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Abstract: The level of acceptance and use of Internet banking (IB) among older
adults is a major issue toward the advancement of banking operations in Nigeria.
So far, there has been little or no representation of older adults (60+) in studies
conducted on IB adoption and use in Nigeria. Hence, this study investigated the
use of IB among older adults in EKkiti State Nigeria. The selection of the sample
was made through purposive, convenience, and snowball sampling techniques.
Nine local government areas were purposively selected to have a mix of urban and
rural areas. Convenience and snowball sampling techniques were used to select
384 older adults, while questionnaires and interviews were used to collect data.
Findings reveal that most of the elderly have not adopted the use of IB as they
preferred and used the traditional banking system. Those that have adopted IB for
their banking transactions averagely used it majorly for funds transfer, bills
payment, and airtime top-up. Convenience was the major reason for using IB by
the users, while the non-users mentioned unawareness and security concerns as
reasons for not using. The users have the intention of continuing using the
technology, while the non-users have the intention of using it in the future. It is
recommended that banks should intensify efforts at creating awareness of IB as
well as its benefits to this group of customers to ensure they are digitally included
in the transformations going on in the financial sector.

Keywords: Use of Internet Banking, Awareness, Convenience, Digital Inclusion,
Older Adults, Ekiti State, Nigeria.
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1. Introduction

Over the past decades, technology has
permeated every aspect of modern
society, while use of various
technologies is becoming an integrated
part of people’s everyday lives. This
has resulted in constant technological
development, which has made many
services and resources available and
accessible only through digital means.
Along with this trend, virtually every
nation of the world is experiencing
growth in the number and proportion of
the elderly population (United Nations,
2015), which is introducing many new
challenges to the society. Some of these
challenges have to do with ensuring
digital inclusion for every individual.
Even though some older adults could
use digital technologies, many find
themselves without sufficient skills to
use these technologies, making them
digitally divided. A vast majority of the
aged population have less familiarity
with digital technologies as they did not
have the opportunity to learn and use
them during their younger years, having
been born when these technologies
were not yet commonplace (Morris &
Venkatesh, 2000; Smith, 2014). This
makes them experience difficulties
using facilities, services, and
opportunities made available through
digital technologies (Lawhon, Ennis, &
Lawhon, 1996). Without appropriate
skills and interventions, this group of
people risks being excluded from
participating fully in the present
modern society.

WHO (2002) described the elderly
people as precious and often ignored
population that makes an important
contribution to the fabric of the
societies. They are a heterogeneous
group with different needs and
capabilities learning abilities,
behaviors, and functional capacity.

Aging is associated with a reduction in
visual acuity, contrast discrimination,
and the precision of eye-movement
control. Other constraints related to old
age are cognitive impairment, short
memory, dementia, weakness, motor
control  difficulties, and declining
ability to learn and retain information
on new subjects. It has, however, been
noted that digital technologies such as
mobile phones, computers, digital home
electronic appliances, Internet banking,
and many other assistive technologies
offer a wide range of solutions for older
adults to stay healthy, and live
independently, and help counteract the
reduced capabilities which are more
prevalent with old age (Goyal and
Dixit, 2008; Nasi, Rasanen, & Sarpila,
2012; Sayago, Forbes, & Blat, 2012).
Hence, as a result of increasing reliance
on digital technologies to conduct
activities associated with daily living,
research to understand the level of
adoption and use of these technologies
by the elderly is seen as crucial to
promote their adoption among the
elderly, help them tap from the benefits
associated with their use, remain
relevant, active, independent and vitally
included and engaged in the society,
even at old age.

Increasing the development of digital
technologies, particularly in the use of
the Internet for business transactions,
has transformed banking operations
from traditional system to an electronic
banking (e-banking) system (Aliyu &
Tasmin, 2012). E-banking is the use of
an automated information system to
carry out financial transactions with or
without bank customers’ physical
presence at bank premises or
designated locations. E-banking makes
financial technologies (banking
channels) accessible at customers’
convenience without the need to be
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physically present at the bank premises.
Today, nearly all banking activities,
ranging from funds transfer, online
payments for goods and services, bank
statement inquiry, payment of bills,
telephone voucher top-up, and many
more can be carried out by bank
customers  through e-banking. E-
banking is one of the financial
technologies that can assist the
financial well-being of the adults as
well. There are many types of e-
banking: mobile banking, Internet
banking (IB), automated teller machine,
telebanking, smart card, debit card,
credit card, etc. Internet banking is a
type of e-banking that is popular due to
the convenience of having an online
banking account. It is a robust channel
designed with the state-of-the-art
technology that gives bank customers
unlimited access to their accounts
remotely and allows them to
conveniently perform many bank
transactions online real-time.

Many nations of the world are going
cashless through exploiting the many
benefits of the Internet to improve their
economy. It has, however, been
observed that despite many advantages
of 1B, a cross-section of consumers still
does not use the technology (Braganza
& Mekoth, 2017; Lee, Kwon, &
Schumann, 2005). It is also noted that
IB has only been designed with
financial inclusion of the mass market
in mind, and not for those heavily
reliant on cash, for instance, the elderly,
and those who live in rural
communities where there is no Internet
access. For the older generation, who
often depend on cash, this new-found
dominance of digital banking is an

CJBSS (2020) 11(1) 20-47

upward  struggle.  Taking  into
cognisance the fact that cash is a key
part of national infrastructure, and not
just a commercial issue, it means a
number of bodies have to ensure there
is financial inclusion for everyone,
including the older people and rural
dwellers who may be disadvantaged to
use e-banking as a result of their age,
background or location. Studies have
also shown that, with the immense
services made available through
different e-banking channels by banks,
the older population appears to prefer
the execution of financial transactions
over the counter in the banking hall to
e-banking channels (DutchNews).

