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Abstract 

This study examines the impact of Artificial Intelligence (AI) on financial services in Nigeria, 

emphasizing its role in improving operational efficiency and customer experience. AI 

technologies, including machine learning, natural language processing, and predictive 

analytics, are increasingly adopted to streamline operations, enhance decision-making, and 

drive innovation. In Nigeria, the financial sector is gradually integrating AI to address 

inefficiencies, improve service delivery, and promote financial inclusion. However, 

challenges such as limited digital infrastructure, high costs, and regulatory uncertainties 

hinder widespread adoption. Using a quantitative approach, the study analyzes data from 

Nigerian financial institutions (2015–2024). Findings reveal that AI adoption significantly 

enhances operational efficiency by automating routine tasks and optimizing resources. 

Additionally, AI-driven tools improve customer satisfaction through personalized services 

and real-time support, particularly among tech-savvy users. Despite these advantages, 

barriers like infrastructural gaps, regulatory ambiguities, and cost constraints limit broader 

adoption, especially for smaller institutions. The study underscores the need for targeted 

policies, investments in digital infrastructure, and capacity-building to overcome these 

challenges. It concludes that AI is essential for innovation and competitiveness in financial 

services and provides actionable recommendations for policymakers, financial institutions, 

and researchers to foster inclusive and efficient AI-driven financial systems in Nigeria. 
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1.0 Introduction 

Artificial Intelligence (AI) has become a transformative force across various industries, 

reshaping operations, enhancing decision-making, and driving innovation. In financial 

services, AI technologies such as machine learning, natural language processing, and 

predictive analytics have revolutionized critical functions, including fraud detection, credit 

scoring, and customer engagement (Russell & Norvig, 2021). Globally, financial institutions 

adopt AI to improve operational efficiency, enhance customer experience, mitigate risks, and 

expand access to underserved populations (Brynjolfsson & McAfee, 2017). 

In Nigeria, the adoption of AI in financial services is gaining momentum, driven by the 

increasing competition from fintech companies and the demand for digital transformation. 

Financial institutions are deploying AI tools to enhance operational efficiency, improve 

customer service through chatbots, and implement predictive analytics for fraud detection 

and credit risk assessment (Adebayo et al., 2021). However, the pace of AI adoption is uneven, 

hindered by challenges such as infrastructural deficits, high costs, and regulatory 

uncertainties. 

While AI presents immense potential for addressing inefficiencies and advancing financial 

inclusion in Nigeria, understanding its transformative impact remains a critical research area. 

This study aims to explore the contributions of AI to operational efficiency and customer 

experience within Nigeria's financial services sector. 

Despite its global significance, AI adoption in Nigeria’s financial services sector is fraught 

with challenges. Limited access to digital infrastructure, high implementation costs, and 

ambiguous regulatory frameworks create barriers to widespread adoption (Central Bank of 

Nigeria [CBN], 2023). Smaller financial institutions, in particular, face difficulties 

integrating AI technologies, leading to inequalities in service delivery and operational 

capabilities (Olayemi, 2020). 

Moreover, there is a lack of empirical studies examining the specific impacts of AI adoption 

on operational efficiency and customer experience within Nigeria’s financial ecosystem. 

Understanding how AI can bridge systemic gaps and enhance service delivery is crucial for 

stakeholders, including policymakers, financial institutions, and customers. This study seeks 

to fill this gap by evaluating the transformative potential of AI in Nigeria’s financial services. 

 

 

This study aims to explore the transformative impact of Artificial Intelligence on financial 

services in Nigeria, focusing on two key areas: operational efficiency and customer 

experience. The specific objectives are: 
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1. To evaluate how AI improves operational efficiency within Nigerian financial 

institutions. 

2. To examine the impact of AI on customer experience in Nigeria. 

This study focuses on the adoption and impact of AI within Nigeria's financial services 

sector, with particular emphasis on commercial banks and fintech companies. The period of 

analysis spans from 2015 to 2024, a decade marked by significant technological 

advancements and digital transformation. Key areas of investigation include operational 

efficiency and customer experience. The study also addresses challenges such as 

infrastructural deficits, regulatory uncertainties, and cost barriers to provide a comprehensive 

understanding of AI’s impact in the Nigerian context. 

