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ABSTRACTS

This thesis is an attempt at examining the services that are
rendered to customers by the banking industry with a view to
determining whether they are satisfied or not. It is also aimed at
assisting bankers in knowing their responsibilities to their customers

and in assisting customers to know their rights and obligations.

The choice of the topic of this research study was motivated
by the need to look into the incessant complaint of poor customers'
services in the banking industry and the quest for more knowledge

on banker - customer relationships.

The relationships between a banker and a customer have been
examined with a view to highlighting the point at which a legal
relation is created. The law and practice of banking impose some
duties on the bankers and customers alike, and any breach of those

duties can attract court action.

The research study examined different categories of customers
in order to clearly distinguish the rights of each of them. If both
parties know their rights, duties and/or obligations, the problem of

poor customers service will be reduced.

The symptoms of poor customers' service and their effects on
the bank as well as the benefits of good customers service have been

highlighted.

Finally, the research study made useful recommendations which
if implemented, would usher in better customer/banker relationships
that may result at efficiency and satisfaction to both parties (customers

and bankers) and thereby increasing the profitability of banks in Nigeria.
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CHAPTER ONE

INTRODUCTION

It is generally acknowledged that the availability of
financial capital is a pre-requisite for the rapid development
and transformation of any nation's economy. The provision
and efficient management of this scarce resource is best
facilitated by the existence and appropriate functioning
of the financial institutions in the economy. The banking
industiry, is recognised an¢d constitute an important element

in the functioning of any financial system.

The Nigerian banking industry has witnessed a
phenomenal growth in numerical strength and branch network
particularly in the last decade. This has largely been
facilitated by the macro-economic policies of the Federal
Government in an attempt to revamp the depressed Nigerian

economy,

The advent of the Structural Adjustiment Programme
(SAP) witnessed many banks declaring huge profit while
other sectors of the economy were severely hit by the
depreciation in the value of the Naira. The pertinent

questions one may ask are:

Does the banking sector renders efficient services to their

customers 1o justify their huge earnings?

Are customers adequately compensated by the banking

Industry for their patronage?



One common but costly miétake analysts make in evaluating
bank's performance is the use of profit as a test of economic
efficiency. They even classify banks as performing or
nen-performing using profit as a yardstick for measuring
their efficiency. The efficiency of the banking sector
should not be evaluated in relation to their 'superfluous
profits' alone but must of necessity be examined from the

- view point of the satisfaction the customers derive from

the services received from banks.

The importance of customers in any business
establishment cannot be over-estimated. 11 is always
asserted in many quarters that the soclal justification for
the existence of any business organisation is the satisfaction
of customers' wants or needs. Customers therefore, bhecome
the focal point of the operations of any business unit that
wishes to survive in an environment that is highly competitive,
For the banks, customers constitute the most vital 'raw
material' for their operations. Therefore, any issue relating

to the customers' satisfaction must be given due considerations.

The banking industry, we know, is a service industry.
This research work is an attempt to determine the extent of
satisfaction that customers derive from the banking services
with particular reference to the commercial banks. The
banker - customer relationship will also be examined in the
course of this research work in order to acquaint both the

bankers and customers with their rights and responsibilities.



The research study is motivated because of complains
and series of allegations levelled against the banks about
their poor customers services. If these complains and
allegations are not looked into critically in order to solve

the problem, they could eventually affect the profitability

of the banks.

The choice of this topic is also informed by the need
to educate the customers more on their rights and obligations
given the fact that the relationship between the banker and
his customer is always described as contractual. The report
will be useful to the banking industry as the recommendations

will focus on improving the performance of the sector.

PROBLEM STATEMENT

There is no denial of the fact that banks are service
organisations. They do perform a number of valuable

services to their customers,

According to the Banking Ordinance of 1952, as
incorporated in the Banking Act of 1970, a bank performs

the following functions:-

al acceptance of deposits from the public
bl granting of credit facilities to their customers
cl assumption of guarantee

d]  buying and selling of securities to mention but a few.

Banking is a personal service industry. The banking
business is with people. All categories of workers, directors,
management, senior and junior staff, all employees must at

all times provide services that will earn the bank customers

3



confidence. Furthermore, first class services is essential
if the bank is to command a reasonable share of competition
within the industry. Banking business is also a commercial
trading of services which range from less complex to highly
complex ones, This business is not only sensitive because
of its impact on the individual customers, but also it is
largely due to its impact on the general economy of a

country like Nigeria.

