British Journal of Marketing Studies
Vol. 1, No. 2, pp 17-32, June 2013

Published by European Centre for Research TramgDevelopment UK (www.ea-journals.org)

INFORMATION TECHNOLOGY INFRASTRUCTURE AND CUSTOMER
SERVICE DELIVERY

Andy Fred Wali
Department of Marketing Ignatius Ajuru University o f Education Port-Harcourt

Nigeria
TEL; +234(0) 8039489904

Abstract: The purpose of this study was to investigate thgaanof compatibility and
connectivity of Information Technology Infrastrugtu(ITl) on reliability and access of
customer service delivery in the Nigeria commerbabks. The study selected 8 commercial
banks out of the 20 commercial banks in Nigeridageneralize her findings. The study
conveniently selected 40 customers’ from the dighks, thereafter a total of 40 copies of
the questionnaire that is 5copies per banks wasloamy distributed to the 40 customers of
the banks and the 40 questionnaire were fully diéeinto and retrieved. Simple percentages,
tables were used to analyze the respondent dembigsapvhile the Spearman’s rank order
correlation coefficient was used to analyze the fogpotheses; this was made easy with the
use of statistical package for social sciences SP$Be findings therefore revealed that
compatibility and connectivity of ITI has strongdapositive impact on reliability and access
of customer service delivery. Therefore, the stualy bridged knowledge by revealing that
the two component of ITI used in this study impacttthe two components of customer
service delivery as used in this work. We, reconu®é that commercial banks should
improve on their ITI compatibility and connectiviby training and retraining their IT
personnel to be responsive to customer’'s complaitté® should overhaul their ITI facilities
regularity in other words by improving their fatiéis, so as to deliver quality service and
access to service.

Keywords: Information Technology Infrastructure, Customence Delivery, Commercial
Bank, Compatibility, Connectivity, Reliability aniccess

INTRODUCTION

In Nigeria, contemporary firms are making signifiténvestment in information technology
infrastructure to build business strategies, imprgwofitability and provide extended
services. The banking sector in Nigeria has indsedecade gone through a traumatic period
of expectations and frustrations, expansion andraoction for survival. From the mid-1990s
the sector recorded phenomenal growth in the nurobdranking institutions that were
registered to begin Operation, also the numbericg#nsed banks rose to 89 in 1998
(Ezeuduji, 2000). With the emergence of democracyl999, Nigeria emerged from
economic sanctions and global isolation. For theklm sector, it brought about a new phase
of sanitation, including organizational and ethicalorms and the recapitalization. In the
struggle for survival the Nigerian banking indussgemed to have adopted the inevitability
of investing in information technology. This becamadent from the developments around
the world on the tremendous role of informationhtemogy in the management of
information and business prosperity, (EhikhameB063).
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Since 1999 Nigeria have shown more obvious effoitispugh government supported
workshops and conferences, to fashion an agendandtional information technology
Infrastructural development. According to Byrddarurner (2000) Information Technology
Infrastructure(ITI) is defined as the shared infation technology resources consisting of a
technical, physical base of hardware, software, mamcation technologies, data, core
applications, human component skills and expertsenbined to create information
technology services that are typically unique toeganization more so, these firms choose
to solidify their information technology infrastiuce for the purpose of fostering changes.
However, some of the reasons for investing in miaion Technology Infrastructure(ITI)
include increased convenience, increase accesfotmiation, speed of transactions, and new
levels of customer segmentation, (Bhatt and Grove005). Information technology
infrastructure in the banking sector can be dividetd two areas, these are; electronic
commerce and electronic banking (Akpan, 2003). ttdacc banking was introduced and
adopted in 1996 when the Central Bank of Nigerigegapproval to Allstates Trust Bank
Limited to offer a financial product known as thE®&A Smart Card, an electronic purse.

Subsequently, Diamond Bank Limited, introduced ealp& product known as Diamond pay
Card. However, the Smart Card scheme received &tbioo February, 1998 when a
consortium of 19 licensed banks floated a smad campany, known as Smart Card Nigeria
Plc with the mandate to produce and manage caslgedsby member banks of the
consortium, (Agene, 2000).

