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Abstract  

The study ascertains the extent to which online payment of fees enhanced financial probity 

for efficient service delivery in tertiary institutions in Anambra state, Nigeria. This study 

adopted the descriptive survey research design. The population of this study consists of 

college of Education, Umunze, Anambra State. Purposive sampling was employed to select 

3,578 Academic Staff, Non-academic staff and Students of the institution. Data generated 

from primary source were analyzed using descriptive statistics. Regression analysis was used 

to test the hypothesis with the aid of SPSS version 20. 0. at 5% level of significance. The 

study revealed that the online payment of fees has enhanced financial probity for efficient 

service delivery in the tertiary institution. In light of this, it recommended that government 

and school authorities and bank managements should embark on online payment education 

to promote e-payment.  
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Introduction 

Despite technological advancements in higher education classrooms, too many colleges are 

still reliant on manual, paper-based processes, inefficiencies, and busywork. According to 

(Formstack's 2018), 55 percent of education managers are still "spending one full workday 

per week on manual, repetitive chores (Report on the state of education workflow 

automation). These operations are difficult, time-consuming, and prone to human mistake to 

handle (Allison, 2010). The staff is overworked and unable to respond quickly to teacher and 

student demands, and students are disappointed by the length of time it takes for staff to 

communicate and deliver. The payment system is crucial in any business because it is the 

conduit for financial resources to flow from one segment or department to the next. 

According to Ojo (2014), a payment system is an arrangement of institutions, instruments, 

organizations, operating procedures, and information and communication systems used to 

initiate and transmit payment information from payer to payee, as well as settle payment or 

discharge financial obligations among economic units, usually within a nation's financial 

system. 

The process of handling school fees is one of the many challenges that Nigerian universities 

and tertiary institutions face. The existing dysfunctional method introduces a number of 

redundant components and constraints that prevent an effective organizational management 

system from being implemented (Acha, Kanu, and Agu, 2017). The gap between the school 

and the banks is the most militating element, exposing Nigerian students to enormous 

sufferings and exposing them to armed banditry, as well as encouraging insecurity and 

unethical practices in the bank and school bursaries. Furthermore, the significant 

development in the higher education sector, as well as the high cost of operating tertiary 

institutions, highlights the need for a new management structure that not only saves money in 

the long run, but also improves the institutions' objective functions (2019, Ayoade) 

The manner in which service delivery functions are carried out at postsecondary institutions 

has evolved over time. Previously, service delivery was done in a traditional or old way, 

which was characterized by a highly bureaucratic process including a lot of paper and lengthy 

procedures. This technique resulted in service delivery delays, poor quality services, a lack of 

transparency, and plenty of opportunities for corruption (Arkes, 2015; Amukugo and Peters, 

2016). The majority of Nigeria's higher institutions are attempting to transition from a cloud-

based, top-down, bureaucratic, and paper-based transactional paradigm to online, digital 

services that foster a new type of engagement between management and students. Electronic 

public service delivery appears to be permeating most of the public tertiary institutions 

because staff/students/parents demand for greater speed and transparency in service delivery. 

In any business, the payment system is critical since it is the channel via which financial 

resources travel from one segment or department to the next. The process of handling school 

fees is one of the many challenges that Nigerian universities and tertiary institutions face. The 

existing dysfunctional method introduces redundant components and constraints that obstruct 

the proper management of a business. The biggest militating element is the separation 

between schools and banks, which exposes Nigerian students to tremendous hardships and 

exposes them to armed banditry, as well as promoting insecurity and unethical activities in 

banks and school bursaries. The most unpleasant aspect of these payments is that some 

students have been involved in incidents that have resulted in the loss of lives or important 

papers. The purpose of this study is to see how far on-line payment of fees has improved 

financial probity and efficient service delivery at tertiary institutions in Anambra state. 
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Literature Review  

Service Delivery 

Orosaye (2010) defines public service delivery as "the process of addressing citizens' 

requirements through fast and efficient procedures." This means that the government and 

citizens engage in such a way that citizens' demands are satisfied in a timely manner, making 

citizens central to public service delivery. Service delivery, according to Chukwuemeka 

(2017), is defined as the achievement of a target (performance/output/productivity) of tasks 

allocated to an organization or employees within a specific time frame. It entails the 

expectation of performing obligations and responsibilities assigned by constituted authority 

that one has vowed to execute in order to meet a set of objectives. The idea is that, much as 

the private sector views its customers to be "Kings," assuring quality service delivery, the 

public should be considered "Masters" and the beneficiaries of improved public service 

performance (Aladegbola & Jaiyeola, 2016).  