Nigeria is experiencing what feels like
an inevitable movement towards a
cashless society as all banks in Nigeria
have exploited the potential of digital
technology in expediting service
delivery through electronic channels,
such as IB, which offers cost-saving
potential to both service providers and
users. Although few Nigerian older
people use the Automated Teller
Machine (ATM) and mobile banking
through Unstructured Supplementary
Service Data, it has been observed that
a high percentage have not keyed into
using IB. Many reasons could be
attributed to this, which makes it
imperative to carry out a study on the
level of adoption and use of IB among
Nigerian older adults, and to find out
the factors that influence or inhibit the
use of IB among this population.
Studies (e.0. Yousafzai &
Yani-de-Soriano, 2012) have explained
that the ability to adopt new technology
depends on many factors. Older adults
are less familiar with the technology,

URL.: http://journals.covenantuniversity.edu.ng/index.php/cjbss

22


http://journals.covenantuniversity.edu.ng/index.php/cj

Funmilola O. Omotayo & Tolulope A. Akinyode

hence their use or non-use of IB would
depend on some factors. Also,
extensive research has been carried out
on the use of IB by bank customers,
whereas not much research has
considered the non-use of IB. Since IB
is a popular and fast-growing delivery
channel by banks, a comprehensive
study on the use and non-use of IB
services would be of great significance
to both the academicians and the
banking industry alike. This would also
provide empirical data to compare the
use and non-use of IB among the older
population. Thus, this study sought to
have a better understanding of issues
and concerns of the older population
toward the use and non-use of IB. The
study investigated the mode of banking
preferred by older adults, the frequency
of IB usage among them, the feature(s)
of IB mostly used by those that have
adopted 1B, the reasons for use by the
users, reasons for non-use by the non-
users, and whether the non-IB users
have the intention of using the
technology in the future.

2. Literature Review

In a bid to catch up with the global
trend in ICT developments in banking,
the Central Bank of Nigeria (CBN)
introduced the cashless policy in 2012
to curb excesses in the handling of cash
in Nigeria. The policy was enforced,
not to eliminate the use of cash but, to
reduce the volume of cash in circulation
and encouraging more electronic-based
transactions (payments for goods,
services, transfers, etc.) In the same
vein, virtually all commercial banks in
Nigeria have adopted e-banking to
reach out to customers across the world
and improve on their service delivery,
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decongest queues in the banking hall,
as well as a key into the CBN policy.
Hence, there has been the massive
deployment of ATMs, point of sale
terminal (POS), development of web-
based banking, as well as telephone
banking platforms for the use of bank
customers in Nigeria.

However, while the use of electronic
banking, especially IB has been
prevalent among the young generations,
observations reveal that technology
seems not to be widely used by older
adults. Review of literature on
technology adoption by older adults
reveals numerous studies that have
been done to investigate the use of
various technologies by older adults.
Most of these studies (e.g. Barnard,
Bradley, Hodgson, & Lloyd, 2013;
Berkowsky, Sharit, & Czaja, 2018;
Delello & McWhorter, 2017; Gitlow,
2014; Hill, Betts, & Gardner, 2015; Li
& Luximon, 2018; Marston, Kroll,
Fink, de Rosario, & Gschwind, 2016;
Omotayo, 2015; Peek et al., 2015; Pew
Research Centre, 2014; Ronning &
Solvberg, 2017) focused on general
technology use, with few focusing on
IB usage among the older population.
However, few studies (e.g. Camilleri &
Grech, 2017; Piiparinen, 2014) have
been able to confirm low adoption and
use of IB among older adults, even in
developed countries where there are
availability and easy access to facilities
needed to use the technology. For
instance, Piiparinen (2014) investigated
the attitudes of seniors, aged 65+, using
cash services towards online banking in
the Turku region, Finland. The research
focused on identifying the reasons why
cash service customers were not using
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online banks, and the prospects in their
use of online banks. A short structured
interview revealed that 70% of the
senior customers using the bank’s cash
services were not using online banks
and only 12% of them were interested
in starting to use. The findings also
showed that the seniors relied on face-
to-face services of banks and actively
used banks' cash services rather than
the online services. The seniors were
not willing to use online banks, because
they did not have access or knowledge
to use the equipment, their physical
condition. The study of Camilleri and
Grech (2017) focused on the relevance
of age categories in explaining IB
adoption rates and customers’ attitudes
towards the service. The study explored
the adoption rate of bank customers
toward IB in Malta with a relative
importance of age categories. The
results revealed that, younger adults
(aged 18-34) had a high preference for
IB, while preference for IB among
older adults (aged 50-68) was low,
which implies, younger adults used 1B
more than the older ones. More so, it
was noted that, lack of information
about IB service, faceless banking,
computer illiteracy, and unavailability
of the Internet were the major reasons
for the low rate of IB adoption among
the older adults. Besides, it was opined
that, the non-adopter (mostly the older
adults) could be encouraged to accept
and use IB if the design interface
navigations are made  simpler,
demonstration  guides are made
available, and motivations from family
and friends.

Some other research works (e.g. Ainin,
Lim, & Wee, 2005; Asmi & Ishaya,

CJBSS (2020) 11(1) 20-47

2012; Ding, Verma & Igbal, 2007;
Howecroft, Hamilton, & Hewer, 2002;
Karjaluoto, Mattila, & Pento, 2002;
Laukkanen, Sinkkonen, Kivijarvi &
Laukkanen, 2007; Mattila, Karjaluoto,
& Pento, 2003; Rock, Hira, & Loibl,
2010) have found that there is a
significant effect of aging on the use of
IB. For instance, Ainin, Lim and Wee
(2005) found a negative and significant
relationship between age and IB
adoption, probably because the elderly
were more resistant to change and had a
negative attitude toward using IB
services. Laukkanen, Sinkkonen,
Kivijarvi, and Laukkanen (2007) and
Asmi and Ishaya (2012) also found that
the elderly people, in their studies,
preferred to  have  face-to-face
communication  with  regards to
banking, where possible. Likewise,
Rock, Hira, and Loibl (2010) showed
that older respondents in the USA were
less likely to use the Internet as a
source of financial information, even
though the reasons for this were not
security concerns, but that they
preferred contact with bank workers
due to websites being difficult or
confusing. Hill, Beynon-Davies and
Williams (2008) study also revealed
that, for people over 50 years old, the
perception of the relative advantage of
IB was weaker than the perception of
other technologies, probably due to
perceptions of risk and security.

