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ABSTRACT

This Research work is carried out to show and analyse the various
types of services rendered by banks in Nigeria with special reference to
commercial banks and Savannah Bank of Nigeria Pic. in particular and to
Indicate whether or not such bank services are seen by beneficiaries or
Customers to be adequately carried out. Further more, the study attempt to
investigate the remote causes of lack of public confidence in ‘'banking
services. Again availability of the various services is and the bases for thin
study and therefore the research to bo conducted is aimed at verifying and
ascertaining how authentic is general opinion usually hold by this public
(bank's Customers) that the existence among others of adequate services
and even personal relationship (in some cases) are the major objectives.

Usually considered by bankers while carrying out their service functions.

In Nigeria, the banking system can be divided or categorized into two
major groups i.e. the apex bank (Central Bank) and the other banks,
(development and non development banks) These other banks are made up
of Commercial banks, Merchant banks, Development banks /Federal
Savings Banks, Agricultural and Co-operative banks and Nigeria :>ank for
Commerce and Industry, Federal Mortgage bank and Nigeria Industrial
development bank. The functions of these banks are overlapping. In most
cases, the Commercial banks tend to be more involve in all classes of
banking activities than the others whose operations dominates tire
Nigerian economy, as a result, attempt will be made in this research or

study to focus attention on this sub-sector (Commercial Banking) in this
thesis/Research Work.

Although almost all commercial banks perform and operate the same
or similar functions, more emphasis is being focus particularly on

Savannah Bank of Nigeria Plc. (Personal Service Bank), and one of the
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leading commercial banks in the country with 08 branches nation wide. A
sample size of 4 branches (Urban and Rural Brandies) was chosen.

Based on the above, questionaires were administered on the
selected bank branches and responses in some branches agreed,,
disagreed or undecided or graded poor, good and excellent. A total of 40
Customers were administered in both Urban and Rural branches
respectively. This was also based on random sampling and the
beneficiaries’ Customers included among other are families, traders.,
Companies, Civil Servants, Foreigners working in Nigeria, students,
teachers etc. Believe me 50 per-cent responded. Oral Interview were
conducted among the various categories of the bank's and branches and
Customers responded to drive more information.

The result of the data using the simple percentage showed that firstly
banking services are below standard in Nigeria. Secondly, there is the
need for improvement of marketing strategies in the banking system and
lastly, financial Institutions in Nigeria has not fully realised the [importance
of marketing to them thus:-

(a) Banking services (emphasis on Savannah Bank of Nigeria Plc.)

are generally rendered poorly and therefore not satisfied.

(b) Public confidence in the banking Industry/System especially
as to the availability of various services rendered (acceptance
of deposits, standing orders inquiries lending cashing facilities
transfers etc) among aothers is dwindling.

(c) Banking services are still not being enjoyed by a large
proportion of the Nigerian Populace as a result of
concentration of Banks mostly in the Urban areas.

The Hypothesis were tested based on percentage distribution of the

responses to the test indicated as follows:-
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(" banking services are considered by Customers to be poor
especially in relation to time factor i.e. time spent by
Customers while waiting to be served. For instance while
trying to cash cheques, most of the bank's branches involved
claimed that their services are in order, while at the same
time they want to introduce new ideas tor improvement i)f
services. This is contradictory.

(i) Banking services in relation to granting of credit facilities
among the one thousand and oneservices are to some
extend personified and rigid thereby discouraging a good
numbers of both existing and prospective customers (Loan
Constraint). Bank staff in this regard have been accused of
various malpractices or (Unerthnical behaviours in the
performance of these services).

(iii) Emphasis arc usually placed on collateral/securities such as
certificate of occupancy on landed properties (restricted to
state C of O). Cash backed and other tangible securities.
Indeed most Nigerian especially rural dwellers own land on
family and or hereditary basis and therefore do not possess
any ownership or certificate to cover them.

Based on the above study, vital recommendations, which are/is

believed would enhance efficiency and improve banking services therefore
restore public confidence in banks, were made at the end of the study.

Among the recommendations made are:-

(a) Banks should adopt new methods by which customer?; will
spend less time while waiting to be served especially when

trying to cash cheques and acceptance of large deposits. In



(b)

(c)

(d)

(f)

(9)

Xii
this light, suggestions were made such as outiight payment of

cheques presented to the teller (cashier) at the counter up to a

certain amount.

Bank's staff should accept and adopt better attitude, approach
and method while rendering services Ho customers.

Less emphasis should he placed on personal knowledge,
Know how or relationship as a yard stick for rendering good
services. This is better achieve when staffers are not deploy
to their state or place of origin.

A new system of banking should be introduced in the rural
areas which will be result oriented in order to aid as well as
develop the rural economy.

The staff should be given better training in order to better their
performance on the job by interacting with others (other
bankers and similar institutions) other than the reference bank
provides greater oppoi Utility for exchange of ideas, knowledge
achievement and improve relationship.

Job routine and redeployment.

These recommendations focused largely on the need to

improve services rendered to customers by doing so, more

customers, come in to utilise the bank's services. This is one of the

main strategies in marketing.

On the whole, the banks should improve their marketing

strategies in order to satisfy their customers and to withstand the

increasing competition in the Nigerian banking system today as a

result of the proliferation of banks.
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CHAPTER ONE
GENERAL INTRODUCTION
1.1 INTRODUCTION AND BACKGROUND INFORMATION

The need for this research is the improvement of banking services in
Nigeria. In today’s commercial world, almost everything is bhased on
money. Nigeria like any other developing nation has various financial
institutions but the banking system predominale as the country is still
undergoing different phases of development processes.

it is a widely accepted fact that financial institutions especially the
banking industry constitute a vital and strategic engine of economic growth
and progress of any nation. This is because it acts as intermediaries in the
process of mobilisatid;l of resources from surplus economic unit fo finance
the needs of deficit units in the economy. By this singular act, the banking
industry is able to influence the direction and flow of national resources
thereby affecting the rate of development and of course national progress.
The emarnity of this role is by far greater especially in a developing
economy like ours where the level of income is low and is at a level that
investinent can only be made of it if possible without requiring a long period
of saving.

In addition to this crucial role of financial intermediation, is the
centrality of their position in the execution of monetary policies and in
contributing towards preserving overall balance in the economy.

Itis therefore not surprise that the Government of any
nations/countries take enough interest in what operates within this sector
of the economy. No government would ever allow it's banking system a
complete free hand and or reign because a non regulated environrent.

It is stated “breeds greater instability.” As a matter of fact, the
Nigerian banking system, for a better understanding, it is necessary for us

to have some idea of the evolution of banking in Nigeria. 7 "5 would then
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enable us design more relevant strategies for the effective marketing of
banking services in Nigeria.

The barter system in Nigeria disallowed a conductive atmosphere for
banking in Nigeria. In addition, the use of commeodity currencies made the
situation even worse. This situation resulted in the delay in creating an
effective and efficient banking system in the country. The commodity
currencies that were in use in Nigeria before the introduction of coins were
in form of cotton, gin and rum. This situation was improved when metal
currencies such as the American half-eagle, French Napotean and the
British sovereign were introduced. Despite the introduction of the metal
currencies, the cowry shell was still the most commonest medium of
exchange.

The introduction of the shillings towards the end of the nineteenth
century resulted in the harmonisation of the varicus metal currencies used
in British West African. This was a step foward for them, because
previously they had a financial system which was clumsy in comparison to
the already established French West African financial system.

By 1912, the use of British coins as a medium of exchange was
finalised. This resulted in an increase in the importation of silver coins into
Nigeria. It was from this that the need for the creation of Nigeria's first
Banking firm was sowed.

Pius Okiogbo in “Nigerian financial system” stated that Mr. George
Nevile, an agent of Elder Dempster and company, made use of this golden
opportunity for his company by persuading the company to spansor the
establishment of a bank in Lagos.’

The establishment of the bank was also to give Elder Dempster
exclusive rights to ship coins to Nigeria. Thus by August 1891, the Lagos

branch of the African Banking Corporation was opened and Mr. Nevile was
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made the Branch Manager. Problems however arose which re-PuIted in
Elder Dempster taking over the banlcin 1893,

Nwanko in “The Nigerian Financial System” classified the evolution
of commercial banking system in Nigerian into five major periods namely -
up to 1952, 1862-1959, 1859-1970, 1970-1977 and since 1977, For analytical
purposes, these periods were termed the free banking era, the era of
banking legislation, the indigenisation era and the post-Okigho era
respectively.

The system up to 1952 period is characterised by two main features.
Firstly during this periad, there was an absence of banking legislation that
would have controlled banking activities in Nigeria. In other words, this
period was characterised by free banking which made it possible for a
number of persons not exceeding ten (10) to form a bank.

However, if the nuimber exceeded ten, they could still engage in
banking business so long as they registered as a company under the stamp
duties ordinance (No. 5 of 1938) provided they did not issue bank of
England notes. Such companies were however allowed to issue their own
notes. To date, however no note-issuing commercial bank has ever been
established in the country. .

Secondly, it was during this (up to 1952) periad that the threa biggest
foreign banks and the two biggest indigenous banks were established. The
foreign banks were the bank of British West Africa Limited (BBBWA) the
Barclays Bank Dominion, Colonial and overseas and the British and French
Banlk. The two indigenous banks were the National Bank of Nigeria and the
Africa Continental Bank Limited (ACB}.

