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CHAPTER ONE
1.0 INTRODUCTION
Various services are being derived by deposit money banks for an effective and efficient patronage and accruing to the improvement of Nigeria Economy. Such services are account keeping advancing loan, overdraft, discovering bill of exchange standing order, advising business man and investors, automated teller machine, internet banking and foreign exchange transaction e.t.c.
Some of the mentioned service were delivered to the customers at the inception of deposit money banks while some were invested along the deposit money banks operations with an improvement of information technology such as (ATM) automated teller machine, internet banking, telephone banking etc.
In various services which were delivered to the customers, challenges were faced by both deposit money banks and customers themselves some of the problem faced by deposit money banks are inability to manage loans and advances effectively and efficiently ignorance of moral populace towards banking activities while those faced by customers are inadequate financing to small enterprises, service were distress rendered etc.
As a result of these, this project is a fact of these challenges, prospect and management of customer services delivery system to aid improvement to the services, which are delivered by deposit money banks to their customers.
1.1.	STATEMENT OF THE PROBLEM
	The focus of this study is to identify the relationship between banks and customers, hence in the course of the study, effort has been made to find solution to the following research problems.
(i) What is the definition of bank?
(ii) What is the meaning of deposit money bank?
(iii) How can a person be classified as a customer 
(iv) What are the various services rendered by deposit money banks to their customers?
(v) What are the benefits derived from these service?
(vi) What are problems encountered by both deposit money banks and customers
1.2.	RESEARCH QUESTIONS
	This research work provides answers to the following research question.
i. How does the management of customer services delivery system in Nigeria deposit money banks contributes to national economy?
ii. What are the challenges facing the customer services delivery system in Nigeria deposit money banks.
iii. What are the advantages of the management of customer services delivery system in Nigeria.
1.3.	OBJECTIVES OF THE STUDY
	This research is centered on the management of customer service delivery system in Nigeria deposit money banks, challenges, therefore our aims and objectives of the study are:
i. To expatiate the definition of bank
ii. To examine the meaning of deposit money bank
iii. To explain the meaning of customer
iv. To discuss the various services rendered to customer which are function of deposit money bank
v. To emphasis on the benefits derived by customer 
vi. To highlight the challenges encourages by deposits money banks and customers
1.4.	RESEARCH HYPOTHESIS
	Two hypothesis are tested, which are;
1) Null Hypothesis (Ho): The customer service delivery system does not help in mobilizing savings and channeling them into productive investment
(ii) Alternative hypothesis (Hi): The system helps in mobilizing saving and channeling them into productive investment
2) Null hypothesis (Ho): The customer services delivery system in deposit money banks is not essential or important for capital formation.


1.5.	SIGNIFICANCE OF THE STUDY
	This project provides benefits to the customers and economy entirely also to the deposit money banks itself. Deposit money banks will benefits in sense that this project will be the basis for the improvement in delivering their services to their customers, which will enhance effective patronization increase on their productivity.
	Customers will benefits in sense that they will have full confidence in the bank operation and be able to enjoy adequate services rendered by deposit money banks.
1.7.	DEFINITION OF KEY TERMS
	The term is aids to be word or phrase, especially one from a specialized area of knowledge.
i. Economy: The state of a country in terms of the production and consumption of goods and services and the supply of money
ii. Industry: This is the process of manufacturing or producing goods in factors.
iii. Small scale: An enterprise that employ a small number of workers and does not have high volume of sales, such enterprise are generally privately owned and operate sole-proprietorship.
iv. Sales Promotion: This refers to those promotional activities other than then other promotional mix, which stimulate interest/even at company’s own sales force, it objective is usually to compliment personal selling
v. Advertising: Any paid form of impersonal presentation of products, ideas of commercial significance to prospective buyers.
1.9.	PLAN OF THE STUDY
	This project is divided into five chapter one consist of introduction, statement of the problems research questions, aims and objectives of the study, research hypothesis, significance of the study, limitation of the study, definition of key terms and plan of the study.
	Chapter two consist of the literature review, meaning of a customer, nature of relationship of the customer service delivery system to the banker, various services rendered to the customer by a banker, benefit derived and challenges being faced by customers, customer services delivery system in Nigeria deposit money banks and market communication in Nigeria deposit money banks.
	Chapter three consists of research methodology, population of the study and sources of data.
	Chapter four consists of data presentation, analysis and interpretation of result and test of hypothesis.
	Chapter five lastly contains the summary, conclusion and recommendation.

