However, aging is not the only
explanation of the rejection of IB
among older adults; some other factors
have also been found to influence IB
adoption among this population. The
study of Lichtenstein and Williamson
(2006) showed that elderly Australians
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with low incomes did not use IB
because of lack of awareness toward IB
and its advantages, lack of internet
access and internet  confidence,
inadequate knowledge, and support for
use or the initial setting up procedure,
lack of trust, security and high
perceived privacy risks. Sohail and
Shanmugham (2004) also found that
age had no significant impact on e-
banking adoption. Instead, they argued
that accessibility to the Internet,
awareness of e-banking and customers’
resistance to change are the main
factors influencing e-banking adoption.
Also, Nayak, Priest and White (2010)
showed that, for older adults aged 60-
88, and for more complex internet
activities, such as banking transactions,
gender (male), health status (good),
perceived usefulness, and attitude were
the significant factors. Also, Senali
(2017) investigated mobile banking
adoption by senior citizens, aged 55+,
in Australia and found that the
ownership of smartphones was high,
however, the adoption of smartphones
and mobile banking by the elderly was
low. Some of the reasons for the non-
adoption of mobile banking are fear of
hackers, lack of knowledge,
psychological decline, and limitations
of technology. The study concluded
that adoption and use of mobile
banking can improve the quality of life
and well-being of aging Australians,
and MB adoption can be improved if
banks can address the obstacles pointed
out, thereby alleviating the concerns of
the adults. Asmi and Ishaya (2012)
investigated the behaviour of elderly
people (age segment 55-65) towards 1B
in the UK. The research provides an
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understanding of the level of
motivations, social influence, perceived
usefulness, and ease of use of IB for the
age segment in the UK. More than 45%
of non-users of IB in the study had
most of the facilitating conditions and
had enough self-efficacy to perform IB
related tasks, yet were not using IB.
The  respondents  preferred  the
traditional banking system where they
have face-to-face interaction, while
social norms in the form of ‘peer
influence’ shows less influencing
variable as compared to the impact of
‘attitude’ in defining behaviour towards
IB by the elderly people. The study
concludes that financial institutions
should motivate and encourage the
elderly to use IB services.

This literature has been able to reveal
that adoption and use of 1B among the
elderly across the world is still very
low, most especially in developing
countries. Most of the literature
reviewed has also highlighted many
reasons for the low adoption of this
technology among the elderly, which
then calls for the need to find out the
level of adoption in Nigeria as well as
the reasons for use or non-use among
Nigeria’s older adults.

3. Methodology

A survey research design was adopted
for the study. The population of the
study is older adults above 60 years,
who are account holders of commercial
banks in Ekiti State in Southwestern
Nigeria. The population of older adults
in EKkiti state who are bank customers is
indeterminate; hence,  purposive,
convenience, and snowball sampling
techniques were then used to select the
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sample. At the first stage, nine local
government areas (LGAs) (Ado-EKkiti,
ljero, Ekiti West, lIkole, Ekiti South-
west, EKkiti East, Gboyin, Oye and
Ikere) were purposively selected out of
the sixteen LGAs in EKkiti State to have
a mix of urban and rural areas. The
LGAs were also purposively chosen as
a result of the availability of
commercial banks, as well as the
availability of Internet access in the
areas. In the second stage, two towns or
villages were chosen from each LGA,
where the towns or villages were drawn
based on settlement types, that is,
urban, semi-urban and rural, as
specified on the official website of the
state

(http://ekitistate.gov.ng/about%?20ekiti/)

At the third stage, 384 older adults were
selected through convenience and
snowball sampling techniques; 192 1B
users and 192 non-IB users.

Two sets of questionnaire were used for
data collection. The questionnaires
consist of both open and close-ended
guestions. Measurement items were
adopted from previous studies of
Ashour and Badah (2010), Braganza
and Mekoth (2017), Mbrokoh (2015),
Mwesigwa (2010), and Onyango
(2016) on in e-banking adoption and
use. The questionnaires elicited
information about the demographics of
the older adults, possession of mobile
phones and computers, accessibility to
the Internet connection, preferred
banking modes, frequency and length
of use of IB, feature(s) of IB are mostly
used by the older adults, reasons for
using 1B, reasons for not using IB, and
intention/readiness to use IB by non-IB
users. The interview was used to
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complement the questionnaire. The
interview schedules were constructed to
accommodate more oral open-ended
responses. The validity of the
instruments was examined by two
researchers in the fields of information
science and banking for face and
content validity. The reliability of the
instrument was tested through internal
consistency. The instruments were pre-
tested in Agbowo and Bodija areas in
Ibadan, Oyo State, which are not part of
the study locations.

Administration of the two sets of the
questionnaire  and the interview
sessions were conducted by the
researchers with the help of three
research assistants who were briefed
about the research topic, objectives, and
contents of the instruments. In the end,
only 47 IB users participated in the
study as the others did not return the
guestionnaire even after many repeated
visits to them, thereby giving a 24.5%
response rate. The reason for this low
response could be because some of the
older adults who said they were IB
users may not be after all, as many of
them kept saying they had not filled the
guestionnaire, while some said they had
lost it. Even after the lost ones were
replaced, they still kept saying they had
not filled them. Some said they were
waiting for their children to show them
the instrument before filling. The
researchers stopped visiting them when
it was obvious that some of them were
just not willing to participate and some
may not even be using IB as professed
by them initially. However, all the
copies of the questionnaire
administered to the 192 respondents
selected for the non-IB users were
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retrieved, properly filled, and useful for
data analysis; giving a 100% response
rate. The overall valid sample for this
study is 239 (62.2% response rate).

In addition, interview appointments
were scheduled with 20 respondents
(10 IB users and 10 non-1B users)
among the ones served with
guestionnaires in some of the research
locations. The locations visited for
interviews are Ado, ljero, lkole, Oye,
and lIkere. An audio recording device
was used to capture responses with the
permission of the  respondents.
Respondents were made to be aware of
the purpose of conducting this study to
get their informed consent, and made
them understand that the study is purely
for research purposes. More so, the
researchers assured the respondents of
the anonymity and confidentiality of
their responses. Only respondents that
were willing to participate in the study
were involved to avoid coercion.