According to Oluwatobani et al (2011) electronimkiag can be described as the act of
carrying out the business transaction of a bankguslectronic devices. Examples of
electronic devices that are used includes comp8iatems, Global system for Mobile
Communication (GSM)  phones, Automated Teller Maeh(ATM), Internet facilities,
Optical Character Recognition (OCR), Smart Cardsd$ transfer, electronic mail, Bankers
Automated clearing Services (BACS), and pointales (POS), etc. E-banking is about
using the technology infrastructure of the digitale to create opportunities. E-Banking
enables the dramatic lowering of transaction castd, the creation of new types of banking
opportunities that will address the barriers ofeiand distance.

According to Uppall (2011) E-commerce is a systednich includes transaction that centers
on buying and selling of goods and services ortlindirectly generate revenue. E-Commerce
builds on the advantages of traditional commercealdging the flexibility offered by
electronic networks. E-Commerce provides consurtiersability to bank, invest, purchase,
distribute, communicate, explore and research frotaally anywhere an internet connection
can be obtained (Nwokah et al, 2006).

Again the term customer service delivery(CSD) i$ new in the business environment,
because every consumer exercises awareness amtpuch needs and wants, also service
providers being knowledgeable about this awarearsares that customers receives quality.
The key to customer service delivery lies in makiig few minutes of a customer
convenient, efficient and effective. For instanadgank introduces welcome kits wherein, a
customer comes into open an account with the latks out with a fully enabled account
debit card, cheque book, net banking account, dmhg banking account in a matter of
minutes. However, this business not only lead tstauer convenience, they also help the
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banks save on cost and identify customer needdadlindng products to match these needs.
Furthermore, customer service delivery(CSD) practielps enhance a firm’s competitive
positioning, enhance reliability, courtesy, andesscto good services (Alan and Perry, 2002).
Ilvanovic (1997) defined customer service as a sergiven to a customer once he has made
his decision to buy. However, it is important tatstthat a lot of study has been done on
Information technology infrastructure, e.g., Mohahad Kamaruzaman (2009) empirically
showed that information technology infrastructulexibility is influential in determining
intranet effectiveness. Chen and Tsou (2007) engblyi proved that information technology
adoption has positive effects on service innovagiactices, which increases the competitive
advantage in the banking sector.

Chaung et al (2003) studied the impact of infororatechnology infrastructure flexibility on
strategic alignment and applications implementatiorthe financial sector. Also Turner
(2000) studied information technology infrastrueturapability’s impact on firm financial
performance. But no available study in literatarelT infrastructure and customer service
delivery in the Nigeria financial sector. To filhis gap in the literature and advance the
understanding of information technology infrastuwet and customer service delivery, we
adopted and modified the domains of informatiomtedogy infrastructure as propounded by
Byrd and Turner (2000) such as: compatibility, aeetivity and our dependent variables was
drawn from the postulation of Parasuraman et @8%1and modified by the researcher such
as: reliability and access. In other to carry dus tstudy we choose the financial services
sector precisely the commercial banks. The choidbe commercial banks was influenced
by the desire of the researcher to investigateigerirms in a highly competitive and
dynamic IT driven environment.

THEORETICAL AND EMPIRICAL REVIEW OF RELATED LITERAT URE ON ITI
AND CSD

Turban et al (2007) defined information technologfyastructure as the physical services,
and the management that support all computing ressun an organization. They further
stated that it supports all organizations ITI agpgiions including Operations, documentation,
integration, and maintenance. Mckay and Brockwa98@) stated that it is the base
foundation of ITI capability budgeted for and prded by the information system function
and shared across multiple business units andifurattareas. However, he further noted that
ITI includes both the technical and managerial etigeto provide reliable service.

The definition of Information Technology Infrasttuce encompasses a variety of
components. Based on previous studies, Duncan J1€8ted that information technology
infrastructure includes a group of shared, tangibfermation technology resources that
provide foundation to enable present and futureniess prosperity. Broadbent and Weill
(1997) noted that information technology infrastane capabilities enable the various types
of information technology application required tapport current and future business
objectives, also enable the competitive positiomhgusiness ideas. According to Broadbent
and Weill (1997) these resources include:

Computer hardware and software (e.g. operaystems);
Network and telecommunications technologies;

Key Data,

Core data — processing applications;

PowbdPE
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5. Shared Information Technology services.

Duncan (1995) also stated that Information Techgwliofrastructure include the alignment
of information technology plans to business objadj the information technology
architecture, and the skills of information tectogy personnel Saaksjarvi (2000) described
information technology infrastructure as the emablifoundation of shared information
technology capabilities upon which the entire bessn depends. This foundation is
standardized and shared by business functionsntiti® organization, and typically used by
different organizational applications.

