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Abstract: This study examined the effects of process redesign efficiency and information technology
integration, as proxies of business process reengineering, on the operational performance of selected
tier-one deposit money banks in Nigeria. A quantitative, cross-sectional, and explanatory research
design was adopted. The population comprised 2,651 management-level staff from five tier-one banks,
with a sample of 313 determined using Krejcie and Morgan (1970) and adjusted upward by 20 percent
for non-response attrition. Primary data were collected via structured questionnaires and analysed
using descriptive statistics and multiple linear regression through SPSS Version 27, following
confirmation of all ordinary least squares assumptions. Results revealed that process redesign
efficiency (B = 0.347, t = 7.543, p = 0.000) and information technology integration (B = 0.393, t =
7.860, p = 0.000) each exert positive and statistically significant effects on operational performance,
with information technology integration emerging as the stronger predictor. The two proxies jointly
accounted for a substantial proportion of variance in operational performance. The study concludes
that digital infrastructure and workflow restructuring constitute indispensable and mutually
reinforcing drivers of operational performance in Nigerian tier-one banking institutions, and
recommends accelerated automation of credit workflows alongside systematic decommissioning of
legacy core banking systems.

Keywords: Business Process Reengineering, Process Redesign Efficiency, Information Technology
Integration, Operational Performance

INTRODUCTION

The Nigerian banking sector occupies a foundational position in the national economic architecture,
functioning simultaneously as the primary vehicle for credit intermediation, payment settlement, and
financial inclusion. The National Bureau of Statistics (NBS, 2025) reported that the financial and
insurance sector recorded a real GDP growth rate of 27.78 percent in the fourth quarter of 2024, with
sectoral contribution to GDP rising to 6.10 percent from 4.95 percent in the corresponding quarter of
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2023, underscoring the sector's accelerating strategic importance. Despite this growth trajectory, the
Central Bank of Nigeria (CBN, 2024a) in its Q4 2024 Economic Report observed that the banking
industry continued to confront structural operational efficiency pressures, with the non-performing
loan ratio remaining at 4.50 percent as of December 2024, partly reflecting underlying process
inefficiencies in loan origination and credit management workflows. These realities collectively
establish the imperative for systematic operational transformation, within which business process
reengineering has emerged as the most strategically robust intervention framework available to
banking institutions (Edewhor and Okoh, 2024; Genty et al., 2025).

Business process reengineering represents the fundamental rethinking and radical redesign of core
organisational processes aimed at achieving dramatic rather than incremental improvements in
operational performance. Hammer and Stanton (2020) characterise BPR as categorically distinct from
continuous improvement approaches because it challenges the very foundational logic of existing
processes, while Davenport (2020) positions information technology as the primary enabler of the
radical process transformation that BPR demands. Within the Nigerian banking environment, the
adoption of BPR has intensified considerably during the post-pandemic period, driven by CBN-
mandated digital banking requirements, the competitive pressure of fintech disruption, and the
landmark 2024 recapitalisation programme that raised minimum capital requirements with the explicit
aim of strengthening banks' capacity for operational transformation (CBN, 2024c; Al-Mashari and
Zairi, 2020).

The operational performance consequences of BPR in Nigerian banking remain insufficiently
examined in their precise dimensional specificity. The Nigeria Inter-Bank Settlement System (NIBSS,
2023) reported that failed payment transactions caused a 4.83 percent decrease in the value of cashless
transactions in February 2023, while the CBN (2024b) confirmed a 45 percent surge in financial fraud
cases with 70 percent of losses linked to digital channels, collectively reflecting inadequate IT
integration and workflow redesign failures across the sector. The CBN (2025a) further disclosed that
customer complaints surged by 143.38 percent in the first half of 2025 relative to the same period in
2024, with electronic transaction failures as the dominant source of grievance. These institutional data
points establish that the most consequential BPR deficits in Nigerian banking are specifically located
in the process redesign and IT integration dimensions, making their systematic empirical investigation
a matter of considerable scholarly and policy urgency (Ibrahim and Abdullahi, 2025; Ogunleye and
Adebayo, 2024).

