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CHAPTER ONE

INTRODUCTION

1.1 
Background to the Study

The significance of the capital market, especially banks as agents of intermediation cannot be over emphasized. As critical role-players in the economy, they mobilize deposits from surplus units and lend to deficit units. They attract deposits at lower cost and lend at a premium in order to advance their profit motives. In the process, they contribute to the development of the economy as they facilitate the national payment system, advance loans to major economic players who then use the funds for infrastructure development, for job creation and other economic activities that benefit the society at large. As business units, banks are also expected to grow their profits consistently as the investors into these banks look for higher returns on their investments. A number of strategies have been employed all along but of late relationship banking and relationship marketing have become crucial for long term relationships. There has however been growing pressure on bank profitability since the early 1990s as a result of competition and other pressures and while the process of profit maximization has been waned through still and intense competition from the other financial institutions, a complementary avenue was devised – bank charges. Bank charges or the term bank charge covers all charges and fees made by a bank to their customers. In common parlance, the term often relates to charges in respect of personal current accounts or cheque account. These charges may take many forms including but not limited to monthly charges for the provision of an account, charges for a specific transaction (other than overdraft limit excesses), interest in respect of overdrafts (whether authorized or unauthorized by the bank) and charges for exceeding authorized overdraft limits, or making payments (or attempting to make payments) where no authorized overdrafts exists. Evidence suggests that the introduction of banks charges has led to banks loosing patronage to and the immergence of non-banking sector financial institutions. This has put pressure on banks to review their bank charges downwards as they are perceived as being steep by a number of constituencies within the South African economy. Growing consumerism, the enactment of new legislation in support of the consumer and intense pressure from other stake holders mean that the issue of bank charges and their impact on relationships and on the role of banks as intermediators can no longer be ignored. This paper investigates the impact of bank charges on the relationship of banks and their clients. Banks are an important component of any economy. According to Mayer et al. (1981) banks “our most important institutions as they create the bulk of our money stock and have such a wide range of activities; they are department stores of financial finance” (Mayer et al., 2019), and therefore play a major role in lives. The behavior of banks is relevant for monetary policy which in turn has an influence on the performance of the economy and an indirect influence on lives. At personal level the public may be affected by the behavior of banks in one way or another as either, borrowers, depositors or consumers of other banking services. In the realm of financial intermediation, Diamond (2019) postulates that banks play a special role of providing liquidity and financing investment projects of borrowers which capital markets would not be able to do efficiently. It is in this respect that banks are therefore regarded as the primary conduit between savers and borrowers for intermediation purposes. According to Gurley and Shaw (2019) and Hester (2019), financial intermediation is a process where financial transactions between borrowers and savers take place through the banking system. Even under conditions where bank charges are high, the banks role as financial intermediaries should still remain efficient in order to enhance well-functioning financial system in the economy. The banking sector system in the South African economy is highly concentrated and sophisticated with the five largest banks; namely Absa, First National Bank, Investec, Nedbank and Standard Bank. In absolute terms, these five banks account for between 70 percent and 90 percent of the market share of the banking industry’s assets (Ojah, 2020). The banking market has four distinct segments, namely the corporate banking segment, the personal banking segment, the asset financing (which encompasses, housing mortgages, vehicle financing and leasing) and the retail banking segment. The sector consists of a high concentration of corporate ownership with most of the large insurance and other non-bank financial institutions (NBFIs) being either controlled by banks or the NBFIs themselves having controlling interest in banks. This reveals both complexity and intensity of competition in the industry, which should therefore enhance efficient financial intermediation. Banks therefore need to be efficiently fully engaged in financial service provision in a manner that embraces customers and at the same time avoiding emergence of disintermediation. This helps to ensure that banks remain serving as channels through which financial system consolidation realizes its full potential in curbing financial instability, and thus increasing the economic welfare of citizens (Ojah, 2020). As part of the key focus area of this study, this study investigates whether bank charges, based on customers’ perceptions, are a key determinant to bank/customer relationship. The rationale behind the study is to examine whether the respective banking industry is losing patronage and experiencing a general trend towards financial disintermediation due to high bank charges as well as increasing options for investing funds in alternative investments in other markets. Additionally, the study extends to examine whether it is substantially realistic that banks seem to be discouraging a savings culture given the prevailing levels of bank charges or transaction fees charged to deposit and withdraw funds over customer accounts and businesses. The fundamental question to be answered is whether bank charges impact negatively on customers and businesses. It is against that background that the study therefore becomes imperative to understand whether bank charges are impacting on customers and Businesses, which may in turn affect banks in their role as financial intermediaries.