According to Xia and King (2004), information tedbogy infrastructure is a set of
information technology resources and organizatiaagdabilities that are shared across the
organization and that provide the foundation onclwhinformation technology applications
are developed and business processes are supported.

Byrd and Turner (2000) provided a thorough defamti of information technology
infrastructure, they define it as the shared infation technology resources consisting of a
technical physical base of hardware, software, cameoations technologies, data, and core
applications, human component of skills, expertis@npetencies, commitments, values,
norms, and knowledge that combine to create infoonatechnology services that are
typically unique to an organization.

This information technology services according foenh provide a foundation for

communications interchange across the entire azgdan and for the development and
implementation of present and future business empbins.As can be deduced from the
definition above, the information technology intrasture is composed by two components:
a technical information technology infrastructuredaa human information technology
infrastructure. The technical aspect of informatieahnology infrastructure consists of the
applications, data and technology (Broadbent andl\W@97; Chaung, Byrd, Lewis and Ford

2005). The human aspect of Information Technoladsaktructure consists of the knowledge
and capabilities required to handle organizatidn&drmation Technology resources. They
further observed that Information Technology Infrasture capabilities provide the

foundation for “Competitive positioning of businasgiatives (Broadbent and Weill 1997).

Saaksjarvi (2000) further suggested that a roblOdnfrastructure enable employees to be
able to perform their respective jobs, both fronvihg the available technology and the
necessary technological skills.

Duncan (1995) further observed in one of her sttidy organization’s component of IT
Infrastructure will enable strategic service inntmas in business processes. Acklesh (2008)
studied information technology and business vatudéaveloping economies and the study
revealed that information technology indeed conteb to business value. Turner (2000)
Studied the impact of information technology caligbon firm financial performance, his
study findings revealed that modularity, Techniskill Knowledge and support activity were
negatively related to Return on Sales, while resmunanagement functionality and activity
efficiency were positively related to refund onesal Oluwagbemi et al (2011) studied the
impact of information technology in Nigeria bankingdustry and they found that
information technology has significant impact omk&operational efficiency.
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Moreso, Sunil et al (2004) in their study of théeet of information technology investment
on customer satisfaction hypothesized that IT itnaest is positively related to perceived
quality and perceived value, the study findingseeded that IT investment have a positive
effect on perceived quality and perceived valuefiions in the service sectors than in the
manufacturing sector. Also Sunil et al (2004) sddnformation technology infrastructure
capability and firm performance, the study revedbeat ITI is positively related to customer
and market focus, process management and perfoemmaanagement of firms performance
respectively.

Marchand et al (2000) studied the link betweenrmfation technology and firm performance
and their study revealed that three set of fadteeps a firms performance, the quality of IT
management practices, IT management processesdslsemse, gather, organize and
disseminate information in other words IT managame positively related to a firms
performance and continual existence. Sambamurtlay €003) in their study revealed that
information technology infrastructure capabilitiadirm impacts customer focus and market
focus. This in other words means that IT infrastince capabilities enable firms to position
their IT asset so as to capture information abastamers as well as disseminate information
to customer in other to create satisfaction. AlamBamurthy (2003) in another study argue
that IT capabilities have a positive impact on guality of organizational processes and the
development of digital process and the developrotdigital process capabilities.

Gilaninia et al (2011) in their work, the impact ioformation technology application on
supply chain performance, found that informatiochtelogy impacts supply chain strategy
and information technology has more relationshiphwiesponsiveness of supply chain,
meaning IT impacts supply chain performance in agamzation. Melville et al (2004) in

there study suggested that IT and the complementsyurces of the firm affected the
effectiveness of business processes with consdguemroved organizational performance.

Karimi et al (2010) in their study revealed thabddT planning and integration are more
effective at improving customer service.

Ting et al (2010) in their study impact of infornaat technology and firms performance,
argued that IT impact firm’s financial efficiencyié capability performance, respectively.
Ray et al (2005) also found that there were noctliedfects of three different IT resources
(technical skills, manager technology knowledge] &h spending) on the performance of
customer service process.

Compatibility

Compatibility is the ability to share any type affarmation across any technology
component throughout the organization (Duncan ,519%8ccording to Mohammad and
Kamaruzaman (2009), Information Technology comjlagb help span organization
boundaries, employee empowerment, make informatrah knowledge readily available in
the organization. Gibson (1993) noted that conbidyi addresses the need for uniformity in
technology across the organization.