CHAPTER TWO
1.0. LITERATURE REVIEW
This chapter reviews the existing body of knowledge on the meaning of a customer, nature of the relationship between the banker and customer, various service rendered to the customer by banker, benefits derived by customers from customer service delivery system and challenges being faced by customers on this system, customer service delivery system in Nigeria deposit money banks and market communication in Nigeria money banks.
2.1.	MEANING OF A CUSTOMER
	The word “Customer” has not been statutory defined neither it be defined with exactness.
	Definition: A customer of a bank is a person who has entered into a contract with a banker for the opening of an account in his own name, a person who offers to open an account with the bank is a customer as soon as his contractual offer is accepted.
	In commissioners of taxation V.English, Scottish and Australian bank limited. It was held that duration was not of the essence; such person could be a customer of a bank, even through his only connection with the bank at the time in question was payment into a account opened for the purpose of a single cheque for collection.
2.2.	NATURE OF THE RELATIONSHIP
	Primarily, the relationship between the banker and the customer is founded on contract when the customer deposit money into his account, such transaction meet with offer and acceptance, condition of a contract, in Allied Bank (Nig.) Limited vs Akubueze. The supreme court interlaid that the relationship between the banker and customer is founded on simple contract, which is the absence of an expressed agreement between the parties to the contrary is implied from the course of business between them, the Court of Appeal in Nwonye and Sons Limited V. Co-operative and Deposit Money banks (Nig) Plc help that this contractual relationship involves a kind of special contract with special usage peculiar with monetary or commercial transaction.
2.3.	VARIOUS SERVICES RENDERED TO CUSTOMER BY BANKER
	(i) Accepting deposit
	(ii) Advancing loans
	(iii) Credit creation
	(iv) Financing foreign trade
	(v) Agency service 
	According to Bolaji highlighted the above service rendered by the banker to customer.
(i) Accepting deposit: This is the oldest function of a banker and banker used to change commission for keeping the money in its custody. When banking was developing as an institution. Nowadays bank accept three kind of deposit from its customers, which are savings, currents and fixed account.
(ii) Advancing Loans: One of the primary function of a deposit money bank is advancing loans in the following ways to their customers
(i) Cash credit: The bank advance loan to businessmen against certain specified securities the borrowers can withdraw money through cheque according to his requirement but pay interest in the full amount.
(ii) Call Loans: These are very short-loans advanced to the bill brokers for not more than fifteen days. The advance against first class bill or securities.
(iii) Overdraft: A bank often permits businessmen to draw cheques for sum greater than the balance lying in his current account. This is done by providing the overdraft facility up to specific amount to the businessman.
(iii) Credit Creation: This is one of the most important function of the deposit money banks like other financial institution, they aim at earning profit, for this purpose, they accept deposit and advance loans by keeping small cash in reserve for day-to-day transaction.
(iv) Financing foreign trade: A deposit money bank finance foreign trade of its customer by accepting foreign bill of exchange and collecting them from foreign banks, it also transact other foreign exchange business and buys and sell foreign currency.
(v) Agency Services: A bank act as an agent of its customer on collecting and paying cheques, bill of exchange, draft, dividends etc. it also buy and sell shares, debentures, securities etc for its customers.
(vi) Miscellaneous service: Beside the above noted services, the deposit money Banks perform a number of other services, it act as the custodian of the valuable of its customers by providing them locker where they can keep jewelries and valuable documents 
2.4.	BENEFITS DERIVED BY CUSTOMER FROM CUSTOMER SERVICES DELIVERY SYSTEM
	According to Ajani (1999 7 -14), customer have been enjoying a variety of services providing by the deposit money banks since their inception. The followings are the benefits derived by the customers from functions performed by the deposit money banks.
(i) Security for valuable and monies: From the safe keeping custody services provides by deposit money banks as well as saving deposit and land deposits. Securities are provided for the customer valuables and monies which would otherwise been exposed to theft.
(ii) Enjoyment of overdraft services: Customer keeping current account with the deposit money bank over the years have been enjoying right to overdrawing their account balances, this improve their standard of living.
(iii) Access to Short-term loans: To finance their business capital are accumulated by business through the provision of short-term lending service provided by the deposit money banks.
(iv) Customers saved of risk of carrying large sum of money and can make payments to their customer or creditors through the use of cheque book, bank draft etc, they also accept cheque from their debtors and simply pay the proceeds into their account.
(v) Customer enjoyed foreign services like discounting bill, letter of credit, purchased of traveler cheques etc, provided by the deposit money banks to their customers 