A study of this nature which deals with sensitive
business in the Nigerian environment will surely centre
on the type of services the bank renders to their customers
and how satisfactory these services are in the economic
development of the nation. The distinctive nature of
banking is commitment to the quality of service it renders.,
This quality services provide to customers enable the bank

to win more customers,

It is however, surprising why Nigerian bank staff fail
to recognise the importance of these customers to them

since they are the main purpose of their {staff), employment,

It is against this background that the researcher wishes
to evaluate these services that are being renderd by banks
to their customers. There have been public outcry against
the poor services performed by the banks to their customers.

Is the public crying wolf?

If the industry renders poor services due to the fact that
it is understaffed, or there are inexperienced or unskilled

staff, lack of modern machines, (for example, computer),



what are the likely consequences to the individual banks,

the Banking Industry and the Nigeria economy at large?

The significance of these problems can only be
appreciated if one bears in mind the fact that banking services
are vital to the customers in particular and to the overall
economy in general. Therefore, the research study attempt
to find out the extent to which these services rendered by

banks are satisfactory,

If not, what is responsihle?

i] Could it be due to poor counter services arising

from Jow degree of efficiency of bank officials?

ii] Could it be due to the failure of Nigerian banks to
adopt innovations which have eased banking services

in other parts of the world?

ili] Could it be due to lack of proper training of banks'

staff or inadequate manpower?

ivl Could it be due to lack of adequate incentives given

by banks to their staff?

v Could it be due to lack of motivation of bank staff

by management?

vi} Could it be due to lack of honesty by bank staff
and customers that accounts for the poor quality

of services rendered by the banking industry?



1.2

1.3

These and many other aspects of banks services are

being studied to provide solutions,

OBJECTIVES OF THE STUDY

il

il

iii]

iv]

v]

The objectives of this study include the following:

to carry out a critical analysis of the type of services

offered by banks;

to investigate the criticism of poor customers' services

often levelled against the banks;

to enlighten the customers and the public at large

. as to the role that banks are expected to play within

the society which will assist in the maintenance of

good customer-banker relationship;

to study the staff attitudes and responses to their

customers and finally;

to profer solutions to the problems which the research

study may reveal in the course of this study.

SIGNIFICANCE OF THE STUDY

The importance of good or quality service in the

banking industry cannot be over-emphasized given the

competitive nature of our banking environment,

The advent of the Structural Adjustment Programme

{SAP), led to the phenomenal growth in the banking sector.

Therefore, for the banks to attract and retain customers



they need to serve their customers efficiently, Quality

service should be treated with utmost importance in

business development to improve customer relations in our
(,)f, (. + ever-changing financial system and to enhance the

profitability of this sector,

Banks as financial intermediaries are significant
institutions for the mobilisation of capital for economic
development. This role becomes especially relevant in
capital scarce economies like Nigeria where the intermediating
role of banks in channeling financial resources from surplus
economic units is called for. The provision of adequate
financial resources is necessary for economic transformation,
Financial resources channeled into the agricultural and the
industrial sectors, which are the real productive sectors
of the economy, through the creation of necessary financial

instruments can facilitate economic expansion.

It becomes necessary to continue to fine-tune the
banking system to help achieve this laudable objective.
It is for this reason that the primary focus of this study
is on efficient service delivery in the banking sector with
particular reference-to commercial banks. The study is
of immense benefit to the banking authority in terms of
their policy formulation and implementation. It will point
out to the bankers the level of undesired treatment the

customers receive from them (bankers).



This study will hence provide the information to combat
'banking-out-of-necessity’ situation of our society as well
as improving the profitability of the banking sector in

particular and the economy in general,

LIMITATIONS OF THE STUDY

This study is intended to evaluate the services of
banks vis-a-vis customers' satisfaction, Under normal
circumstances this type of study is supposed to
be on comparative basis invelving large number of banks

but the researcher intends to restrict the analysis to two

banks anly due to some unavoidable circumstances.

