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INTRODUCTION 
Cashless policy refers to a monetary transaction that does not involve the physical exchange of cash, but rather the use of 

electronic or digital payment systems (Ciptarianto & Anggoro, 2022). According to Alzoubi et al. (2022), the 

proliferation of digital payment technologies has played a pivotal role in the growing prevalence of cashless economies. 

The increasing prevalence of smartphones and internet connectivity has led to enhanced accessibility and user-

friendliness of digital payment solutions (Sinaga & Suroso, 2023). Consequently, Businesses, individuals and even 

Government are increasingly adopting digital payment methods, thereby reducing their dependence on tangible currency 

for conducting transactions or transferring funds. In Nigeria, the scenario is evolving! 

 

Government initiatives and regulatory frameworks have been instrumental in fostering the adoption of cashless 

economies (Raya & Vargas, 2022). In the last decade, innovation in the financial services sector in Africa has seen the 

introduction of internet banking, multi-currency cards and mobile money transactions amongst other things. The Central 

Bank of Nigeria (CBN) in recent has introduced some monetary measures aimed at strengthening the financial system for 

socioeconomic growth and development. The CBN in December 2011 released a circular on the introduction of 

‘cashless’ policy which sets cash deposit and withdrawal limits (Yusufu &Mathew,2021). The implementation of the 

cashless policy in Nigeria has been gradual, with a phased approach that began in Lagos, Nigeria's commercial hub, in 

2012 (Ehret & Olaniyan, 2023). The policy was subsequently extended to other major cities in the country. In 2019, the 

CBN announced plans to extend the cashless policy to all states in Nigeria. The policy requires individuals and 

businesses to use electronic payment systems for transactions above a specified limit. The objective is to promote 

transparency, reduce the cost of currency management, and improve the efficiency of the payment system (Badakhshan 

& Ball, (2022).  

 

The adoption of cashless policy by businesses especially Small and Medium-scale enterprises (SMEs) (and within the 

context of this study supermarkets) and it impact on the operational performance of Business has been a subject of 

Abstract 
In recent years, there has been a notable acceleration in the global trend towards cashless economies. This 

phenomenon can be attributed to the progress made in technology and the evolving preferences of consumers This 

study evaluated the adoption of cashless policy on the operational performance of supermarkets, Gombe state 

Nigeria. Anchored on the Technology acceptance model (TAM), the study reviewed archival and documentary 

evidence, as well as an examination of key publications from the Central Bank of Nigeria and other financial 

regulatory bodies, to examine the adoption of point of sales and mobile banking as proxies to cashless policy. The 

challenges and benefit of the adoption of the policy were also elucidated.  The existing body of literature suggests 

that despite challenges, the adoption of cashless policy has significantly improved the operational performance of 

supermarkets. The passage concludes by highlighting the importance of implementing comprehensive strategies 

that effectively tackle the obstacles and optimize the advantages associated with the shift towards cashless 

economies. 
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interest among scholars and business operators. Because of the evolving global cashless phenomena, the operations of 

Supermarkets are greatly impacted and their payment system redefined (Agyapong & Abaidoo, 2022).  

 

A number of theories have evolved to explain adoption of technology including POS and mobile banking in business 

operations. One of the theories used in this study is “Technology Acceptance Theory” This theory has two main 

constructs, which are perceived ease of use and perceived usefulness. Perceived ease of use posits that a person believes 

that using a particular system would be free of efforts and perceived usefulness believes using a system is useful for its 

operation. Consequently, the underpinning theory of this study therefore will be Technology Acceptance Model (TAM) 

as used in previous studies by Adedeji and Oluyemi (2021), Ezeoha and Akamobi (2020), Akerejola et.al (2018), Jumba 

and Wepukhulu (2019) and Yusufu and Funsho (2021). The study focuses on POS and Mobile Banking on Supermarket 

operations. 

 

STATEMENT OF THE PROBLEM 
Organization performance is best captured through multifaceted approach (Weiser,2019). Payment systems lie at the core 

of operations of firms and significantly the modern retail outlets popularly referred to as supermarkets (Adrian, 2022). 

