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​2. Summary of the Introduction
​The introduction discusses how the banking industry has undergone a massive transformation due to the advent of Information Technology (IT). It highlights that IT is no longer just a supporting tool but a core driver of banking strategy. In developing economies, banks are moving away from traditional "brick-and-mortar" banking toward electronic banking (e-banking) to enhance efficiency, reduce costs, and improve customer service delivery. The introduction sets the stage by arguing that for banks to remain competitive in a globalized economy, the adoption of robust IT infrastructure is mandatory.
​3. Summary of the Problem Statement
​Despite the heavy investment in IT by commercial banks, there is often a disconnect between the technology deployed and the actual improvement in operational efficiency. Many banks face challenges such as high costs of maintenance, cybersecurity threats, and the "productivity paradox"—where IT investment does not immediately translate into visible profit. The problem centers on determining whether IT actually improves the quality of service and whether the staff (like those in the IT section you worked in) and customers are effectively utilizing these systems to achieve the bank's goals.
​4. Objectives of the Paper
· ​To examine the relationship between Information Technology and the operational efficiency of commercial banks.
· ​To evaluate the impact of IT on the quality of service delivery to customers.
· ​To identify the challenges faced by banks in the implementation and maintenance of IT infrastructure.
· ​To determine if IT investment leads to a significant reduction in the cost of banking operations.
​5. The Gap of the Paper
​While many studies focus on the general benefits of IT in global banking, this paper identifies a geographical and contextual gap. Most existing research at the time was conducted in developed nations with mature infrastructures. This paper addresses the gap by focusing specifically on developing economies, where challenges like inconsistent power supply, limited technical expertise among the general population, and high costs of hardware/software create a unique environment that traditional models do not fully explain. It seeks to provide a localized perspective on how IT functions when these external constraints are present.