The banking industry is known for its secrecy
regarding its operations., This, definitely, limited my
accessibility to important records which the banks classified
as 'secret'. Difficulty of seeing the officers assigned to
help the researcher with the necessary information is another
constraint because in most cases they were said to be pretty

busy.

The time allocated for this write up cannot be regarded
10 be enough ito gather all the necessary data for this study.

This also limited the extent of coverage given to this study.

Finally, lack of satisfaciory answers to questions asked
by the researcher is also a limiting factor since this affects

the overall findings.
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RESEARCH METHODOLOGY

This study is basically descriptive and as such the
main source of data and information is secondary data.
Primary data was also collected. The survey method was
used in collecting primary data for the study and the

questionnaire was utilised.

The study has made an extensive use of various
relevant books and magazines, journals, newspapers, and
other publications in the libraries relating to banking.
services as well as banker - customer relationship. Part
of the study are largely theoretical and were drawn largely

from the works of prominent banking scholars and authors.

DEFINITION OF TERMS

Account :

A statement of receipts and expenditure showing the
balance; a register of debits and credits, It therefore
shows debits and/or credits reflecting increases and decreases

in the subject of the account.

Current Account:

This is an account running from day to day on which

cheques are paid and or drawn.

Deposit Account:

This account is always maintained in credit. The balance
is repayable at seven or fourteen days notice or after a fixed

term.



Advances:

Payment beforehand, accommodation made available by
a money lender, by an employer, or by a banker to a

customer by way of overdraft, loan discount or credit card.

Bank:

This is an establishment which deals in money, receiving
it on deposit from customers, honouring customer's drawings
against deposit on demand, collecting cheques for and
lending or investing surplus deposits until they are required

for repayment.

Commercial Bank:

Commercial Bank is also known and called clearing
bank, which takes cash and collect cheques of their

customers drawn on other banks,

Bank Rate:

This is advertised minimum rate at which the Central
Bank of Nigeria was prepared to discount approved bills

of exchanged, "

Bearer:

The person in possession of a bill or note which in

payable to bearer.

19



Bill of Exchange:
It is a note promising future payment,
Dormant Account:

An account which has not been used by the customer

for a long time, so that the balance has remained unchanged.

Drawer:

The owner of Account who writes out a sign a

cheque or a bill of Exchange.

Drawee:
This is the Bank on which a cheque is drawn of the

person to whom a bill of Exchange is addressed.

Endorsement :

A writing on the back of a document mainly cheques.

Executor:

A person appointed by a testator to pay his debts
and to carry out the provisions of his will, for example,

a Lawyer and a Survived person of a deceased.

Stop Cheque:

This is a cheque which a drawer has written the bank

not to pay, the reason which is only best known to him.

Treasury:

This is the strong room or safe of any bank, where

cash and valuables are kept.

11



2.1

CHAPTER TWO

LITERATURE REVIEW

INTRODUCTION

Up to late 1980s, the provision of banking services
in Nigeria can be decribed as orthodox and armchair
banking affairs. Prior to 1990s banking was only restricted
to armchair banking. Customers sought for bank to
provide services to them. They almost begged banks to
offer them services, This is why Onoh described banking
in Nigeria as orthodox. Orthodox banking is a process
whereby the bankers sit cosily in his chair waiting for
the business which certainly comes. In contrast, unorthodox
banking is dynamic as the banker goes out in search of
bank business. The orthodox nature of our banking
system makes the bank manager to feel that customers are
to accept whatever services are offered to them since they

were not sought for in the first place.

One expects banking industry to be dynamic and
subject to changes depending on which way the wind blows.
Nigerian business environment is changing; many companies
are being formed, companies are transforming from the
traditional sole proprietorship to the more complex private
and public limited liability companies. These organisations
and individuals need efficient services in order to help

them survive.

12



According to Mr, Foluso Olalusi, banking services in
Nigeria are not customer oriented as other services. He
argued that banks just offer services without considering
the taste of the public. He observed that despite the
weakness in the offer of their services to the people, it
appears that customers are treated carelessly because the
banks feel that they are unimportant. In his opinion, apart
from the unruly behaviour of some bank officials at contact
points like the gate and the counter, banks are unwilling

to lend money to their customers.