Some challenges were encountered
during the data collection as many of
the older adults approached declined to
participate in the study because they
had no idea of IB, some could not read
and write, while some showed lack of
interest. It was also observed that most
of the adults approached were not using
IB; hence, the reason for the low
number of IB users (47) compared to
the projected sample (192). Statistical
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Package for Social Science version 20
(SPSS 20) was used to analyse data
using descriptive statistics. Qualitative
data were analysed thematically with
Nvivo software (version 10). The
transcribed  audio  responses  of
respondents  were  grouped and
categorised into themes (nodes) in
regards to the objectives and research
questions and thematic analysis was
conducted. The analysis and results
were presented based on the themes
concerning the research objectives and
questions.

4. Findings and Discussion

4.1 Frequency Distribution of
Respondents Demographics

Table 1 presents the frequency and
percentages of the respondents’
demographics for 1B and non-IB users.
The majority of the respondents are
non-1B users (19.7% IB users; 80.3%
non-IB users). Most (76.6%) of the 1B
users and non-IB users (62.0%) were
within the age range of 60-69 years.
More males than females participated
in the study (80.9% IB users; 60.0%
non-1B users). In the category of the IB
user, most had Nigeria Certification in
Education (42.6%), while 35.9% of the
non-1B users had Nigeria Certification
in Education. Some of the LGAs do not
have respondents who are IB users,
while all the LGAs had representatives
for non-IB users.

URL.: http://journals.covenantuniversity.edu.ng/index.php/cjbss

27


http://journals.covenantuniversity.edu.ng/index.php/cj

Funmilola O. Omotayo & Tolulope A. Akinyode CJBSS (2020) 11(1) 20-47

Table 1. Demographic Profile of Respondents
IB Users Non-1B Users
Demographic Variables F_req % Iireq %
(N =47) (N =192)
Age
60 — 69 years 36 Lt oz
70 — 79 years 11 23. 64 33'
80 years and above 0 0.0 9 4.7
Sex
80. 59.
Male 38 9 115 9
19. 40.

Female 9 1 77 1
Level of Education
PhD Degree 0 0.0 0 0.0
Master’s Degree 3 6.4 11 5.7
Bachelor’s Degree 4 8.5 32 %6'
Higher National Degree 11 23' 46 (2)4'
Ordinary National Degree 9 19' 14 7.3
Nigeria Certification in 42. 35.
Education 20 6 69 9
Grade Il 0 0.0 3 1.6
SSCE/WASSCE 0 0.0 4 2.0
Prlm_a.ry School Leaving 0 0.0 13 6.8
Certificate
No Formal Education 0 0.0 0 0.0
Location
Ado-Ekiti | Ado-Ekiti n |2 |13 6.8
LGA 4

llokun-EKkiti 0 0.0 10 5.2

ljurin-EKiti 1 2.1 10 5.2
ljero LGA 1 iero-xiti 5 N EE 6.8
Ekiti West | Aramoko-EKiti 3 6.4 10 5.2
LGA Ikogosi-Ekiti 0 0.0 10 5.2

Odo oro-EKkiti 0 0.0 10 5.2
tkole LGA 1 ote-Ekiti 8 R EE 6.8
Ekiti lawe-EKkiti 0 0.0 10 5.2
South- .
West LGA Igbara odo-EKkiti 0 0.0 10 5.2
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Ekiti East | Omuo-EKkiti 3 6.4 10 5.2

LGA Araromi-EKiti 0 0.0 10 5.2

Ghonyin Agbado-EKkiti 1 2.1 10 5.2

LGA Ode-EKkiti 0 0.0 10 5.2

Itaji-EKkiti 0 0.0 10 5.2

Oye LGA | oye-Exiti 6 éz' 10 5.2

Fagbohun-EKiti 0 0.0 10 5.2

tkere LGA | \yere-Exiti 9 A EE 6.8
The results for IB users on (46.8%) had been using IB for just
computer/smartphone ownership, between 1-2 years, which shows they

frequency of use of IB, usage period,
place of use, and means of awareness
about IB are presented in Table 2. All
the IB users owned
computers/smartphones and used IB
majorly monthly (85.1%). The majority

were early adopters of IB. The majority
(80.9%) made use of IB from their
homes. Awareness and use of IB by the
older adults were majorly from their
banks (72.3%).

Table 2. Frequency distribution of IB Users’

Computer/Smartphone Ownership

Freq
N=47) | P

Computer/smartphone ownership
Yes 47 100.0
No 0 0.0
IB frequency of use
Daily 2 4.3
Weekly 5 10.6
Monthly 40 85.1
Quarterly 0 0.0
Bi-annually 0 0.0
Annually 0 0.0
IB usage period
1- 2 years 22 46.8
3 — 4 years 3 6.4
5— 6 years 11 23.4
Above 6 years 11 23.4
Place of IB use
Home 38 80.9
Workplace 9 19.1
Cybercafé 0 0.0
Means of 1B awareness
Telephone/Radio 0 0.0
Through the bank 34 72.3
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Newspapers 0 0.0
rI;teaflets/Advertlseme 0 00
Friends/Relations 13 27.7

Analysis of the data for respondents
who were not using IB reveals that
60.4% did not have
computers/smartphones as shown in
Table 3. All the respondents also
preferred the traditional banking system
which made them not have acquired

computers/smartphones which could
make them use IB. Also, 90.1% of the
non-IB user had been using the
traditional banking system for more
than six years, with most (73.5%) using
it monthly.