1.2      Statement of the problem

It is very obvious the way bank customers in Nigeria are switching from one bank to the other seeking for a bank with lower bank charges.

Bank charges by banks in Nigeria have left Nigerians unsatisfied with the services offered.

However, the high level of illiteracy among Nigerians contributes to the bank charges meted on them. In the sense that, Nigerians unknowingly accept to some terms without a clear understanding of its implication. For instance, some bank customers subscribe for some alerts (credit, debit and ATM alerts) without the knowledge that it will be deducted from their accounts.

In addition, customers are not well enlightened about the services of the bank and what follows, and this poses a problem at the end of the day.

Another problem bank charges can have on its customers; is that it can affect the reputation of the bank. Customers will go about complaining to friends and family members about how their bank charges and this will discourage prospective customers, thereby reducing productivity.

In conclusion, the tenet of business which refers to customers as king is being forfeited; as they are left unhappy and discouraged through the products and services of the bank. 

1.3     Objectives of the Study

The main objective of this study is to investigate Bank Charges; Implications on Bank Customers and Businesses. However, the specific objectives are:

2. This study investigates whether bank charges, based on customers’ perceptions, are a key determinant to bank/customer relationship.

3. The study will examine whether the respective banking industry is losing patronage and experiencing a general trend towards financial disintermediation due to high bank charges as well as increasing options for investing funds in alternative investments in other markets.

4. The study will also examine whether it is substantially realistic that banks seem to be discouraging a savings culture given the prevailing levels of bank charges or transaction fees charged to deposit and withdraw funds over customer accounts and businesses.

5. The study will find out if high and unnecessary bank charges impact negatively on and Businesses.
1.4     Research Questions

The following questions were spelt out to be the research questions for this study:

i)               What are the implications of high and unnecessary bank charges on customers and Businesses.

ii)             Do bank charges affect bank’s productivity?

iii)           Do bank charges have a negative impact on customers and Businesses?

1.5     Research Hypothesis

Ho1: Unnecessary bank charges have a negative impact on customers and Businesses-Business Admin

1.6 
Significance of the Study

The result of this study will serve as good base or guild for future reference. This study is meant to educate the general public, the banking sector, customers and the government on bank charges and customer satisfaction in the Nigerian banking sector. It is meant to bring to the knowledge of the banking sector on the need to carry their customers along in other to grant them the needed satisfaction they require. In addition, the study is meant to inform the banking sector, that many charges on their customers can affect their patronage.

However, this study is meant to bring to the knowledge of the government that they can through the CBN help curtail these chargers on customers.

This study will be of immense benefit to other researchers who intend to know more on this topic and can also be used by non-researchers to build more on their work. This study contributes to knowledge and could serve as a guide for other work or study.

 1.7    Scope and limitation of the Study

This study is on Bank Charges; Implications on Bank Customers and Businesses among 100 customers in the first banks of Nigeria. Therefore, one hundred respondents shall be selected within the space of three weeks as it is sometime not possible to get the required samples of one hundred within a day or a week.
Certain constraints were experienced n the course of study. The constraints which are examined below resulted in the delay in producing this work.

a) A sizeable number of interviews appeared too busy to all end to me during my first two visits.

b) They appeared a noticeable conservation with divulging of information on some policy matters relating to borrowing of funds.

c) Time was another major constraint as the bank locus is usually close at 1:30 pm as against 4:30 pm owing to the ethnic arises in Warri amidst the curfew. In the same manner I had limited time to meet with my supervisor. 

d) The cost of gathering the materials, administration of questionnaires and other incidentals become high at a point.

However, theses constraints did not determine to achieve a through work as there was no bitch till the conclusion of the study.

1.8
Definitions of the terms

Implication: An implication is a logical consequence or effect that follows from a particular action, decision, or set of circumstances. In the context of banking, implications refer to the potential effects or outcomes that banking practices, policies, or decisions may have on various stakeholders.