This study therefore investigates the effects of process redesign efficiency and information technology
integration on the operational performance of selected tier-one deposit money banks in Nigeria,
operationalising operational performance through transaction processing speed, error rate and failed
transactions, service delivery turnaround time, and branch productivity. The study responds directly to
the measurement and scope gaps identified in prior Nigerian BPR research by simultaneously
modelling two theoretically distinct BPR dimensions against a strictly operational performance
criterion, drawing on primary data from five nationally significant institutions: Access Bank Plc,
Zenith Bank Plc, Guaranty Trust Holding Company Plc, United Bank for Africa Ple, and First HoldCo
Plc.
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LITERATURE REVIEW

Business Process Reengineering

Business Process Reengineering refers to the degree to which an organisation has fundamentally
restructured its operational workflows to eliminate waste, reduce cycle times, and increase throughput.
Hammer and Stanton (2020) characterise process redesign efficiency as the net improvement in the
speed and quality of process output following reengineering, arguing critically that genuine efficiency
gains require the elimination of non-value-adding activities rather than merely the acceleration of
inherently inefficient ones, a distinction with profound implications for how banks approach
operational transformation. Davenport (2020) conceptualises process redesign efficiency as the extent
to which a redesigned process achieves its intended performance targets with fewer resources and in
less time, emphasising that cycle time reduction, measured by elapsed time between process initiation
and completion, is the most direct and observable indicator of redesign effectiveness in banking
operations. Trkman (2020) adds that process redesign efficiency is not a static achievement but a
dynamic organisational capability, requiring continuous monitoring and iterative adjustment to sustain
efficiency gains against evolving operational demands and customer expectations.

The scholarly debate around process redesign efficiency has progressively moved beyond descriptive
accounts of workflow simplification toward theoretically grounded arguments about the structural
conditions under which redesign generates sustainable performance returns. Al-Mashari and Zairi
(2020) argue that efficiency gains derived from process redesign are durable only when accompanied
by structural changes to the organisation's workflow architecture rather than superficial modifications
to existing sequences, a distinction that is particularly salient in complex multi-branch banking
institutions where informal workarounds tend to reassert prior inefficiencies absent deep structural
change. Zellner (2021) similarly contends that process redesign efficiency should be evaluated not
merely by immediate output improvements but by the degree to which redesigned processes are
institutionalised into the organisation's formal operational routine, and Fetais et al. (2022) reinforce
this position by demonstrating that the performance effects of process redesign are most robustly
sustained where post-implementation monitoring mechanisms accompany the initial reengineering
intervention.

Applied specifically to the Nigerian banking context, process redesign efficiency encompasses
reductions in loan approval turnaround time, simplification of account opening procedures, and
automation of back-office reconciliation processes. Ugwu et al. (2023) operationalise process redesign
efficiency in Nigerian banks through the number of process steps eliminated, the proportion of
automated processes, and the reduction in average transaction processing time following BPR
interventions, while Oladimeji and Akingunola (2020) demonstrate that banks undertaking
fundamental process redesign record measurably superior operational performance relative to
institutions pursuing only incremental process adjustments, establishing a direct and empirically
grounded link between redesign depth and operational outcomes.

Information Technology Integration

Information technology integration in the BPR context refers to the extent to which an organisation
has embedded digital technology into its core processes to enhance their speed, accuracy, and
efficiency. Hanafizadeh and Ravasan (2020) define IT integration as the alignment of information
systems with redesigned business processes, arguing forcefully that BPR without corresponding IT
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alignment is fundamentally unlikely to achieve sustainable performance improvements, since
technology provides the infrastructure through which redesigned workflows are operationalised and
scaled across organisational units. Bharadwaj et al. (2021) conceptualise IT integration as a strategic
organisational capability whose performance effects in banking manifest through the sophistication of
core banking platforms, mobile infrastructure, and automated decision support systems, and Vial
(2021) extends this position by arguing that genuine IT integration reshapes not only the mechanics of
operational processes but also the relational dynamics between banks and their customers,
fundamentally altering service speed and availability expectations.