Table 3. Frequency distribution of Non-1B
Users toward Computer/Smartphone
ownership and banking system preference
Measurements (NF:TSZ) %
Computer/smartphone ownership
Yes 76 39.6
No 116 60.4
Total 192 100.0
Banking system preferred and use
Internet banking 0 0.0
Trad |_t|onal 192 100.0
banking
Total 192 100.0
Traditional banking length of use
1— 2 years 0 0.0
3 — 4 years 15 7.8
5 — 6 years 0.0 0.0
Above 6 years 173 90.1
Missing value 4 2.1
Total 192 100.0
Traditional banking frequency of use
Daily 1 0.5
Weekly 16 8.3
Monthly 141 73.5
Quarterly 33 17.2
Bi-annually 1 0.5
Annually 0 0.0
Total 192 100.0
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4.2 Answers to the Research
Questions

This section provides answers to the
five research questions.

Research Question 1: What is the mode
of banking preferred among older
adults?

The analysis in Table 4 shows that most
of the older adults in Ekiti preferred the
traditional banking system as only
19.7% of them used IB.

Table 4. Banking System Preferred and Used
by Older Adults
Freq o
(N=239) o
Internet banking 47 19.7
Trad!tlonal 192 80.3
banking
Similarly, the interview responses (Respondent 20, male, 1B

reveal that majority of the respondents
felt visiting bank branches for banking
activity is better than online banking,
even though some of the non-IB users
complained of the inconveniences
associated with visiting bank branches:

I have not heard about IB.
Even at that, | prefer to do
banking activities
physically at the bank.
That is what | have been
doing since | was twenty
years old. I am now 78
years. I don’t think I want
to try another method.
(Respondent 7, male, non-
IB user, ljero LGA)

| prefer carrying out my
banking transactions at the
bank because | do not
know how to use the
computer or phone very
well  (Respondent 13,
female, non-1B user, Ikere
LGA).

To me, going to the bank
wastes time and s
strenuous. | only go to
bank premises to deposit
money or use the ATM. |
can do other transactions
online through IB

user, Ado EKkiti LGA).

On the preference of banking system by
the older population, our results are in
line with many previous studies such as
Camilleri and Grech (2017), Asmi and
Ishaya (2012), Ifezue, Ama and Moseki
(2016), Mattila et al. (2003) who also
found that most elderly people prefer
visiting bank branches regularly for
their banking activities rather than using
online banking. Most of the elderly
population are skeptical of online
banking due to the faceless banking
system where security is a big
challenge. They prefer  physical
interactions at the bank where they feel
more secured than the faceless IB
platforms. Our findings further show
that the few elderly 1B users sampled
were not even prolific users of IB as
they used it monthly, which may be
because most of them are retirees who
collect pensions on a monthly basis.

Research Question 2: What is the
frequency of 1B usage among the older
population?

Findings show that the older adults were
not prolific users of IB as a majority
(85.1%) used the technology monthly as

31



Funmilola O. Omotayo & Tolulope A. Akinyode

shown in Table 3. Responses from the
interview also corroborate this finding:
| always transfer money to
my son in school every
month. | use IB for the
transfer (Respondent 11,
male, 1B user, Oye LGA).
I use IB  monthly
(Respondent 16, male, IB
user, Ikere LGA).
I mostly use IB monthly
when | need to check for
my pension if it has been
paid.  (Respondent 5,
female, 1B user, lkole
LGA).
Daily (Respondent 3,
female, IB user, ljero

LGA).
B O Frepency of e kg s )0
0 (el ] 1

0 ity ]
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I use it every week
(Respondent 6, male, IB
user, Ikole LGA).

. monthly (Respondent
15, male IB user, lkere
LGA).

Monthly (Respondent 17,
female IB user, Ado-Ekiti
LGA).

Daily (Respondent 18,
male, IB user, Oye LGA).

The screenshot of thematic analysis and
word cloud representation and a
screenshot of the answers categories
from the Nvivo software are presented
in Figure 1. The word ‘monthly’ came
out boldly, which shows it has the
highest frequency.

Figure 1. Screenshot of thematic analysis showing the frequency of IB usage and the word cloud

representation

Research Question 3: Which feature(s)
of IB is/are mostly used by older
adults?

The analysis shown in Table 5 reveals
that funds transfer is the most used
feature of IB by the older adults, (mean
score 3.69), followed by bills payment
(3.58), account enquires/reports (2.96),
and purchase of airtime and data bundle
(2.40). Other features were not used by
them. These findings corroborate the

findings of Chauhan and Choudhary
(2015), Kumar, Reddy and Sreenivasulu
(2017), and Senali (2017). This also
shows the limitation of the use of IB by
the older adults as they indicated they
did not use many features available on
the IB platforms. For the fact that the
adults may not have advanced skills at
using IT, their use of IB features is
limited to the basic one.
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Table 5. Descriptive Analysis of Features of IB used by Older Adults
Averagely Highly N Mean
Items (IE?ZV ;:;e) used used Missing \Valid
9 (Freq/%) | (Freq/%) 1ssing \vall
Funds Transfer (sending money 7
from one account to another) 6 (12.8%) (14.9%) 3268.1%) | 2 45 3.69
Bill Payment (settlement of cable 12 2%
Leillelzvglco)n subscription, electricity 5 (10.6%) (25.5%) (55.4%) 4 43 3.58
Account/Transaction Enquiries/ 22
Reports 15 (31.9%) (46.8%) 9(19.2%) | 1 46 2.96
Eb’;ﬂl‘:se of Airtime and Data 44 (93.6%)| 2 (43%) | 0(0.0%) |1 46 | 240
Card and Cheque Services 0(0.0%) | 0(0.0%) | 0(0.0%) 0 0 0.0
Travel booking and payment 0 (0.0%) 0 (0.0%) 0 (0.0%) 0 0 0.0
Foreign exchange transactions 0(0.0%) | 0(0.0%) | 0(0.0%) 0 0 0.0
Stock and Investments 0(0.0%) | 0(0.0%) | 0(0.0%) 0 0 0.0
Loan Application 0(0.0%) | 0(0.0%) | 0(0.0%) 0 0 0.0
Online/Video chat 0(0.0%) | 0(0.0%) | 0(0.0%) 0 0 0.0
Modification of account profile 0 (0.0%) 0 (0.0%) 0 (0.0%) 0 0 0.0
Standing order 0(0.0%) | 0(0.0%) | 0(0.0%) 0 0 0.0
Customer feedback 0(0.0%) | 0(0.0%) | 0(0.0%) 0 0 0.0
Others (please specify) 0(0.0%) | 0(0.0%) | 0(0.0%) 0 0 0.0
The interview responses also supported Fund transfer and airtime
these findings: voucher top-up (Respondent
| use IB to transfer money and 15, male, 1B user, Ikere LGA).
pay PHCN bills regularly Funds transfer, obtaining a
(Respondent 1, male IB user, statement of account, and bill
ljero LGA). payment (Respondent 16, male,
| use it majorly for fund IB user, Ikere LGA).
transfer and bill payment Sending money  (Respondent
services (Respondent 3, female, 17, female, IB user, Ado-Ekiti
IB user, ljero LGA). LGA).
Cash transfer and payment of ... to transfer money and buy
PHCN bills (Respondent 5, credit ~ for ~ my  phone
female, 1B user, Ikole LGA). (Respondent 18, male, 1B user,
Voucher top-up and fund Oye LGA).
transfer services (Respondent Figure 2 shows the screenshot of
6, male, 1B user, lkole LGA). thematic analysis showing features of
Transfer of money, standing IB used by the older adults and the word