The findings of this study hold critical importance for various stakeholders. For 

policymakers, the study provides insights into how AI adoption can enhance operational 

efficiency and customer experience, supporting the development of conducive regulatory 

frameworks. Financial institutions can use the findings to identify best practices for AI 

implementation and address challenges associated with its integration. Additionally, the 

research contributes to the growing body of literature on AI adoption in emerging markets, 

offering a Nigerian perspective that highlights unique opportunities and constraints in a 

developing economy. 

The structure of this study is organized into five comprehensive sections to provide a detailed 

exploration of the research topic. Section 1 introduces the research by presenting the 

background of the study, the statement of the problem, the objectives, the scope, and the 

significance of the research. This section establishes the foundation for understanding the 

transformative impact of Artificial Intelligence on financial services in Nigeria. 

Section 2 delves into the review of related literature, offering both theoretical and empirical 

perspectives on the role of AI in the financial sector. It provides a conceptual framework and 

highlights existing studies, identifying gaps that this research seeks to address. 

Section 3 outlines the research methodology, detailing the techniques and approaches used 

for data collection and analysis. This section explains how the study’s objectives are 

methodically addressed through quantitative and qualitative methods. 

Section 4 presents the findings from the data analysis and discusses their implications for 

Nigeria's financial services sector. This section critically examines the results in light of the 

research objectives, providing insights into the impacts of AI on operational efficiency and 

customer experience. 

Finally, Section 5 concludes the study by summarizing key findings and offering practical 

recommendations for policymakers, financial institutions, and other stakeholders in 
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Nigeria's financial ecosystem. These recommendations aim to facilitate the effective 

adoption of AI and maximize its benefits within the financial services sector 

 

2.1 Conceptual Literature 

2.1.1 Artificial Intelligence in Financial Services in Nigeria 

Artificial Intelligence (AI) is transforming the global financial services sector, and Nigeria 

is no exception. AI encompasses a suite of advanced technologies, including machine 

learning, natural language processing, robotics, and predictive analytics, that simulate human 

intelligence to perform tasks such as decision-making, data analysis, and problem-solving 

(Russell & Norvig, 2021). In Nigeria’s financial sector, AI technologies have been 

increasingly adopted to address operational inefficiencies, improve risk management, and 

enhance customer engagement. 

The integration of AI into Nigerian financial services is evident in several areas. Banks and 

financial institutions leverage AI-powered algorithms for credit scoring, fraud detection, and 

compliance monitoring. Automated chatbots and virtual assistants are used to address routine 

customer queries, while machine learning models analyze transaction patterns to identify 

fraudulent activities in real-time. Moreover, AI-driven analytics enable institutions to 

develop personalized financial products tailored to the specific needs of customers. 

Despite these advancements, AI adoption in Nigeria faces numerous challenges. These 

include limited digital infrastructure, high implementation costs, a shortage of skilled 

professionals, and regulatory uncertainties. For instance, many financial institutions in rural 

areas lack the technological infrastructure required for seamless AI deployment. 

Additionally, ambiguous regulations around data privacy and AI governance create 

uncertainty for financial institutions (CBN, 2023). Addressing these barriers is critical to 

unlocking AI’s potential to revolutionize the Nigerian financial services sector. 

2.1.2 Artificial Intelligence and Operational Efficiency 

Operational efficiency refers to the ability of financial institutions to optimize processes and 

resource utilization to deliver high-quality services at minimal cost. AI technologies are 

instrumental in enhancing operational efficiency by automating repetitive tasks, reducing 

errors, and optimizing resource allocation (Brynjolfsson & McAfee, 2017). In Nigerian 

financial services, robotic process automation (RPA) has become a game- changer, handling 

tasks such as transaction monitoring, account reconciliation, and regulatory compliance 

checks. 

For example, AI-powered tools have drastically reduced the time required for loan approvals 

by automating credit risk assessments and document verification processes. 

http://www.iiardjournals.org/


 

 

 

Journal of Accounting and Financial Management E-ISSN 2504-8856 P-ISSN 2695-2211 

Vol 11. No. 3 2025 www.iiardjournals.org online version 

 

 

 

 IIARD – International Institute of Academic Research and Development 

 
Page 162 

Similarly, machine learning models have improved risk management by predicting market 

trends and identifying potential financial irregularities. These innovations not only save time 

but also reduce operational costs and enhance accuracy. 