An efficient payment infrastructure is central to firm’s operations since it facilitates smooth financial interaction thus 

stimulating consumer confidence (Yeboa, 2022). There is evolving customer preference and changes in transaction 

dynamics. The increasing prevalence of smartphones and internet connectivity has led to enhanced accessibility and user-

friendliness of digital payment solutions (Sinaga & Suroso, 2023). Consequently, both consumer and retailers are 

resorting to cashless transactions as the use of digital payment permeate the retail sector and other industries (Sivathanu, 

2019). 

 

The continuous reliance on cash transactions is believed to be responsible for the decline in sales of many retail outlets in 

Nigeria (Anucha,2020). Okafor (2017) observed that many retailers still preferred cash as the sole means of payment for 

goods purchased in their store and this could be responsible for the steady decline in sale. Most customers also 

complained of poor payment system resulting to poor transaction and communication with the customers and 

management of the supermarkets, stiff competition, and poor delivery services. (Iwuozor et.al, 2022. Organizational 

managers are thus relentlessly under pressure to improve organizational performance and to expend returns hence the 

need for strategic business improvement tools (Nyanga,2017).  

 

Concerns abound regarding whether the deployment of Mobile-banking translates to improved customer service in 

addition to improved firm gross performance. Practitioners are also concern about whether the implementation of mobile 

payment platforms really leads to organizational performance (Adrian,2022). Consequently, the implication cashless 

payment on the entire performance chain remains unsettled. It is against this background that this study seeks to examine 

the impact of adopting cashless policy and the service delivery of the supermarkets in Gombe so as to establish the 

underlying problems with a view to satisfy customer needs and enhance operational efficiency. 

 

LITERATURE REVIEW  

Conceptual review 

Cashless Policy  
According to Ogbeinde and Fapohunda (2019), cashless policy is defined as “one with no transaction frictions which can 

be reduced through the use of money balances, and that accordingly provide a reason for holding such balances even 

when they earn rate of return”. Onoh (2017), expressed the difficulty in rightly defining the electronic money but agree 

that it blends technological and economic characteristics. The cashless policy is a financial regulation designed by the 

CBN to restrict the volume of cash in circulation and provide a system where business can be carried out without 

necessarily using physical cash as a means of exchange of transactions but instead with the use of electronic banking 

channels such as credit or debit card, cheques and internet banking, mobile banking, Pos, etc. (Adeleye,2022) 

The goal of Cashless Policy is not to eliminate cash entirely from the economy as money remains the medium through 

which goods and services are exchanged as a means of exchange (Kitamura, 2022).  

Lawal and Okafor (2022), described a cashless economy as an economic setting where goods and services are mostly 

bought and paid for through electronic media.  

According to Williams (2023), in a cashless economy, there is no point to worry about how much cash is in one’s wallet 

as this is practically irrelevant. One could pay for purchases by either credit cards or bank transfer. Developed countries 

have been observed to have virtually moved away from paper payment instruments and embraced electronic means. 

Some aspects of the functioning of the cashless economy are enhanced by e-finance, e-money, e-brokering and e-

exchanges. These refer to how transactions and payments are affected in a cashless economy (Sindhu & Anilkumar, 

2022). 
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The cashless policy is driven by so many electronic payment systems which include; debit and credit cards, mobile 

money, online banking, point of sale (POS) devices, and internet banking amongst others. 

Point of Sale (POS)  
This is a form of e-payment that handles balance inquiry, payment for goods and service, electronic fund transfers at a 

specific point of sale. A Point-of-Sale machine allows credit/debit cardholders make payments at sales/purchase outlets. 

It allowed customers to perform the following services: retail payments, cashless payments, cash back balance enquiry, 

airtime vending, printing mini-statement, etc. (Ikpefan et.al, 2018). Point of Sales terminals (POS) are deployed to 

merchant locations where users swipe their electronic cards through them in order to make payment for purchases or 

services instead of using raw cash. As the POS terminals are online real-time, the customers bank account is debited 

immediately for value of purchases made or services enjoyed. As at April 2022 there were over 1.1 million active POS 

devices in Nigeria compare to 155,000 in 2012, according to NIBSS report 2022. 

