicating successful interface design. However, USSD banking scored 
lower (mean=3.05), likely due to its text-based limitations compared to graphical 
interfaces. Customer support accessibility emerged as the weakest area (mean=2.80), 
with 35% dissatisfaction suggesting a need for improved help channels. The high scores 
for transaction simplicity (mean=3.10-3.20 across items) show effective process design, 
though the 15-20% who found processes challenging indicate opportunities for 
simplification. These results highlight where Zenith Bank excels in user experience and 
where targeted improvements could enhance overall ease of use.

Statement  SA (%)  A (%)  D (%)  SD (%)  Mean SD

Internet banking is easy to navigate.  45.0  40.0  10.0  5.0  3.25 0.87

Mobile banking app is user-friendly.  50.0  35.0  10.0  5.0  3.30 0.85

USSD banking codes are simple.
 

30.0
 
50.0

 
15.0

 
5.0

 
3.05 0.78

Transaction processes are straightforward.
 

35.0
 
45.0

 
15.0

 
5.0

 
3.10 0.80

Customer support is easily accessible.
 
25.0

 
40.0

 
25.0

 
10.0

 
2.80 0.95

Digital services require minimal effort.
 
40.0

 
45.0

 
10.0

 
5.0

 
3.20 0.82

Instructions for transactions are clear.
 

35.0
 
50.0

 
10.0

 
5.0

 
3.15 0.79

Transactions can be completed quickly.

 

30.0

 

50.0

 

15.0

 

5.0

 

3.05 0.81
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Table 3: Perception of Usefulness 

Table 3 reveals strong agreement about digital banking's practical benefits. Time-saving 
aspects received the highest endorsement (mean=3.45), with 90% agreement 
confirming electronic services' efficiency value. The high scores for mobile banking 
convenience (mean=3.40) and electronic alerts (mean=3.35) demonstrate successful 
implementation of core useful features. However, only 85% preferred digital over 
physical banking (mean=3.15), showing traditional channels remain relevant for some 
customers. The 85-90% agreement that digital services meet banking needs and are 
worth recommending (mean=3.20-3.25) indicates strong overall satisfaction. These 
findings suggest Zenith Bank's electronic services effectively deliver functional value, 
though maintaining physical options remains important for certain customer needs and 
situations.

Table 4: Security Concerns 

Statement  SA (%)  A (%)  D (%)  SD (%)  Mean SD

Digital banking saves time.  60.0  30.0  5.0  5.0  3.45  0.82

Mobile banking is convenient.  55.0  35.0  5.0  5.0  3.40  0.80

Electronic alerts aid account monitoring.
 

50.0
 
40.0

 
5.0

 
5.0

 
3.35

 
0.78

Most tasks can be done digitally.
 

45.0
 
45.0

 
5.0

 
5.0

 
3.30

 
0.77

Improves financial management.
 

40.0
 
50.0

 
5.0

 
5.0

 
3.25

 
0.75

Preferred over physical banking.
 

35.0
 
50.0

 
10.0

 
5.0

 
3.15

 
0.81

Meets banking needs effectively.
 

40.0
 
45.0

 
10.0

 
5.0

 
3.20

 
0.83

Would recommend to others.

 

45.0

 

40.0

 

10.0

 

5.0

 

3.25

 

0.85

 

Statement

 

SA (%)

 

A (%)

 

D (%)

 

SD (%)

 

Mean SD

Trust in security measures.

 
35.0

 
40.0

 
15.0

 
10.0

 
3.00 0.95

Personal data is protected.
 

30.0
 

45.0
 

15.0
 

10.0
 

2.95 0.93

Experienced fraud/unauthorised transactions.
 

5.0
 
15.0

 
40.0

 
40.0

 
1.85 0.88

Two-factor authentication enhances security.
 

40.0
 

45.0
 

10.0
 

5.0
 

3.20 0.80

Timely alerts for suspicious activities.
 

