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ABSTRACT

This research intends to identify and evaluate the services being rendered by commercials banks in Nigeria for the purpose of ascertaining the adequacy and efficiency of the bank services or otherwise the techniques of restricting the commercial bank services in Nigeria and possibly recommend the appropriate measures to be taken in improving commercial bank services. 

To do this, the researcher took necessary steps to ascertain the factors that militate against the provision of adequate services to customers of commercial banks.

Based on the factors recommendations of appropriate remedies to that effect were suggested.

Therefore, the researcher is of the belief that if and only if commercial banks should strictly adhere to the recommendations suggested there in, it will definitely have a remarkable impact on customers’ expectation from their banks seeming lost glory in the eyes of the public.   
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CHAPTER ONE

1.0 INTRODUCTION

This project is on the techniques of improving bank services by Nigeria commercial banks. The aim is simply to identify ways by which commercial bank services can be restructured in Nigerian  

In suggested the effective methods of restructuring bank services, there is the need for the banks to awake from their slumber, cast- off the archaic and conservative Euro-British traditional bank services and start to adopt the unique and modern equipments available for them now in the banking industry 

The archaic fashioned traditional services can be understood when one taken a look at the cheques charity system in the early “50”s. there was no coordinated cheques lodgments with each other no reciprocal arrangement basis. This served the basic whereby each bank maintained a cheques clearing account with each other and exchange each others cheques over the counters using a dispatch clerk to go round the banks involved in the business within the same locality. The arrangement was not only unwholesome but was exposed to many vices. Apart from being cumbersome, it was susceptible to fraudulent practices through delay in settlement between banks and risky where such settlement in done by cash.

The idea of restructuring bank services has been given a due attention by both the previous and prevent governments through their intervention at the various stage of its development.  

Therefore, the piece is divided into five chapters. 

First chapter introducing the topic, historical background, and the need for the study chapter two delves into other people thesis on the topic it. The literature review on the related topics  

Chapter three looks into the research design, which include mattock of dates collection, such as questionnaires, interviews, which may either be claret observation, through primary or secondary sources of information. 

Four discussions how date presentation is done and interpreted. These may be by histogram, graph or even bar charts.  

ii) The absence of organized accounts in most Nigeria businesses 

iii) The failure of many Nigerian businessmen to make full use of their bank account.

iv) The difficulties experienced in providing the bank with suitable security 

v) Lack of closes relationship between chem., and the absence of intermediates.  

These problems spurred the emergence of indigenous banks in Nigeria. This was brought about by the discriminating tendencies on lending policies against Nigeria businessmen. 

Following the huge protests stage by the Nigerian patriots to establish their own bank was the banking ordinance act of 1952 with a good number of banks surfacing. It is note worthy to remember that by the early 1920’s and mid 1930’s a good number of indigenous banks had collapsed. The only and now, regarded as the most successful indigenous bank in Nigeria is the “National Bank of Nigeria.” This bank was established by Nigeria continental bank Ltd.

The bank started as a private company in 1937 as ‘Tinubu Properties Ltd’, and in November the same year, it was registered as African continental bank 

After all said and done, a lot of indigenous banks failed. This was due to their inability to face cut- threat competition of their foreign counterpart. Other reason adduced for the failure of the commercial banks in Nigeria were lack of good management skills, lack of banking legislative control, law banking habits, and under – capitalization or funding the period of bank failure in Nigeria was known as the “free for all banking “ era.

Nigeria indigenes shored a sign of relief when chief Okafor’s self-sponsored bank was established in 1954. This bank was taken over by the then western state government of Nigeria and the bank’s name was changed from Agbonmagbe bank to what is today called the WEMA banks Nigeria Ltd

Before 1950, the Nigerian aggregate deposited was controlled by the “big three banks” up to 90%. This monopoly was broken by the federal government in two successive indigenization programme. First in 1973, the government bought over 40%

1.1 PURPOSE OF THE STUDY  

In conduct of this research work, certain questions were asked to which answers were sought from the respondents (bank staff). Such question are as follows; -

i. How adequate are you bank service to your customers?

ii. What do you suggest in your own opinion should be set as the initial amount acceptable for opening of current account

iii. What impact does the withdrawal of funds from the commercial to the central has in the performance of your bank duties to your customers 

iv. To test the effectiveness, adequacy and deviance of theses incentives schemes to the overall performance of individual worker or group of workers

1.2 SIGNIFICANT OF THE STUDY

Many a Nigerians is unhappy over the so did ways Nigerian commercial banks discharge their services to their customers, more too are not happy that despite the series of call for a change in attitude from the general public, only an insignificant number of such banks have considered it of importance to had to the public opinion albeit to a little extent. So, in this course of gathering materials for this survey, the following were identified as research findings on the services performed by commercial bank in Nigeria.