 

Mobile Banking  
This involves the use of mobile phone for settlement of financial transactions. Mobile banking (m-banking) can therefore 

be defined as the provision and processing of banking and financial services through the help of mobile 

telecommunication devices. This is more or less fund transfer process between customers with funds available 

immediately for the beneficiary. Card infrastructure is used for movement of payment instructions equally as secure SMS 

messaging to beneficiaries intended for confirmation of receipts. Services covered by this product include account 

enquiry; funds transfer; recharge phones; changing passwords, bill payments (Adu, 2016). Mobile banking service allows 

bank's customers to access banking service via dedicated telephone lines from the comfort of homes, offices etc. The 

available Telecoms and financial institutions offer mobile money services, with over 2.1 million mobile money agents 

operating in Nigeria as at 2020. (CBN report 2020). 

 

Supermarkets 
Supermarket is regarded as “large self- service store selling food and household goods” (OED online, 2019). They offer 

shopping opportunity for all types of consumer merchandise and services (Adrian, 2022). Most Operators of 

supermarkets have intensified their efforts to dominate the market by adding different features and qualities to their store 

and adopting efficient transaction and electronic payment system with a view to position the store in the minds of the 

consumers and improve sales performance (Anucha,2020) The basic appeal is the availability of a broad selection of 

goods under a single roof, at relatively low prices. Supermarkets make up for their low margins by a high volume of 

sales, and with of higher-margin items bought by the customers. 

 

Operational Performance of Supermarkets through cashless channels 
Operational performance according to Greene (2021) can be defined as the level by which all the units of business in an 

organization perform a team work to achieve the most important business goals. Atmaja Atmaja et.al, (2023) postulates 

Performance is the competency of an organization to transform the resources within the organizational in an efficient and 

effective manner to achieve organizational goals. Operational performance relates to the efficiency and effectiveness of 

the business. It is a contextual concept associated with the phenomenon being studied (Adubasim & Odunayo, 2019). 

Factors like overall happiness and non-financial goals of the companies are also weighed when determining success 

(Zajkowski, Saϐ in & Stań czyk, 2022).  

 

Along with popularity of electronic commerce and online purchasing, cashless payment systems have  

been developed and expected to the main payment means of e-commerce globally (Jumba &Wepukhulu (2019). 

Technology plays a lot of roles in supporting the major functions of superstores. According to Samuel and Ondiek 

(2018), technology play three major support roles in supply chain and superstore procurement system such as transaction 

support, collaborative support and decision support among other. However, this study focusses on the aspect of 

transaction support aspect which includes the use of cashless channels such as Pos and mobile banking for fund transfers, 

electronics-payment and electronics-sourcing in enhancing the operational performance of supermarkets.  

 

According to Emmanuel (2023), organizational service delivery is affected by many factors but the most pressing 

problems reside in the use of transaction support systems which are essential functions of modern information 

technology. Over time, with the complexity of technology and the introduction of various technological innovations, 

technology has been viewed as a threat to some superstore stores since more people now shop online omwansa (2018). 

However, Iwuzor, et.al (2021) posits that the complexity in interacting with customers has been reduced with the 

adoption of e-payment channels. 

 

Performance of cashless payment in Nigeria 
The impact of the cashless policy on the performance of SMEs in Nigeria has been a subject of debate among scholars 

and policymakers. Some argue that the policy has the potential to improve the business environment for SMEs (Wu, Yan 
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& Umair, 2023; Ofori-Amanfo et.al 2022; Westskog et.al, 2022), while others are concerned about the potential negative 

effects on small businesses (Hadjielias et.al, 2022; Engidaw, 2022; Chava & Singh, 2023). The literature on the subject 

suggests that the impact of the cashless policy on SMEs is mixed and depends on a variety of factors, including the level 

of digital payment infrastructure, the availability of alternative payment options, and the level of financial literacy among 

business owners and operators (XiaGao & Zhang, 2023). Obi, (2023) posits that the introduction of the cashless policy in 

Nigeria has significant implications for SMEs. On the one hand, it provides SMEs with an opportunity to access 

electronic payment systems and reduce their dependence on cash transactions, which are often susceptible to theft and 

fraud. On the other hand, the cashless policy presents some challenges for SMEs, particularly those that operate in rural 

areas or have limited access to digital payment infrastructure. 