Kamal (2006) in his study revealed a positive datien between compatibility and
reliability of service. Akbulut (2002) in his studyvealed that compatibility is positively
correlated with access to service, in that compiyilcreates ease of use. Thus the following
hypotheses were tested;
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Hypothesis 1:There is no significant relationship between contyiéy of ITI and reliability
of Customer Service Delivery in the commercial lmank

Hypothesis 2:There is no significant relationship between cotibyday of ITI and access of
Customer Service Delivery in commercial banks.

Connectivity

Duncan (1995) observed that connectivity is thditgbof any technology components to
communicate with any of the other components insidd outside of the organizational
environment. According to Chaung et al (2003) Infation Technology connectivity enable
seamless and transparent organizations that aependent of time and space. Keen (1991)
described connectivity as the physical presencenformation technology that binds the
organization together. He further suggested thm t&each”, to address the issue of
connectivity. He defined reach as the location tam be connected via the IT infrastructure.
Keen (1991) also noted that reach is required tlbese an organization’s desired level of
data transparency. Byrd and Turner (2000) notatidbnnectivity refers to the ability of any
technology to attach to any of the other technologgnponent. It also means that every
person, every functional area, and every applinaitiothe organizations are linked to one
another. Mohammad and Kamaruzaman (2000) hypotreesind found that connectivity is
correlated with reliability. While Chaung et al (&) hypothesized and found that
connectivity is significantly correlated with acsesThus the following hypotheses were
tested;

Hypothesis 1. There is no significant relationship between catingy of ITI
and reliability of Customer Service Delivery in corarcial banks.
Hypothesis 2:There is no significant relationship between catingy of ITI and access of
Customer Service Delivery in commercial bank.

Customer Service Delivery

In service provision the customer plays an impdrntale, many services require customers to
participate in creating the service product. Inngsan ATM card to withdraw money, in
cooperating with hair dresser, hotels, and scholésrole of customers is central in any good
service delivery. When people feel a need theynaoévated to take an action to fulfill it.
However, Lewis and Boom (1983) noted that serviedivdry means conforming to
customers’ expectations on a consistent basisthier avords, firms which is on and off in its
service delivery cannot be said to be offering iqpahnd deliverable service to meet
customer expectations. As earlier stated, we addpteworks of Parasuraman et al (1985).

Reliability

According to Aham and Nwokah (2008) reliability olves consistency of performance and
dependability. This means that the firm perfornesghrvice right the first time. It also means
that the firm honors its promises. Specificallyinitolves:

* Accuracy in billing

» Keeping records correctly, and

» Performing the service at the designated time.

According to Joanne et al (2006) in a service cdnteliability can be defined as the firm’s
ability to provide the service correctly the fitshe.
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Access

This involves approachability and ease of contdictalso means the service is easily
accessible by telephone (lines are not busy anddba’t put you on hold); waiting time to
receive service (e.g., at a bank) is not extensisayenient hours of operation; convenient
location of service facility (Aham & Nwokah, 2008)

Figure 2.0: Operational Framework on Information Technology Infrastructure and
Customer Service Delivery.

A 4

Information Technology Infrastructure Customer Service Delivery
Compatibility Reliability
f

Source: Researcher’s Concept, 2013.

Research Design

Here the research design the researcher adopted @iasi-experimental design. The quasi
experimental designs are used in administrativenseis research, because of the complex
relationships that exist between variables.  Suehationships are not subject to
manipulation.(Baridam,2008).We adopted the survethod using questionnaire to elicit
date from a sample of elements from the populaifanterest.

Population of the Study
The population of this study is the 20 commerciahks in Nigeria, while the accessible
population will be the commercial banks in the $e@outh.

Sampling Technique AND Sample Size Determination

The sampling technique the researcher used iseclsampling, simple random sampling and
judgment sampling. Here, the researcher grouped®2theommercial banks into 4clusters
which is 5banks in each cluster, based on theitassength. Then randomly selected two
banks from each of the 4clusters which is eightkbaand a total of 40customers from the
8banks as the sample size.