More crucially, the term "service delivery" has become a buzzword for the government's 

provision of social services such as hospitals, roads, power, water supply, markets, customs 

services, licensing sanitary services, physical infrastructure, town planning, and housing, 

among others. However, the government's ability to provide most of the aforementioned 

services is in doubt. As a result, more often than not, citizens have staged public protests in 

response to poor power supply, ill-service in the health-care sector, and unnecessary charges 

for services not rendered or unsolicited services by communication service providers, 

particularly in Nigeria, where more people have staged public protests in response to poor 

power supply, ill-service in the health-care sector, and unnecessary charges for services not 

rendered or unsolicited services by communication service providers. As a result, the term 

"service delivery protest" has become a catchphrase in the Nigerian media to describe a 

variety of protests. 

Services account for a significant share of business production and investments (Tin, Seng 

Eng, 2015). To facilitate these services, information technology (IT) is used, which accounts 

for a significant portion of corporate spending. The goal of such investments is to provide 

value to the company. However, in order for any investment to have a positive influence on 

corporate value, new revenues or lower total expenses must be generated. When evaluating 

investments in services that have the potential to improve business performance, the 

interactions of costs among various business processes and activities must be taken into 

account (Roztocki and Weistroffer, 2018). 

 

Online Payment and Financial Probity 

The purpose of going to school is to improve one's chances of surviving tomorrow by 

becoming what one can be and what one desires in life (Acha, 2017). Adesanya (2017) 

asserted that the desire for knowledge is a normal human emotion, and that any human being 

with a sound mind will be eager to do whatever it takes to obtain knowledge. Information-

oriented organizations (schools) have been established based on this basic concept as a place 

for individuals to come in and learn in exchange for paying for their learned knowledge for 

tomorrow's success (Ali, 2010; Amadeo, 2018). 

The process of handling school fees is one of the many challenges that Nigerian universities 

and tertiary institutions face. The existing dysfunctional method introduces a number of 

redundant components and constraints that prevent an effective organizational management 

system from being implemented (Amadi, 2015; Chemitai, 2016; Dearing, 2019). The biggest 

militating element is the separation between schools and banks, which exposes Nigerian 

students to tremendous hardships and exposes them to armed banditry, as well as promoting 
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insecurity and unethical activities in banks and school bursaries. According to the foregoing, 

fee payments should be made at regular intervals and on time, albeit this may not always be 

the case. Due to various pressing necessities, financial gaps produce a lot of challenges for 

school administration. When students refuse to pay their school fees on time, the school 

administration appears to be short on cash, rendering the administration ineffectual. Apart 

from the management's financial inefficiency, students face obstacles such as not being 

permitted to sit their exams, which is one of the academic frustrations or setbacks.  

An electronic payment system is a method of conducting transactions or making payments 

for products and services using an electronic medium rather than cheques or cash. It's also 

known as an online payment system or an electronic payment system. The payment system is 

an operational network defined by laws, rules, and standards that connects bank accounts and 

facilitates monetary transaction through the use of bank deposits (Summers, 2012). Creating a 

platform for individual student fees with information such as name, department, registration 

number, level/class, date of payment, amount of money paid, academic session/semester, 

bank's name, account number, phone number, school name, and other personal records, etc. 

This improves prompt payment and safe delivery and prevents management and students 

from becoming financially frustrated (Jelilove & Musa, 2016; Mustapha, 2018; Omotubora, 

& Basu, 2018). 

Students' payment systems in Nigerian higher schools are largely powered by the Remita 

payment network, which is supported by the federal government's Treasury Single Account 

(TSA) policy. The goal of this policy is to prevent fraud and ensure financial accountability. 

The TSA was first created in April 2012, but only became effective after President 

Muhammadu Buhari directed that all ministries, departments, and agencies (MDAs) 

terminate all commercial bank accounts and transfer to the government account by September 

15, 2015. The TSA project developed an independent revenue e-collection method, which 

requires the government to collect income to be in single account for proper cash 

management (Taiwo, 2015), in other words, the TSA policy was therefore to reduce the 

proliferation of bank accounts operated by MDAs and also to block leakages and promote 

transparency and accountability among all organs of government (Toiwo, 2015).  