  

Cashless payment systems have increased as a result of government initiatives to encourage electronic payments in order 

to minimize cash transactions and advance financial inclusion (Adesina et.al, 2017). Based on the report of Nigerian Inter 

– Bank Settlement System (NIBSS), electronic payment transactions in Nigeria witnessed an increase from 127.1 million 

in 2012 to 1.4 billion in 2018, (CBN ,2019) to representing a growth of over 1,000%. As at end of December 2022 E-

payment transaction volume rose to over 22 billion with a combine value in excess of 1.5 Trillion (CBN, 2023). 

Although, benefits of the adoption of the cashless economy have been greatly stressed but people have not been 

convinced that the policy is for the good of all especially the SMEs which contributes majorly to the economy (Heman & 

Anna, 2023). 

 

THEORETICAL REVIEW 
This study will be anchored on Technology acceptance model (TAM).  
 

Technology Acceptance Model (TAM)  
The Technology Acceptance Model (TAM) is a well-established theoretical framework that can be applied to understand 

and explain individuals' acceptance and usage behavior towards technology (Dishaw & Strong, 1999). It was initially 

proposed by Davis in 1986 and has since been widely used in various research contexts. TAM focuses on two primary 

factors: perceived usefulness and perceived ease of use. 

 

Perceived usefulness refers to an individual's perception of how adopting a particular technology will enhance their 

performance or productivity (Susanto & Aljoza, 2015). In the context of the impact of cashless policies on supermarkets, 

understanding business owners' perceptions of the usefulness of cashless payment technologies is crucial. Factors such as 

increased efficiency, improved record-keeping, reduced transaction costs, and enhanced financial management can 

influence supermarkets owners' acceptance and adoption of cashless payments. By examining perceived usefulness, 

researchers can gain insights into the potential beneits and value that cashless payment systems bring to SMEs (Shiau 

et.al 2023).  

 

Perceived ease of use refers to an individual's perception of how easy or difficult it is to use a particular technology. For 

Supermarkets, ease of use is a significant factor in the acceptance and adoption of cashless payment technologies (Najib 

& Fahma, 2020). supermarket owners may have concerns about the complexity of technology, the learning curve, and the 

integration of cashless systems into their existing business processes. TAM allows researchers to assess business owners' 

perceptions of the ease of use of cashless payment technologies, identify potential barriers, and propose strategies to 

improve usability (Zhong & Moon, 2021). 

 

This theory supports how cash handling practices influence operational and financial performance. According to TAM, 

the decision to adopt a technology follows the four stages, explained as follows according to Bátiz-Lazo (2018). Stage 

one is where the external variables such as individual user beliefs or differences with Information Technology. Their 

evaluation is reflected in Perceived Usefulness (PU) and Perceived Ease of Use (PeU). Whereas perceived usefulness is a 

user perception that using the new system would increase his/her performance in the organization and perceived ease of 

use is the extent to which using the new system would require minimal effort on a user’s behalf (Tilakaratna, 2016). 

Stage two is attitude which is a consequence of the user’s beliefs of using a technology drives the user’s attitude towards 

accepting/rejecting the technology. Stage three is intention where the attitude predicts the desirability of the user using 

the system and the extent of them using it. Stage four is actual use which is the user’s intention to determine how well 

they would actually use the system. The adoption of technology depends on personal behaviour and external 

environment. People perceive that by using technology, they will obtain more benefits without doing much physical and 

mental effort (Tilakaratna, 2016). The research supports the TAM use antecedents has significantly influence the 

acceptance and adoption of the various cashless policy channels by super market operators in Gombe state. 
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Table 2. 

(TAM) 

 

Source: Bátiz-Lazo (2018). 

 

REVIEW OF EMPIRICAL STUDIES 
Various studies on cashless policy and electronic payments have been carried out since the inception of the policy in 

2012.This section provides some of the empirical evidence relating to the subject of investigation. 

Olaniyi (2024) investigated the impact of mobile banking and point of sale on the operations of small scale businesses in 

Nigeria. The population for the study consisted of 16,058 small and medium scale businesses in Ekiti State. The sample 

for the study consisted of 200 small scale business owners in Ekiti State selected using simple random sampling 

technique. A self-designed research questionnaire was used for the collection of relevant data for the study. The 

responses obtained were collated and analysed using descriptive statistics of frequency counts and simple percentage, 

while the hypotheses formulated were subjected to inferential statistics of Pearson product moment correlation tested at 

0.05 level of significance. The findings revealed that there was a significant relationship of mobile banking and point of 

sale (POS) on the operations of small scale businesses in Ekiti State. The study therefore recommended that commercial 

banks should ensure the ease of usage and customer interactive features in POS and mobile banking for the development 

of small and medium scale enterprises in Ekiti State. Also, government and the CBN should create awareness on the 

benefits derivable from cashless policy for the improvement of small and medium scale enterprises businesses. 