Bank staff (right from the gate-man through other ranks) are too arrogant and impatient in dealing with customers. 

The method of lodgment of cheques and receipts of proceeds slows down the velocity of circulation of cheques money. The same delay cause the general public to avoid the use of cheques in settlement for payments which in turn leads to keeping a lot of money outside the bank.

The need for a high demand for cash fuels the criminological aspect of the society.

1.3 SCOPE OF THE STUDY

This chapter presents responses from the different respondents who are genuine commercial bank customers in Nigeria. This was done with close ended questionnaires to gather as much information gathered will be used by the researcher to outline the techniques of restructuring commercial bank service in Nigeria. The researcher find it more convenient to sketch out the result first  in a tubular form, Bar chart, pie chart and histogram.

The number of copies of questionnaires printed and distributed for this survey were eight five copies and only fifty copies were returned to the researcher  

QUESTION I 

Do you think that the time customers spend in the bank before they are attended to is too much? 

Table 4.11

Options 
  Responses 
        Number
      Percentages     
  Degree 

	A
	Yes 
	35
	70
	252

	B
	No
	15
	30
	108

	C
	I do not know
	0
	0
	0

	
	Total
	50
	100
	360


Fig 4.1.1


In table 4.1.1, 35 persons or 70% of the respondents said that customers spend much time before being attended to in the bank, while 15 person or 30% of the respondents said that customers do not spent much time before they are attended to. 

1.4
LIMITATION OF THE STUDY 

The course of gathering materials for this survey, the following were identified as research findings on the services performed by commercial banks in Nigeria 

a) Commercial Banks in Nigerian encounter many problems in rendering services to their illiterate customer who do not know how to read and writer.

b) Banking halls are usually overcrowded indicating slow pace of work 

c) Inaccessibility of the banks to potential customers to see other senior ranks of the bank.

1.5
DEFINITION OF THE STUDY

The management of commercial banks in Nigeria should as a matter of urgency be sponsoring both their trained and untrained staff to attend marketing management courses, seminars, and as well as trade fairs to acquire the marketing skills prevalent in the banking industry now.

Employment of more trained personnel in the banking field will not be out of place. This is because adequate and more efficient bank staff should be employed to match the growing size of bank customers. 

CHAPTER TWO

2.0 DEFINITIONS INTRODUCTION

Observation shows that when people hear the world ‘Bank’, their mind is immediately drawn to the functional roles of the banking institutions. Little do they bother to think of the history of these banks even when it is know that they, in their modern structures developed from uncertain beginning?

The first commercial bank in Nigeria was established in 1892. The bank, which collapsed after one year of operation, was known as African Banking Corporation (ABC). The failure pared way for the establishment of British Bank For West Africa (B. B. W. A). In 1893 the bank opened her first branch in Lagos Nigeria in 1894 the bank has undergone two stages of baptism. First to Standard Bank and subsequently to First Bank Nigeria Ltd.  

2.1 FUNCTION

These expatriate banks were established to gave international trade purpose and in that case, Nigerians in general did not satisfy these banks standard of acceptability for borrowers. This was because of the under mentioned reasons.

i) The absence of organized accounts in most Nigeria businesses 

ii) The failure of many Nigerian businessmen to make full use of their bank accounts.

iii) The difficulties experienced in providing the banks with suitable security 

iv) Lack of close relationship between them, and the absence of intermediaries.

v) The generally poor reputation a Nigerians for commercial and financial reliability. This is because whenever overdrafts are given to customers they world be in constant fear as to the prospect of repayment. 

2.2
WAYS OF REGULARITY 

Delays in bank services to customers look more two-way regality. This the researchers feels that some bank staff and customers are not left out. 