Effective aggregate cash control would provide proper monetary and budget control. E-

payment is aimed at promoting fiscal discipline and transparent financial management in 

institutions. TSA adoption in the public sector reduces transaction costs during budget 

execution by controlling the time it takes for collecting banks to remit government revenue 

and making rapid payments of government expenses, facilitating reconciliation between 

banking and accounting data, ensuring efficient control and monitoring of funds allocated to 

various government agents, and facilitating better coordination with the monetary policy 

implementation (Igbekoyi & Agbaje, 2017). 

 

Empirical Review 

Muhammad, Tarandeep, and Muhammad (2020) carried out a study title “Impact of ICT for 

the 21
st
 Century: A Change Driving Tools for Tertiary Education in Nigeria”. The study 

revealed that the adoption of ICT will develop education hugely and that the utilization of 

ICT will improve the learning encounters of learners and equally will cause them to think 

autonomously. Bello, and Johnson, (2011) assessed the role of ICT in the management of 

higher education for sustainable education in Nigeria. Data were collected from 800 lecturers 

selected from 16 higher education institutions in the country. The findings were that, 

accessibility of ICT facilities is sill very low and that although lecturers have a positive 

disposition towards the use of ICT facilities, they scarcely use them. Abdulkadir, (2017) 
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determined “the management of electronic records generated/received by Federal 

Universities in Nigeria” Questionnaire was used as instruments for collecting data for the 

study. The findings suggested for uniformity and standards among federal universities in 

Nigeria adopting electronic records management in this information age.  Okoro and Kigho, 

(2013), ascertained “the problems and prospects of e-transaction in Nigeria”. The results 

revealed that there is a significant relationship between e-transaction in promoting economic 

growth but this has not been succeeded in the right direction as it still at its infant stage and 

the attitude of government, corporate bodies and individuals pose a problem to e-transaction 

as they are enslaved in fears resulting from insecurity, technical problems, anonymity, 

cultural problems etc. Tella, and Abdulmumin (2015) examined users satisfaction with the e-

payment system at the university of Ilorin- Nigeria. The study was title “predictors of Users” 

satisfaction with E-payment system: a case study of staff at the University of Ilorin, Nigeria”. 

The results revealed that respondents (93.5%) were adequate satisfied, satisfied and 

moderately satisfied. While only (6.5%) of the respondents were less satisfied dissatisfied. 

Moreover, there is significant correlation among the entire e-payment characteristics/factors 

(perceived speed, security, anonymity traceability, perceived ease of payment, and 

convenience), and that all the six factors jointly predict users satisfaction with the e-payment 

system. In order of magnitude of the prediction/contribution to e-payment, users, perceived 

speed made the most significant prediction/contribution. Ojo and Obimuyiwa (2019) carried 

out a study on “Electronic Record Keeping System and Administrative Effectiveness of 

Polytechnics in Ogun state, Nigeria”. The study examined electronic record keeping system 

and administrative effectiveness in Polytechnics in Ogun State Nigeria. Survey research 

design was adopted for this study. Findings showed that electronic record keeping 

significantly influence administrative effectiveness of Polytechnics in Ogun state, Nigeria 

because the P-value of 00<.05 significant value. Based on the findings that emanates from his 

study, the following were recommended among others that the administration of polytechnics 

should provide enough computer and other electronic record keeping facilities. Okifo, Joseph 

and Igbunu, Richard (2015) conducted a study titled “Electronic payment system in Nigeria: 

Its Economic Benefits and Challenges”. The study examined the benefits of e-payment 

system in Nigeria and its challenges. The study discovered that, e-payment is faced with 

challenges like; public acceptability, lack of uniform platform being operated by the banks, 

lack of adequate infrastructure and issues of security. Chukwuemeka, Ubochi and 

Okechukwu (2017) carried out a study at Abakaliki, Ebonyi state, Nigeria on “Effect of e-

government on service delivery in Federal University, Ndufu-Alike Ikwo, Ebonyi state, 

Nigeria”. In their review, a descriptive research design was adopted to guide the study, while 

Chi-square – non – parametric statistics was used to test hypotheses. The study revealed 

among other things that e-government has strong positive effect on service delivery by 

enhancing the performance of workers. Ezenyirimba, Ezejiofor, and Afodigbueokwu (2019) 

investigated the impact of Total Quality Management on deposit money bank organizational 

performance in Nigeria. The data was obtained through questionnaires and presented in a tabular 

format, with the t-test performed using the Statistical Package for Social Science (SPSS) version 20.0. 