However, operational efficiency gains in Nigeria’s financial sector are limited by several 

factors. The cost of acquiring and maintaining AI systems is prohibitively high for smaller 

financial institutions. Furthermore, a lack of skilled professionals to manage these systems 

often leads to suboptimal implementation. Investments in capacity building and cost-effective 

AI solutions are necessary to address these challenges and maximize efficiency gains. 

2.1.3 Artificial Intelligence and Customer Experience 

Customer experience in financial services encompasses the overall perception customers have 

about their interactions with an institution. AI technologies are revolutionizing customer 

experience by enabling personalized services, providing round-the-clock support, and 

improving service delivery speed and accuracy. AI-powered chatbots and virtual assistants 

handle customer queries efficiently, offering instant resolutions and freeing up human agents 

for more complex tasks (Chakraborty & Joseph, 2021). 

In Nigeria, the impact of AI on customer experience is particularly evident in mobile banking 

applications and digital wallets. These platforms leverage AI to analyze customer behavior 

and preferences, enabling institutions to offer tailored financial products and services. 

Additionally, AI-driven customer relationship management systems track customer 

interactions and feedback, allowing institutions to proactively address issues and improve 

service quality. 

Despite these advancements, several challenges impede the optimization of AI-driven 

customer experiences in Nigeria. Data privacy concerns remain a significant issue, as 

customers are often wary of sharing personal information with automated systems. Limited 

awareness and trust in AI technologies further hinder adoption, particularly among older and 

less tech-savvy demographics. Addressing these barriers is crucial for enhancing customer 

experience and building trust in AI-driven financial services. 

 

2.2 Empirical Literature 

Empirical studies on AI in Nigeria’s financial services sector reveal its transformative 

potential and highlight key challenges. Adebayo et al. (2021) analyzed the impact of AI on 

financial inclusion and found that AI-powered digital platforms significantly expanded 

access to banking services in underserved regions. The study noted that mobile-based AI 

applications facilitated micro-lending and savings programs in rural areas, contributing to 

financial empowerment. 

http://www.iiardjournals.org/


 

 

 

Journal of Accounting and Financial Management E-ISSN 2504-8856 P-ISSN 2695-2211 

Vol 11. No. 3 2025 www.iiardjournals.org online version 

 

 

 

 IIARD – International Institute of Academic Research and Development 

 
Page 163 

Similarly, Eze and Chinedu (2020) examined the role of AI in fraud detection within Nigerian 

banks. Their findings indicated that institutions leveraging AI systems experienced a 40% 

reduction in fraudulent activities compared to those relying on traditional methods. These 

studies emphasize the effectiveness of AI in improving operational efficiency and combating 

financial crimes. 

However, empirical evidence also underscores barriers to AI adoption in Nigeria. Studies 

consistently highlight challenges such as inadequate digital infrastructure, high 

implementation costs, and regulatory ambiguities. These findings suggest that while AI has 

the potential to transform Nigeria’s financial sector, targeted interventions are required to 

address existing challenges. 

Empirical research supports the notion that AI significantly enhances operational efficiency 

in financial institutions. Nguyen and Aiello (2020) conducted a global study on AI adoption 

in banking and reported that automation reduced processing times by 60%, leading to 

substantial cost savings. In Nigeria, Oladipo and Akinyele (2021) investigated the use of 

RPA in Nigerian banks and found that it not only improved efficiency but also minimized 

human errors in routine processes. 

While these studies highlight the operational benefits of AI, they also point to challenges 

unique to Nigeria. High costs associated with AI technologies and a lack of technical 

expertise were identified as major barriers to widespread adoption. This underscores the need 

for cost-effective solutions and capacity-building initiatives to fully leverage AI’s potential 

in improving operational efficiency. 

Empirical studies have shown that AI enhances customer experience by enabling 

personalized and efficient service delivery. Akinbami and Johnson (2022) examined the 

impact of AI-powered chatbots on customer satisfaction in Nigerian banks. The study found 

that customers appreciated the convenience of 24/7 support and the personalized nature of 

interactions facilitated by AI. Similarly, Pan and Pan (2014) observed that AI- driven 

customer relationship management systems significantly improved service quality in 

emerging markets. 