order. | also use it to change
my ATM pin, pay for my
electricity bills, and check my
account balance (Respondent
11, male, IB user, Oye LGA).

cloud representation. The words, fund
transfer, bill payment, and voucher top-
up are displayed clearly.
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Figure 2. Screenshot of thematic analysis showing the frequency of features used and the word

cloud representation

Research Question Four: What are the
reasons for the use of IB by the
adopters?

Table 6 presents some of the reasons
that made older adults use IB. The
results show that they had positive
attitudes toward IB as most of them
(89.3%) agreed that using IB is a good
and wise idea. Most of them used IB
because of ease of access and use of 1B

banking transaction anytime and
anywhere (85.1%), the convenience
associated with using 1B (83.0%), cost-
saving in using IB (80.9%), banks’
encouragements (80.8%),
encouragement from family and friends
(71.1%), possession of the knowledge
and resources necessary to use internet
banking (65.9%), and assurance of
protection and security from banks

(87.3%), opportunity to carry out (61.7%).
Table 6. Reasons for using 1B by Older Adults
Reasons for using 1B SD D U A SA
(Freg/%) | (Freq/%) | (Freq/%) | (Freg/%) | (Freq/%)
| feel using Internet banking is a 1 2 2 30 12
good and wise idea (2.1%) (4.3%) (4.3%) (63.8%) (25.5%)
Internet banking is easy to access
and use and also help helps me to 1 0 5 21 20
accomplish banking activities (2.1%) (0.0%) (10.6%) (44.7%) (42.6%)
faster
Internet banking is convenient for | 0 0 8 26 13
me to use (0.0%) (0.0%) (17.0%) (55.3%) (27.7%)
Internet banking saves time and 0 8 1 24 14
cost of transactions (0.0%) (17.0%) (2.1%) (51.1%) (29.8%)
I use Internet banking because of | 1 5 3 23 15
my bank encouragement (2.1%) (10.6%) (6.4%) (48.9%) (31.9%)
Internet banking gave me the 6
opportunity to carry out 1 (12.8%) 0 19 21
transactions at any time and any (2.1%) ' (0.0%) (40.4%) (44.7%)
place
My family/friends encourage me | O 1 12 23 9
to use Internet banking (0.0%) (2.2%) (26.7%) (51.1%) (20.0%)
I have the knowledge and 0 1 15 22 9
resources necessary to use Internet | (0.0%) (2.1%) (31.9%) (46.8%) (19.1%)
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banking

My bank assures me of maximum

protection at all times on Internet 0
(0.0%)

banking platform

13
(27.7%)

5 22 7

(10.6%) | (46.8%) | (14.9%)

From the interview conducted with
some respondents who were users of 1B,
it was noted that several reasons made
them use IB as shown in Figure 3.
However, the majority of the
respondents actually stated that they
used IB because of its convenience.
Some of the responses:

It is convenient (Respondent 1,

male 1B user, ljero LGA).

It is convenient for me; it takes

less time. I don’t need to spend

money on transport fare to the

bank and waste time queuing up

(Respondent 3, female, IB user,

ljero LGA).

It relieves me from the stress of

visiting the bank often. | can use

my phone to send money or

check my account balance.

(Respondent 5, female, IB user,

Ikole LGA).

It is safe and convenient; also, it

relieves me from the stress of

going to the bank halls

(Respondent 6, male, IB user,

Ikole LGA).

It does not give me any stress; it

is transparent and makes my

banking transactions easy to

perform (Respondent 11, male,

IB user, Oye LGA).

It saves me transport fares to the
bank and it is simple to use. |
can use it anywhere; it is easy to
operate, convenient and very
fast. Besides, it saves me time
and energy (Respondent 15,
male, IB user, Ikere LGA).

To me, it is easy to use for
business. Most of my customers
transfer money to my account. |
can easily check my balance. |
also do transfer to my customers
I buy goods from in Lagos. It is
really convenient for me unlike
in the olden days where | had to
be going to the bank to deposit
or withdraw money, or check
account balances (Respondent
16, male, IB user, lkere LGA).

It helps me perform my banking
transactions with ease; it saves
me time. | hardly visit the bank
these days, more so that there is
an ATM point near my house
(Respondent 17, female, 1B user,
Ado-Ekiti LGA).

It is very convenient for me and
it is easy for me; it saves time
(Respondent 18, male, IB user,
Oye LGA).