Implication on Bank Customers: This refers to the potential effects or outcomes that banking practices, policies, or decisions may have on individuals or organizations that use banking services. Examples of implications on bank customers include:

- Financial implications (e.g., fees, interest rates, credit scores)

- Convenience implications (e.g., accessibility, ease of use, customer support)

- Security implications (e.g., data protection, identity theft, fraud)

Implication on Businesses: This refers to the potential effects or outcomes that banking practices, policies, or decisions may have on businesses that use banking services. Examples of implications on businesses include:

- Financial implications (e.g., loan terms, interest rates, credit availability)

- Operational implications (e.g., payment processing, cash flow management, supply chain finance)

- Strategic implications (e.g., investment opportunities, growth prospects, advantage)
1.9
Plan Of The Study 

In this research work, it will classify into five chapters for the readers (supervisor) to know how the work is done.


Chapter one will contain introduction, statement of the research problem, aims and objective, scope and limitation, significant of the study, definition of term and plan.


Chapter two entails conceptual framework, theoretical framework and empirical review


Chapter three highlights the research methodology research design, population of the study sampling size and sampling techniques, method of data collection, method of data analysis and limitation to methodology.

Chapter four discuss data presentation, data analysis and interpretation text of hypothesis   
Chapter five shields light in the summary, conclusion and recommendation.

CHAPTER TWO
LITERATURE REVIEW

2.1
Conceptual framework

Banking Services in Nigeria

Financial institutions play a crucial role in facilitating the accumulation and allocation of capital by channeling individual savings into loans to governments, businesses and individuals. In Nigeria, the role of the banking sector in capital concentration and distribution cannot be disputed. Credit crunch has affected the performance of many banks globally. Thus, institutions that adopts strategies to compete better than more likely to survive in the long run. Furthermore, within the banking sector, customer loyalty to business in one way of keeping banking business competitive, providing high service quality is also critical for enhancing long-term relationships with customers, which is especially important in the competitive banking environment of modern banking (Camarero, 2021). Therefore, delivery quality service to customers is a must for success and survival in today’s competitive banking environment (Samli and Frohlich, 2019). As regards banks, customer longevity can only be achieved through delivering high quality services (Lassar et al, 2020) especially under unregulated and volatile financial market conditions (Colgate and Lang, 2001). It is therefore imperative for banks to identify and manage the service quality dimensions which could lead to competitive advantage with their customers. More so, Hinson and Hammond (2020) posited that, “with the passage of the universal banking law however, all types of banking can be conducted under a single corporate banking entity and this greatly reorganizes the competitive scopes of several banking products in Nigeria. Thus, reform and deregulation has brought the banking sector into the competitive arena in terms of customers and products. This means strategic management decisions should take into consideration factors that promote customer satisfaction, customer retention, customer loyalty, increased market share and firm profitability. Kehinde (2019) asserted that, if the 25 deposit banks currently in Nigeria are to survive and be successful providers of financial service, they should apply practical approach to customer services. The customer should be seen as kings whose needs and expectations should form the centre-piece of banks activities. The excellent provision of these needs will guarantee customer satisfaction, good business performance and competitive advantage for the bank concerned. He further stated that, during this post-consolidation era, the sophisticated and discerning bank customer will expect a good blend of the speed and personalized attention which the so called “new generation banks” are known for one hand and the security and caution usually associated with old generation bank on the other hand. Excellent customer services in a bank will put in place, machinery that ensure effective, efficient and smooth banking operations while the provision of professional banking advice in investment, cash flow planning and decisions are guaranteed. This will cause improved internal controls which will extensively reduce bank forgeries and fraud. However, technology in service organizations is important for success. Some scholars have studied technology in service organizations from different perspectives. Harsh (2019) studied beneficial aspects of technology and identified. Five major benefits of technology to a service organization. First, the equipment could be employed in place of work force. Such substitution of equipment and machines for labour reduces cost of operation and increases efficiency. Second, introduction of technology may help to achieve standardization in the quality of service. Third, higher service levels could be achieved by such blending of technology. Fourth, service organizations can maintain close links with their customers by hooking up in the computer networks such technologies permit one firm to link itself with the information system of the other hand, thereby, be in touch.