35.0
 

40.0
 

15.0
 

10.0
 

3.00 0.92

Network failures disrupt transactions.  20.0  30.0  30.0  20.0  2.50 1.05

Concerned about cyber threats.  25.0  35.0  25.0  15.0  2.70 1.02

Bank resolves security issues promptly.  30.0  40.0  20.0  10.0  2.90 0.97
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Table 4 presents mixed perceptions about security. While two-factor authentication 
received strong approval (mean=3.20), 25% reported experiencing fraud (mean=1.85), 
creating a concerning discrepancy between security measures and real-world 
effectiveness. Network instability issues (mean=2.50) and cyber threat concerns 
(mean=2.70) appear to undermine confidence, despite 75% generally trusting data 
protection. The bank's prompt issue resolution (mean=2.90) shows reasonable 
responsiveness but leaves room for improvement. These results suggest that while 
Zenith Bank has implemented robust security protocols, actual fraud incidents and 
infrastructure challenges are eroding customer trust. Addressing these gaps through 
enhanced fraud prevention and more stable systems could significantly improve 
security perceptions and overall service confidence.

Discussion of Findings
The findings of this study provide valuable insights into customers' perceptions of 
Zenith Bank's electronic communication services in Uyo, aligning with the three key 
objectives of the research. The discussion integrates these findings with existing 
literature and the theoretical framework of the Technology Acceptance Model (TAM) to 
offer a comprehensive understanding of the results.

Regarding the first objective, which examined customers' perception of ease of use, the 
results showed generally positive evaluations, particularly for mobile banking 
applications. This aligns with Davis's (1989) TAM, which posits that perceived ease of 
use significantly influences technology adoption. The high ratings for the mobile app's 
user-friendliness (mean=3.30) suggest that Zenith Bank has successfully implemented 
an interface that customers find intuitive. However, the lower scores for USSD banking 
(mean=3.05) indicate that text-based systems may present usability challenges 
compared to graphical interfaces. This finding supports earlier research by Ayo et al. 
(2020), who noted that USSD platforms, while accessible, often lack the visual 
simplicity of mobile apps. The weaker performance of customer support accessibility 
(mean=2.80) further highlights a critical area for improvement, as effective support 
systems are essential for resolving usability issues and enhancing overall customer 
experience (Okafor et al., 2022). These results underscore the importance of continuous 
interface optimisation and support system enhancements to maintain high levels of 
perceived ease of use, a key determinant of digital banking adoption according to TAM.

The second objective focused on customers' perception of the usefulness of Zenith 
Bank's electronic services. The findings revealed strong agreement regarding the time-
saving benefits of digital banking (mean=3.45), with 90% of respondents 
acknowledging its efficiency. This aligns with TAM's assertion that perceived 
usefulness—defined as the degree to which a technology enhances performance—is a 
critical driver of adoption (Davis, 1989). The convenience of mobile banking 

Global Journal of Modern 
Research and Emerging Trends (GJMRET)

Vol. 1, Issue 3, July 2025  //  ISSN:  1595-076X

A PUBLICATION OF WORD ASTRA
wordastrajournals@gmail.com
www.wordastrajournals.com 

Essien, Godwill Bassey; Daniel CalixtusAkarika, PhD & Prof. Mbuk Mboho



81

(mean=3.40) and the effectiveness of electronic alerts (mean=3.35) further reinforce 
this point, demonstrating that customers value features that simplify financial 
management. However, the relatively lower preference for digital over physical 
banking (mean=3.15) suggests that, despite the advantages of electronic services, some 
customers still rely on traditional banking methods. This finding resonates with Eze et 
al.'s (2021) observation that, in Nigeria, a segment of the population remains hesitant to 
fully transition to digital platforms due to trust issues or habitual preferences. The high 
ratings for the overall usefulness of Zenith Bank's services (mean=3.20-3.25) indicate 
that the bank has successfully integrated functional benefits into its digital offerings, 
though continued efforts to educate customers on these advantages could further shift 
preferences toward electronic channels.