However, these studies also highlight challenges such as data privacy concerns and limited 

customer trust in AI technologies. In Nigeria, older and less tech-savvy customers are often 

reluctant to interact with AI systems, preferring human agents for complex queries. 

Addressing these cultural and technological barriers is crucial for optimizing customer 

experiences and building trust in AI-driven financial services. 

2.3 Theoretical Literature 

The theoretical foundation for understanding the impact of AI on financial services in Nigeria 

is rooted in several established frameworks: 
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2.3 Theoretical Literature 

2.3.1 Technology Acceptance Model (TAM) 

The Technology Acceptance Model (TAM), introduced by Davis (1989), posits that the 

likelihood of adopting a technology is influenced by two primary factors: perceived ease of 

use and perceived usefulness. Perceived ease of use refers to the degree to which users believe 

that adopting a technology will be free from effort, while perceived usefulness is the extent 

to which users believe the technology will enhance their performance or provide value. 

In the context of AI adoption in Nigerian financial services, TAM serves as a foundational 

framework for understanding how financial institutions decide to integrate AI technologies. 

For instance, when financial institutions perceive AI as a tool that can streamline operations, 

reduce errors, and enhance decision-making processes, they are more inclined to adopt it. 

Similarly, when AI technologies are user-friendly and seamlessly integrate into existing 

workflows, institutions find them more appealing. 

AI applications such as chatbots, fraud detection systems, and predictive analytics are 

increasingly seen as both useful and easy to implement, particularly in larger Nigerian banks 

with robust digital infrastructure. However, the adoption process can be slower in smaller 

institutions where perceived complexity and cost may outweigh perceived benefits. By 

highlighting these dynamics, TAM provides a lens to assess the varying rates of AI adoption 

across the financial sector in Nigeria. 

2.3.2 Resource-Based View (RBV) 

The Resource-Based View (RBV) theory, developed by Barney (1991), emphasizes that an 

organization’s competitive advantage lies in its ability to leverage unique, valuable, and 

inimitable resources. In the context of financial services, AI serves as a strategic resource 

that institutions can harness to achieve superior performance, operational efficiency, and 

customer satisfaction. 

For Nigerian financial institutions, adopting AI technologies represents an investment in a 

resource that can deliver substantial long-term benefits. For example, machine learning 

algorithms for credit risk analysis and predictive analytics for market trends enable banks to 

make data-driven decisions, reducing risk and enhancing profitability. Similarly, AI- 

powered customer relationship management systems allow institutions to personalize 

interactions, fostering customer loyalty and satisfaction. 

However, RBV also underscores the challenges faced by institutions in resource- constrained 

environments like Nigeria. Smaller financial institutions often struggle to adopt AI 

technologies due to limited financial resources, technological expertise, and infrastructure. 

These limitations highlight disparities within the industry, where larger 
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institutions with access to more resources are better positioned to leverage AI as a 

competitive advantage. Thus, RBV not only explains the benefits of AI adoption but also 

sheds light on the barriers that need to be addressed to create a level playing field. 

3.0 Research Methodology 

This study adopts a quantitative research approach to investigate the transformative impact 

of Artificial Intelligence (AI) on financial services in Nigeria, with a particular emphasis on 

operational efficiency and customer experience. By leveraging quantitative methods, the 

research facilitates an objective analysis of numerical data and statistical relationships, 

providing reproducible insights into the role of AI in driving performance improvements and 

customer-centric innovation in the financial sector. 

The research employs an explanatory design to explore the causal relationships between AI 

adoption, operational efficiency, and customer experience. Econometric models form the 

foundation of the analysis, focusing on key performance indicators such as operational 

efficiency scores, customer satisfaction indices, and measures of financial inclusion. 

Additionally, comparative analyses track trends in AI adoption over time and assess its 

cumulative impacts on the financial services ecosystem. 

The study relies on secondary data sourced from reputable institutions, including the annual 

reports of Nigerian financial institutions, publications by the Central Bank of Nigeria (CBN), 

market data from the Nigerian Stock Exchange (NSE), and global reports from the World 

Bank and the International Monetary Fund (IMF) on AI integration in financial services. The 

data span the years 2015 to 2024, encompassing metrics such as AI adoption rates, 

operational efficiency improvements, customer satisfaction indices, and financial inclusion 

data. 