Verhoef et al. (2021) argue that IT integration must be understood as a multidimensional construct
encompassing infrastructure modernisation, data analytics capability, and process digitalisation, and
that organisations which address only one of these dimensions typically realise sub-optimal
reengineering outcomes, a critical observation directly applicable to Nigerian banks where legacy
systems frequently coexist unproductively with newer digital platforms. Warner and Wager (2021)
similarly argue that genuine IT integration demands the full reconfiguration of organisational processes
to exploit digital capabilities rather than mere technology acquisition, while Alzoubi and Yanamandra
(2021) establish that the mediating role of information systems in the BPR-performance relationship
is strongest where IT integration is comprehensive and strategically aligned with the reengineering
programme's objectives rather than piecemeal and reactive.

Ibrahim and Abdullahi (2025) examine IT integration in Nigerian banks through digital transaction
ratios and demonstrate that banks with higher proportions of digitally executed transactions exhibit
significantly superior operational performance on processing speed and error rate metrics. Ogunleye
and Adebayo (2024) further establish that digital transformation, operationalised through both
hardware infrastructure and core banking system sophistication, is a robust and independent predictor
of operational performance in Nigerian banks, while Genty et al. (2025) confirm that IT integration
amplifies the performance effects of process redesign by automating the inefficiencies that redesign
identifies as elimination targets, generating compounded efficiency gains that exceed those achievable
through either intervention in isolation.

Theoretical Review

This study is anchored primarily in the Resource-Based View as articulated by Barney (2021), which
posits that a firm's sustained competitive advantage derives from resources and capabilities that are
valuable, rare, inimitable, and non-substitutable. Process redesign capability, comprising the
accumulated workflow knowledge, automation expertise, and change management capacity required
to sustain cycle time reductions, constitutes precisely this type of inimitable resource in Nigerian
banking because the organisational learning and cultural alignment required to sustain redesigned
processes cannot be easily replicated by competitors (Ugwu et al., 2023; Al-Mashari and Zairi, 2020).
IT integration similarly qualifies as a VRIN resource because the sophistication of a bank's core
banking system reflects years of cumulative investment decisions, vendor relationships, and
organisational learning that competitors cannot quickly imitate (Ogunleye and Adebayo, 2024).

The Dynamic Capabilities Theory of Teece (2020) complements the RBV by arguing that in volatile
regulatory and competitive environments, the ability to continuously reconfigure processes and
technologies constitutes the primary source of sustainable performance advantage. This theoretical
extension is particularly important for the Nigerian banking context, where CBN policy reforms, naira
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volatility, and fintech disruption create an environment in which static process capabilities are quickly
eroded, and the capacity for ongoing process renewal becomes the decisive performance differentiator
(Hameed et al., 2021; Jiang and Koshkina, 2025). Davenport's (2020) Process Innovation Theory
further grounds the IT integration proxy by positioning technology not merely as a supportive tool but
as the primary enabler of radical process transformation, arguing that the most significant performance
improvements arise from IT-enabled process innovation rather than from structural redesign alone, a
theoretical position that provides direct justification for the dominance of IT integration as a
performance predictor in the present study.

Empirical Review

Edewhor and Okoh (2024) studied business process reengineering and organisational performance in
South-South Nigerian commercial banks and established through multiple regression that process
redesign and IT integration are significant positive predictors of operational performance, concluding
that BPR is essential for improving service delivery speed and reducing transaction errors, though the
study's geographic confinement and exclusion of other BPR dimensions limit its generalisability.
Genty et al. (2025) employed PLS-SEM with a cross-sectional sample of 200 Nigerian banking staff
and found that process redesign and technology adoption significantly predict bank performance,
though their simultaneous inclusion of financial performance metrics introduced construct
contamination that the present study addresses through its exclusive operational performance focus.
Oladimeji and Akingunola (2020) used multiple linear regression with 150 bank staff respondents and
established that process redesign and IT integration significantly improve operational efficiency,
though the study's single-bank analytical unit and omission of other BPR dimensions constrain its
scope. Tarhini et al. (2021), whose regression framework provided the model specification adapted in
this study, identified IT-enabled process redesign as a significant predictor of performance in financial
institutions in developing economy contexts, while Hanafizadeh and Ravasan (2020) established
through hierarchical regression that IT-process alignment is a critical success factor in BPR
implementation, though their exclusive reliance on IT professionals as respondents introduced
occupational bias. Ibrahim and Abdullahi (2025) found through OLS regression that IT investment
intensity and system uptime significantly predict process efficiency in Nigerian banks, though the
exclusive focus on IT as a single BPR proxy limits the analytical comprehensiveness of their
contribution relative to the present study.