The Bank of British West Africa, which took over the Africa Banking
Corporation established two years earlier was established in 1894. It is

now first Bank of Nigeria Plc. Barclays Bank was established in 1912 and is
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now Union Bank of Nigeria Plc. While the British and French Bank was
established in 1948 and is now known as the United Bank of Africa (UBA).

in the case of indigenous hanking secior, the National Bank of

Nigeria which was established on the eleventh February, 1933 had the

Unique feature of being the first successful indigenous Bank in the country. o

It must be noted that there had been various previously unsiccessful
attempts at the establistunent of indigenous hanking firms {The bank
however went into liquidation a year ago).

Pius Okigho® noted that there were many steps taken to establish
counter institutions to the European banks. The first of these steps was
taken in 1929 in Lagos. The industrial and commerce bank lilrli}ed was
established by a group of Nigerians. It's shajor objective/motives "“To offer
unrestricted credits to Nigerians.” The bank went into liquidation a year
later., Okigbo identified the second attempt as the establishment of the
Nigerian Mercanlile Banlcin 1931, This attempt was success{ul as the bank
lasted till 1936. Following these unsuccessful attempts the successes
began to take root. _

The second successful indigenous bank was the African .Cuntinental
Bank Limited. This started as a private company in 1937 as Tinubu
properties Limited with an authorised and paid up capital of N500.00 (Five
Hundred Naira Only). Ten years later, the name was changed to Tinubu
Bank Limited and in November of the same year it became African
Continental Bank Limited with an authorised capital of N20,000.00 (Twenty
thousand Naira Only) of which N10,000.00 has been issued and pazid up.

Nwanko’ identified four major features of the second phase which
was the pre-central banking ear 1952-1958.

The first feature was the effectualisation of the paton commission

report in the 1952 ordinance which came into effect in 1952. Following
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paton's report in 1948, the Government of the day enacted the first ever
banking legislation in the banking legislation in the banking ordinance of
1952. This defined a bank as “any company carrying on banking business
or using banks or banking as part of the title under which it carries on a
business.” It also defined banking business as the business of receiving
from the public on current account or any account (like time deposit, fixed
deposits, saving accounts e.t.c.) Money which is to be repayable on
demand by cheque, (in the case of current account) or withdrawal slips
(saving accounts or authorisation letters of withdrawals (in the case of the
latter) and of making loans and advances to customer® current account
holders.

The ordinance went on to stated that no banking business should be
transacted in Nigeria except by a company which has taken up banking
license from the financial secretary after paying N25,000.00 (Twenty five
Thousand Naira Only) out of the authorised capital of N50,000.00 in ciash for
indigenous banks and N200,000.00 for expatriate/foreign banks. The
ordinance further required that banks maintain a reserve fund up to which
20 percent of its profits will be paid annually until it equaled the paid up
capital. The ordinance was to be implemented immediately effective for
new banks and existing banks were given up to a period of three years to
apply for and obtain license. The enactment and coming into effect of the
1952 banking ordinance was the first characteristics feature of the second
phase of banking development in Nigeria.

The Second feature of this period is the collapse of the indigenous
banking doom. By the time the ordinance became operational for all banks
in 1955, all mushroom banks established since 1945 had collapsed except
for African Continental Bank, the Agban-Magbe Bank and the Merchant
Bank respectively. These three banls in addition to National Bank were the

only four indigenous banks that survived.
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This table Ll illustrates the ban_ks failure in Nigerian then:

Table l.] Table of Banks Failures In Nigeria

Name of Banks | Date of Establishment  Date of Failure
1. African Banking Corporation 1892 1894
2. The Industrial & Commercial Bank 1929 1930
3. The Nig. Mercantiie Bank 1931 1936
4, The Nigerian Penny Bank 1945 1946
5. The Nig. Farmers & Comm. Bank 1847 1953 |
6.  Pan Nigerian Bank | 1951 - 1954
7. Standard Banlc of Nigeria - 1951 1954
8, Premier Bank 1851 1964
. 9. Nigerian Trust Bank 1951 1954
10. Afroses Credit Bank 1951 1954
11. Onward Bank of Nigeria 1951 1954
12. Central Bank of Nigeria " 1951 1954
13.  Union Ban of British Africa 1962 - 1954
14. Provincial Bank 1952 © 1954
16. Metropolitan Bank of Nigeria 1952 1954
16. United Commercial Bank 19562 1954 .
17. Cosmopolitan Credit Bank 1962 1954
18. Mainland Bank - 19562 1954
19. Group Credit and Agric Bank 1952 1954
20,  Industrial Bank 1952 ' 1954
21, West African Bank . . 1952 1954
22. Muslim Bank _ 1958 1958
23. Bankof Lagos . 1959 1965

&

M



7

The third feature of this period is the start of assistance provided by
the state for the indigenous banking. The four banks that survived the
boom were able to do so with the assistance and support of state
governments. The four banks received huge injections of public funds
before it could qualify for a licence at the expiration of the three years grace
period allowed by the 1952 ordinance.

The fourth feature of the 1952-1959 phase was the absernce of a
Central Bank for the country. This resulted in numerous banks emerging
and malpractices existing in large proportions. There was no major central
controlling unit thus it was a “free for all bank satari. This lack o control
could very possibly have been the main reason why banks then failed and
the banking boom collapsed.

The third phase was the era of banking legislation from 1949-1870,
This phase opened the establishment of the central banl of Nigeria in 1958.
There was also the establishiment of the foundaticn of the Nigeriar money
and capital inarkets in the same year.

Another feature of this period was that a new breeds of banks known
as the mixed banks emerged. Finally apart from the eigh! banks
established between 1959 and 1962, no new lranks were established
between 1962 and 1970, |

The fourth phase, the era of indignisation, 1970-197V8 was
characterised by the introduction of the indigenous enterprise promotion
Decree of 1972. Furthermore in 1973, the Federal Government toock
adequate percentage interest in the three biggest expatriate commercial
banks to bring the total indigenous owherehip to 40 percent. In 1976, the
Federal Government acquired an additional 20 percent in the three biggest
banks and 60 percent in the other foreign banks to bring indigenous

ownereship to 60 percent.
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Another feature of this period was the boom in indigenous banking
system by State Governments, The final characteristic of this pericd is the
financial system review committee set up by the Federal Government
known as the Qkigho Committee.

The f{ifth phase, the post Okigbo era, 1977 on wards was
characterized by the hope for improved restructuring of the country’s
financial and banking system. This improvement was necessitated by the
dynamism of government policies.

The Merchant Banking industry however did not evolve as early as
the commercial banking sector. Prior to the 1860's, no Mercl'lant! Bank
existed in Nigeria. Merchant banking began in 1960 with the opening of
phillip Hill which was an acceptance and discount house. This was
followed by the Nigerian acceptance Limited in 1961. Ih 1973 NAL Merchant
Bank was opened in between 1974 and 1975, first National Bank of Chicago
(Nig) Limited was established. It is now International Merchant Bank.
Chase Merchant Bank and Nigeria Merchant Bank were also opened at the
same period. | ‘ .

In the case of the development banks, they were all post
independence and =zll Federal Government owned. Examples of these
development banks are Federal Savings Bank, Nigerian Agricultural and
Co-operative Banl, Nigerian Bank for Commerce and Industry and Nigerian
Industrial Development Pank respectively.

4 Presently there is a ,prbliferation of banks following the new
legisiation on formation and operation of banks. However with the
promulgation of the failed banks degree of 1995 and increased authorised
capital reserve to N500,000,000.00 (Five Hundred Million Naira only) many
of the existing banks are folding up.

These financial institutions perform different kinds of functions but in

most cases they carry out similar services. The major services rendered by

!
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almost all the banks whether Government or individuals are thcose of
acceptance of deposits and in same cases lending. In all, the commercial
banks stand out uniquely in terms of general banking services and more
over they are better spread than any other type of banks in terms of kranch
network.

From the above bank origin and analysis therefore, more emyhasis
will be focused on services rendered by commercialé’banks with emphasis
to Savannah Bank of Nigeria Plc, one of the leading commercial banks in
the country (also formerly expatriate Bank) commearcial banks are seen
generally as profit-oriented institutions that usually concentrate cn the
profit/ interest of their shareholders (suppliers of the capital and owners of
the company) first and foremost and this makes the general public to hold
the view that their own (the public interest or gonals) are usually not
vigorously pursued. Notwithstanding this negative public attitude melted
on the commercial banks by the society, the banks still play a “Crucial” role
as intermediaries between the surplus units in the economy and the decifit
unit.”® A large percentage of commercial banks assets are invested in
various services rendered. Most Services/Bank operations are invested in
loans and advances to their numerous customers. For example, at the end
of 1985, commercial banks aggregate credits to the economy stood at N22.4
billion Naira. This represents a high proportion of their assets. Despite the
economic crush/difficulties facing all businesses, banking sector inclusive
and the country general, this sub-sector still keeps witnessing a high rate
of profits at the end of each financial and acceounting year. For example, a
break down of Savannah Bank of Nigeria Plc (reference bank of study)
account shows that in 1989, 1990, 1991 and 1993 profit after tax stooc at in
million) N37,434; N48,178; N48,178 and N31,716 respectively. This growth

trend is applicable to almost all the commercial banks in the country.
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In order to extend banking services to 'ali nooks and cornets of the
country, the Federal Government in 1987 ordered all the commercial banks
to open branches in the rural areas. kEach commeriial bank was allbcated a
ceriain number of branches to be opened in specified rural areas. The first
phase of the rural banking scheme ended on thé_.- 30th June, 1981 during
| which time a total of 185 rural branches." were allocated to all the
commercial banks nationwide bﬁt only 81 were open under the second
phase of the rural banking scheme which was to have been completed by
December, 1983, A total of 266 branches were opened while under the third
phase which began in 1989, 300 new rural branches were expecied to be
opened by July 1989. Banks before then were always concentrating their
branch operations in the Urban Centres where they make quick profit,?
Both indigenous and expatiiate banks were fond of this . Where as
this idea of Urban location indicates short sightedness, no courtesy to the
overall development of the Nigerian Economy. As at 1977, after over 80
years of banking serviced in Nigeria (from 1894) these existed only 470
bank’s branches to services a population of about well over 80 million and a
territory of some 921,000 by kin. As a result of this geographical
distribution, over 100 of the 470 bank branches were located in Lagos state
alone with an area of 1.381 sq. km. while states like Niger, Bendel and