2.1.2
 Concept of Customer Satisfaction in Nigeria Banking Industry

A customer can be defined as a user or potential user of banking services. A customer would include an account holder, or his representative, or a person carrying out casual business transactions with a bank, or a person who, on his own initiative, may come within the banking fold (Talwar Committee Report, 2019). There are many factors that affect customer satisfaction. These factors include friendly employees, courteous employees, knowledgeable employees, helpful employees, accuracy of billing, billing timeliness, competitive pricing, service quality, good value, billing clarity and quick service – Hanrkiranpal, (2020). The efficiency of a banking sector depends upon how best it can deliver services to its target customers. In order to survive in this competitive environment and provide continual customer satisfaction, the providers of banking services are now required to continually improve the quality of services. It is seen that 5% in insurance and brokerage, and 125% in the customer credit card market. Therefore, banks are now stressing on retaining customers and increasing market share (Chothani et al, 2021). Furthermore, a favourable climate for excellent service manifests itself in employee behavior, for example, being attentive to customers, speaking favourably about the organization and its services. With frequent employee-customer contact, customers are more often exposed to such positive behaviours, which in turn, affect customer satisfaction.

2.1.3 
Concept of Bank Customer Service

According to the America Bankers Association, customer service reflects the total approach of a staff to a customer, it is regarded as the altitude of professionalism, friendliness and helpfulness that satisfies customers and leads to repeat business or patronage. In banking, all staff should focus on efficient and effective customer service delivery which results into customer delight. However, none of the good plans of the service provider can be successful operationally without repeated patronage by customers. It therefore goes from the above that for excellent service in a bank, every member of staff should be a marketer, strategic manager and a practitioner of total quality management Kehinde (2019). Furthermore, according to Peter (2019), bank services could be conceptualized by visualizing it in four levels which will move the banking community mindset to creating unique experiences for customer at all times. These levels are:

(i) Core Bank Service: This provides the basic and fundamental benefits which make service to be of interest.

(ii) Expected Bank Service: This gives the minimum set of expectation of customer.

(iii) Augmented Bank Service: This is about offering services that are over and above the expectation of the customer or over what the customer is accustomed to.

(iv) Potential Bank Service: This is about everything which can be done with service that will be of utility to the customer.

Finally, the concept of bank customer service from the perspective of banking services provides a dynamic opportunity toward enhancing customer satisfaction by orchestrating bank services to create endless value for the customer.

2.1.4   Relationship between Customer Service Variables/Factor and Customer Satisfaction

The variables include: Convenience, transaction method and system, pricing, product and services, reliability, tangibility, assurance, empathy and responsiveness.

2..1.5
 Convenience and Customer Satisfaction

Bank customers always appreciate quick, prompt, efficient and effective service which they will regard as excellent service. In this regard, the bank is required to provide an appropriate environment conducive for service delivery and which the customer feels wanted. Customers need enhanced time for transacting business with banks. Kehinde and Peters (2019). Furthermore, KPMG report (2019) on Africa Banking industry customer satisfaction survey, posited that Technology is changing the way and manner we conduct our business. There has never been such a time in history, like now, when technology has transformed the finance world, especially banking, leaving customers yearning for more innovative products and service from their banks. With ATMs becoming almost ubiquitous in Nigerian cities, it is not surprising that it has been the fastest growing channel in recent years. Almost eight in 10 customers surveyed use the ATM and nearly two thirds of these people visit an ATM on a weekly basis with cash withdrawal and balance enquiry amongst the most common transactions customers perform via the ATM. However, despite the proliferation of new channels in recent years, findings show that adoption of other alternate channels is still comparatively low with very few respondents saying they use internet banking (12 percent), POS 20 (10 percent), telephone banking (9 percent) and mobile payments (5 percent). That being said, the significant and rapid adoption of the ATM suggests that once internet banking and mobile payments take root great potential could be realized. Finally in KPMG report, banking has changed radically with the advent of the internet and smart phones. Banks have kept pace by delivering various alternate channels. Customers are empowered to serve themselves anytime, anywhere using these channels and convenience is at the heart of making empowered to serve them anytime, anywhere using these channels and convenience is at the heart of making the channels available to them. The Automated Teller Machine (ATM), in particular, has gained traction by establishing itself as the fastest growing channel Nigeria and Africa as a whole while other channels lag behind in terms of usage by customers.

2.1.6. Transaction Methods and Customer Satisfaction

Peter (2019), posited that, bank can use cost price of service to attract customers where the bank management would be required to develop competitive prices that will ensure the good returns on their business. Furthermore, KPMG report (2013) on Africa Banking industry customer satisfaction survey, posited that mobile penetration in Nigeria today is higher than that of the internet and is expected to continue to rise for the foreseeable future. The cost to serve is unquestionably lower via mobile than any other channel.