Data collection Methods

The data collection method was questionnaire uns#int, however Section A asked
guestions relating to the respondent demographvtsle Section B contained questions
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generally asked to provide information about “ITréstructure and its impact on customer
service delivery”

Validity of the Instrument

Here, content validity of the instrument, namehjfofmation Technology Infrastructure and
customer service delivery (ITI,CSD) was determin€abpies of the instrument were given to
some professionals and experts in this field to entldeir own inputs. They reviewed the
content of the items, there clarity constrains,ezage and relevance. They also reviewed the
appropriateness of the language structure and ssipreto know if really the instrument is
competent to measure the variables it was desigmedeasure. Base on the reviews and
suggestions, corrections were made.

Reliability of the Instrument

Here the researcher applied the test-retest rifjatn ascertain the understanding and clarity
of the statement in the questionnaire and thigunstnt was distributed and after two days
another instrument was administered on same resptgidthen each person’s performance
obtained on the first administration test was sslato his/her score on the second
administration to provide, a reliability coefficien We then applied the Cronbach Alpha to
get the reliability coefficient and got a reliabilicoefficient of 0.91 which means that the
instrument was reliable.

Operational Measures of the Variables

We gathered information about the independent blasawith the use of questionnaire and it
was operationalised using 4 points Likert scalayiragn from “1” meaning “not at all” to “4”
meaning “to a great extent”.

Date Analysis Technique

In this study, the data in section A respondentatgaphics was presented in tabular form.
In analyzing and testing the four (4) hypotheseasntdated for this study, the researcher
adopted the Spearman’s rank order correlation it designated as Rho. It ranks paired
observations, thus requiring at least ordinal dRtao, symbolized bysror p .measures the
degree of relationship between two sets of rankegiwvation. It has the following formula.

— 2 _ 2
_1-6) d or 1ozt 6> d

Is =
N®-N N(N?-1)

Where: Zdz = sum of the squared difference in the rankinghaf subject on the two

variables.
N= number of subjects being ranked.

PRESENTATION AND ANALYSIS OF DATA
Table 4.1.1 Gender of Respondents.

S/NO Sex Frequency Percentage
1. Male 10 25
2. Female 30 75

Total 40 100

Source:Research Survey, 2013.
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The data in table 4.1 shows that 10 respondentsesepting 25% are male while 30
respondents presenting 75% are female.

Table 4.1.2. Age bracket of Respondents

S/NO Age of Respondents Frequency Percentage
1. Under. 30 years 20 50
2. 30-40 years 10 25
3. 41 and above 10 25
Total 40 100

Source:Research Survey, 2013.

From the table above 20 respondents representitig &@ under 30 years, 10 respondents
representing 25% are between 30-40 years; whilegespondents representing 25% are
between 41 years and above.

Table: 4.1.3: Educational Qualification

S/NO Educational Qualification Frequency Percentag
1. SSCE/Diploma 10 25
2. B. Sc 20 50
3. Masters degree 6 15
4, PhD 4 10
Total 40 100

Source:Research Survey, 2013.

From the table above 10 respondents representivtghzids SSCE/Diploma, 20 respondents
representing 50% holds B.Sc, 6 respondents remtiegel5% holds masters degree, while 4
respondents representing 10% holds P.hD.

Table: 4.1.4: Familiarity of information technology Infrastructure and customer service
delivery.

S/NO Degree of Response Frequency Percentage
1. Great extent 30 75
2. Moderate extent 10 25
3. Considerable extent - -
4. Not at all - -
Total 40 100

Source:Research survey, 2013.

30 respondents representing 75% agreed that treeyfamiliar with the term ITI and
customer service delivery to a great extent, 1paedents representing 25% agreed to a
moderate extent while the other respondents ineliicad response on considerable extent and
not at all.
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Table 4.1.5: Length of service in the bank

S/NO length of service Frequency Percentage
1. 1-5 years 20 50
2. 5-10 years 10 25
3. 10-15 years 10 25
4. 15 years and above Nil Nil
Total 40 100

Source:Research survey, 2013.
20 respondents representing 50% have worked betwieBn years, 10 respondents
representing 25% between 5-10 years and 10 resptndepresenting 25% between 10-15
years in the commercial banks.