Banking is a service which must be marketed and
for effective marketing, the service must be convenient,
accessible and efficient to the public but unfortunately
it is not the case in Nigeria before 1990s. Efficiency and
satisfactory services must constitute the cardinal virtues

in the provision of banking services,

THE MARKETING CONCEPT

It is necessary to find out what this commonly used
but yet, most frequently misunderstood term is all about -
Marketing concept, according to William Stanton is, "a
philosophy of business which states that the customer's
want satisfaction is the economic and social justification of
a company's existence". It is a concept which sees the
satisfaction of the consumer of goods and services as the

key to satisfying the profit goals of the organisation.

13



Philip Kotler sees the marketing concept as “a management
orientation that holds that the key to achieving organisational
goals consists of the organisation's determining the needs
and wants of target markets and adopting itself to delivering
the desired satisfactions more effectively and efficiently than
its competitors". Simply put, it is a customer oriented
philosophy which strives to satisfy the customer and in the
process be able to achieve the profit motives of the company.
The achievement of this noble objective of the concept hinges
on integrated efforts of the organisation not just the marketing

department.

Kotler further gave three underlying premises of the

marketing concept as follows:-

il Consumers can be grouped into different market

segments depending on their needs and wants,

ii]  Consumers in any market will favour the offer of that
organisation that comes closest to satisfying their

particular needs and wants.

iifi] The organisation's task is to research and choose target
markets and develop effective offers and marketing

programmes as the key to attracting and holding customers.

Marketing concept is in essence, away of thinking or
reasoning that embraces exchange activities conducted by
individuals and organisations for the purpose of satisfying
consumers and achieving the marketer's goals of profit

making and business survival.

14



"EFFECTIVE MARKETING OF BANKING SERVICES IN
NIGERIA" BY OLALUSI, F, (1986).

Service is very fundamental to banking and infact it
is the pivot around which banks revolve for survival.
Since it is the core of real banking, its importance needs not
be over emphasised. The term service is very hroad in
meaning and includes among other things, cheerfulness and
politeness at the counter, respect for the fair treatment of
customers. Hence it is performed rather than physically

produced.

Olalusi sees marketing of banking services as
“Yidentifying and stimulating demand for the bank's services;
meeting that demand by making available the banking
services In the most effective manner to present and
potential customer, and achieving the profit and other
objectives related to the identification, stimulation and
satisfaction of demand for the bank services". The focus

of marketing banking services is one that customer will

perceive a total commitment to him on the part of the company

as a whole otherwise the application of advanced marketing

techniques will only have limited effects.

The increasing importance of marketing in the banking

industry is as a result of the following factors.

al Increased competition for customers,
b] Increased sophistication of those customers

¢l  Advance technology

15



dl  Increased cost of meeting customer needs profitably.
e} The rise of consumerism, and

fl Environmentat changes.

Although marketing is now applied to both goods
{tangible items), and services, the marketing of service

is still essentially different from the marketing of goods.

The special nature of services stem from its characteristics

- which create special challenges, considerations and
opportunities that often resuit in marketing programmes

that are substantially different from those found in goods
marketing. Hence, for the effective marketing of banking
services, there is need for a close look 2t the characteristics
of services in general and bank services in particular
because this enable bankers to know the blend of marketing

mix to use at each stage or level of activity.

Given the above justification for marketing in banking
services, it is necessary to examine the necessary conditions

for effective marketing of banking services.

First, the top management hierarchy of the baﬁks must
lend credence both in principlie and practice to the marketing
concept as being the guiding philosophy of the bank, By
adopting this philosophy, training programmes should be

geared towards this.

Second, the concept of marketing in banking should
not be the sole responsibility of a department. A customer's

concern should be seen as the concern of all the departments,

16



2.4

The overall bank policy must be defined in terms of
the customers' wants rather than the banks profit. There
cannot be profit in the absence of customers' patronage.
Definition of the overall bank marketing policy in terms of
the customer and market enables the bank to quickly

monitor the changing needs of its market.

From the foregoing discussion, the marketing of
banking services requires the banker to continuously develop
his/her services in terms of the changing needs of his
customers and the changing services of his competitors to
ascertain where modifications are necessary or new services
should be developed. This is in keeping with the focus
of this research work which is the satisfaction of the

customers' wants,

"AUTOMATION OF COMMERCIAL BANKING SERVICES:~
PROBLEMS AND PROSPECTS IN THE NIGERIAN
ENVIRONMENT" BY LAWRENCE AYOTUNDE IDOWU (1990).