Heman and Anna (2023) in their study “The impact of cashless economy on small business operators in Borno state” The 

findings of the research revealed that transition to a cashless economy has a perceived impact on the performance of 

small business operators. However, significant challenges were identified, including the lack of access to electronic 

payment infrastructure and low levels of awareness and education on the benefits of cashless transactions. The study 

further posit that Government policies and initiatives aimed at promoting a cashless economy have not been fully 

effective in supporting the growth of small business operators in Borno state to benefit from the transition to cashless 

economy, including increased efficiency, cost savings and access to new markets. 

Odumusor, Charles Joseph(2023) in his study “effect of cashless policy on the performance of small-scale enterprises in 

Nigeria: a study of selected small-scale businesses in Cross River Northern Senatorial district”, Using proxies such as 

ATM, POS and internet Banking, The study found out that Automated Teller Machine (ATM) transactions, internet 

banking and Point of Sale (POS) transactions has a significant effect on the performance of small-scale businesses in 

Cross River Northern Senatorial district. It was recommended that there is need for massive sensitization, awareness 

campaign and enlightenment of people on the need for and importance of cashless economy. 

In their study, Yusufu and Mathew (2021) “Assessing Gombe State Citizens’ Attitude and Perception Towards Nigeria’s 

Cashless Policy”. Using 300 questionnaires administered randomly on bank account holders in the 11 local government 

areas of Gombe state. The findings of the study clearly indicate lack of understanding of the cashless policy.  It 

recommended Studies should be undertaken nationwide, and some models of social change should be adopted to analyze 

the policy and recommend specific policy options. 

Obi, (2023) studied ‘E-payment Administration and the Growth of Small and Medium Enterprises (SMEs) in Southeast 

Nigeria: An Evaluation of Cashless Policy”. Findings revealed the ineffectiveness of the e-payment system in the 

management of SMEs with significant negative impact on the performances of SMEs in southeast Nigeria. Consequently, 

awareness creation and modernizations of e-payment facilities to ensure the effectiveness of the policy. 
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The study of Anucha (2020) explored the relationship between e-payment system and sales growth of retail outlets in 

Nigeria. The study adopted the correlation survey research design where data were collected from managers and sales 

personnel of some selected retail outlets in Rivers State. A sample of 248 respondents was used for the study. The sample 

size was determined using the Taro Yamene’s formula. A structured questionnaire was used to elicit data from the 

respondents. The data collected were analyzed statistically while the hypotheses were tested using Spearman Rank Order 

Correlation Coefficient (rho). The SPSS 22.0 version was used to correlate the data on the study variables. The findings 

revealed that there is significant relationship between POS system and increase in sales volume of retail outlets. This 

study equally found a significant relationship between electronic funds transfer system and increase in sales volume of 

retail outlets. Based on these findings, it was concluded that e-payment systems significantly enhance sales growth of 

retail outlets in Nigeria. Based on the above drawn conclusion, it was recommended that retailers in Nigeria should adopt 

e- payment system as it would enhance their sales growth. 

Hamza et.al (2021) investigated the effects of POS on the performance of small scale businesses in Nigeria. Evidenced 

literatures show that in spite of having POS terminals, avenue to electronic funds transfer, and cheques payment, most 

merchants still accept cash above POS. The study intends to find out why merchant accept cash over electronic payment 

while they have the POS terminals by banks without being solicited for by the merchants. The study uses a descriptive 

method of research as questionnaire were used to collect data from some selected supermarkets and answers from the 

questionnaire were presented on tables and simple percentages were used to analyze the data. The study findings include: 

majority of supermarket customers prefer making transactions in cash over the counter rather than using electronic 

payment platform provided by the supermarket i.e. POS, also most supermarkets are found of collecting cash over 

electronic transfers. The study recommends that policy should be formulated to encourage supermarket customers to 

adopt POS as a mode of payment in their business transactions. 