2.1.7 Product and Services and Customer Satisfaction

KPMG report (2023) on Africa Banking industry customer satisfaction survey, asserted that, Customers want less generic products and desire more bespoke identify their customer’s needs based on their behaviors and thus create products that are flexible enough to meet their needs. Effective product innovation and management could be made possible with effective customer segmentation. With customer segmentation, banks divide their customer base into clusters with similar characteristics in order to provide value and sales propositions which are effective and unique to each segment.

2.2 Theoretical Framework

This framework integrates several theoretical perspectives to understand the implications of banking practices on customers and businesses:

Agency Theory: This theory suggests that banks, as agents, have a fiduciary duty to act in the best interests of their customers (principals) (Jensen & Meckling, 2019).

Social Exchange Theory: This theory posits that customers and businesses engage in banking relationships based on reciprocity and mutual benefit (Emerson, 2019).

Resource Dependence Theory: This theory argues that businesses rely on banks for financial resources, which can impact their operations and strategy (Pfeffer & Salancik, 2019).

Commercial bank and their sustainable maturity are undoubtful germane to industrial advancement. This is as a result, the banking sector is among the very few sectors that add to economic development in various aspects. First of all commercial banks uninterruptedly contribute to economic progress by paying taxes and creating employment.

Moreover, commercial banks entail the anchor of the growth of other sectors by granting them access to credit facilities in the term of loans. Moreover, much empirical evidence exists on the contribution of commercial banks to tenanting particular firms and sectors

The study is underpinned by the Agency Theory (AT) which supports the opportunistic behavior of individuals. In relation, Jensen and Payne (2020) explanation that customers and investors alike would expect their bankers to respond favorably to their objectives for joining them to their objectives for joining them in business.

Banks as agents of their customers and investors try to put in place mechanisms that seek to align the interest of the agent and the principal. All parties in their own self-interest are at the same time motivated to maximize organizational values (Francis. 2019). Mechanisms used to address agency problems are far as banks profitability is concerned to include effective loan portfolio management to minimize the incidence of bad loans and thereby to maximize profitability which in essence safeguards the worth of stakeholders (Jensen & Payne. 2020).

2.3
Empirical Review

To the extent of the researcher's knowledge, no literature has directly made an attempt to investigate the impact of bank charges on customer decision to save and income. However, there is a great deal of literature which have investigated determinant of savings and investment Anaro, Blessing [2019]. Others focusing on the commercial bank investigated the determinant of a customer choice of banks or bank customer switching effect Henry [2018]. In particular, empirical literature has established that bank charges (often proxied with interest rates) are their banking relationship in Nigeria. The study covered 500 bank customers who reside in Ilorin. The study revealed that price and communication are one of the most important reasons why bank customers switch banks. Agarwal, established that price, response to service failure and innovative service products were the 3 major determinants of banks customers switching behavior. The study further recommended that banks must review their bank charges, similarly to the recommendation of Nyarko. Likewise, Clemes, Gan, & Zheng and Zhang established that price, service quality and distance were the major determinants of customers switching behavior. However, Davidson revealed that in switching from one bank to another, high transaction cost in banks had the least impact on the decision of bank customers who place much value on time. The study covered 25 respondents residing in Ilorin, Nigeria and 20 banks were randomly selected.
CHAPTER THREE
3.0
Methodology
Here, the researcher express the research method, data collection instrument, the population of study, sample size and sampling technique, and the method of data presentation and analyses employed in carrying out this research.

3.1 
Research Design

Research design means the plan, structure and strategy of investigation conceived to provide answer to the research question and control possible variance. It also relates to the general approach adopted in executing a study. The chosen designs for this study is public survey i.e. the collection of primary data through the use of questionnaires from the case study and thereafter the questionnaire element was entered into Microsoft Excel program and then imported to Statistical Package for Social Sciences program (SPSS) to facilitate data analysis to test the effect of the independent variables (Banking services) on the dependent variable (customer satisfaction).

3.2  Source of Data

The Data collected and analyzed are primary data. This form of data has result in sound evaluation of this article topic, giving credence to the underlying assumptions propounded.

3.3
Population of The Study

The target population for the study comprises of 50 customers at Ilorin.  In most case, it may be practically impossible to cover the entire population of the organization. Therefore, a sample size is required.  A sample size is said to be a specimen of the real in the case of the total population. 

The sample size is to be determined after serious consideration of the extent to which the sample can be a fair representation of the whole population. In order to minimize time and money, the opinion of sampling this would be restricted to the totality of staffs on random sampling procedure.