2.5.	CHALLENGES BEING FAED BY CUSTOMER ON CUSTOMER SERVICE DELIVERY SYSTEM IN NIGEIRA MONEY BANKS
I. High Cost: It is true that personal selling enable a bank to reach kits target with maximum wasted effort, however, cost of developing and operating a sales force is high.
II. Unavailability of right personnel: Personnel selling is often limited by a bank’s inability to get the caliber of personnel needed to do the job, these are other limitation have led many bank in developed countries to adopt the self service system 
2.6. CUSTOMER SERVICE DELIVERY SYSTEM IN NIGERIA DEPOSIT MONEY BANKS
	Before we can understand the customer service delivery system, we need to examine the words “Banker to Bank customer” 
	What is Bank? Appears to be a simple question but it has now, no clear definition has been found and it is very doubtful if there can ever be any universally acceptable definition of the word “Bank” in view to the all encompassing nature of banking business.
	According to Dr. Heber Hart tries to define a bank as a person is a customer only if he maintains an account or enjoys any of the service of bank? Mere cashing cheques in a bank for whatever period of time do not make a person a customer unless he has open an account in his name.
2.7.	MARKET COMMUNICATION IN NIGERIA DEPOSIT MONEY BANKS	
	We cannot talk to customer service delivery system without mention market communication branding; the current marketing effort gives beyond developing a good product, a good pricing and making it accessible. Any bank that wants to remain making it accessible. Any bank that wants to remain in the market must try and communicate with present and potential stakeholders and general public. Therefore company must play the role of communicators and promoters.
	Communication is therefore the transfer of information from the sender (Producer/Manufacturer) to the receiver (customers), the marketing tools that primary “communication” in nature. They are the tools normally classified under promoters, one of the four Ps, they are called  promo tools. The marketing communication mix consist of the following:
(i) Advertising
(ii) Sales promotion
(iii) Public relation
(iv) Personal selling
There are many platforms that are attributable to each communication tools mentioned above, depending on the level of information technology development.
(i) Advertising: Advertising is any paid form of impersonal presentation of products ideas of commercial of all activities involved in presenting to a group an impersonal idea, the messenger called advertising such as TV, Newspaper, Radio, and magazines is impersonal and it reaches numerous people, the cost of reaching one prospective buyer is far lesser reaching potential buyer to personal contact.
(ii) Sales Promotion: This refers to those promotional activities other than the other promotional mix, which stimulate interest, trail or purchases by found customers, at middlemen or even at company’s own sales force. Its objectives is usually to compliment personal selling
· Consumer Promotion tools: These are promotional tools targeted a customer, e.g. are samples, cash refund officers, free trail etc
· Trade Promotion tools; These are tools targeted at middlemen which also assist in increasing sales volume, example are: off, allowance, free goods etc
· Business and sale force promotion tools: This covers the generality of the market, it includes both the customers and general public, it is usually undertaken to reduce cost and cover the substantial part or all of the market segments. This tools include Trade shows and connections, sales contest and specially advertising.
(iii) Personal Service: This involve direct face to face communication between banks sales representative and potential customers for the purpose of making presentation answering questions and procuring order, the goal of all marketing effort is to increase profitable sales by offering wants satisfaction to the market over the long run.
Personal selling is by far the major promotional method used to attain these goals. People employed in personal selling in Nigeria runs into millions. They realize the importance of personal selling in hawking, retailing, wholesaling not to talk of sellers of intangibles like insurance brokers; agents ate, because it involves personal communication.	