Firstly, it should be looked from the bank perspective, endurance which is suppose to be the watch word of a banker seems to be eluding some members of staff of commercial banks in Nigeria. This is because a little mistake made by a customer provokes a staff that is supposed to correct the customer with caution the fails to understand that provocation is never a thing to be associated with banking profession. This is because; it keeps a staff out order for house and during this period the job is paralysis thereby delaying the customers who are the asset of the bank. Some attire, some by staff puts on during banking business can cause unfreeze movement of their hands and hence constitute factor in the delaying of their customers. 

Lack of good planning constitutes a major factor to the delay of bank customer to avoid this, therefore, each department should assemble whatever materials to use for the days job before 7.30am and make sure that everybody is seated and ready for day’s job so, anything short of this, constitute delay and will last for hours since ore numerous customers will take such a department unawares.

Banking terms also contribute to the delay of the banking job. What stops the bank from using neutral language or words, which customers will understand easily? Laziness and delay are synonymous because a lazy staff is the architects of the delay in commercial bank service. This set of bank staff is only interested in his/ her pay packet.

Cash limit allotted to the paying cashiers should be given a second thought because it constitutes delays to the customers. Therefore, the researcher is optimistic that these factors can be controlled if emphasis placed on ethical reorientation is intensified, training, and re-training of the bank clerks and cashiers. The general public should be enlightened on the bank procedures.

There is wisdom in the saying that “don’t do what you like, but like what you do,” so bankers, put your interest in the job; obey the do’s and don’t of the banking profession, so as to help achieve the banking aim of customer’s satisfaction.   

3.4 REFERENCES 

It is true that one cannot claim to have the panacea for the following references findings associated with the commercial banks operational activities but the reference has considered it necessary to offer some references that will improve the commercial bank services in Nigerian. The recommendation may selves or ameliorates the difficulties being encountered by customers of commercial banks should start to fashion out ways of applying marketing oriented measures in all their dealings with their customers. It will help to reoriented the banks’ staff on their attitude towards customers.  They should note also that the clerical staff especially (counter clerks) forms its field sales personnel. Like a typical salesman, they should have to possess some excellent qualities that will balance their unnecessary aggressive and arrogant positive with dealing with customers. 

The staff knowledge of the banking services provided by his own bank will be of immense help in this direction and must be aware of update value customers attach to any services offered to them. 

The management of commercial banks in Nigeria should as a matter of urgency be sponsoring both their trained and in trained staff to attend marking management courses seminars, and as well as trade fairs to acquire the marking skills prevalent in the banking industry now. This is because in adopting marketing principles all customers will be treated equally. 

The   references strongly recommend that first and foremost, commercial banks’ operational activities should be computerized. This is including the introduction of automatic cash dispenser (ACD) being used in some advanced countries like America and Britain. It will ensure that pament are made promptly and comfortable too and hence take care of the issue of long queues and time wastage in the banking hall.  

CHAPTER THREE

SUMMARY OF FINDING, CONCLUSION AND RECOMMENDATIONS 

Many a Nigeria is unhappy over the so did ways Nigeria commercial banks discharge their services to their customer. More too are not happy that despite the series of calls for a charge in attitude from the general public, only an insignificant number of such banks considered it of important to head to the banks have considered it of important to head to the public opinion albeit to a little extent  

So, in the courser of guttering material for this  survey, the following were identified as research findings on the services performed by commercial bank in Nigeria.

a. Bank staff (right from the gate-man through other ranks) are too arrogant and impatient in dealing with customers. 

b. Some bank staff adequate knowledge of services provided in the bank. An unfortunate incident of a prospective bank customer who approached a counter clerk and asked to see the manager. On enquiry, the customer told the clerk that the he wanted some investment advice land per fraps feasibility study) on a business proposal he had to undertake. The counter clerk exclaimed, “Ah, na money we dye dial with here, nor be advice,” could this be attributed to ignorance, foolishness or that he does not know why he was put there.  There are more of such commercial banks’ staff who do act know what banking services are all about in the different department.

c. Banking halls are usually overcrowded indicating slow pace of work.

d. Inaccessibility of the banks to potential customer to see the manager and long application procedure to see other senior ranks of the bank

e. Bank staff especially (counter clerks) give special preference to some customer who tips the clerks to quickest their services and hence neglecting other.