3.4   
Sample Size and Sampling Techniques 


Sampling procedures is the means of choosing the study subject from which the relevant data for the study will be gotten. In order to get a good representatives sample size, the sampling techniques used for this is simple random sampling. The technique that was used is the simple random sampling technique. The total numbers of 50 customers In other to select the respondent use for this study, the sample size was calculated using Guilford and Flutter formula for estimating sample size:
3.5
Method of Data Collection

The researcher used primary Data in collecting a structural questionnaire consisting mainly of closed- ended questions and interviews. The primary data used in this research work include interview with few Personnel of different commercial banks in Nigeria and the use of structured questionnaire filled by respondents who are personnel and customers of each particular banks.

3.6
 Method of Data Analysis

Data analysis method deals with how necessary data collected through primary source has been properly processed and presented for meaningful analysis. The method adopted to analyze data collected was less manual and more of computer aided method. The computer aided package known as Statistical Package for Social Science will be deployed to analyze data in the form of frequency tables, mean and standard deviation and hypothesis testing (T-test and Anova). Analysis Of Variance (ANOVA) Analysis of Variance (ANOVA) is a tool used in determining whether the difference in the means is significant enough to support the hypothesis of the study in preference to accepting the sample error or chance caused the different in the more than two means obtained by the two groups.

ANOVA F = MSB

MSW

Where F = Anova, MSB = means of between group, MSW = means of within group. The ratio of MSB/MSW is the ratio of variances which results in the test statistics (i.e F statistics), needed to carry out the test. Decision rule: At 0.05 level of significance, the null hypothesis (Ho) would be rejected if the calculated is greater than the tabulated and would be accepted if the reverse is the case that is if the calculated value is less than the tabulated.

3.7
Limitations to Methodology

1. Sample size and representation: The study may be limited by a small sample size or a lack of representation from diverse customer and business segments.

2. Data quality and accuracy: The study may rely on self-reported data or secondary data sources, which may be subject to biases or errors.

3. Methodological limitations: The study may use a specific research design or methodology that may not capture the full complexity of the implications of banking practices.

CHAPTER FOUR
DATA PRESENTATION ANALYSIS AND INTERPRITATION 

4.1
Introduction

This chapter presented the analysis of the research topic on the implication on bank customer and business in Nigeria. The answer supplied by the respondents from the administered questionnaire at fist Bank of Nigeria Plc Ilorin Kwara State were used for the analysis and interpretation was done to drawn the findings from tested hypotheses and discussion was presented. All data analysis was done with the aid of SPSS version 25.0 and hypotheses were tested under 5% level of significant. The statistical analysis was structured to answer the research questions earlier formulated for the study. The hypotheses focused on the variables that are relevant to the First Bank of Nigeria Plc. in line with the study objectives.  It is however important to stated that one hundred and six (106) copies of questionnaire was administered but one hundred and four (104) copies were returned as duly completed. In this chapter, the results of empirical analysis are reported and discussed based on the size of returned responses rate. It begins with bio-data profile of the respondents, the content analysis of the key questions, and the overall goodness fit of the model between the independent and the dependent variables.

4.2   
Demographic Characteristic Of Respondents 

This section presents the socio-demographic information of the respondents in frequencies tables and percentages. The study found it crucial to provide evidence of demographic data since it was deemed necessary that such information was a clear indicator of factors that moderately affect the relationship on First Bank of Nigeria Plc. among staff of First Bank of Nigeria Plc Ilorin Kwara State. The data analysis relied on this demographic profile of the respondents so as to drawn valid conclusion and recommendations for policy and decision-making progress on the topical issue at First Bank of Nigeria Plc.

4.3
Statistical Result 

The statistical result based on data and material obtained from both secondary and primary source:


Secondary source include First Bank of Nigeria Plc monthly returns on loan and advanced collected from the bank’s chief accountant’s department at the banks heed office in Lagos and the banks published annual account.


The primary data include personnel interview administered only to banking personal involved in credit at the branch office in Lagos.