CHAPTER THREE
3.0. METHODOLOGY
Research is defined as the process of enquiry, investigate, close scrutiny and discovery.
A research is conducted to find problem and develop them into solution. It is a process of getting solution to the problem through collection, analysis and interpretation of data (Owolabi 1999).
Research methodology refers to the procedure used in carrying out research project. The research methodology used in this study is primary and secondary method.
3.1	POPULATION OF THE STUDY
	The population used for this study is banks in Nigeria out of these the first bank of Nigeria plc. is chosen and the data collect from senior and top management level and junior staff management of First Bank Nigeria plc.
	The sampling size of fifty (50) member of staff the distribution of staff were 
Top Management – 20
Middle Management – 30
Total – 50
3.2	SOURCES OF DATA 
	For the purpose of this study, information is derived from both primary and secondary sources 
PRIMARY DATA
This is the collection of facts and figures relating to the population the senses. The sources of information would have gathered from the case study, it is staff and personal interview with some bank official especially in credit department of First Bank of Nigeria plc. Ilorin. Investigation into research work is concluded using questionnaire.
SECONDARY DATA
	This is the data which are able to be gathered from textbooks, articles and internet
3.3	METHOD OF DATA ANALYSIS
	Data was collected through primary source (questionnaire) and is presented in tabular form and analysed using percentages. However, chi-square (x2) distribution test was used to test the hypothesis that was formulated in the course of the study chi-square used in testing the hypothesis concerning the difference between a set of observed frequencies of a sample and a corresponding set of expected or theoretical frequencies the chi-square model is given as;
X2 =∑ (o-e)2
Where X2 = square distribution test 
	∑ = sum of observed and expected frequencies  
	O = observed frequencies 
	E = Expected frequencies  
If X2 o, observed frequencies and theoretical frequencies agree exactly. If X2> O, this means that they did not agree exactly the larger the value of chi-square the greeter discrepancy between observed and expected frequencies.
	Conclusively, the hypothesis to be tested will be accepted or rejected based on the following decision rule.
1. At 0.05 level of significant the null hypotheses will be accepted if the calculated x2 is less than table x2 at 0.01 degrees of freedom. It will therefore follow that 
2. At 0.05 level of significant, the null hypothesis (Ho) will be rejected, if the calculated x2 exceed the tabulated x2 freedom = v = (r-1) (c-1) 
where V = degree of freedom 
	R = number of rows C = Number of columns.


CHAPTER FOUR
4.0.	DATA PRESENTAION, ANALYSIS AND INTERPRETATION OF RESULTS
	This chapter examines the presentation, analysi and interpretation of data collected or gathered during the course of the study. The data collection from various group of respondents ere analysed by giving the number nd percentages or respondents for each alternatives.
4.1	DATA PRESENTATION
	This segment of this project discuss the results from the questionnaire prepared and administered on the management of customer services delivery system in Nigeria deposit money banks, challenges and prospect using First Bank of Nigeria plc. As a case study.
	The data collected from the administered questionnaire survey are presented and analysed below:
4.2	DATA ANALYSIS
RESPONDENT SEX
Table 4.1
	SEX
	FREQUENCY
	PERCENTAGES

	Male
	5
	45.45

	Female
	6
	54.54

	TOTAL
	11
	100


Questionnaire survey (2025)
	It was discovered from the table above that the female has the larger percentages of respondents for the research work, thus this is represented by 6 people and 5 people from the female and there is 54.54% to 45.45 respectively.
RESPONDENT AGE
Table 4.2
	RESPONSE
	FREQUENCY
	PERCENTAGES

	21-30
	3
	27.27

	31.40
	6
	54.54

	41.50
	2
	18.18

	51-60
	-
	-

	TOTAL
	11
	100


Questionnaire survey (2025)
	Basically table 4.2 above shows that age 31.40 is the highest among the respondents for the study. 
Thus, this is represented by 6 people i.e 54.54% followed by age 21.31 which is 3 people i.e 27.27% the next to it was 41.50 which is a percentage of 18.18 respectively.
	Response on if respondents operate account with any bank.
Table 4.3
	RESPONSE
	FREQUENCY
	PERCENTAGES