It does not waste much time; not
strenuous and it can be
performed at a customer’s
convenient time (Respondent 20,
male, IB user, Ado-Ekiti LGA).
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Figure 3: Screenshot of thematic analysis showing reasons for IB usage and the word cloud

representation

The study can identify some reasons
that made the older adults use 1B, which
could be summarised as positive
attitude, ease of access and use,
perception of usefulness, convenience,
cost-saving, subjective norms or social
influence, self-efficacy, as well as
security. The interview responses also
identify benefits such as convenience,
time-saving, cashless transactions, ease
of use, transparency, security, as well as
any place and anytime banking, among
others. These are in line with the
findings of some previous studies such
as Ahmed (2016), Appiah and Hayfron-
Acquah (2016), Fadare (2016), Jham
(2016), Jolly (2016), Lee (2009),
Martins, Oliveira and Popovi¢ (2014),
Mukhtar (2015), Tarhini, EI-Masri, Ali
and Serrano (2016). In Georgieva
(2018) study, the elders identified the
need to be sociable, ease of use, safety,
cheaper broadband, training, easy
accessibility, easy user interface, and
higher ~ awareness as  dominant
determining factors for using IB.
Arenas-Gaitan, Peral-Peral, RamOn-
JerOnimo (2015) results also show that
the perception of usefulness and ease of
use are some of the reasons that

CJBSS (2020) 11(1) 20-47
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significantly made elderly people use
IB. As a result of the fragility and health
status of older adults, IB is a tool of
convenience, as it can help the adults
avoid having to go to the banks’
branches to wait for long hours on
queues before performing financial
transactions. Hence, banks need to make
the IB platforms easy to understand and
use so this population could be able to
use them with little or no assistance.

Research Question Five: What are the
reasons for the non-use of IB by the
non-adopters?

The analysis of the responses (Table 7)
concerning the reasons why the elderly
were not using IB reveals that a high
percentage (80.2%) indicated that they
had not heard about it, while the same
percentage (80.2%) also indicated that
they did not use IB because of not
knowing the benefits they can derive
from using IB. Few of the respondents
(16.7%) indicated they were not using
IB because they had no money to buy
computers/smartphones/modems. About
18.0% did not use it because they did
not have the facilities
(smartphones/computers) to use it,
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15.6% indicated they did not know how
to use computers and smartphones,
while 13.5% were simply not interested
in using IB. Hence, lack of awareness of
IB and its benefits is the major reason

CJBSS (2020) 11(1) 20-47

for not using IB by the older adults.
Other reasons are dislike, fear of
insecurity, lack of interest, and
knowledge of IT and resources.

Table 7. Reasons for Non-usage of 1B

Reasons (I do not use 1B because :)

Yes No
(Freg/%) (Freqg/%)

I have not heard about it

119 (62.0%) | 73 (38.0%)

I have no money to buy computer/smartphony 32 (16.7%)

160 (83.3%)

I do not have the facilities
(smartphones/computers) to use it.

34 (17.7%) 158 (82.3%)

I have no knowledge to use
computer/smartphone.

30 (15.6%) 162(84.4%)

I am not interested in using it.

72 (37.5%) 120 (62.5%)

me.

I don’t know its benefits or importance to

106 (55.2%) | 86 (44.8%)

interactions with bank officials.

| prefer going to the bank to have physical

66 (34.4%) 126 (65.6%)

Responses from the interview reveal
that most of the non-1B users (62.0%)
were not aware of IB, while about
55.0% were not aware of its benefits.
Some also preferred visiting the bank
for their financial transactions (34.4%).
Some others were simply not interested
(37.5%), did not have the facilities to
use IB (17.7%), and did not have the
knowledge to use computers or
smartphones (15.6%). The interview
responses corroborated some of the
guestionnaire responses as presented in
the responses and the word cloud
representation screenshots (Figure 4):

| do not have an interest in it

(Respondent 2, male, non-IB

User, ljero LGA).

I have not heard about it

(Respondent 7, male, non-1B user,

ljero LGA).

I do not use IB because | have

heard about people who lost their

money through it (Respondent 8,
female, non-IB user, lkole LGA).

| dislike it because | heard one
must be able to use a computer
very well and one will need to be
buying credits on the phone
before one can use it. I don’t think
I will be able to afford that.
(Respondent 9, male, non-IB user,
Oye LGA).

I am unaware of it. My bank has
not told me about it. I don’t know
what | can use it for (Respondent
10, male, non-IB user, Oye LGA).
My account officer at my bank
has told me about it but I don’t
think I can use it because | really
do not know how to use the
computer very well. More so, |
only visit the branch once a month
when | need to collect my pension
so I don’t think I need it
(Respondent 13, female, non-1B
user, lkere LGA).

I don’t like it because I am not
sure of its security (Respondent
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14, male, non-IB user, lkere
LGA).

I don’t think I have heard about it.
Can you tell me how to use it?

CJBSS (2020) 11(1) 20-47

(Respondent 19, female, non-1B
user, ljero LGA).

Figure 4. Screenshot of thematic analysis showing reasons for non-use of IB and the word cloud

representation.

The word cloud in Figure 4 reveals that
words such as unaware, dislike, no time,
no knowledge, no interest, and security,
are some of the major reasons, stated by
the older adults interviewed. These
findings corroborate the findings of
many previous studies. For instance,
Odiboh, Oresanya & Ekanem (2016)
found a low level of awareness about e-
banking among their respondents in
Ogun State, Nigeria. Tarhini,
Mgbemena, Trab and Masa’Deh (2015)
also found that majority of their elderly
respondents were not using IB because
they were not aware of the benefits,
while some thought IB was too complex
to use or of little or no relevance to
them. Lichtenstein and Williamson
(2006) also identified a lack of
awareness toward IB and its advantages,
inadequate knowledge lack of trust,
security, and high perceived privacy