If there is any topic on which the general public
share a consensus of opinion, it is the perception of the

quality of service rendered by commercial banks in Nigeria.

The banks have not been spared of the criticism of the
service delivery system which has been attributed to the
failure of the banks to embrace modern system in its

dispensation of service.

17



The banks, in the bid to yield to the yearnings
and aspirations of thier customers started a gradual adoption
of technalogical aids. This could be seen in the areas of
introducing electronic currency counters, fascimile equipment
for transmission of messages and computerisation of the

job processing methods.

However, with the introduction of the structural
adjustment programme (SAP), the situation in the banking
industry was transformed. The yearning gap in the banking
industry was realised and new banrks sprang up in rapid
succession, This gave rise to a competitive atmosphere and
since banking is monoproduct industry, the nature of

competition had to be in terms of the service delivery system.

The new banks, because of the advantage of size, took
off using the latest in technology thus forcing the older ones
to shun their hitherto lethargic approach and adopt a more
purposeful stance. We now have a situation where virtually
all the banks are spending colossal sums to bring their
service delivery system up to date in terms of technology
used in order to maintain a competitive level or gain an

edge over other banks,

Automation is being used in the developed world to
enhance customer services and also to improve the cost
structure of the banks as well as maintaining competitive
edge. For example, in countries such as Japan, "Passbooks
bearing a magnetic stripe can be used to make withdrawals

and deposits of cash at the counter from on-line automated

18



teller machines., In each case, notes and coins are counted

and pass books are updated automatically".

The employment of automation in the commercial banks
has been growing in Nigeria. Banks are now using the
on-line system while some banks are using the network for
their service delivery system. However, the developments

. in the advanced countries has been on the steady rise with
services such as home hanking, Electronic funds Transfer,
Point of sale and Bankers Automatic clearing services to

mention a few,

The researcher identified the problems facing automation

of banking services, These include the following:-

a] Since the technology is imported, the tendency has
been for out-moded versions to be given to us as new
thereby leading to lack of adequate spare back-up as

well as the need to replace it within a short period.

b] Llack of supportive infrastructure has been the bane
of efficiency in automation., There is erratic electricity,
malfunctioning air-conditioning and also unreliable
telecommunication system which are all vital to the

effective operation of an automated system.

These problems notwithstanding, automation has been
found to bring about improved service, reduction in paperwork
“and timeliness which leads to efficiency and cost reduction.

The Nigerian situation augurs well for automation, the market

19



2.5

is vast and with the growing economy, automation has a

major role to play.

We have had banks and non-banking institutions
introducing cheque guarantee and credit cards and for these

products to develop, banking services must be automated.

Banking industry in Nigeria is at the threshold of
change, the business is getting more and more competitive,
the volume of transactions will continue to grow bigger and
there would be the need to process these transactions at

maximum speed and accurately at minimum cost.

The Nigerian banking customers are growing in
awareness of the opportunities open to them to obtain
satisfactory services. They are growing more sophisticated
too in their demands and it is only the bank that keeps
abreast with latest in technologica! development that will
command the clientele necessary for it to continue in
profitable business. Therefore automation becomes part and
parcel of the banks efforts at ensuring customers'

satisfaction which is the subject matter of this write-ups.

"GOVERNMENT POLICY AND THE FUTURE OF COMMERCIAL
BANKING" BY NWANKWO, G.0O. (1986).

This paper attempts first to survey and identify what
can be called "Government Banking Policy" in the country
today, second to set a few guidelines on Covernment Policy

and the future of Commercial Banking.
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To all intents and purposes, 1959 can be regarded as
a watershed in the annals of Nigerian banking. Not only
was the Central Bank of Nigeria (CBN), established in that
year, the foundations of the Nigerian money and capital

markets were laid in 1959.

For instance the Treasury Rill Ordinance, which formed the
basis for the first issue of Treasury Bills in April 1960, was
promulgated in 1959. The report of Barback Committee in
1959 gave birth to the Lagos Stock Exchange in June 1961.
Apart from the abortive banking boom and crash of the late
1940s and early 1950s, 1959 saw the largest number of new
commercial banks. Out of eight commerical banks established
in the country between 1959 and 1962, four were established

in 1959 alone.