The findings show that total quality management practices affect customer satisfaction in Nigerian 

deposit money banks; that total quality management practices affect customer loyalty in Nigerian 

deposit money banks; and that total quality management practices affect customer satisfaction in 

Nigerian deposit money banks. Salloum, Emiran, Mohammed, and Shaalan (2019) evaluated the 

factors influencing the adoption of electronic payment systems in six universities across the 

United Arab Emirates (UAE). A total of 289 students participated in the research. This study 

presented a novel research model in which five elements influence students' willingness to 

use e-payment systems: perceived advantage, performance expectancy, perceived risk, 

perceived security/privacy, and trust. The research model was validated using the partial least 
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squares-structural equation modeling (PLS-SEM) method. The empirical findings revealed 

that perceived benefit and expected performance have a significant relationship. Assaraf and 

Esmat (2016) investigated how and to what extent e-governance improves educational and 

human resource development quality. On the basis of primary and secondary data, qualitative 

and quantitative methodologies were used. The findings demonstrated that, despite some 

limits, information and communication technology has made a significant contribution to 

improving educational quality and developing human abilities, preparing students for a 

competitive global market. Egoeze and Misra (2018) investigated the impact of information 

and communication technology (ICT) on administrative services (student records 

management) in Nigerian universities. The survey was conducted using a descriptive survey 

design. The study tool used was a questionnaire, and the items were created after a review of 

related literature. A total of 200 respondents were chosen at random from Ten Nigerian 

Universities, and included students, lecturers, and administrators. ANOVA was used to 

examine the data collected. Hamilton and Mbachu (2016) investigated the availability of ICT 

facilities as well as its usage in one of the government owned universities, survey research 

design was utilized, the quantitative method of data collection involved interview schedule. 

Findings of the study showed that basic ICT facilities like computers are unavailable, 

students are unable to afford personal laptop and has grossly affected e-learning and e-

communication channels like e-boar, e-mail. Subrata and Abdus (2016) studied the "Practice 

of e-governance in higher education institutions to increase quality education" in Dhaka, 

Bangladesh. The study's goal was to look into how higher education institutions used e-

governance. The study used a survey approach and concluded that, when used correctly, e-

governance can act as a central nervous system, successfully assuring the organization's well-

being. The study showed that the primary motivations for using e-governance methods were 

to increase the quality of education and administration while also adhering to legislation. 

Ifedili and Agbaire (2011) conducted a study in Benin City, Nigeria, to better understand how 

educational records are managed at Nigerian universities. The study's goal was to look at the 

state of record keeping in Nigerian institutions after concerns from graduate statistics, retiree 

employees, and others that record keeping in Nigerian universities was subpar. The study was 

conducted using a cross-sectional design. The Z-test and Pearson Product Correlation 

Coefficient were used to assess the data collected from a properly crafted questionnaire. The 

study's findings revealed that record keeping in Nigerian universities was below average, and 

university administrators were advised to improve it. 

 

Methodology 

Research Design 

This study adopted the descriptive survey research design. It involves a self designed 

questionnaire in collecting data from the respondents. This method was chosen in order to 

make reference to the phenomena as they exist in real life. The population of this study 

consists of college of Education, Umunze, Anambra State. The study used purposive 

sampling to select 3,578, comprise; Academic Staff, Non-academic staff and Students.  

Method of Data Analysis 

Data generated from primary source were analyzed using descriptive statistics. Some of the 

questionnaire instrument which was structured using the Likert Five- point response scale and 

ranked as follows: Agree = 1, Strongly Agree = 2, Undecided = 3, Disagree = 4, Strongly 

Disagree = 5.  
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To test the significant effect and the relationship between the dependent variable and 

independent variable, Regression analysis was used to test the hypothesis with the aid of 

SPSS version 20. 0. at 5% level of significance.  