METHODOLOGY

This study adopted a quantitative, explanatory, and cross-sectional research design grounded in
positivist epistemology, appropriate for measuring and establishing causal relationships between BPR
proxies and operational performance in Nigerian deposit money banks (Saunders, Lewis and Thornhill,
2019). The target population comprised an estimated 2,651 management-level staff with direct
operational responsibility in operations, IT, and process management departments across five tier-one
institutions selected on account of their CBN-recognised tier-one status, extensive branch networks,
and strategic engagement with BPR. The Krejcie and Morgan (1970) formula yielded a baseline sample
of 261, adjusted upward by 20 percent to 313 to account for anticipated non-response attrition,
consistent with the recommendation of Saunders et al. (2019) that social science survey samples be
inflated by a non-response factor to safeguard analytical sufficiency. Stratified random sampling was
employed to ensure proportional institutional representation, with respondents within each stratum
selected through simple random sampling to minimise selection bias.
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Primary data were collected through structured questionnaires distributed online via Google Forms
over a four-week administration window, with follow-up reminders issued at one-week intervals.
Section B of the instrument contained Likert-scaled items adapted from validated instruments in
Tarhini et al. (2021), Hanafizadeh and Ravasan (2020), Ibrahim and Abdullahi (2025), and Guha et al.
(2020). Content validity was confirmed through expert panel review achieving CVR values above
0.80, while reliability was established through pilot testing with 30 non-sample respondents, returning
Cronbach's Alpha values above 0.80 for all constructs. Of the 313 questionnaires distributed, 307 were
returned and deemed usable, representing a valid response rate of 98.1 percent. Data were analysed
using descriptive statistics and multiple linear regression via SPSS Version 27, with all OLS
assumptions confirmed prior to estimation. The model specification is:

OP=o00+ BIPRE + BzITI +n

Where OP denotes Operational Performance, PRE denotes Process Redesign Efficiency, ITI denotes
Information Technology Integration, oo is the constant, $: and B2 are regression coefficients, and p is
the stochastic error term. A priori expectations hold that 1, B2 > 0.

RESULTS AND DISCUSSION
Table 1: Descriptive Statistics — Process Redesign Efficiency and Information Technology
Integration
Construct Item Mean | Std. Deviation | Remark
Process Redesign Efficiency | Cycle time reduction 3.93 0.738 High
Loan approval turnaround 3.81 0.807 High
Elimination of redundant steps 4.05 | 0.689 High
Workflow automation deployment 4.13 0.654 High
Service delivery speed improvement | 3.97 0.713 High
Processing error reduction 3.86 | 0.759 High
Construct Mean 396 | 0.727 High
IT Integration Strategic IT investment 4.19 0.627 High
Core banking system sophistication | 4.11 0.682 High
Digital transaction dominance 398 |0.719 High
System uptime consistency 3.86 0.784 High
Transaction accuracy improvement | 4.14 0.643 High
Digital infrastructure upgrades 3.92 0.731 High
Construct Mean 4.03 0.698 High
Operational Performance Transaction processing speed 4.06 0.677 High
Failed transaction decline 3.93 0.733 High
Service delivery turnaround 3.89 0.758 High
Branch productivity 3.81 0.803 High
BPR target achievement 3.71 0.847 High
Customer service outcomes 3.98 0.714 High
Construct Mean 3.90 0.755 High

Source: Field Survey, 2026.

The descriptive results reveal that IT integration recorded the higher construct mean (4.03) relative to
process redesign efficiency (3.96), indicating that technology embedment is the more extensively
implemented BPR dimension across the sampled institutions. Within process redesign efficiency,
workflow automation (mean = 4.13) and elimination of redundant steps (mean = 4.05) recorded the
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strongest item means, affirming that automation-driven restructuring has become the dominant
expression of process redesign in Nigerian tier-one banking. The comparatively lower mean for loan
approval turnaround (mean = 3.81) suggests that credit process redesign, constrained by multi-tier
regulatory compliance requirements, remains an incompletely resolved operational challenge. Within
IT integration, the system uptime consistency item (mean = 3.86) recorded the lowest score, consistent
with existing evidence that legacy-to-digital platform transitions continue to generate intermittent
infrastructure reliability challenges in Nigerian banking institutions (Ogunleye and Adebayo, 2024;
Warner and Wiger, 2021). The operational performance construct mean of 3.90 confirms that
respondents broadly affirm measurable BPR-driven performance improvements, with transaction
processing speed (mean = 4.06) constituting the most clearly perceived operational benefit.