ANALYSIS AND FINDINGS ON RESEARCH HYPOTHESES

COMPUTING SPEARMAN’'S RANK CORRELATION COEFFICIENT B ETWEEN
COMPATIBILITY OF INFORMATION TECHNOLOGY INFRASTRUCT URE (x)
AND RELIABILITY OF CUSTOMER SERVICE DELIVERY IN BAN KS (y)

The stated hypotheses are as follows:

Hoi:ps=0: There is no significant correlation betweemn®atibility of Information
Technology Infrastructure and Reliability of Cus&mService Delivery in
commercial banks;

Nonparametric Correlations

[DataSetl] D:\Data Files\Ana-Andy-SPMR=14Dec11A.sav

Correlations

COMPATI
BILITY RELIABILITY
Spearman'’s rho COMPATIBILITY Correlation Coefficient 1.000 .903**
Sig. (2-tailed) . .000
N 40 40
RELIABILITY Correlation Coefficient .903* 1.000
Sig. (2-tailed) .000 .
N 40 40

**. Correlation is significant at the 0.01 level (2-tailed).

Source: SPSS ver. 15 Output window

From the SPSS output window, the correlation cokffit of the variables Rank-x and Rank-
y is 0.903

INTERPRETATION

This positive large value afs (= 0.903) says that there is a strong positivek ran
correlation between Compatibility (x) and Reliatylfy) in the sample.

Since the p-value ( = 0.000) is less than the le¥edignificanceoa ( = 0.05), we
therefore, reject the null hypothesis and conchixdg:
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HA1:  ps#0: There is significant correlation between Coniplitly of Information
Technology Infrastructure and Reliability of CusemService Delivery in
commercial banks;

COMPUTING SPEARMAN’'S RANK CORRELATION COEFFICIENT BETWEEN
COMPATIBILITY OF INFORMATION TECHNOLOGY
INFRASTRUCTURE (x) AND ACCESS TO CUSTOMER SERVICE
DELIVERY IN BANKS (y)

The stated hypotheses are as follows:

Ho2:ps=0: There is no significant correlation betweewn@atibility of Information
Technology Infrastructure and Access to CustomerviGe Delivery in
commercial banks;

Nonparametric Correlations

[DataSet2] D:\Data Files\Ana-Andy-SPMR=14Dec11A.sav

Correlations

COMPATI
BILITY ACCESS
Spearman'stho  COMPATIBILITY Correlation Coefficient 1.000 .710**

Sig. (2-tailed) . .000

N 40 40

ACCESS Correlation Coefficient 710%* 1.000

Sig. (2-tailed) .000 .

N 40 40

**. Correlation is significant at the 0.01 level (2-tailed).

Source: SPSS ver. 15 Output window

From the SPSS output window, the correlation coieffit of the variables Rank-x and Rank-
yis 0.710

INTERPRETATION

This positive large value afs (= 0.710) says that there is a strong positivek ran
correlation between Compatibility (x) and Acceskifythe sample.

Since the p-value ( = 0.000) is less than the le¥edignificancea ( = 0.05), we
therefore, reject the null hypothesis and conchbdé

Ha2:  ps#0: There is significant correlation between Coniplitly of Information
Technology Infrastructure and Access to CustomerviGe Delivery in
commercial bank

COMPUTING SPEARMAN’S RANK CORRELATION COEFFICIENT BETWEEN
CONNECTIVITY OF INFORMATION TECHNOLOGY
INFRASTRUCTURE (X)AND RELIABILITY OF CUSTOMER SERVI CE
DELIVERY IN BANKS (y)
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The stated hypotheses are as follows:

Hos:ps=0: There is no significant correlation betweemn@ectivity of Information
Technology Infrastructure and Reliability of Cus&mService Delivery in
commercial banks;

Nonparametric Correlations

Correlations

CONNEC
TIVITY RELIABILITY
Spearman's rho CONNECTIVITY  Correlation Coefficient 1.000 .803**
Sig. (2-tailed) . .000
N 40 40
RELIABILITY Correlation Coefficient .803** 1.000
Sig. (2-tailed) .000 .
N 40 40

**. Correlation is significant at the 0.01 level (2-tailed).

[DataSet3] D:\Data Files\Ana-Andy-SPMR=14Dec11A.sav
Source: SPSS ver. 15 Output window

From the SPSS output window, the correlation coffit of the variables Rank-x and Rank-
y is 0.803

INTERPRETATION

This positive large value af (= 0.803) says that there is a strong positivé i@rrelation
between Connectivity (x) and Reliability (y) in teample.