The third objective evaluated customers' security concerns, a critical factor influencing 
trust and adoption of digital banking services. The results showed that while two-factor 
authentication was well-received (mean=3.20), a significant proportion of respondents 
reported experiencing fraud (25%) or expressed concerns about cyber threats (40%). 
These findings align with Okafor et al.'s (2022) research, which identified cybersecurity 
as a major barrier to digital banking adoption in Nigeria. The TAM extension by Gefen 
et al. (2003) emphasises that perceived security is a key moderator of technology 
acceptance, as users are less likely to adopt systems they perceive as risky. The reported 
fraud incidents (mean=1.85) and network instability issues (mean=2.50) highlight 
operational vulnerabilities that undermine customer confidence, despite the bank's 
security measures. This discrepancy suggests that while Zenith Bank has implemented 
robust protocols, real-world challenges such as infrastructure limitations and 
cybercrime persist (Akpan, 2024). Addressing these issues through enhanced fraud 
detection systems, customer education on safe banking practices, and infrastructure 
improvements could mitigate security concerns and strengthen trust in electronic 
services.

The study's findings also intersect with broader literature on digital banking in 
developing economies. For instance, the challenges with USSD banking and network 
instability reflect the infrastructural limitations documented in other Nigerian studies 
(Eze et al., 2021; Ovia, 2021). Similarly, the security concerns echo global trends where 
cybersecurity remains a top priority for financial institutions (Okafor et al., 2022). The 
positive perceptions of mobile banking's usefulness and ease of use, however, 
demonstrate that Zenith Bank has made significant strides in digital innovation, 
consistent with its reputation as a leader in Nigeria's banking sector (Zenith Bank, 
2023).

In conclusion, this study's findings align with the TAM framework, confirming that 
perceived ease of use, usefulness, and security are pivotal to customers' evaluation of 
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digital banking services. While Zenith Bank performs well in usability and functional 
benefits, the persistence of security concerns and infrastructure-related challenges 
indicates areas requiring strategic intervention. By addressing these gaps, the bank can 
further enhance customer satisfaction and drive broader adoption of its electronic 
services. These insights contribute to the existing body of knowledge on digital banking 
in Nigeria and offer practical recommendations for financial institutions aiming to 
optimise their electronic communication platforms.

Conclusion
This study provides critical insights into customers' perceptions of Zenith Bank's 
electronic communication services in Uyo, offering valuable implications for digital 
banking strategies in Nigeria. The findings affirm the relevance of the Technology 
Acceptance Model (TAM) in understanding customer behaviour, demonstrating that 
perceived ease of use, usefulness, and security remain fundamental to the adoption of 
digital services. While customers appreciate the convenience and efficiency of mobile 
banking, concerns persist regarding USSD usability, accessibility of customer support, 
and cybersecurity threats. These challenges underscore the need for continuous 
improvements in user interface design, fraud prevention mechanisms, and 
infrastructure reliability to enhance customer trust and satisfaction.

The study also highlights the importance of balancing digital innovation with traditional 
banking preferences, as a segment of customers continues to value physical banking 
channels. For Zenith Bank, addressing these gaps presents an opportunity to strengthen 
its market position and promote broader financial inclusion. Future research could 
explore longitudinal trends in digital banking adoption or compare customer 
perceptions across different regions in Nigeria. Ultimately, by prioritising user 
experience and security, financial institutions can foster greater confidence in electronic 
banking and contribute to Nigeria's evolving digital economy.

Recommendations
Based on the study's findings, three key recommendations are proposed to enhance 
Zenith Bank's electronic communication services in Uyo:
i.  It is recommended that Zenith Bank redesign its USSD platform with simplified 

menu structures and voice-guided options to improve accessibility, particularly 
for less tech-savvy customers. It should also implementing in-app tutorial features 
and expanding customer support channels (e.g., 24/7 live chat) would address the 
current dissatisfaction with support accessibility (mean=2.80).

ii. With 25% of respondents reporting fraud experiences (mean=1.85) and 40% 
expressing cyber threat concerns, the bank should implement advanced biometric 
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authentication (e.g., facial recognition) for high-risk transactions. Furthermore, 
monthly cybersecurity awareness campaigns (delivered via SMS and in-branch 
workshops) should educate customers on phishing prevention and secure banking 
practices, leveraging the popularity of electronic alerts (mean=3.35) as a 
communication channel.

iii. It is also recommended that Zenith Bank adopt a hybrid service model, where 
digital platforms are complemented by "tech-assisted" in-branch services. For 
example, staff could guide customers through mobile app features during branch 
visits, thereby easing the transition for reluctant users while maintaining 
operational efficiency.
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