Gongola had fewer than ten {10) bank branches each located in Urban

12

Centres.”” With the present situation when many branches exist all over

the country, a large percentage of the population may now enjoy banking
services.

in order to control the administration of the banking industry,
particularly commetcial banks generally, the Central Bank of Nigeria (CBN)
is empowered by the Federal Government to issue out monetary polici(es}
circulars among others yearly which contain each years guideline on the

banks day-to-day operations. The guideline usually feature among others:
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(N Aggregate credit ceiling (maximum growth rate in aggragate

loans and advances) )

(ii)  Sectorial distribution of commercial and merchant banl: loans

and advances, 3

(iii) Capital funds

(iv) Reserve requirements

{v) Interestrates etc.'

Even though banking services are seen to be vital in the economy, a
lot of people and even inslitutions still view the banker as a “ﬁueer
creature” whose operation are shrouded in Mystery." l

As a result of this non-challant attitude, some bank officials .render
these services poorly on part of some of them and even rigidity in methods
of operations, coupled with the political, ethnic, tribal and selfish interest.
This assertion of queer creature can not be far fetched. However, this does
not imean that all banks and bankers are the same or guilty of this olfence.

Banking is basically a service industry operated by human beings for
the beneflit of the general public. As such it is natural that the services
provided by financial institlutions (banking 'sector) cannot be one hundred
percent (100%) perfect. The fault may not lie entirely on the operators of the
services, they may be due parlly to institutional defeats as the atlitude of
hoth the operators and the consumers/beneficies. At any rate, the
complaints of customers against institution providing services are not
confined to banking services alone but the fact remain that different
reasons exist for feeling dissatisfied with banks.

This research is a direct response to the myrial of complaints hue
and cry by both the operators and our governors and the
consumers/Governed about the inadequacies, failures and inefficiencies of
the banking system whose plathora of maladies according to them seem to

defy solution. The imported solution have not been worthwhile either.

L L A ErPaan
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“We have.. the skills, how come we are grounded? This seems to be
the question agiting the minds of all patrotic citizens.

The banking industry has been variously refered to as the white
elephant and the nation “sick baby"” it is paradoxical that the banking sector
is tagged the white elephant dispite it's monopoly.

Nigerians are agreed wrongful or rightly that there is manumental
mis-management of the nation’s banking system. A Nigerian Scholar once
remarked that Nigeria will perhaps go down in histry as one country that
had so much but did so little. However, one thing is certain the wastage of
resources in the broadest sence of all natural resources, mineral in the
ground, forest and animal life above the ground, fish in the sea and vast
human endownment has been unbelivable.

It is in the light of this public spirited Nigerians have joined band
wagon, chorusing privatisation and commercialisation of public
corporations in the country. Judging from our experiences since
privatisation and commercialisation of public organisations sectors
(banking sub-sector inclusive). Five years, the exercise has yielded some
fruitful resuit. At least some public confidence is fast growing particularly
in the banking industry. In addition better condition of service and service
rendered are going good and better now. However, another school of
thought sees government participation a reaction to the demand of the
national security and the failure or excesses of the private sector (including
banking industry). Protagomists of this view point contend that
“completed” privatisation - the transfer of “Purely economy activity from
the public sector has no place even in the pure capitalistic economy. They
urgued that countries the world over have continued to recognise the need
for government to actively participate in industries that are sensitive,

socially oriented, requires huge capital or touch on national security.
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Privatisation is esséntially a search for efficiency through the
systematic transfer of ownership from the public sector to private sector
geared towards stimulating higher and more efficient production and of
services whether government involvement is the cause of inefficiency and
whether the cessation government participation will be desirable in the long
run are questions for debate. |

| My thesis/research paper will attempt to provide useful rdata of
information that will enable the reader or decision maker take a positive
stand. 1t will also find out whether the services rendered by commercial
banks, with reference to Savannah Bank of Nigeria Plc in particular are
seen by the public as good, poor and how effective and realisable are
banks services made available to customers.

Therefore at the end of the research, it is envisaged that the
inquisitive mind should be able to find solutions to the following question
marks/statements: | ‘

{1} is the Privatisation of Public Corporations (Banks) thi: answer

to efficiency? |

(1}  Can public corporation be or remain efficient and proructive

while in the hand of Government?

iy research paper will also attempt to answer the crucial question, is
banking industry inefficient?. If is found to be in the affirmative, the next
consideration would be to attempt to identify the causes of this inefficiency
and the role marketing plays in reversing this negjative trend.

However, if the outcome of this research lext proves to the contrary,
the “inefficiency syndromatic” we may want to know the casual factors
behind the hue and cry about the inefficiency of the banking sector and the

role of marketing have played in the prevailing circumstances.

LY
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1.2(1) THE STATEMENT OF THE PROBLEM

Banking is basically a service outfit operated by human resources for
the benefit of the generality of the populace. As such it is natural that the
services provided by these people (factors of production) cannot be
hundred percent (100%) perfect. The failure may not lie entirely on the
operators of the system. There may be due partly to institutional defect or
the attitude of both the operator and the consumed'. At any rate, the
complain of consumers against the sector providing services are not
confined to financial services alone but the message remain thatf different
reasons, exist for feeling dissatisfied with banking services(s).

The world bank itself is unpopular even with the customers they
finance usually as a result of the innumerable conditions. It specifies f(;r
granting a loan and the propotrated delays &nd various botlle necks
encountered during the period of negotiation and consuming the loan.

The apex (Central Bank of Nigeria) bank could also he said to
be unpopular) particularly among other banks, the public at large and even
some times with the government because of the power of supervision and
regulation which they exercise over the latter (other banks) they later
generally consider as unnecessary constraint on their freedom to operate
their business the way they like. The apex bank as the initiator and
executors of monetary policies and in most cases the administrators of
exchange control regulation are exposed jo public dissatisfaction
whenever they take decision and or measures that infringe on the: financial
interest of individuals or groups in order to safeguard the overall interest of
the national economy.

The financial system is a complex network that includes payment
mechanism and borrowing as well as lending of funds. Many bank

customers believe that they are entitied to bank services on dem~nd
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forgetting that banks are primarily trustee of depositors funds and as such
they must organise their operations in such a way as to make it possible for
them to meet the demands and needs of their depositors as when clue and
called upon to do so.

Banking services can be broadly divided into five areas (referance to
Savannah Bank of Nigeria Plc) General Services, International transfer,
specialised services, trustee services and other services as the case may
be. All these services face one form of criticism or the other from the: public
or customers. For instance it is a well known fact that most banks in
Nigeria take up to two or more hours to cash cheques or make irquiries
and also some staffers of certain branches or banks of some banks are not
courteous while dealing with their customers.

It i1s therefore with this background information in mind that this

study is carried out to verify the various assertion and to recommend what

can be done to improve the situation.

1.2(ii) THE PROBLEM

Every organisation has to identify and make efforts to satisfy the
needs of the markets, its activities, and aims. The ability to successfully do
this will contribute towards the long term survival of the organisations.
However, some organisations have failed to grasp the importance of this
policy approach in which the banking sector is not an exception.

The major problem facing the industry as highlighted above focuses
on efficiency, acceptability and service satisfaction.

- There is general outcry by the public of poor services, lack of
confidence in the system, and non penetration of services of banking
operations. This poor services, associated with banking transactions
services not enjoyed by a larger proportion of the Nigerian population

among others will form the basis of my hypothesis to ascertain this

position.



16
1.3 ) ' METHODOLOGY

This research will take a descriptive approach. This will invclve an

accurate presentations of facts about the situation as it is found at the time
of this study. _

In the process of collecting informations and materials for this
research work, queslionnaires are desighed to obtain and gather
informations on marketing of banking services in Nigeria as se2n by
customers as well as bank staff with specific reference to Savannah Bank
as is being practiced.

Oral interviews will also be held with banks olher than the reference
bank, and its customers {i.e rural dwellers as well as Urban dwellers) in
different walks of life irrespective of the nature of calling be they self
employed, civil servants, Doctors, Farmers, traders, corporate
organisations etc. .

References are aiso made from a number of textbooks, journals,
articles, newspapers, the orgnisation’s (Savannah Bank of Nigeri:t Plc)
records, memoranda and financial stétements.

The questionnaires will be adiministered on a sample of Savannah
Bank Customers while questionnaires mainly for management staff will be
administered by bank staff of selected banks using the simple random of
sampling technique. .