A purposive sampling method was applied to select financial institutions with significant AI 

investments and digital transformation initiatives. The selection criteria targeted institutions 

listed on the NSE that provide comprehensive reporting on AI adoption. Additional factors 

included the operational scale of the institutions and a minimum of 10 years of consistent 

annual reporting. This approach yielded a sample of eight financial institutions, representing 

a diverse cross-section of Nigeria's financial services sector. 

Data collection involved systematically extracting relevant metrics from annual financial 

reports, CBN publications, and industry analyses. To ensure data integrity, cross- referencing 

with multiple sources addressed potential inconsistencies. The collected data were organized 

into time-series and panel formats to facilitate detailed trend analysis and econometric 

modeling. 
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A multivariate regression model was developed to evaluate the impact of AI adoption on 

operational efficiency and customer satisfaction: 

OE=β0+β1AIit 

CS=β0+β1AIit 

Where: 

OE: Operational efficiency for institution CS: 

Customer satisfaction for institution Ai: AI 

adoption rate. 

4.0 Data Analysis and Discussion 

4.1 Descriptive Statistics 

Key metrics were summarized to provide an overview of AI adoption, operational 

efficiency, and customer satisfaction. The following table highlights descriptive statistics: 

 

Metric Mean 
Standard 

Deviation 
Min Max 

AI Adoption (%) 45.2 12.3 25.0 65.0 

Operational Efficiency 

(%) 

 

73.8 

 

8.9 

 

55.0 

 

88.0 

Customer Satisfaction 

(%) 

 

82.5 

 

10.5 

 

60.0 

 

95.0 

4.2 Correlation Analysis 

Correlation analysis revealed the following relationships: 

AI Adoption and Operational Efficiency: Strong positive correlation (r=0.76r = 

0.76r=0.76), suggesting that higher AI adoption leads to greater operational efficiency. 

AI Adoption and Customer Satisfaction: Moderate positive correlation (r=0.62r = 

0.62r=0.62), indicating improvements in customer experience with increased AI integration. 

4.3 Model Diagnosis 

http://www.iiardjournals.org/


 

 

 

Journal of Accounting and Financial Management E-ISSN 2504-8856 P-ISSN 2695-2211 

Vol 11. No. 3 2025 www.iiardjournals.org online version 

 

 

 

 IIARD – International Institute of Academic Research and Development 

 
Page 167 

To ensure the robustness and validity of the regression models, a series of diagnostic tests were 

conducted. These tests evaluated key assumptions of the regression analysis to confirm the 

reliability of the results. 

First, multicollinearity was assessed using the Variance Inflation Factor (VIF). All 

independent variables exhibited VIF values below 5, indicating that multicollinearity was not 

a concern, and the predictors were sufficiently independent of one another. 

Second, the Breusch-Pagan test was performed to detect heteroscedasticity. The test results 

confirmed homoscedasticity, as the p-value was greater than 0.05. This finding indicates that 

the variance of the residuals remained constant across the range of the independent variables, 

fulfilling one of the key assumptions of regression models. 

Third, the Durbin-Watson statistic was used to examine autocorrelation in the residuals. The 

statistic was close to 2, suggesting the absence of autocorrelation. This indicates that the 

residuals were independent of each other, further strengthening the reliability of the 

regression analysis. 

Finally, the normality of residuals was tested using the Jarque-Bera test. The test yielded a p-

value greater than 0.05, confirming that the residuals were normally distributed. This is crucial 

for ensuring that the regression coefficients and their associated significance levels are valid 

and interpretable. 

In summary, the diagnostic tests demonstrated that the regression models met the necessary 

assumptions, providing confidence in the validity of the analytical results. 

4.4 Regression Results 

The regression analysis demonstrated the following: 

 

Dependent 

Variable 

Independent 

Variable 
Coefficient P-value R-squared 

Operational 

Efficiency 

AI Adoption 

(%) 
0.45 0.001** 0.76 

\Customer 

Satisfaction 

AI Adoption 

(%) 
0.38 0.014* 0.62 

Note: *p < 0.05, **p < 0.01. 
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4.5 Discussion 

The findings underscore the transformative potential of Artificial Intelligence (AI) in 

revolutionizing financial services in Nigeria, with significant implications for both 

operational efficiency and customer satisfaction. 