Inspite of all the above, there was nothing that could
be called "a banking palicy”. The 1952 Banking Ordinance
was concerned primarily with ensuring reasonable operations
of the commercial banks. Prior to this time, government
banking pelicy by being non-existent, bordered on extreme
“"laissez faire". This laissez-faire policy has continued till
the early 1970s. This is because of the fact that the
government regarded banking business as any other ordinary

business and did not see the need for any separate policy.

What then can we say has been the banking policy of
the Federal Government? This, in the view of the researcher
is non-existent, at least in the sense of a document. Yet
it is important to know what this policy is in order to assess

or forecast the future of commercial banking in the country.
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From various official documents and pronuncements, one can
deduce what may be called the Government Banking Policy.

This has the following objectives:-

i Securing an independent, indigenous and stable currency

with an adequate international reputation,

il Providing an effective machinery for monetary management
and for the regulation and development of the financial

system,

r

iii} Localisation of the credit base to take account of the
monetary, financial and economic conditions of Nigeria,
rather than being governed by conditions prevailing

in foreign countries.

ivl] Ensuring a system of distribution or alipcation of
bank credit such that Nigerians have imprave access

to bank credit.

vl Provision and organisation of development finance for

the government and the private sector.

vi] Developing the banking habit through improvements
in the institutional arrangements and in the

accessibility, costs and conveniences of banking facilities.
viil Eradication of malpractices in Nigerian banking; and

viit] Mobilisation of domestic savings.
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It is the above objectives which have largely governed
the operations of the monetary authorities (the CBN and

the Ministry of Finance), in the country.

In order to attain the much desired economic take-off
in the country, it is imperative that the banks must be made
to act as catalysts in development and maximize their
contributions in creating, mobilising and channeling credit
effectively and appropriately in the country. It is to be
expected that government policy and commercial banking
will, in the very immediate future, assume a dynamic

posture, recognise and plan with facts that:-

al banking is a service industry, and, like all service
industries, has to change with and adapt to the

changing requirements of the economy;

bl the present ownership structure in the banking system
and the present operational orientation of the system is
unhealthy and ill-equipped for the task of rapid economic
development, This therefore, calls for a thorough

structural and operational orientation and rationalisation.

¢l  The inevitable massive branch expansion and the further
development of the banking habit in the country, including
a massive development of rural banking; calls for planned,
methodical and effective executive development programmes
in banking and related fields if banking is not to be a
means of throwing money down the drains and if the
contribution of banking is to be maximised to attain

development objectives of the country.
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2.6

"EFFECT OF CUSTOMER AND BANK EMPLOYEE

CHARACTERISTICS ON CONFLICT LEVEL IN SOME
NIGERIAN BANKS"™ BY SOTE, G.A. (1993)

This paper investigated the exient of occurence of
conflict in a customer's completion of his transaction, 11 is
believed that an incomplete transaction would lead to
frustration or an open conflict which could turn the bank
into a distressed one, and also adversely affect the
socio-economic growth of a mation,150 customers and 45 bank
workers from three commercial banks in Lagos participated

in this study.

March and Simon {1958) explain conflict as "a breakdown
In standard mechanisms of decision making". Conflict is
also explained as "the process which begins when one party
perceives that the other has frustrated or is about to

frustrate, some of his concern (Thomas; 1976").

There could be individual conflict as well as group conflict.

Banking can be considered as an industry established
to provide financial related services to the populace where
both the operators and the customers expect some
satisfaction. The inability of the actors to obtain the much
needed satisfaction could result in conflict., Conflict in
Nigerian banks could occur from scarcity of banks or lack

of genuine competition.