risks, among other factors. Tarhini et al.
(2015) also found that fear of fraud was
a great concern among the customers
which brought about distrust in banking
activities over the Internet. Awara and
Anyadighibe (2014), Mukhtar (2015),
and Sohail and Shanmugham (2004)
observed that the older respondents they
studied were not convenient with the
use of IB due to low level of awareness,
sensitisation, fear of fraud and
resistance to change. Kumar, et al.
(2017) also found that lack of
knowledge, fund, and time by customers
towards IB were some of the reasons
why the technology was not used by
some older adults. Ronning and
Solvberg's (2017) findings also show
that older adults were reluctant to use 1B
because they felt they might not cope in
learning and mastering how to use the
service as a result of low self-efficacy.
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Piiparinen (2014) found that seniors
were not willing to use online banks,
because they did not have access or
knowledge to use the technology
coupled with their physical conditions.
This is in line with the opinion of Jeong
and Yoon (2013) that a skillful person
with high knowledge of computing may
rate 1B as easier to use than an
individual who has relatively little
knowledge of computing. Mattila et al.
(2003) found that perceived difficulty in
using computers combined with the lack
of personal service in e-banking,
confusing web pages and complex steps,
difficulties with computers and Internet
in general, as well as security issues
were the main barriers of 1B adoption
among older adults, which they blamed
on insufficient or non-existent of
training on how to use IB technology.
Azam, Qiang and Sharif, (2013) stated
that older adults were skeptical of
transactions that are carried out with no
physical interaction; hence, they had no
or very little trust in it. Senali (2017)
identified fear of hackers, lack of
knowledge, psychological decline, and
limitations of technology as barriers to
mobile banking adoption among senior
citizens in Australia. Also, in a study by
Al-Fahim (2013), some customers avoid
using electronic banking because of the
perceived proneness to fraud and
inadequate  protection on account
information. In fact, security concerns
have been indicated by much past
research to influence usage intentions of
IB not only directly but also indirectly.
Some older adults were also fearful due
to negative word-of-mouth and bad
experience from some IB users as stated
in the study of Malhotra (2016).

CJBSS (2020) 11(1) 20-47

In addition, Rock et al. (2010) show that
older respondents in the USA were less
likely to use the Internet as a source of
financial information, not for security
concerns, but because they preferred
contact with bank workers due to
websites being difficult or confusing.
Also, the lack of physical interaction
was mentioned as one of the important
factors for not wusing B, which
corroborates the findings of Asmi and
Ishaya (2012). The adults could fear the
risk of losing their physical bank to an
online bank, depriving them of valued
human interaction. Going to the bank
premises could be seen as a form of
relieving boredom for some of the older
adults who most of the time do not have
any relatives living with them. The need
for human interaction, the need to be
sociable, and the need to engage them in
an in-person communication to preserve
cognitive functions are important to the
elders. Hence, banks should ensure the
elders have account officers who
regularly interact with the adults.

Our findings further reveal that banks in
Ekiti state had not created adequate
awareness or enough sensitisation about
IB and its numerous benefits to this
population. Since most older users are
less familiar with the technology, their
ability to adopt new technology depends
on the provision of adequate
information about the benefits of the
technology to them, their willingness,
computer self-efficacy, and dependence
on prior knowledge. Hence, promoters
of technology adoption among this
population should take cognisance of
the fact that they have lower confidence
in their cognitive capabilities, and that
they often act as a self-fulfilling
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prophecy  when  adopting  new
technologies (Yousafzai &

Yani-de-Soriano, 2012). Banks,
therefore, should typically devote
efforts  towards raising  enough

awareness about IB, promoting its
benefits among this population. There is
also the need to provide the elderly
users with assistance, access to
computing devices, with suitable
training, and also build their confidence
in IB by highlighting the security
features available on IB platforms.
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Research Question Six: Do non-I1B
users have the intention of using in the
future?

The results, as shown in Table 8, reveal
that the non-IB users have the intention
to use IB, as about two-thirds of them
(64.1%) agreed to use IB anytime soon
and in the future (59.9%). The item ‘I
am ready to use IB anytime soon’ has
the highest mean score (3.38), while the
item of ‘I may consider using IB in the
future if my friends/family/children
encourage me’ was ranked lowest with
a mean value of 1.86.

Table 8: Descriptive Analysis of Intention/Readiness to Use IB by the Older Adults

. . SD D U A SA

Intentions/Readiness (Freq/%) | (Freq/%) | (Freq/%) | (Freq/%) | (Freg/%o) Mean

I am ready to use IB 15 13 41 89 34 338
anytime soon (7.8%) (6.8%) (21.3%) (46.4%) (17.7%) '
I would like touse IBin | 14 14 49 92 23 3.99
the future (7.3%) (7.3%) (25.5%) (47.9%) (12.0%) '
I may consider using 1B
in the future if | am able | 17 35 46 75 19 3921
to acquire (8.9%) (18.2%) (24.0%) (39.0%) (9.9%) '
Internet/Computer skills
e O P SV L S E
security is guaranteed >0 o7 =70 70 70
I may consider using IB
in the future if my 79 83 12 7 11 1.86
friends/family/children (41.1%) | (43.2%) (6.3%) (3.7%) (5.7%) '
encourage me

The results show that the non-IB users
have the intention to use IB, hence the
need for banks to create more awareness
about IB, especially among the older
population. Banks could deploy the use
of account officers who will interact
with the adults one-on-one to make
them have a proper understanding of the

benefits they could derive from using 1B
even as they age gracefully.

5. Conclusion and Contributions to
Knowledge

Elderly people are growing population
which present different characteristics
from the rest of the population. They are
fragile and need assistance, therefore,
need assisted technologies such as IB,
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which our study has confirmed.
Theoretically, this study contributes to
knowledge in the area of adoption and
use of IB among older adults in Nigeria
by revealing low usage of IB among the
older population in Nigeria and also
identifying reasons why older adults use
or not use IB. The study also confirms
the findings of previous studies about
the low usage of IB among the elderly.
Besides, this study provides
academicians and researchers with
empirical data in pursuance of further
studies on e-banking, most especially
IB. The findings of this study also
provide relevant practical data and
information that could help banks build
a stronger customer relationship
management by paying more attention
to the aging population and intensify
efforts in the area of awareness and
sensitisation of this population for them
to be well informed and not
misinformed about IB. Besides, this
study provides information to banks and
other stakeholders about customers’
concerns toward inadequate security and
poor Internet service which makes older
adults not to want to use 1B and which
could jeopardise the CBN vision 2020,
if quick attention is not taken to tackle
these challenges.

6. Recommendations and Suggestions
for Further Studies

Based on the findings of this study, it is
recommended that banks should
intensify  efforts toward adequate
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