Table 2: Regression Assumption Diagnostics

Diagnostic Test Statistic | Result Decision

Normality (Shapiro-Wilk) p=0.231 | Above 0.05 threshold | Residuals normally distributed
Multicollinearity PRE (VIF) 1.871 Below 5.0 threshold No multicollinearity
Multicollinearity ITI (VIF) 2.043 Below 5.0 threshold No multicollinearity
Homoscedasticity (Breusch-Pagan) | p=0.394 | Above 0.05 threshold | Homoscedasticity confirmed
Linearity (Ramsey RESET) p=0.174 | Above 0.05 threshold | Linear form confirmed
Autocorrelation (Durbin-Watson) 1.963 Within 1.5 to 2.5 range | No autocorrelation

Source: SPSS Output, 2026.

All OLS regression assumptions are satisfied at conventional levels, validating the inferential integrity
of the subsequent regression estimates. The VIF values for PRE (1.871) and ITI (2.043) fall well below
the multicollinearity threshold of 5.0, confirming that while the two BPR proxies share conceptual
relatedness, they are sufficiently empirically distinct to permit independent coefficient estimation
without inflated standard errors (Field, 2018; Fetais et al., 2022). The Breusch-Pagan homoscedasticity
confirmation and the Durbin-Watson value of 1.963 collectively validate the efficiency and
consistency of the OLS estimators employed.

Table 3: Regression Results — Effect of PRE and ITI on Operational Performance

Variable Unstandardised | Std. Standardised | t- Sig. | Decision
B Error B statistic
Constant 0.298 0.179 — 1.665 0.097 | —
Process Redesign | 0.347 0.046 0.331 7.543 0.000 | Reject
Efficiency (PRE) Hoi
IT Integration (ITT) 0.393 0.050 0.369 7.860 0.000 | Reject
H02
R2=10.724 Adjusted R* =|F = | p=0.000 N=307
0.721 199.27

Source: SPSS Output, 2026.

Effect of Process Redesign Efficiency on Operational Performance

The regression result establishes that process redesign efficiency exerts a positive and statistically
significant effect on operational performance (B = 0.347, f = 0.331, t = 7.543, p = 0.000), indicating
that a one-unit increase in process redesign efficiency is associated with a 0.347-unit improvement in
operational performance when IT integration is held constant. This finding reflects the substantive
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workflow transformation that has occurred within the five sampled tier-one banks, where the
systematic restructuring of loan approval chains, the automation of back-office reconciliation, and the
elimination of multi-layered manual authorisation hierarchies have collectively reduced transaction
cycle times, decreased processing error rates, and improved service delivery consistency. The finding
resonates with the core argument of Hammer and Stanton (2020) that genuine efficiency gains from
redesign arise only from root-level elimination of non-value-adding activities rather than the
acceleration of inherently flawed processes, and with Al-Mashari and Zairi (2020) who similarly
establish that only structural changes to workflow architecture, as opposed to superficial sequencing
modifications, produce durable performance improvements.

The Nigerian banking literature provides robust empirical grounding for this finding. Ugwu et al.
(2023) demonstrate that process redesign interventions targeting loan approval simplification and
back-office automation directly improve transaction speed and accuracy in Nigerian banks, while
Edewhor and Okoh (2024) establish that institutions with higher process redesign efficiency exhibit
measurably lower transaction error rates and faster service request resolution, directly corroborating
the positive directional conclusion of the present regression coefficient. Genty et al. (2025) further
confirm that the number of eliminated process steps and post-BPR reductions in transaction processing
time are robust predictors of operational performance in Nigerian commercial banks, validating the
construct operationalisation and inferential conclusion of this hypothesis. Tarkini et al. (2021) provide
methodological precedent by identifying process redesign as a significant performance predictor in
financial institutions in developing country contexts, establishing an internationally grounded
antecedent that positions the present finding as consistent with cross-national evidence while
remaining firmly contextualised in Nigeria's institutional environment. Critically, the standardised
coefficient of f = 0.331 indicates that process redesign efficiency accounts for approximately one-third
of a standard deviation improvement in operational performance per unit increase, a magnitude that is
both statistically significant and practically meaningful for institutions seeking to quantify the returns
on process transformation investments.