Table 1: Analysis Of Trend In Total Lending And Total Deposit Of First Bank Of Nigeria
	Year
	Secured loan
	Unsecured loan
	Total loan
	% change in loan
	Total depreciation
	% change in depreciation
	% of loans to depreciation

	2018
	2505931
	34400
	2849931
	-
	4876544
	-
	58.44

	2019
	2833281
	415239
	3248520
	113.99
	5782832
	118.58
	56.18

	2020
	2833281
	415239
	324852
	110.89
	9879730
	110.32
	56.47

	2021
	3295412
	1082520
	4377932
	121.53
	9739954
	152.67
	44.02

	2022
	4801392
	1486484
	6287876
	143.63
	15712902
	161.32
	40.02

	2023
	614435
	1566283
	7710718
	122.63
	2014764
	128.01
	38.33


Source: First Bank of Nigeria PLC Annual Report and Account for the various year.

Trading First Bank of Nigeria Plc’s Leading and Deposit Activities

Table 1 above contains an analysis of the trend in bank lending as well as deposit base as shown in the table, aggregate loans and advances increases from N2,849931 million in 2019to N7,710,718 million in 2020.


With 2019 as the base year, figure shows N4,860,787 million increase during the six period. The table also shows that the total deposits of the bank increase from N4,976,544 million in 2018 to 20,144,764 million in 2019representing in increases of N15, 238,220 million. The table further shows that the banks have maintained an average loan-deposit ration of 38% the gives enough liquidity position.

	Year
	Total bending
	Total classified
	Pro change
	% change in loan lending
	% charging classified
	% change in provision

	2018
	2849931
	379436
	99896
	-
	-
	-

	2019
	3249931
	471321
	99062
	113.99
	124.22
	99.17

	2020
	3602320
	610653
	152710
	110.89
	129.56
	154.16

	2021
	4377932
	819206
	367620
	121.53
	134.15
	240.72

	2022
	6287276
	1250039
	731828
	143.63
	152.59
	199.08

	2023
	7710718
	1459174
	352168
	122.63
	116.73
	48.12


Source: First Bank of Nigeria Plc Annual Report and Account for the various year.

Treading First bank of Nigeria Plc Lending Classified Debts and Provision for Classified Bad Debts

Table 2 above shows that despite the declining percentage rate of change in total lending except 2018 and 2019, the percentage change in classified debt had been consistently high and positive.


And in each year higher then the percentage change in lending except for 2019 when percentage in total lending was marginally higher than percentage change in total lending between 2018 and 2019increased by N486087 million while total classified debts increased by N1079738 million the trend is quite deeming and calls for serious attention. This could be stemmed with good loan management.

Table Relationship between Provisions for Bad Debts Charged And Total Classified Debts In First Bank Of Nigeria Plc
	Year 
	Classified debts N000
	Provision
	% of provision to classified debt

	2018
	379436
	99896
	26.33

	2019
	471321
	99062
	21.02

	2020
	610653
	152710
	25.02

	2021
	819206
	361828
	44.87

	2022
	1250039
	731828
	58.54

	2023
	1459174
	352168
	24.13


Source: First Bank of Nigeria Plc Annual Report and Account for the various year


Table 3 above shows that 2633% of the classified debt were changed to profit and loss as provision for classified debts in 2020-2021, the provision for classified debts were 24.13% on were changed to gross hearings. This is rather on the high side and may suggest a week recovery efforts on the part of the bank.


But as a result of the establishment of a debt recovery unit charged with the responsibility of managing and recovery classified debts, the percentage provision classified debts, fell from 58.54% in 2020 to 24.13% in 2021.

Table 4: Relationship Between Provision For implication on bank customer and businesses Of First Bank Of Nigeria
	Year
	Gross earning
	Provision on charged N000
	% of provision gross earning

	2018
	773728
	99896
	12.91

	2019
	1059418
	99.62
	9.35

	2020
	1420778
	152710
	10.75

	2021
	1824117
	367610
	20.15

	2022
	269987
	731828
	27.10

	2023
	3937714
	352168
	8.94


Source: First Bank of Nigeria Plc annual and account

Table 4: above shows that a reasonable proportion of First Bank of Nigeria Plc’s to recover the debts the costs are always and high and of course affect profitability.

INTERPRETATION OF DATA


Provision of First Bank of Nigeria Plc for public and private sectors

	Response 
	Number
	Percentage

	Short-term
	20
	40%

	Medium term
	30
	60%

	Long term 
	-
	-

	Total
	50
	100%


Source: field survey, 2025

Table 4i: shows that 20 or 40% of the responses received believed that First Bank of Nigeria Plc provides short term financial assistance to both public and private sectors while 30 or 60% of the response accepted that their bank provide medium term financial assistance to customers.