f. Commercial bank in Nigeria encounter many problems in rendering services to their illiterate customers who do not know how to read and write.   

g. Commercial banks greatest problem in offering quick services is non computerization of the banking operational activities.

h. The raising incidence of banks fraud has created a lot of between banks and their customer. This leads to the slow processing of transaction, dice to careful scouting of each transition to ensure its genuineness.

i. Lack of efficient communication facilities. Many a time would a bank avail because of the inefficiency of the system.

j. The problem of over crowing in the banking halls has gaining prominence in that, long queues are common sight in our banks. The procedures for reforming cheques to the officer in change of signature verification and ledger balances is often too long and at times internationally ungethened. How can one explain why a man who walks into a bank to cash a cheques of fifty Naria at 8.30am leaves the bank at 11.00 am, then what happens to a thousand of Naria cheques is better imagined.

k. Long application procedures, be it that you want to open a new account or close his account must stay hours or even days before thing workout for him 

The business hours of commercial banks in Nigeria have to be given a second through. Basically, at the moment banks especially commercial banks operates between 8.00am to 1.00pm on Mondays and 8.00am to 1.30pm on Tuesdays through Fridays. These hours fall with the period that business are usually at their peak. It crates the problem of time allocation between attending to pressing business issues and dashing to and from banks. This sort of banking hours could also explain some of reasons for congestions in commercial banks hall in Nigeria 


1.
The method of lodgment of cheques and receipts of producer slows down the velocity of circulation of cheques money. The same delay causes the general public to avoid the use of cheques in settlement for payment, which in turn under to keeping a lot of money outside the banks. The need for a high demand for cash fuels the criminological aspect of the society.   

5.2 RECOMMENDATION

It is true that one cannot claim to have the panacea for the following references findings associated with the commercial banks operational activities but the reference has considered it necessary to offer some recommendations that will improve the commercial bank services in Nigerian. The recommendation may selves or ameliorates the difficulties being encountered by customers of commercial banks in Nigerian. Times has come when the management of Nigeria commercial banks should start to fashion out ways of applying marking oriented measure in all their dealings with their customer. It will help to re-orientate the banks’ staff on their attitude toward customer. They should note also that the clerical staff especially (counter clerks) from its field sales personnel’s like a typical salesman, they should have to posses some excellent qualities that will balance their unnecessary aggressive and arrogant posture with a feeling of understanding and empathy when dealing with customer. They have to be cheerful and courteous with customers. 

The staff knowledge of the banking services provided by his own bank will be or immense help in this direction and must be of immense help in this direction and must be aware of update value customers attach to any services offered to them. 

The management of commercial banks in Nigeria should as a matter of urgency be sponsoring both their trained and in trained staff to attend marking management courses seminars, and as well as trade fairs to acquire the marking skills prevalent in the banking industry now. 

This is because in adopting marketing principles all customers will be treated equally. 

The references strongly recommend that first and foremost, commercial banks’ operational activities should be computerized. This is including the introduction of automatic cash dispenser (ACD) being used in some advanced countries like America and Britain. It will ensure that pament are made promptly and comfortable too and hence take care of the issue of long queues and time wastage in the banking hall.  

The Nigeria cheques clearing system, the researcher update should move toward automated clearing system through this system, banks are linked with one another through computers with result that local cheques are desired on daily basis and even settlements are made automatically through the clearing house automated payment system (CHAPS). This reduced the problem of archaic system of cheques clearing between banks to only 24 hours- instead of the previous four working days 

 Employment of more trained personnel in the banking field will not be out of place. This is because adequate and more efficient bank staff should be employed to match the growing size of bank customers. The serving ones should be gives more training and be retained to master the required book-keeping. This will curtail the series of mistake resulting in wasting customer time in the hall. 

The else of raw cash in supermarkets should be replaced with Electronic Funds Transfer At Point Of Sale, (EFTAS), and Bankers Automated Clearing Services (BACS) which with save the bank customers the agency of going to the bank to check whether his ministry has paid in his monthly salary.

   Bank staff should be exposed to what is obtainable in advanced countries like America and Britain where banking system is said to be suppers. Banks should arrange as a part of their training schemers attachment to banks abroad hit hat way, what is obtainable a bread might rekindle the spinet of efficiency which our commercial banks have been yarning for. 