Effect of Information Technology Integration on Operational Performance

Information technology integration emerged as the strongest individual predictor of operational
performance in this study (B = 0.393, B = 0.369, t = 7.860, p = 0.000), indicating that a one-unit
increase in IT integration is associated with a 0.393-unit improvement in operational performance, the
largest marginal effect among the BPR proxies examined. This finding reflects the central and
increasingly irreplaceable role that digital infrastructure has assumed in transforming the operational
capabilities of Nigeria's tier-one banks during the post-pandemic reference period, a period during
which CBN-mandated digital banking requirements, fintech competitive pressure, and the operational
disruptions of COVID-19 collectively compelled tier-one banks to accelerate IT investment as a matter
of institutional survival. The dominance of ITI over PRE as a performance predictor is theoretically
consistent with Davenport's (2020) Process Innovation Theory, which explicitly positions technology
as the primary rather than merely supportive enabler of radical process transformation, and with
Alzoubi and Yanamandra (2021) who establish that the mediating role of information systems in the
BPR-performance relationship significantly amplifies the direct effects of process redesign, generating
performance returns that exceed those achievable through redesign alone.

Ibrahim and Abdullahi (2025) directly corroborate this finding by establishing that Nigerian banks
with higher proportions of digitally executed transactions demonstrate significantly superior
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operational performance on processing speed and error rate metrics, while Ogunleye and Adebayo
(2024) similarly confirm that digital transformation operationalised through both hardware
infrastructure and core banking system sophistication is a robust and independent predictor of
operational performance in Nigerian banking institutions. Genty et al. (2025) further establish the
amplification mechanism through which IT integration extends process redesign benefits by
automating the specific inefficiencies that redesign identifies as elimination targets, generating
compounded efficiency returns that explain the larger coefficient magnitude observed for ITI relative
to PRE in the present model. Bharadwaj et al. (2021) additionally demonstrate across a large multi-
industry sample that IT investment aligned with process redesign significantly predicts firm
performance, while Verhoef et al. (2021) argue that IT integration addressing infrastructure
modernisation, data analytics, and process digitalisation simultaneously generates the fullest range of
performance improvements. The comparatively lower mean for system uptime (ITI4 = 3.86) in the
descriptive results introduces a critical qualification: even among institutions that have made
substantial IT investments, residual infrastructure reliability challenges associated with legacy-to-
digital platform coexistence continue to temper the full realisation of IT integration benefits, a finding
consistent with Warner and Wiger (2021) and with institutional evidence documented by the CBN
(2024b) on persistent system-related transaction failures in Nigerian banking.

CONCLUSION AND RECOMMENDATIONS

This study has established empirically that both process redesign efficiency and information
technology integration exert positive and statistically significant effects on the operational
performance of tier-one deposit money banks in Nigeria, with information technology integration
constituting the dominant BPR driver of operational performance improvement. The findings are
theoretically grounded in the Resource-Based View, which frames both BPR dimensions as
strategically valuable, inimitable process capabilities, and in the Process Innovation Theory, which
positions IT as the primary enabler of radical process transformation. The overall model explains 72.4
percent of the variance in operational performance, confirming the powerful and multi-dimensional
nature of BPR as an operational performance driver in the Nigerian banking context.

Based on these findings, deposit money banks should accelerate the full end-to-end automation of
credit and loan approval workflows, specifically targeting the multi-tier authorisation bottlenecks that
currently constrain the complete realisation of process redesign efficiency gains on operational
performance. Bank management should equally pursue a structured and time-bound decommissioning
of legacy core banking systems in favour of fully integrated digital platforms, thereby eliminating the
intermittent system downtime that continues to temper IT integration's operational performance
returns. Regulatory authorities, particularly the CBN and the NDIC, should establish minimum IT
infrastructure standards and process-redesign benchmarks as components of the banking sector's
operational performance supervisory framework, incentivising BPR adoption as a formal condition for
sustained regulatory compliance and institutional health.
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