Attempts would be carried out to indicate the type of services
rendered by banks and using current literature the subject for reference.
The various data collected will be used in testing the following:-

N Banking services are generally poor and unsatisfactory

(ii}  Public confidence on banks is dwindling

(iii} Large percentage of Nigertan population still do not enjoy

banking services as a result of concentration of banks in

Urban centres.
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Lastly, conclusion arrived based on available figures from the data
collected and answers to interviews and questionnaires distributed on the
subject matter. The details in this regards (of facts and analysis) is shown
in later chapter and recommendation shall there after be made on how to
improve banking services and how banks can effectively contribute to the
nation’s economic development. | -
1.4 L AIMS AND OBJECTIVES ;

Banls perform a nuinber of closely related roles and functions, most

of which are of vital importance (o our private and business life.

in the performance of these functions, it is hecoming more zipparent
that previous strategies are not applicable to changing times. Banks thus
need to make some modification in these strategies to keep abreast with
modern challenges and times. This can be done only through adequate
identification of customer’s needs, development of aggressive marketing
strategies and proper co-ordination of these marketing efforts as an
integral part of the banking system. Thus the research objectives are as
follows: |
g () To establish whether there is an existing lack of confidence in

Nigerian Banlding system.

(i) To undertake a general but criticat study of the banking
industry in order to confirm or reject the inefficiency theory {is
the banking industry inefficient).

{lii} Toidentify the reasons, if any for the attitude of Nigerian
towards their banking system. |

{iv) To identify the preohiems and prospects of the banking sector
as a viable business organisation, (“Is the banking industry a
viable conc2rnin purely economic term or as part of national
policy.”) "

(v} Toidentify the impact of marketing on banking services.
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(vi) To undertake a critical study of the banking industr
establish the degree of marketing emb_arlked upon

{vil} To examine the various kinds of services rendered
in Nigerian with emphasis on commercial banking *
of services do commercial banks offer?”,

(viii} To consider and or examine the relevance of such:
the society (where the banks are located. Urban an
areas).

“Who benefit most, Urban or Rural populiace?"

(xv) To assess how there services are fully implemente
determine whether they are well crried out and ful}
appreciated by the customers or otherwise.

(xvi) To malke suggeslions that will lead to improvemen
services and also public confidence in this sub-se:
financial system. Furthermore, suggestians woul
how bank's services can be made available to cus
without necessarily forcing them to fulfill different
in case of loans and advances.

(xvii) Finally to indicate how banks can help in improvim

_ nalion’s economy.
1.5(1) RESEARCH HYPOTHESIS

Statistical tests on dilferent variable used in this stud

desighed to furnish the reader with sufficient data or infc
evidence to enable us verify or reject the following postulation:

in That thara ie coarralatinn hatwann cannca laual trn
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(iii} That government interference and control has direct
~ramification or negative effect on the cperational efficiency of

the banking system.

1.5(ii) STATEMENT OF HYPOTHESIS

() Banking services are poorly rendered, inadequate and helow
standard " -
{ii)  Public confidence in the banking systt;.-m is dwindling &nd need
improvement of its marketing strategies, because majority
of Nigerian do not enjoy its services.
1.6 SCOPE AND LIMITATION OF THE STUDY

With the proliferation of banks in Nigeria, it will be heroulean to

attempt a study of the entire operational structure of the banking system in
the whole country and still maintain and achievera high level of accuracy
and make realistic postulalion and recommendation respectively. It is in
realisation of this short coming and time constraint that | have decided to
limit the research work on Savannah Bank of Nigeria Plc - reference bank
whose operations, activities and structures are similar to other sister
commercial banks in Nigeria. The bank now privatised and fully public-
owned was one of the expatriate banks bought by the Federal Government.
The dissimilarity is in terms of name, location and style of administration
and operations. Although the study will also make incursions into the
finance system generally as a basis for comparative analysis.

The study will therefore be based on the following areas:

(1)  The general problem of the financial system.

(2) The role of marketing as a stool for proﬁwting elliciency,
productivity and profitability. {0
{3) Toanalyse the banking system to determine:
{a) Viabilily

(b} Feasibility
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{c})  Profitability
(4)  To analyse the operations of banking to determine those areas
in which it is most efficient and or ineffective and to advance
conclusion and make recommendation and remedial measures.
It is important to point out that limitations of time and cost hava been
instrumental to the number of bank/branches covered nation wide in this
investigation, even Savannah Bank, the reference/selected bank in
question, it hasn't been possible to go round all the banks branches (88
branches) in the country.
y 1% 4 JUSTIFICATION OF THE STUDY

The macro-economic effects of parallel markets, financial institutions
have attracted a great deal of interest recently. The banking industry and
its dealings are a critical aspect in agric - dependent economy like ours
because what happens outside such an economic system is felt by
everyone else. It is apt to state that “whenever the global economy
sneezes, the local ecoanomy catches cold.” On this account therefore, the
advantage of an effective and good marketing system especially in our
today’'s changing world, particularly the banking industry and attainment of
consumers needs is more important than any other considerations like
Human welfare in terms of numeration {wages and salaries), price of labour,
and more important than gains fiom other services. The analysis and the
study of such a sub-sector (banks) and its implications on the entire
economy can thus not be over emphasised.

Secondly, the presence of informal activities and foreign exchange
Markets in Nigeria as in many development countries, has important macro-
economic efiects, for they play important roles in determing the manner in

which exogenous and policy shocks are disseminated through out the

economy.
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Thirdly, unorganised money markets, which have developed to
becoine an essential part of the financial process, have no legal stunding
and thus not subject to regulation by government. They are therefore not
subject to the government imposed prudential guidelines and unfortunately
operate at a competitive advantage relative to formal institutions, Such
arrangements have important consequences for the ways in which financial
policies affect key Macro-economic variables.

The major significance of this study therefare is to be able to develop
a more effective and efficient strategy for marketing of banking services.
This will be achieved by identifying the present probleins and prospects
existing in the Marketing of banking services. '
1.8 DEFINITION OF TERNMS

Inefliciency for the purpose of this research will be defined, deduced

or implied from the performance of the following core activities.;

(1) Howlong it takes to process cheques

{2) {(a) Howlongittakes to pay a customer {queing tilmes)
(b) The convenience of the exercise (orderliness’,

information level etc.).

{(3)  The punctuality of the staff to attend ta customers at the
counter {the number of minutes a staff takes to serve a
customer in excess of estimated service time} the standard
delay lime being 20 minutes.

(4) How easy itis to dispose or cash a cheque in time of:

(a) Loss of cheqyues or withdrawal slips and or
| authorisation note.
(b} General complaints.

{c) Settiement of claiims {compare to other banks other than

Savannah Bank in reference)



22
Effective performance would therefore have been achieved with the
performance of these services/activities resulted in customers satisfaction
at a profit to the organisation. Economical, as used in this stuc{y will be
continued to incorporate the following:-
(1) Feasibility: How practica!l is the banking business
aclive? Is the banking industry a feasible
~venture?
(2) Profitability: Is the outfit gainful and beneficial?
Is the banking sector truly a “white elephant
in Purely economic term?
(3) \Viability: Is the business organisation capable of
surviving and developing, is it workable?
Answers to the bank definition can be found in the overally
analysis or examination of the subject matter. In doing this, we shall focus
on such areas like profit earned over a definite period of time will reveal its
performance so far. Other consideration will involve,
(a) Size of Market
{b} Nature of demand.
| am however convinced that the data gathered and infcrmations
received from this sample will in no doubt he a fair assessment of the
opinion, fears, attitude, wishes, displeasures, and perceptions of the
tabutation under study.
NOTE: If in the course of: ¢
(1}  This research work, it becomes evident that constrain's of time
access and cost will not permit me to elaborate study of this
kind envisaged by this research, the reader should not be
~ puzzied by the slight change(s) in appreoach that he or she may
come across, Itis hoped that the cutcome will serve the same

purpose and thatis to provide food for thought - illumination
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and recommend concrete propaosal for remedying
substandard performance.
Conclusions arrived at may be explicitly stated or
implied although efforts will be made to highlight major

conclusions and points of interest.
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CHAPTER TWO
2.0 LITERATURE REVIEW
21 GENERAL FINANCIAL REVIEW

The world in which we live has aitered dramatically in the last few
years. The change in outlook within our own environment since
independent is no longer that of a subject country but a Microcosm where
we are largely the arbiters of our own fate. A microcosm in today’s \;Q'orld is
subject to external influences beyond our custom and if we do not see the
clouds over the horizon, we will be overcome by the deluge when it irrives
at home,

The aspirations of the underprivileged depends on the willingness of
the love to give to the have nots. We have to bring the solutions to our
problem because the world has become a competitive and less sympithetic
place in which our institutions must live up to our expectations oth:rwise
our progress will be retarded. We therefore have to identify the main
features of a developing economy and define what expect of the banking
industry in such an economy and see what conditions needed to be created
so that the banking industry can operate successfully with the maintain
encouragement from Government and reqgulatory bodies with the minimum
of interference,

In a developing economy such as Nigeriia characterised by a
multidimensional macro economic problems called the “vicious cycle of
poverty” This cycle of poverty itself is an aggregate combination of low
income, low savings, low investment and consumers demand. The
traditional institutional divisions which characterised financial markeat are
disappearing as banking institutions seek to take advantage of
environmental changes to offer their consumers a more integrated range of

financial services. The financial markelts in developing



27
countries have become more increasingly diversified, technology develop
to improve the speed and variety of service provision and the on-going
global deregulation of the industry has widened the potential products
service range for the majority of banks in these economics.

It is highly unfortunate that in Nigeria the banking industry is viewed
with suspicion and distrust by the general public and vilified by the press dt
every opportunity. This shows a fundamental misunderstanding of the
roles and functions of the banks.