	NO
	-
	-

	YES
	11
	11

	TOTAL
	11
	100


Questionnaire survey (2025)
	This table above reveal that all the expected respondents have account in one bank or the other.
RESPONSE ON QUESTION WHT TYPE OF ACCONUT DO YOU OPERATE 
Table 4.4
	OPTION
	FREQUENCY
	PERCENTAGES

	SAVING ACCOUNT
	3
	27.27

	CURRENT
	8
	72.72

	FIXED ACCOUNT
	-
	-

	TOTAL
	11
	100


Questionnaire survey (2025)
	It was discovered from the table that the respondents often prefer to operate a current account as it carry the higher percentages i.e 72.72 or he respondents will often prefer saving account which is 27.27% respectively.
Table 4.5
	RESPONSE
	FREQUENCY
	PERCENTAGES

	YES
	-
	-

	NO
	II
	11

	TOTAL
	11
	100


Questionnaire survey (2025)
	This table revealed that all of the respondents do not operate an account for their company which s represented by 100%
Response to the question what is the status of the company
Table 4.6
	STATUS
	FREQUENCY
	PERCENTAGES

	PRIVATE LIMITED
	-
	-

	PUBLIC LIMITED 
	11
	11

	MULTI-NATIONAL
	-
	-

	TOTAL
	11
	100


Questionnaire survey (2025)
	It was observed that all the companies were public limited company during the research.
Opinion of respondent on the service of the bank
Table 4.7
	RESPONSE
	FREQUENCY
	PERCENTAGES

	VERY SATISFACTORY
	7
	63.63

	FAIRLY SATISFACTORY
	4
	36.36

	NOT SATISFATORY
	-
	-

	TOTAL
	11
	100


Questionnaire survey (2025)
	It was observed from the table above that the service of the bank was okay, as judge by the respondents because it is this option that has the highest percentages 
Response on if respondent have applied for any loan
Table 4.1
	RESPONSE
	FREQUENCY
	PERCENTAGES

	YES
	5
	45.45

	NO
	6
	54.54

	TOTAL
	11
	100


Questionnaire survey (2025)
	This table above shows that most of the respondent haven’t applied for loan, while some have because 45.45 has applied for loan while 54.54% haven’t applied.
Response on attitude of the bank staff
Table 4.9
	RESPONSE
	FREQUENCY
	PERCENTAGES

	VERY FRIENDLY
	6
	54.54

	PARTIALLY FRIEND
	3
	27.27

	NOT AT ALL
	-
	-

	NO IDEA
	2
	2

	TOTAL
	11
	100


Questionnaire survey (2025)
	It was observed from the table that the attitude of the bank staff is satisfactory as 6 respondents agrees, 3people agreed partially and 2 respondents has no ideas, which is 54.54%, 27.27% and 18.18% respectively.
Response on if respondents are satisfied with term of loan?
Table 4.10
	RESPONE
	FREQUENCY
	PERCENTAGES

	YES
	3
	27.27

	8
	8
	72.72

	TOTAL
	11
	100


Questionnaire survey (2025)
	It was discovered from the above table that the various respondent is no satisfied with the term involved in granting loan by the banks, thus 8 respondents said that they are not satisfied while 3 people said they are satisfied with the term of the loan.




Opinion on how long it will takes to transact With the Bank
Table 4.11
	RESPONSE
	FREQUENCY
	PERCENTAGES

	5min-20min
	10
	90.90

	21mins-35mins
	1
	9.09

	TOTAL
	11
	100


Questionnaire survey (2025)
	It was discovered from the table that the minimum rate at which the banks often used in answering each customer was between 5 minute to 20 minute a judge by 10 respondents which in 90%.
Response On Did the Customer Service Delivery System In Nigeria Deposit Money Banks Helps In Mobilizing Savings And Channeling Them Into Productive Investment
Table 4.12
	RESPONSE
	FREQUENCY
	PERCENTAGES

	YES
	6
	54

	NO
	-
	-

	PARTIALLY
	5
	45

	TOTAL
	11
	100


Questionnaire survey (2025)
	It was later observed that 6 respondents agreed that the system helps in mobilizing savings and channeling them into productive investment while the other 5 respondents agreed partially.
Opinion on the Question Is the Customer Service Delivery System In Nigeria Deposit Money Banks Important For Capital Formation
Table 4.13
	RESPONSE
	FREQUENCY
	PERCENTAGES

	ABSOLUTELY
	3
	27.27

	PARTIALLY
	7
	63

	NOT AT ALL
	1
	9

	TOTAL
	11
	100


Questionnaire survey (2025
	It was observed from the table above that the system is partially essential for capital formation because 7 respondents agreed to it partially while respondents agreed absolutely to it 1 respondents disagreed.