Decision Rule: 
The decision for the hypothesis is to accept the alternative hypothesis if the p-value of the test 

statistic is less or equal to the alpha at 5% and to reject the alternative hypotheses if the p-

value of the test statistic is greater than alpha at 5% significance level. 

Model Specification 

The model for this study took the following form: 

Y   =  βo + β1X1 + β2X2+ β3X3  + µ 

Where:  

Y         =   Service delivery (dependent variable) 

X =   Online payment (explanatory/independent Variable) 

β0 =   constant term (intercept) 

β1        = Coefficients of job performance 

µ =   Error term (stochastic term) 

Explicitly, the equation can be defined as: 

Online payment =  ƒ (Service delivery) + µ 

Representing the equations with the variables of the construct, hence the equations below are 

formulated: 

SVDίt = β0 + β1OPFίt + µίt  - - - - - -i 

Where: 

β0 = Constant term (intercept) 

βίt = Coefficients to be estimated for firm ί in period t 

µίt = Error term/Stochastic term for firm ί in period t 

SVDίt = Service delivery ί in period t 

OPFίt = Online payment of fees ί in period t 

 

Analysis of Data 

Test of hypothesis 

Hi: Online payment of fees has enhanced financial probity for efficient service delivery in 

the tertiary institution in Anambra state. 
Table 1: Model Summary 

Model R R Square Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .997a .993 .991 68.56987 

a. Predictors: (Constant), OPF 

The modified R2 value of.993 is shown in Table 1. The modified R2, which measures the 

coefficient of determinations, indicates that the explanatory variable explains 99.1% of the 

total variation in the dependent variable (service delivery in the tertiary institution) (Online 

payment of fees). The study model was not affected by the adjusted R2 of 99.1 percent, 

which implies that the explanatory variable was effectively chosen and applied. The adjusted 

R2 value of 99.1 percent also indicates that other factors not captured in the study model 

account for 0.9 percent of the variation in the dependent variable. 
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Table 2: ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 

Regression 2071456.520 1 2071456.520 440.564 .000b 

Residual 14105.480 3 4701.827   

Total 2085562.000 4    
a. Dependent Variable: SVD 

b. Predictors: (Constant), OPF 

 

Table 3: Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 
(Constant) .350 45.293  .008 .994 

OFP .999 .048 .997 20.990 .000 

a. Dependent Variable: SVD 

In table 2, it reveals that the p-value is 0.000 showing that the hypothesis is statistically 

significant at level of significance (5%); hence p-value of the test statistic is less than alpha 

value. The result also showed a positive influence between the online payment of fees and 

service delivery in the tertiary institutions.  

In table 3, the regressed coefficient correlation result shows that an evaluation of the online 

payment of fees of the explanatory variable (Beta Column) has about 99.7% positive effect 

on service delivery in the tertiary institution. 

Decision: 

Because the p-value of the test statistic is less than or equal to alpha, the null hypothesis was 

rejected, and the alternative hypothesis was upheld, stating that online payment of fees has 

increased financial probity for efficient service delivery in Anambra state's higher 

institutions. This finding is consistent with Tella and Abdulmumin (2015) findings, which 

found a significant correlation between all e-payment characteristics/factors (perceived speed, 

security, anonymity traceability, perceived ease of payment, and convenience), and 

contradicts Bassey, Okodo, and Akpanumoh (2013) findings, which found that many 

functionaries in developing countries lack the necessary experience. 

 

Conclusion and Recommendations 

The findings demonstrated that automation of admissions processes, the use of ICT, and 

online fee payment have a favorable and significant influence on service delivery at federally 

funded institutions. The study discovered that online fee collection has improved financial 

probity in federal government-owned tertiary institutions in Anambra state, allowing for more 

efficient service delivery. As a result, online fee payment has a favorable and considerable 

impact on federal government-owned institutions' service delivery. 

Meanwhile, online fee payment as a method of improving service delivery in Nigeria's public 

institutions must be viewed as a positive development in terms of efficiency and ease of 

administration, as well as a means of reducing corruption in the system, by government and 

school administrators.  

Because online fee payment has a positive and significant impact on institutions' service 

delivery, most Nigerians are unaware of the advantages of e-payments. To encourage e-

payment, government and school authorities, as well as bank managements, should engage in 

online payment education. 
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