Alexender et.al (2022) in their study “Mobile Payments Adoption in Small and Medium Retail Enterprises: An 

Exploratory Study in Manila, Philippines”, explored the driver and consequences of mobile payment adoption. Findings 

revealed that besides the consequences of mobile payment adoption include convenience, enhanced customer experience, 

revenue generation, and sustainability. It further presents some implications to improve the uptake of mobile payment 

services and contributions to research and practice. 

In their study titled “The effect of cashless policy on the performance of small and medium enterprises in Bauchi 

Metropolis” Hafsat et.al (2023). The study adopted Technology acceptance model as dimensions of cashless policy. The 

findings revealed the significant influence of cashless policy on small and medium enterprises. The study further 

recommended continuous user sensitization.  

According to Mohammad et.al (2023) in their study” The Pivotal Role of Cashless System Adoption Among Micro, 

Small, and Medium Enterprises (MSMEs) in Malaysia: The Challenges and Opportunities”, two thematic issues of 

connectivity and practicability have prevented MSMEs from adoption of cashless systems. They recommend Aggressive 

promotion by the government's facilities to be given to MSMEs The MSMEs also need to be trained to increase their 

understanding of the cashless, digital economy and its dependability by ensuring secure transactions. 

Zhang Rui et. al (2023) studied “A Look at The Rising Popularity of Cashless Economies around The World”.  Summary 

of their findings suggests that; the increasing prevalence of cashless economies is fundamentally transforming the 

worldwide financial framework. The shift has been propelled by technological advancements, evolving consumer 

preferences, and government initiatives. 

Literature Gap  
From the careful examination of the various studies reviewed in preceding pages of this study, there are numerous global 

literature on the impact/effect of cashless policy on the performance of Small and Medium Enterprises (SMEs) 

Performance, thereby placing this study within the framework of existing literature. However, this study observed that 

most of the studies conducted outside the study area (Gombe metropolis) of this study. This study therefore examines 

SMEs operational performance in Gombe metropolis using the perceived usefulness and ease of use of the 

aforementioned cashless proxies to fill the identified literature gaps. Based on the reviewed literature, the study 

hypothesized that: Cashless policy has significant impact on the transactional operation of SMEs 

 

METHODOLOGY 
The term methodology refers to all activities involved in gathering the necessary information for this research project. 

This studied reviewed cashless policy from two proxies:  the adoption of Point of sale and mobile banking payment 

platform. This study was anchored on archival and documentary evidence, as well as an examination of key publications 

from the Central Bank of Nigeria and other financial regulatory bodies. 
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RECOMMENDATIONS AND CONCLUSSION 

Recommendations 
In view of the research findings, the following recommendation are made: 

1. The CBN need to continue to ensure compliance through moral suasion, public awareness and other initiatives 

aimed at promoting a cashless economy. There is need to continuously educate super market owners on the 

benefit from the transition to cashless economy which include increased efficiency, cost savings and access to 

new markets 

2. Security features of E-channels need to be enhanced to address Concerns raised by supermarkets owners on 

fraud and fraudulent activities  

3. Transaction cost for electronic transactions need to be kept low to encourage continuous usage by customers and 

Business owners 

4. Government needs to enhance the infrastructural base and enabling environment in addressing the concerns and 

challenges raised by the selected supermarkets owners to achieve effective and efficient e-payment system 

 

CONCLUSIONS 
This study evaluates the adoption of cashless policy on the operational performance of supermarkets in Gombe state, 

Nigeria. The increasing prevalence of cashless economies has resulted in notable changes in the manner in which 

financial transactions are carried out globally. The shift has been driven by technological advancements, evolving 

Consumer preferences, and government initiatives. This study has examined the determinants behind the increasing 

prevalence of cashless transactions, the advantages and obstacles linked to cashless economies, and noteworthy instances 

of successful implementation in various nations. 

 

The existing body of literature suggests that despite challenges like network glitches, technical issues and poor 

infrastructure, fraud and fraudulent activities, apathy and low level of educational awareness, the progression of 

technology in digital payment systems, including mobile wallets, POS, and online payment platforms, has been 

instrumental in enabling the transition towards cashless transactions., the policy has impacted positively on the 

operational performance of supermarkets in Gombe state. 
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