Operational Efficiency 

AI adoption has demonstrated a substantial impact on improving operational efficiency 

within Nigerian financial institutions. By automating routine, time-intensive tasks such as 

data entry, fraud detection, and transaction monitoring, AI allows organizations to allocate 

resources more effectively toward strategic initiatives. The study reveals that institutions 

with higher levels of AI integration report superior performance metrics, aligning with global 

research by Nguyen and Aiello (2020). This efficiency gain translates into cost savings and 

improved scalability, which are critical for maintaining competitiveness in the dynamic 

financial landscape. 

Customer Satisfaction 

The role of AI in enhancing customer satisfaction is equally compelling. AI-driven 

technologies enable financial institutions to deliver highly personalized services, leveraging 

data analytics and machine learning to anticipate customer needs and preferences. Features 

such as real-time support through chatbots and 24/7 service availability cater to the growing 

expectations of tech-savvy customers, fostering deeper engagement and loyalty. This trend 

highlights AI’s ability to not only meet but exceed customer expectations in a fast-paced 

digital economy. 

Barriers to Adoption 

Despite its benefits, the study identifies significant challenges that impede the widespread 

adoption of AI in Nigeria's financial sector: 

Limited access to reliable digital infrastructure, including internet connectivity and power 

supply, constrains the deployment of AI-driven tools, particularly in rural and underserved 

regions. 

Ambiguities and inconsistencies in regulatory frameworks create uncertainty for financial 

institutions considering AI investments. 

The financial burden of adopting and maintaining AI technologies presents a hurdle, 

especially for smaller institutions with limited budgets. 
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Conclusion and Recommendations 

Conclusion 

This study examined the transformative impact of Artificial Intelligence (AI) on financial 

services in Nigeria, with a focus on operational efficiency and customer experience. The 

findings demonstrate that AI adoption has significantly enhanced operational efficiency by 

automating routine processes, reducing errors, and optimizing resource allocation within 

Nigerian financial institutions. Additionally, AI-driven tools such as chatbots and 

personalized customer service platforms have improved customer satisfaction and 

engagement, contributing to a more inclusive financial ecosystem. 

The results underscore the potential of AI to revolutionize the financial services sector in 

Nigeria, aligning with global trends. However, challenges such as limited digital 

infrastructure, high implementation costs, and regulatory uncertainties continue to hinder 

widespread AI adoption. Addressing these barriers is critical to fully harnessing the benefits 

of AI in driving innovation, efficiency, and customer-centric financial services. 

Recommendations 

To maximize the benefits of AI in financial services, the following recommendations are 

proposed: 

1. For Policymakers: 

Policymakers should create clear, supportive, and adaptive regulations that govern AI use in 

financial services. These regulations should address issues related to data privacy, 

cybersecurity, and ethical AI deployment. 

The government should prioritize investments in digital infrastructure, particularly in 

underserved areas, to enable wider adoption of AI technologies across the financial sector. 

Collaborative efforts between the government and financial institutions can drive innovation 

and reduce the costs associated with AI implementation. 

2. For Financial Institutions: 

Financial institutions should integrate AI across their operations, focusing on high-impact 

areas such as fraud detection, risk management, and personalized customer service. 

Upskilling employees in AI-related technologies and tools is essential to ensure effective 

implementation and utilization of AI systems. 

Institutions should prioritize scalable and cost-effective AI solutions to minimize 

implementation barriers and maximize returns on investment. 

3. For Researchers and Academics: 

Future research should explore the long-term impacts of AI adoption on financial 
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inclusion and economic growth in Nigeria. 

 

Researchers should investigate the ethical dimensions of AI use in financial services, 

focusing on issues such as bias, fairness, and transparency. 

4. For International Organizations: 

Global financial organizations and development agencies should support capacity- building 

initiatives in Nigeria’s financial sector to enhance AI readiness. 

Sharing best practices and case studies from other regions can help Nigerian institutions 

better understand and implement AI solutions. 

By implementing these recommendations, stakeholders can foster a more innovative, 

efficient, and customer-focused financial services industry in Nigeria. Addressing the 

challenges associated with AI adoption will not only enhance institutional performance but 

also contribute to broader economic development and financial inclusion in the country. 
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