Traditionally, banks provide the major wvehicle for mobhilising
resources from the surplus units and channeling the same to the deficit
units. They also provide a potent medium for the transmission of
government monetary policies in discharging its cardinal responsibility for
economic management. Therefore in a developing economy banks are only
vehicles which recycie money. They are middie men in the econorny and
their operations and actions are government regulatory bodies and
monetary policy.

Commercial and Merchant banls have always operated three¢ types
of transactions accounts (Savings, Current and Terms) for their personal
and corporate clients. These transactions further give rise to a variety of
banking relationships and a product lines. They provide funds mainly
through loans/advances/overdrafts and other forms of credits to the deficit
section. As financial Intermediators, they provide a mechanism to effect
settlement of financial transactions and debt obligations on behalf of their
clients. By performing these banking services, the banks are also able to
earn part of their incomes through interests and commissions charged on
the services rendered. In the past the primary sources of income to the
commercial banks had been thiough these types of services due to the
economic down turn and the subsequent industry’s provision for bad and

doubtful debts, income renerating instrument have been focuses away
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from the traditional aspect {loan and advances) to the very short-run
avenues and other instruments.

Banks have always conforim to government economic prograrnme 67
national priority. The sectorisation of credits forces éommerci:a! and
merchant banks in the Country to grant more credits to priority sectors
such as agriculture and manufacturing. The Table 2..1 shows the increasing
roles and functions performed by Nigerian Banks _jn agricuituré’ and
manufacturing. These credit trends to the two sector t;'r_pify the increasing
significance of roles played by banks in agriculture and manufacturing in

Nigeria since the last decade.

TOTAL

YEAR AGG. CREDIT TO AGG. CREDIT

AGRIC SECTOR MANUFACTURING OTHERS

(N'M) {(N'M) {N'M) {N'M)

1980 482.20 ‘ 3,565.50 2,701.50 6,749.20
1981 619.20 4,909.00 3,766.70 9,294.90
1882 826.70 5,853.30 4,622.10 11,302.10
1883 994.90 6,170.20 5,414.30 12,679.40
1984 1,131.40 6,493.10 5,665.20 13,189.70
1985 1,430.40 5,573.20 6,968.60 13,873.20
1986 2,042.10 7,096.90  9,534.00 18,673.00
1987 2,754 .80 10,017.20 27,042.80 21,679.70
1988 3,643.20 . 11,615.20 8,492.60 23,741.00
1689 4,285.80 13,15280 15,152.80 27,539.90
1990 5,320.20 15,313.50 12,368.70 33,002.40
Table 2:1 Actual Sectoral Allocation of Credit by Commercial and

Merchant Banks to Agriculture and Manufacturing Sectors

in Nigeria for the period 1980 - 1990,
Source: CBN Annual Reports.
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As part of their economic functions, banks contributes immensely to the
formuiation of major macro economic policies and ey act as channels for
iimptementing such policies. They aiso perform many special economic
functions such as monetising the rural economies through rurat branches
and stimulating less capital intensive economic projects through
programmes such as Nigeria's small and medium scale enterprises
schemes (SMES). |

By performing those functions, banks are expected to make profit in
a responsible manners, How else can the banking industry make a
contribution to a developing economy if the operating institutions cannot
pay for investment in staff training, branch network, technclogy etc.

Investors need stability in order to make medium and long term
investment decisions. Banks follow where investors go. The frequent
arbitrary changes in policies, combined with poor incentives to investment,
bureaucracy and corruption hinders economic activities. Therefare, the
hanking industry the middlemen in this scenario cannot persuade irf\lvestors
to invest in such hostile climates.

In the late 1980's and the early 1990's, the single policy that has
affected and dictated the roles and functions of the industry vras the
structural Adjustment Programmes (SAP}, which contain a lot of macro
~ economies measures. Before SAP the banking industry was highly
regulated in line with keyesian economic. However, with the introdurtion of
SAP in 1986 the focus of government policy was the gradual deregulation of
the Nigerian Economy in which the banldng industry is a key player. These
inputs or measures implies the absence of unnecessary interferences in the
market forces with the industry

One major aspect of dereguiation exercise in Nigeria was the
abolition of the licensing system. This had a profound effect on the roles of

banks because banlts had to then function as the channels for distrit:ution
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of foreign Exchange allocation. As a result banks were éxpected to bid for

Foreign Exchange on behalf of their clients. The supply in forex resources

lead to stiff bidding competition amongst banks.

Anollier policy under cut by the regulatory forces on the banking
industry is the withdrawal of Federal and State Government’'s accounts and
their agencies funds from the commercial and merchant banks and
lecdgment of same in the Central Bank of Nigeria (CBN) in 1989 up to date.
Such lodgment of funds with the CBN had immediate and far-reaching
implications some of which were:-

- It means CBN would engage in retail banking

- it contravenes the traditional roles of CBN as an apex and regulating
body whose rules have implications for various aspect of retail
banking.

- it means over-stretching of their manpower quantity and quality in the
apex institution.

- Placing many commercial and merchant banks in service liquidity
constraints in view of the epileptic manner of the CBN’s directive.

- - Many commercial and Merchant Banks could not afford to providde the
needed services required and as regards forex transactions, they
could not afford to provide the necessary naira cover for their
ailocation (Liquidity problems) in the forex market as well as other
major foreign transactions.

. Resulted in the increase in interest rates at the inter bank market.

Furthermore, in Nigeria with the introduction of th-. prudential guide lities of

1890 and the Decree 24 (CEN) and Banks and other Financial Institutions

(BOFI) Decree 26 of 1991 has further compounded the problems fucing

banking industry. While the guidelines are to ensure safe and sound

banking, its sudden circulation and stiict implementation has continund to

erode the profitability of banks. For instance, in the 1990 financial year in



31
the country the total provisions for bad and doubtful debts by five selected
Commercial Banks (FBN, UBA,UBN, AFRIBANK, £BN) and three selected
Merchant Banks (ICON, NAL, AND IMB) aggregate to about N948 Million vis-
a-vis, their aggregate Net earnings (before depreciation and taxation) of
about N1.3 Billion.

Another adhoc governmental measure typified in Nigeria where we
witness abrupt and unforeseen changes in the composition of Beards of
Directors, many of whom pursue selfish and personal interest. Such
constant changes are a clear encumbrance on the banking system in
developing discouraging investors and thus an obstacle to progress.

The price is now being paid by these banks for the errors of the past.
The application of the prudential guidelines is forcing banks to set aside
profits against the bad lending of the past which are as the result of past
management.

The Commercial Banks with their large branch net work should
realise that the services and services they perform by collecting deposits
and bringing banking to the grass roots is a vital function in itself. The need
for these banks to diversify their services may not be more important than
their traditional role despite hedging which such diversification provides in
their task of raising deposits and channeling these funds into the
productive sectors.

The inexorable drive towards liberalistion of financial services will
necessitate the lifting of the heavy band of government interferenci. And
despite the numerous uncontrollable variables affecting the banking
industry in developing economies, it has and will continue to play its
fundamental role as the custodian of clients’ funds and functioning as the
intermediary institution which ensures the allocation of funds from surplus

units to deficit sectors of the economics concern.
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2.2 BANK EXPANSION BETWEERN 1960, 1970 1980 AND 1987
NAME L YEAR
1960 | 1970 |’ 1980 | 1987
C.B.N 1 1 1 1
commercial banks 12 - 20 33
Merchant Banks 1 1 6 16
Development Banks - 5 5 5
Insurance companies - 43 76 84
Federal Savings Bank 1 1 1 1
Stock Exchange - 1 1 1
Stock Brokers - 8 10 -
TOTAL 15 60 119 {;135

SOURCES - C.B.N ECONOMIC AND FINANCIAL REVIEW VARIOUS YEARS.

TABLE 2.2 LIST OF COMMERCIAL BANKS OPERATING IN NIGERIA

BEFORE 1977

K10 NAWE ] TEAR UE | FURERGN =HAKE | NIGERIAN
COMMERCIAL HOLDINGI SHARE
| HOLDING
T, First BanK "T1884 i B ¥4
2 Unicn Bank 1917 0 a0
3. National Bank 1933 - 10




,

4. \i-Venm Bank 140 -
5. African Continental 1947 -
B. Co-oporative Bank 1963 -
7. Bank of the North 1859 -
8. Co-oporative 8 Cominorce . 1961 - 100
9. Bank 1960 40 100
10. Savannah Bank 1961 40 100
1. United Bank for Africa (F) 1959 40 100
12. Alrican Ban‘k (F) 1962 40 100
13. Nigorian Arab (F) 1969 40 60
14, Allied Bank (F) _ 1971 - 60
15. Pan Alfrica 1970 - 60
16. New Nigeria 1971 - 60
17. Merchant Bank (!} 1972 - 60
18 | Kad. Co-Operalive (1) 1976 . 100
Kano - (D 100
100
[ 100
100
SOURCE - NIGERIAN BAMKING A.LMANAC 1985/86 .. 47451 o

(F)
(L)

- FOREIGN
- INDIGENOUS
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TABLE 2.4 LIST OF COMMERCIAL BANKS AND NUMBER OF BRANCHES
AS AT

DECEMBER 1986

NAME NC. OF BRANCHES,
1. African Continental Bank ‘ 95
2. Allied Bank - ’ 33
3. Bank of Credit and International 26
4. Bank of the North : 70
5. Commerce Bank (Credit Lyonnais) _ 1
6. Co-operative Bank ' 36
7
8. FirstBank 229
9. Habib Bank , 8
10. internal Bank for West Africa . 61
11. Kaduna Co-operative - 14
12. Kano Co-operative . "
13.  Lobi Bank | 6
14. Mercantile Bank u . 31
18.  National Bank o _ g8
16. New Nigerian Bank | 38
17.  Nigerian Arab Bank | _ | 23
18.  Nigerian International Bank 1
19. Owena Bank , , 12
20.  Pan African Bank , 26
21. Progress Bank ' 16
22.  Savannah Bank | : 32
23. Societe Generale | 14
24. Sokoto Co-operative . 1

25. Union Bank : 147



: , 35
26. United Bank for Africa - 134

27.  Universal Trust Bank " 2
28. Wema Bank : | 37

-------

TOTAL 1,288

-------

SOURCE - NIGERIAN BANKING ALMANACE 85/86

TABLE 2.5 LIST OF MERCHANT BANKS IN NIGERIA AND NUMBER
OF BRANCHES AS AT 315ST DECEMBER 1935

NAME : | NO QF BRANCHES
ABU Merchant Bank Limited

Continentat Merchant Bank

First City Merchant Bank

Grindlay Merchant Bank

ICON (Merchant Bankers}

INDO - Nigerian Merchant

International Merchant .