Umoh (1981) observed that the survival and growth of
any commercial bank, anywhere in the world, depends on the

goodwill of the customers. This goodwill can only be obtained
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and sustained if the management and staff of those banks
are productive, efficient, honest, and attend to customers
promptly.Very few customers will tolerate undue delay
during transactions. MNor will they be happy with bank
workers who are insolent, rude, or pay little or no attention
to their jobs. The cause of conflict between bank employees
and customers is not far fetched, The study identified

some of the causes of conflict as follows:-

i) Preferential treatment of customers. _ '

ii] Customers jumping gqueue without moves from bank

employees to control such behaviour,

il Failure of the bank to add interest to savings'

kalance in time.

ivl lrregular statement and delay dividend notification,

v] Unfriendly and unco-operative attitude of bank

employees.

vil Too short of working hours,

viil Lack of good communication system between the bank

and the customers.

viii] Lack of adequate facilities and working equipment

including seats for customers while waiting.

ix] Lack of autonomy and independence for managers and

supervisors to discharge their duties efficiently.

x}  Shortage of staff and poor staff recruitment system
especially in the use of federal character where
political appointments are made without consideration
for experience.
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-

xi] Incessant malpractices from the customers by issuing

dud cheques believing errorneously that banks cannot

go bankrupt.

xiil The government erratic monetary policy in the use of
preferred sector instead of making adequate provisions
for every bank customer, and the nation's political

instability,

xiiil Sudden mopping of the so called excess liquidity in
the economy by the Central Rank of Nigeria often
creates untold hardship for the banks to fulfil their

obligations to their customers,

From the foregoing, we can see clearly that customer
service in the banks is characterised by conflict which
contributes to the completion or incompletion of banking
transactions. Conflict is not necessarily bad as it can
bring about changes and or innovations in an organisation.
Therefore conflict, if effectively managed, is a necessary
pre-condition for 'creativity and innovation' which ensure

customers satisfaction in the banking industry.

"COMMERCIAL BANKING AND ECONOMIC DEVELOPMENT"
BY ADEMOLA OYEJIDE AND AFOLABI SOYODE (1986).

The development of banking and the growth of
modern economies have often appeared inseparable.
So many factors determine the level and the rate of
development of any economy. Natural resources endownment,
labour supply and of course, capital are some of those

factors.
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Though other factors are quite important in the
development of a modern economy, it is of no use denying

the importance of capital.

The large amounts of financial capital required before there
could be any meaningful attempt at development also underlines
the importance of commercial banks. Banks have a vital role
to play by making their vast financial resources available

for financing and promoting development. The peculiar
circumstances which characterise the situation of under-
development make this role more pertinent. Most developing
countries, including Nigeria, are bedevilled by low levels

of per-capital income and by disparities in both the
distribution of the meager income as well as wide variations
in the savings propensity at different levels of income.

This is further compounded by the vicious circle of poverty
in which low levels of per-capital income can only allow for
low levels of savings which in turn limits the rate of
investment and capital formation and therefore the growth of
income. The only relief from these handicaps is best provided
by the activities of commercial banks in mobilising financial
resources from the surplus sectors of the economy and in
channeling the funds so mabilised to the deficit units of the
economy through the extension of loans and credit. However,
the nature of commercial banks' loans has been of short-term.

This is largely due to the short-term nature of their deposits.

Commercial banks are also instrumental to the financing
of a large proportion of government budgetary gap (budget

deicit). This they do through the investment in Treasury
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Bills, stabilisation securities, Treasury certificates, Development
stock, Banker unit Fund, Ways and Means Advance and so

forth,

Agricultural financing is yet another important role of
commercial banks. Agriculture plays a vital role in the
development of the economy. It serves as a source of food
to the teeming population and as a leading sector in an
economy it can spread expansion to other sectors of the
econamy; it is a source of foreign exchange earnings,
contributes to increased labour productivity through good
nourishment, provides employment opportunities, serves
as source of input te agro-based industries, and provide
income which the farmers can utilise in procuring
manufactured goods. Given the unique position of
agricultural sector, the banks are mandated by the Federal
Government through the 'credit Guidelines', to expend
certain percentage of their loanable funds as loans to
farmers. But the researcher noted with regret the
unwillingness on the part of the banks to lower the interest

charged on agricuitural loans.

The extent to which the banks perform these services
leaves much to be desired. The catalogue of complaints
about the quality and adequacy of banking services in
Nigeria is almost endless. We must appreciate the fact
that the existence of banks is based on their reputation for
financial integrity and the confidence which customers
have in their capability to provide a functioning and secure

system for dealing with customers' deposists. Where this
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