Since the p-value ( = 0.000) is less than the le¥aignificancea ( = 0.05), we therefore,
reject the null hypothesis and conclude that:

HAz  ps# O: There is significant correlation between Coniveg of Information
Technology Infrastructure and Reliability of CustmService Delivery in commercial
banks;

COMPUTING SPEARMAN'S RANK CORRELATION COEFFICIENT B ETWEEN
CONNECTIVITY OF INFORMATION TECHNOLOGY INFRASTRUCTU RE
(x) AND ACCESS OF CUSTOMER SERVICE DELIVERY IN BANK S (y)

The stated hypotheses are as follows:

Hos:ps=0: There is no significant correlation betweemn@ectivity of Information
Technology Infrastructure and Access to Customervi&e Delivery in
commercial banks;

Nonparametric Correlations

[DataSet4] D:\Data Files\Ana-Andy-SPMR=14Dec11A.sav
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Correlations

CONNEC
TIVITY ACCESS
Spearman'stho  CONNECTIVITY Correlation Coefficient 1.000 .662**
Sig. (2-tailed) . .000
N 40 40
ACCESS Correlation Coefficient .662* 1.000
Sig. (2-tailed) .000 .
N 40 40

**. Correlation is significant at the 0.01 level (2-tailed).

Source: SPSS ver. 15 Output window

From the SPSS output window, the correlation coigffit of the variables Rank-x and Rank-
y is 0.662

INTERPRETATION

This positive large value of (= 0.662) says that there is a strong positivé i@rrelation
between Connectivity (x) and Access (y) in the si@mp

Since the p-value ( = 0.000) is less than the le¥eaignificancen ( = 0.05), we therefore,
reject the null hypothesis and conclude that:

Has:  ps#0: There is significant correlation between Conivéy of Information
Technology Infrastructure and Access to Customervi&e Delivery in
commercial banks;

DISCUSSION OF FINDINGS

Hoi: Stated that there is no significant relationshipneen compatibility and reliability

and the analysis revealed tha{=+0.903) and the P-value (=0.001) which is lessth
the level of significance (=0.005) we therefore rejectedtand concluded that there
is a strong correlation between compatibility aelbbility, this finding is in line with
Kamal (2006).Ho2: Stated that there is no significant relationshigween
compatibility and access and the analysis haveategiethat rs(=0.710) and P-value
(=0.000) which is less than the level of significarof (=0.055) we therefore rejected
Ho2 and accept b3 and concluded that there is a strong and significalationship
between compatibility and access. This findingpibne with Akbulut (2002).

Hos: Stated that there is no significant relationshepaeen connectivity and reliability and
the analysis showed that (=0.803) and P-Value (0.000) is less than thellete
significancea (=0.05), we therefore rejectedd-ind accepted Adand concluded
that there is a strong and significant relationdlepveen connectivity and reliability
this finding is consistent with Mohammed and Karnzaraan (2006).

Hos: Stated that there is no significant relationshgwteen connectivity and access, the
analysis revealeds r(=0.662) and P-value (=0.000) which is less tham level of
significancea (=0.05), we therefore rejected Hoys meaning there is strong and
positive correlation between connectivity and ascdbis is in consonance with
Chaung (2005).
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CONCLUSION

This study has been able to reveal the relationdlgfween ITI and CSD and have
contributed to the existing body of knowledge. ©u#trs, business owners and operators
now through the findings of this piece of work wilhderstand the degree of impact of ITI on
customer service in the banks. ITI is fundamefdalall business organization, because it
deals with the integration of technology compondntsupport business needs and create
service value for their teaming customers and @ttcampetitive edge.The results of our
study revealed that the components of ITI has gtamd positive impact on the components
of customer service delivery, in other words, cotifqpigdy and connectivity has strong
impact on reliability as well as access. That 1, domponent enables an organization to
deliver reliable service and enable customers te le@cess to quality service. More so, to
quickly and easily modify existing IT applicatioas to give prompt solutions to customer
complains. However, the study has contributed towkaedge by filling the gap identified in
this work,Again the study has created a frameworkpfospective researchers to study other
elements of ITl and customer service delivery.

RECOMMENDATIONS

The Nigerian banks should improve upon their ITdxibility, by regularly training and
retraining their IT personnel with the aim of beireggponsive to customer’'s complaints as
they arise from time to time.The Nigerian banks utiointensify their enlightenment
messages to their customer’s on the preservatigheaf banking details. The banks should
overhaul their ITI facilities from time to time s@s to meet current trends of information
technology as to deliver quality and accessibleiserto customers. In other words, their
should be timely innovations and improvements off&iCilities
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