Merchant Bank of Africa Nigeria Limited
NAL Merchant Bank

@ @ N 0 Bk BN =

-
e

Nigeria - America Merchant Bank

W G B = = o A = =2 R ek

-
-
M

Nigeria Merchant Banlk

Source: Nigeria Bank Almanac
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Table 2.6 COMMERCIAL BANKS DEPOSIT FOR DECEMBER

- 80, 81, 82, 83, 84, AND 85 IM MILLIONS

YEAR TYPE OF DEPOSITS SAVINGS

' DEMAND TIME

79 03,2657 24183 ¢ 1,283.8
80 4,845.9 35737 ¢ 15895
81 4,880.9 38168 1,879.2
82 5,180.7 4517.0 S 02,3212
83 5,355.6 5,202.6 . 2,8793
84 63435 © 6,030.0 3,361.3
85 70462 .. 68510 3,699.9
TOTAL 37,4185 32.410.5 17,1142

Source - Central Bank of Nigeria Economic and Financial Review Vol. 23
No.4 December 1986.

Table 27 MERCHANT BANKS DEPOSITS FOR DECEMBER 79, 80, 81
82,83,84, AND 85 IN MILLIONS

YEAR TYPE OF DEPOSITS SAVINGS
DEMAND TIME - | .
1979 | 53.7 117.3 . K
1980 66.5 215.6 ~
1981 122.6 323.0 :
1982 2723 6913 .
1983 484.7 793.7 -
1984 511.0 970.6 .
1985 530.5 1,318.2 .
TOTAL 2,041.3 4,429.7 -

Source - Central Bank of Nigeria Iconomic and Financial Review Yol 23
Nov/December 1985,
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2.2 BANKING SERVICES IN RURAL AREAS
(BASIC STATISTICS IN NIGERIA)

This area aims at pointing out the inadequacy of banking se!vices
particularly in the rural section.

Nigeria has a total land area of 923,769.1 square kilometer and an
estimated population of 107 million as at 1986. After over 90 years of
banking in Nigeria (1892-1986), there existed only 1401 bank branches to
serve the area of over 100 million peopled in the Country, this shows one
branch to about 77,000 persons.

Nigerian economic indications showed that about 75 percent of the
population of Nigeria live in the rural areas and most of them do not seem to
know the importance and impact of banking prior to the introduction of the
banking programme introduced in 1977, as at 1977 before the take off there
were only 470 bank branches in Nigeria serving an estimated population of
about 80 million. This again indicates a ratio of 1,170,000 which was too
low when compared with India with a ratio of 1.63,000, U.5.A.1.6,000, Great
Britain 1.4,000 and Japan 1.14.000 (see table 2.1) of the 470 branches that
existed before as at 1977, over 100 were located in Lagos State like, Niger,
Benue and Gongola has less than 10 (Ten) branches each. Even in the

States most of the branches were located in Urban areas/centres.

TABLE 2.7 BRANCHES OPENED BY ALL CONMMERCIAL BANKS
BETWEEN 1971-1976

Year Total Branches Of Which Unbanked As a Percent of Total

1971 22 3 13.6

1912 18 7 38.9

1973 27 10 32.0

1974 18 5 27.8

19756 30 9 30.0
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1976 17 2 11.7
136 36 _ {:
In Nigeria, banks were usually established to service business but was
later shelved for serveral reasons such as unhealthy competiton”

When the above plan was dropped it was decided that the identified
rural centres be allocated to banks purely on the basis of formula relating to
the number of each banks rural branches to its total branch network
throughout the country.

Also nearness to existing branches were also a yardstick in making
the allocation. The programme/scheme was phased for ease of execution
and control. In the first phase of 1977-1980, records (CBN) Annual Report
1987 indicate that 200 branches were slated for opening among 18 various
commercial banks over the period given the encourageing concessions
granted the banks by the apex bank {Central Bank) such as monopoly
provisions for a rural branch for three {3) years in its area of operation,
waired requirement of feasibility report in branch opening among others,
and the newness of the scheme, a 100 percent compliance level was
attained for the first phase.

In the second phase of 1980-1985 about 260 of the 266 branches
allocation to 20 banks have opened rural branches representing about 98%
(percent) success. In the third phase of 1985-1989 compliance level is very
low, only 72 of the 300 allocated branches to 28 banks have opened
branches for business. One clear implication of the above trend is that the
banks are already getting tired of the scheme too soon. With an
outstanding 288 branches unopend in the third phase. One wonders

whether full compliance would come on stream.
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Table 2.9BANK EXPANSION I MIGERIA (1980-1987) COMMERCIAL BANIKS

Year Banks Branches Banks Branches
1980 29 740 6 12

1981 20 369 G 15

1982 22 991 8 19

1983 25 /A N A NIA

1984 27 1,242 11 25

1985 28 1,297 2 26

1986 29 1,367 i 27

1987 33 1,483 16 33
TOTAL 213 7,898 71 157
2.10 MERCHANT BANKS

Year Bank Branches  Estimated National Population Per

Population in NMil. Banl Branch (%)

1980 35 762 82 116,281
1981 26 804 838 01 100,620
1982 30 1,010 92.13 91,219
1983 N/A MIA 8538

1984 38 1,267 98 69 77,893
1986 40 1,325 102.14 77,087
1986 a1 1,394 10£.,72 75,859
1987 49 1,516 108.42 72,177
TOTAL 284 8,146 778.46 610,116

______________________ e

Source - Central Banle of Migeria Economic and Financial Review and

Annual Report (Various  lssues)
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NB - A 3.5% Compound growth is assumed for population
B/IA - Not Available.
2.3 Bank Marketing

What is bank marketing?

This has been defined as “the creation and delivery of customer's
satisfying needs and or services at a profit to the bank." It recognizes the
customer, who as the ultimate target of bank marketing must be satisfied,
secondly it recognises that this must be done at a profit to the bank.
Thirdly, these services must be created and finally they must be delivered.
This means that bank marketing is dynamic, not a static process which
changes with or adopt to the changing environment and requirements of
the customers. An effective strategy for bank marketing must therefore
involve the banker in asking and answering at least four major questions,
what services? why market them? How market them? and for whom?
amongst others,

What services the banker has to identify the services he has already
offered. He will then make up his mind whether he will “create” new ones
and defines his objectives clearly. Although the principal objectives of any
commercial enterprise of which the banking industry is one, is to maximise
short-run and long-run profits. This is not the over riding objective of bank
marketing, it is rather to attempt to reconcile satisfactorily and effectively
the dual and conflicting obligation of maximum liquidity which the banker
owes to the depositors and maximum profitability which he owes to the
shareholders. The key to customer buy's again, talk favourably to others
about the company, nay less attention to competition and advertising and
buys other products that the company later added to its value.

Before the mid 1959, bankers had little understanding or regard for

marketing. Bankers were supplying needed services and concentrated
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mainly in its traditional functions of holding depoéit;;, agent of payment and
lending to customers. Bankers did not have to make case for checking
current accounts, savings accounts, loans, advances or safe deposit
boxes. |

The building {bank) was created in the image of a Greek temple,
calculated 10 impress the public with link. Importance and solidity, The
interior was austere and the Teller {cashier} rarely smiled, one lending
officer (credit and advances officer) arranged his office so that a
prospective borrower would sit across from his massive desk on a chain
lower than his own. The officer’s window was located behind the officer's
back and the sun would pour on the helpless customer who tried to 2xplain
why he or she needs a loan. This was the banl’s posture before the age of
marketing.

Maiwarang maintains that bank marketing involves “the actual face
to face situations where bankers try to sell financial services to those who
have no banking connections at all, to those who have the kanking
connections, with a competitor, or importantly to existing customers.”

Cross etal defined banlc markeling as hoth the creation and celivery
of customers satisfying needs or services at a profit to the bank.®

They went further to state that the starting paint for marketing is not
just an activity although it encompasses many activities, Itis also a point of
view that should permeate all banking services.'

Quite a number of authors in Nigeria laid emphasis on the role of
advertising in marketing of banking services. There was a common trend
of thought among them that due to the present restructuring of the
economy . of Nigeria, there is the proliferation of .banks consequently

competition is strong and most banks will re-inforce their advertising

strategies in order to cope.
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Daniel Azun "' However felt that banks must improve their research
and development and have appropriate strategies in addition fo the
reinforced advertising in order to survive the growinyg population.