The researcher recommends that were mind graduate in banking, fiancé and other related discipline be employed to complement the effort of the other staff. The trained staff employment with not only lead to division of labour but reduces the work lead of an individual staff.

Bank manager instead of staying to an air-conditioned office should be visiting the banking hall from time to time to ascertain the progress of were in the hall old and new buildings yet to be constructed should be designed in such a way that the manager will be overseeing what is happening in the banking hall that will increase the officiating of the attitude of the members of his presence there has psychological effect on the attitude of the member of his staff who indulge in washing away their time. Alternatively, the installation of short circuit television through a video display unit (VDU) installed it manager’s office, in it, the manager will be monitoring the movement of workers in the hall. Then the confluences of being spitted one with make all the staff to be and doing in their respective department ledger keeping and authorization procedures should be modernized ledger clerks waste a lot of time unnecessary in sorting or having customer ledger account and this calls for the introduction of the use of Magnetic and Character Recognition (MICR). This will lead to a pragmatic approach to commercial banks providing fast and efficient services to customer 

Credit cards should be introduced to enable eligible customer raw cash about, when a customer cheques is presented along with a credit card, the cheques is paid without references and verification of the cheques    


Education of both literate and literates customers should be encourage to eliminate the delay caused by customers on the modalities of banking operation especially with regards to signatures. Those customers who cannot maintain regular signatures should be taught to use their figures prints.   


Unfriendly, attitude of bank staff should be checked now as a matter of urgency for how can the management of a commercial bank explain the an urgent attitude of a cashier, for instance, who replies to be a customer’s request for “change” with “no change?”  or worst still cashier who would reply indifferently to be customer asking “do you operate an account with us. The researcher feels so bad about the situation because were is the belief that such a service of “changing of money” either from dirty notes to now notes or help to “splitting” money into smaller. Units is a function commercial banks caught to perform free of change to customers. 


Banks staff should start now too woo their customer the way we was the beautiful girls we love in the sheet in doing this, customers will like to patronize such banks with ease and happiness.  


The abolition of open banking halls should be encouraged. This is due if the felt that customers sitting in the open banking hall give room for greater inefficiency. They leave their job to go round for their selfish reason. It encourages preferential treatment to fraud and relation and later engage in an unnecessary declensions ought to have been done at home. The incidence of district can be reduce to its minimum of commercials banks inculcate the use of cheques instead of cash in settling transactions. Less people would need to visit the bank and the work load of the bank staff would reduce. To avert this practice, banks should also design cheques that will make it difficult for dubious customers/staff to defraud it by having in built checks and balances best known to banks staff only.


    The days of aims-chair banking where a bank manager waits for customers are gone and may be forever. Banks will have to seek for customers as the competition becomes more serious and in tense.

5.3
CONCLUSION 

The researcher’s these so far has been an attaint to desorbed the growing and dynamic banking system undergoing massive face lift.

Banks especially commercial banks performs a unique and sensitive function in mobilizing a country’s financial reserves inter-banks devouring is one the vital processes of the banking system. In a developing country like Nigeria there is a high demand a banks to play grater role than that of more medium of inter-mediators.

To meet this expected demand by the general public the quality of services provided by banks is the only measuring yardstick of performance  in their director from the analysis so far, cheques is one of the major underlying function performed by commercial banks in Nigeria. Then cheques clearing has a significant impact on the quality of services rendered by commercial banks to their customer.
As a matter of fact, the importance of cheques in the literal serve is graphically deceiving in the western world (west Europe and North American) following new entrants on the gyro, credit transfers (SWIFT) and due to recent advances in electronic technology and satellite communication. The inert is now moving increasingly towards a cash less and cheques less economy where the axiom “My word is my bond” my become the order of the day.

Having carefully stitched the service being rendered by commercial banks in Nigeria certain weakness were discover to which recommendations were made.

Therefore, the researcher is of the opinion that of Nigeria commercial banks should implement the aforementioned recommendations there is every likelihood that will be an improvement in their services.

So it is parturient to conclude by reiteration that the commercial bank services in Nigeria is due for over having it and only if banks would start to locus their attention mainly on the investment satisfaction.  
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