4.3	TEST OF HYPOTHESIS
	DECISION ON HYPOTHESIS
	The two hypothesis tested under this hypothesis are 
Null hypothesis (Ho): the customer service delivery system in Nigeria deposit money bank does not helps in mobilizing savings and channeling them into productive investment.
	Alternative hypothesis (H1): the system helps in mobilizing savings and channeling them into productive investment.
It was via the response of the respondents that this is certified. So the decision accepts the statement of alternative hypothesis (H1) the declaring that of null hypothesis (Ho) to be rejected.
Hypothesis 2
(Ho) the customer service delivery system does not help in capital formation.
Referring back to the questionnaire survey 2017 under take 4.12, according to the respondent’s response, 7 says that the customer services delivery system is partially helpful in capital formation, 3 agreed that it is absolutely helpful while only 1 respondents say Ho statement is true.
	According to all response, it was determining that the system is partially essential for capital formation.
4.4	INTERPRETATION OF RESULT
	From the tables of the questionnaire survey one can deduce that that customer of banks has high expectation of promote service and efficiency. Thus there in always agitation where there is a need to come up before services delivery in a bank. Proper understanding and its application can go a long way to estimate this.
	The application of computerized to payment of customer in bank hall has greatly reduced the impact of using banking hall. is has enabled effectiveness and efficacy in service delivery.
	Much problem relating to customer service delivery system are majority noted from the banking hall as a result of high incident of use which at times may result in agitation as table 4.7 in the response chart.
	Likewise, the preference of customer for current account operation is getting higher as a result of various benefits felted against current account holders in many banks. This is revealed in table 4.4 and this may be redistributed by providing similar benefits to other account holders of the banks.












CHAPTER FIVE
5.0	SUMMARY, CONCLUSION AND RECOMMENDATION
	This chapter is the concluding chapter of the research work, it includes the summary, conclusion and recommendation for the research work of the study.
5.1	SUMMARY
	The research work has discussed the management of customer service delivery system in Nigeria deposit money bank, challenges and prospects.
	Primary objectives of bankers are to provide effectives service to their various customer and hence to make profit on service rendered. It has also discussed the importance of computerization in deposit money banking.
	Computerization has help a lot but there had been some lapses like increase in the level of unemployment, commission of crimes, invasion to our privacy etc.
	Nevertheless, it is evidence from the data collected and sending presented in chapter two of this work was not satisfactory provided. This was based upon the administered questionnaire to selected customer are yet to be enjoying loans, no effectiveness was obtained by the bank because, out of 1000 number of customer that the official confirmed their application for loans, only 457 applications were granted and this represents just 47%
	Furthermore, the attitude of the staff was discovered tovbe partially friendly thereby creating much time timetable used when there have been considered increase in the number of bank customer in the past few months. If the customer is receiving satisfactory services, more people would be attracted to patronize the banks.
5.2	CONCLUSION 
	As it has been clearly established that fact improving customer services delivery system seriously needed to be integrated with act and practice of commercial dedication and devotion to attain peak in their service delivery through hard work, couple with totality of effectiveness and efficiency.
	In the same vein improvement if the customer should be objective focus on the attainment of goals, aim and objective of the organization
5.3	RECOMMENDATION
	From the fore-going it would be discovered that through customer services delivery system in Nigeria deposit money banks, but not as effective as expected in them. In view of this, we recommended the following.
i. Computerization in banking business should be embarked on by deposit money banks.
ii. Enough training of staff in human relations should be considered.
iii. Duration of loan payment should be favourably considered.
iv. Organization of symposia and lectures should be made from time to time so as to educate their customer on what stank to gain, if they are faithful to the bank.
v. There should be favourable reduction in the collateral with granting loans. Deposit money banks should extend their loan facilities people having their own houses and it is recommended that enough time of repayment of loan for capital project execution should be given to customer.
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