In addition to the above, there are other strategies common to
modern banking system in Nigeria, namely the Joint Agricultural Liability
scheme, credit scheme for rural women, Unicard Scheme, the quick
counter cash services, computerised service system and other information
services.,

The quality of bank services can be improved in many litile but
significant areas. As Oladele Olashore put it “Top Management of banks
should not pretend to be ignorant of the many areas of customer's
discontentiment. They should persue policies aimed at improving the
standard of bank services and apply part of their profit in appropriate
cases, to do so notwithstanding the limited nature of the competition
availabie in the indusfry ."”

In business circules, bank marketing is the creation and delivery of
standard of living. It involves finding out what a corisumer wants, planning
and developing a product or services that will satisfy these wants,
deterring the way to price, promote and distribute these services or
producis.

And another schoo! defines marketing as a total system of business
activities designed to plan, promote and distribute want, satisfying goods
and services to a potential customer. Marketing as applied to banking has
been given various definitions by various authorities, Arthur Meidan."
States that the bank marketing functions focuses on the following:-

{a} Customer's behaviour, attitude and segmentation

(b) Branch Management location and distribution of banking

services

(c) Advertising, comimunication, promotion and publicity
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(d)  Product or service development and introduction

(e)  Pricing of bank services

() Defining marketing strategies, administration and controlling

the Market programme.

(g} Warketing research that attempt to collect, investigate, analyse

and interpret marketing development,

All of the above form the marketing activities that could be found in a
bank and they also indicate a way in which the marketing mix of price,
place, package and promotion can be applied in marketing of financial
services. This is an important concept which il adopted and applied
correctly could be highly advantageous to banks. Banks in Nigeria today
are now adopting this complete marketing concept and are realising the
importance of the use of the complete marketing act. The absence of
middlemen in the service industry is one of the reasons why the complete
marketing mix, has not always been utilised. Banks however have 1o take
this marketing function seriously as it contributes largely to their survival.

Another approach is adopted by Lord Seebohn ' in defining
marketing as applied to banking. He defined it as:-

(1) Identifying present and future market for services

(2) Selecting which markets to serve and identifying customars

needs with them

(3) Setting short and long terms goals for the progress of existing

and new services

(4) Managing the services so as to persuade customers to use

them at a profit and controlling of success in so doing.

Lord Seebohn used banks in the United Kingdom to stresis the
importance of marketing in banking. He maintained that amongst the banks

in the UK the need for aggrec~i. = marketing may be attributed to three

major factors:-
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(1)  The historical inability to complete on interest rates as viell as
the existence of long periods of Credit restriction in the 1950's
and 1960's when it was equally impossible to compete as
lenders. At this point it seemed that traditional banking was to
be prescribed completely.

(2) The disclosure of bank profit which brought a sharper adge to
competitiveness with an increased profit awareness on all
sides.

(3) The changes brought about in 1971 under the heading of
competition and credit control which brought about freedom
from the interest rate cartel, unformily cf liquidity ratio’'s among
banking houses generally and a greater encouragement to
compete for business.

The first of these factor gave rise to the proliferation of banking
services but the two consequent factors gave new emphasis to the need
for developing those services in an energetic and profitable way.

The market for banking services are large in number. The different
services each have their own market. For example, the market for personal
taxation advice is different from the market for leasing. Also the market for
world travel may overlap slightly with the market executorship work but
basically, they are two different markets. The size and the location of each
market will vary from service to service.

The marketing concept therefore rest on four (4) main pillars namely -
market purpose, customer orientation, co-ordinated marketing and
profitability. The key to customer’'s retention is customer’'s satisfaction. A
satisfied customer buys again, falk faourably to others about the
organisation, pay less attention to competition and advertising an:l buys

other products or services that the organisation later added to its val.e.
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This marketing concept came into the barking scene in the 1950's
when banks and other financial institutions wera expetiencing ihcreased
competition for savings as a result few  of  them {financial
houses/institutions) decided to adapt this marketing weapons of planning
and control, positioning, and managing services qnality,

Unfortunately, Nigeria is a country faced with under produ«ction and
shortages of economic goods and services., Tris environment does not
provide for effective and efficient application of the marlketing concept.
There are certain basic conditions that should prevail before the marketing
concept can be fully implementitive, efflicient and effective, Some of these
basic parameter are [acking in the Nigerian society, thus resulting problems
which according to the African Guardian Newspapers of February 15th
1893, summarised among the problems as fraud, mep’ management and
many other factors are pushing banks down the abyss. “the banls must
then devise ways of reaching the ultimate customer” consumers of their
products or services. The banks like any other organisation, depend so
much on information. An effective information burezu is vital to banlk
marketing.

Another way of marketing bank services i1s to make the services
cheap, efficient, convenient and easy accessibl2. This can be done by
improving the efliciency of the stalf, opening more bianches o1 banking
posts and reducing congestion, long nqueues and delays on the banlds
counter, mobile officer and agencies may be used i rural areas and market
places etc.

To market bank seirvices ellectively, the bank must establish an
sustain public confidence on its integrity, stability and soundness. Once
this assurances is established and the public has conf dence in the ability

of the banlk to deliver the goods or services quickiy, conveniently and
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satisfactorily on demand, the public will naturally increasingly buy the
bank’s services/qood.

Having determined the what, why and how in bank marketing, the
bank will then define the ultimate consumer of their services, the customer
recognise the market segments and decide (o buy.

How do we market bank services eflectively? This requires a total
mobilisation of the bank from the Board of Director to the least manager
(messenger and counter staff in the Bank.) The Board of Directors
determine the overall policy which is transmitted through the head office to
branches. An efiective banlc marketing therefore doemand a dynamic board
of directors which can make quick reasonable and market - Qriented
decisions and lay broad outlines of policy.

It also requites a dynamic and appropriately motivated head office
and branch organisation and staff fotally involved and highly enthusiasm in
carrying out the objectives of the bank. It also calls for a clearly defined
and effectively implemented channel of authority and communication within
the origanisational set up of the bank. The branch manager and his counter
staff are crucial to banlk marketing at the grassroot level, They must have
agood inteqrity and a flair for good public relations. They represent tha first
and ultimate point of contact between the bhanle and the customaors

(qood

ambassador to the banl.,

Having got its sttuctuie and channels of communication right, vwhich
segments to concentrate upon. Dilferent market sectors recuines diffarent
services, for instance, the requirement of government accoqnt differ from
those of company account, fanmers requiie services of a diffesent type from
those required by students or professionals elc.

A major hindrance o effective bank marketing in a developing
economy lilte Nigernia is communication gap between the banlc and the

customer. The customoer often regards his banlcer as an omninous who can
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lend all sort of finance ranging from short - threugh medium to long term
and who has limitless funds. Little does the customer realise tha; the banlk
simply cannot lend for all the time money for all purposes ard that is
working within prescribed regulation which constrain their operations.

Nor does the bank (bankers) {ully understand and appreciate the
problem of the public. But elfective bank murketing particalarly in a
developing economy requires more of the banker than just opening offices,
It requires an effective and aggressive lending policy and re-examination ol
public complaints against the banking system.

[t can be said tiat bank marketing strategy may be likened to a
military strateqy which requires the overall creative measutes designed to
win a war. It should indicate the broad aims and objectives. It involves the
definition of the customer’s qioups, the determination of their needs and
the creation of a marketing mix to satisfy those needs. It also involvas the
identification of present and future matkets for sa2wvices, selecting the
markels to serve and identilying customer needs between them, seatting
long and short term goals for the progress of existing and prosp:ctive
services and managing the services so as to persuade the public to
confinue using them,

Gane ate the days of the aom chair or orthodox baunking vhose
business is wholly Urban, Sub-Uirban and entreprenczur orienfed and who
waits for the business to come, Effective bank marketing require a dynamic
banker who is a go beiler, who i1s enfreprencur creating andd vhose
business is additionally raral and international. And it requires inetituional
and operational orientation which questions and adopts the sound cannons
of banking to the needs and requirements of the economy in progre ss and

prospect.
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2.4(i) EMERGENCE OF SAVANNAH BANK OF NIGERIA PLG

3.4  As earlier staled, the beginning ol banking service in Nigeria was
purely as a result of the economic activities of the colanial acticn vis-a-vis
Great Britain though the morality of the indigenous hanks were witnessed
as a consequences of Managerial lncompetent, the hanls an the ather hand
excel in their Managerial acuvities. |

The impact of banking services or commuercial banking seclor has
today in Nigeria diffused right to the grassroot amidst some deliciencies
not withstanding. The commercial banks presently in Nigeria are zlien by
origin.  They are namely: UBA, FBN, UBN, AFRIBANIK, SBN, efc. among
others. .

The bank (SBN PLC} commenced husiness in August, 196) as a
branch of Banlt of America NT & SA. In May, 1369 it was incorporated in
Nigeria in comphance with the requirement of part ¢ of the Conuimnjf‘s Act,
1968 as Bank of Ametica (Nig) Limited and  thus  become domiciled  in
Nigeria as a wholly owned subsidiary of Bank of Banic of America N7 8 SA,
For 16 years of its operations as Banl of America NT & SA, the bank had
four {4) branches in Nigaeria niunely:- Laygos, Apapa, Kano and Port-Harcourt
and each branch reported directly to London under the European Middle
East and Africa Divisional Headgiiariers of Bank of America. In 1976, the
bank adopted its presont name Savannah Banlc of Nigeria Limited following
the acquisition of 60 porcent of its share capital by the Federal Government
of Nigeria.

Ih 1882 5.8 porcent of the hanl’s issued shara eapital was allrcated
to the Nigerian staffers of the banle thereby diluting boeth the gcvernment
share holding and that of hank of America MT & SA

In January 1985, they oiffered 7,500,000 shares to the Nigerian Public.
With this dovelopment, the banlk (Savannale Banl) was owned Ly the

Federal Govern:~2ni by 1.2 percent, Lafltraco of L.usiembourg 23, percent,



A%

Bank of America 7.2 percent, the Nigerian Fublic 12.2 percent and the
Nigerian Bank’s staff 6.3 percent respectively.

From 1976 when it became indigenised, the banle has opened 63
more branches bringing a total branch Networle NMation wide to 67
branches. The expansion programme has  been  consistent  with  the
government requirements, resources, availability and demand of bank
numerous customers. The banlc future expansiaon programnies are now
geared ospecially townids those states where the bank has no

representation.
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2 A0 Catalogue of Services Provided By The Banld (SBN)
Services rendered by the bank mcludes takimg of deposits from customers
and lTendmyg them to others at a rate usually igher than they pay the

depositors. These service can be grouped o 3 broad headimgs -

General Services, Specialised Serviee, Trust Services adn others

(a)  General Services
(1) Domestie Transter
- Chegues Payment
- Credit Transters
- Standimpg Orders

- Banks to Bank Transler

]

Iireet Debit

. Banker's Payment ele.

() htcrnational Transters
. Nl Transter
- Bank Iialt

- Customier’s Cheques

(3)  Commercial Services
- Clear Credit
= Documentary Credit
- baport and Export Credit

- Forerpn Fxchange Services

(b)  Specahised Services
. Consultancy Services

- Moncy Management



- Treasury Management Services
- Pension Fun Management Advise
- Farerpn Exchange rate for cashing

- Bankmyg and Fmance

(¢y  Trust Scrvices
- Stock and Bond Purchaser
- Lale Insmance
- Dividend Payvment
- Salety Deposit Services
- Fstate Plannig

- Fax Planmngp

(d)  Other Services
- Payroll Management and Accounting
- Data Processing Scrvices
- Travel Arrangement
. Correspondent Banking Services
- [conomic Study Services
- Consumers Banking Serviees
- Advisory Services on Fiancal and Invstment and

- Other Matters, 17

The Lion share of the bank's current services 1s focused on acceptance of depos
s, overdralt Tacithities, real estate fimancimg cte. Where they cam larger pereentage of
their profits. Such facihitics on approval 15 communicated to the custoniers through
commitment letters stating the terms and conditions of tepayments, amount approved
and expirtng date ete . subject to the customet’s ageeplange (see attached commutment

fetter).



lhe Bandk Service System

The bank's scrvice pattern s both smgle and multple channel
model, The tormer s practiced most otten m the raral branches
where the tevel of operations and customer concentiations are
skeletal and low, whide centres with large volute of transactions,
having more than one seivice channel or tellers tor elfective
operations
In the case of the single channel syvstem, a tclla/cashier try
to scive i custonmer one at a e, The system of aperation 15
suntlar to that of the queuacige model inowhich case, 1t tnes 1o
mecasue costimunmyezation and costomers seivice tnie The single
chapnel model svontten i shott hand sotation as the MM/ iaean
ing onc channel. The components of this model avi:-
(a)  The mput population s mbine, tiat 1s there are mumbe
less potential customers o1 amrivals
(b) The service disciphne is st come. first serve
{c) The channels patfern 1s one
(d) The scrvice distmibution as also possion 'hhe mean
nummboer of customers served per pntt of time by a busy
serviae 18 expuavalently service inie ger castomer s o
random vanable "avang an exponential probambiay densiy

vithy storean oA and assume thaar K- %




(¢)  Systen capactty as assuned to be mbnte

() Balkmg and rencemge are not allowed.
The Tollowmyg notations are steady satishied as apphied i
the quening, svatem s as tollows: -

1 Number ol customers in the system

i Peobability that there ine exactly nocustomer i the

systen
X average nmmmber of customers/arnival per wat tine
K ' average amber of customer a scervice/telies can

serve per ottt tine

P Trathic aternality
I expected momber of customers in the systent.
LQ = expected number ol customer waitting i the quell

_Serviee patlern N
ol Lingy
\"/
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As obtamned m savannah bank, the source population e this
model represent cunrent and potential dotted hine above could be
refer to as physical facihities of the bank dselt. Thus a Customer
enters the systen Upon physically entering the bank s consid-
cred an arcival thas enter the watting Iine and waits  tor a avanl-
able service. The selection tor service siep relers to the mecha-
nism by which the next Customers form among those waiting 15
sclected when o teller 1T cashier becomes available.  in the bank,
first come first service pattern is apphed.

Let assume that the bank teller Cashier has a single service
facilitics, the mcan arvival rate is one Customer {or every 4 min-
utes (15 Customers per hour) and it takes 2 1/2 nunutes (24
customers are served) to serve every custamer.

(m) Assume also that it will cost the bank NO.50 per nunute per
person and the cost of serving one customer is NO.4¢.5.

The bank can apply the above dara/information to compute
the average queuce length the average hine, time and arrival spent
in the system. the average time a customer waits lor scrvice and
the service cost per minute.

Using the decided gueue formula below, we can compute the
above assumption as follows:

l. average mnber of uns mothe system. , 474510

I K [ [5 HaG
oy N 2 lele-m3
5 15 .67 /\ay

)‘ = ‘C‘ O ]



2. Average queuce lenpth

Lag - K? (15)°
X{X-k) 24(24 - 15)
225 225
24 x 9 216
1.0

-3

3. Average time a Castomer watls m queunc.

W I |5
X(X - K) 24(24 -15)
15 o
l'l([}) ‘ l (\
().069

» K

X-K
Lq I

W |
X-K
W XK
X(X-K)

(m)  Assumec also that it will cost the bank 1050 per minute per
person  and  the cost of scerving  one  customer i 10,4,
The bank can apnly the above data/mmformation to compute the av-
crage queune length the average time, systemn, the average time a customer
waits  for scrvice and  the  service  cost  per  minute.
Using the decided gueue formula, we can compute the above



assumption as follows:-

l. average number of unit in the system.
L K K = 15
X-K X = 24
= 15 = 15
24-15 9 = 16
2. average qQueue length
Llq = k
X(X-K)y = (15)2
24(24-15)
= 225 = 225

l
|

[y
S
i
ND
b
N

= 1.04
3. Average time a customer wails in quene
X(X-K) 24(24-15)
= 15 = 15
24(9) 216
= 0.069

In most urban branches of the bank the system is being oper-
ated more than one chamnel. This multiple channel queuing model
is the M/M/S systenmy, which is common to all banks,

Onc of the bank's urban branches samples, has 3 scrvice
channels to attend (o 1ts numerous customers. The average arrival
have been (ound to have an exponential time is 20 minutes.

Again we can compule the mean number in the compute the
mean number in the branch/system number in the queuc and mean
in the queue respectively;
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alternative. This is vital to the success of an organisation and so a risky
function.

In certain cases, the executive or researcher may be able to collect a
considerable amount of information on which to bhase his decision. But
where information is lacking, there is a great deal of uncertainty.

It is the functions of marketing research to reduce the degree of
uncertainty, undoubtedly clear that no method known to mankind can
entirely eliminate uncertainly.

However the scientific approach or method can minimise these
elements of uncertainty that result from lack of information. By so doing, it
reduces the danger of making a wrong choice between alternztive course
of action.

It is the realisation of this basic [act that has made the scientific
method paramount in this research, By its usa, we open our work to the
following:

(1)  Carefully and accurate classification of facts and

observations.

(2)  The application of scientific laws through creative iinagination

(3)  Self criticism.

In adopting this research approach, we have given cognisance to the
need for the outcome to hear similarity with decisions or conclusions which
either qualified individuals would reach or read from analysing the same
data.

We had attemptaed through preliminary surveys using inlerviaws to
uncover fully comprehend and articulate the immediate and maost
importantly, the remote causes of the maladies of most banking services in
Nigeria {problems of poor banking services lack of public confidence in the
system etc) This proce 'we of problem classification waslis adopted in

order to ensure that the ~=cision maler, initial description of the (Bankirg



2.7(viii)
(1)

(2)
(3)
(4)
(5)
(6)
(7)
(8)

(9)
(10)

(11)
(12)

(13)
(14)
{15)
(16)
(17)
- (18)

63
FOOT NOTES/REFERENCES

OKIGBO PNC - NIG. FINANCIAL SYSTEIM LONGMAN, LONDON
(1981) pp 34

BID

NWANKWO - THE NIGERIAN FINANGE BYSTEM pp. 10

0JO T. A. - NIGERIAN FINANCIAL SYSTEM pp. 130

BID

J. TOBIN - COMMERCIAL BANKS OS. CREDITORS.

BID

NIGERIAN BANKS FOR COMMERCE AND INDUSTRY.
INFORMATION AND FUNCTIONS, PROSPECTS, THE 3ULLION
VOL.2Z NOS. 3 AND 4 PP 26-9-1977.

KOTLER P. - MARKETING MANAGEMENT

BID

DANIEL AZUU - FACING BANKING COMPETITION IN THI= 1980,
BUSINESS TIMES 6TH FEB. 1987 L

OLADELE OLASHORE - PROSPECTIVE OF FINANCE BANKING
AND ECONOMIC POLICY IN NIGERIA.

BID

BID

BID

STOOTTON J. W, DUNDERMENTAL OF MARKETING
HOLLAND R. H. - MARKETING IN CHANGING ENVIRGNMENT
BID o |

el