Encounter Cases Of Implication on Bank Customers and Businesses 1988-1993
	Response 
	Number
	Percentage

	Yes
	50
	100%

	No
	-
	-

	Total
	50
	100%


Source: field survey, 2025
Table 4iii: shows that 50 or 100% of the responses received belied that banks encounter case of implication on bank customers and businesses 2019-2024.

The amount involved in such case starting

Table 4iv

	Response 
	Number
	Percentage

	Yes
	41
	84%

	No
	9
	18%

	Total
	50
	100%


Source: field survey, 2025

Table 4iv: shows that 41 or 82% of the response received accepted that the amount involved in case of implication on bank customers and businesses were staggering/starting while 9 or 18% of the responses opined that the amount were not starting.


Inadequate collateral security provision affected the incidences of implication on bank customers and businesses in First Bank of Nigeria Plc

	Response 
	Number
	Percentage

	Create extent
	40
	80%

	An extent
	10
	20%

	No extent
	-
	-

	Total
	50
	100%


Source: field survey, 2025

Table 4v: Shows that 40 or 80% of the response received were of the opinion that inadequate collateral security provision by customer’s affects the incidence of implication on bank customers and businesses (First Bank of Nigeria Plc) to a great extent for the stated period. Where a 10 or 20% of the responses accepted that it affects the incidence of implication on bank customers and businesses in First Bank of Nigeria Plc to an extent for the stated period


The fund diversion has effect on bad debt in first bank of Nigeria Plc From The Period 2019-2024
	Response 
	Number
	Percentage

	Yes
	47
	94%

	No
	3
	6%

	Total
	50
	100%


Source: field survey, 2025
Table 4vi: above shows that 47 or 94% of the response received accepted that fund diversion has some effect on bad debt in First Bank of Nigeria Plc while 3 or 6% of responses believed that it has no effect on bad debt in First Bank of Nigeria Plc.


The bank encounter problem in the recovery of these loan
Table 4 vii
	Response 
	Number
	Percentage

	Yes
	50
	100%

	No
	
	-

	Total
	50
	100%


Source: field survey, 2025

Table Vii: shows that 50 or 100% of responses received opined that First Bank of Nigeria Plc encounter problems in recovery of the loan given to customers during stated period.

The First Bank Interest Rate Celling Pose A Problem To It Customers In Nigeria 
	Response 
	Number
	Percentage

	Yes
	48
	96%

	No
	2
	4%

	Total
	50
	100%


Source: field survey, 2025
The above table shows that 49 or 96% of the responses received believe that central bank interest rate ceiling poses a problem to the bank in granting loan to borrowers.

Improper Project Evaluation Have Significant Relationship With Bad Debt In First Bank Of Nigeria From The Period 
	Response 
	Number
	Percentage

	Yes
	50
	100%

	No
	-
	-

	Total
	50
	100%


Source: field survey, 2025

Table 4 x: shows that 50 or 100% of responses received were of the opinion that improper project evaluation has a significant relationship with bad debt in First Bank of Nigeria Plc from the period.

DECISION RULE

Reject Ho, if calculated value is greater than table value otherwise accept Ho.

Table 4Vi

	Response
	Oi
	Ei
	Oi-ei
	(oi-ei)
	(oi-ei)2

	Yes 
	47
	25
	22
	484
	19.36

	No
	3
	25
	-22
	484
	19.36

	Total
	
	
	
	
	38.72


Calculated value X2 05 = 38.72


Total value X2 05 = 3.841

DECISION


Since completed value if greater than table value, 38.77 > 3.841 reject ho which means that fund diversion affect bad debts in First Bank of Nigeria Plc.


Ho: government intervention has no influence on FirstBank of Nigeria Plc bad debts

TEST TECHNIQUE

Chi-square = x2 test

Where

X2
= 
chi – square

Oi
=
Observed frequency

F
=
Degree of freedom = 1o

Level of significance = 5%

4.4
Test Of Hypothesis
Statement Of Hypothesis
Ho: inadequate collateral provision by borrowers does not increase the incidence of bad debts in First Bank of Nigeria Plc.

Test technique

Chi-square -x2 test

Formula for test technique

X2
=
(oi-ei)

Where

X2
=
Chi-square

Oi
=
Observed frequency

Ei
=
Expected frequency

F
=
Degree of freedom 
= 
(c-i) (R-e)








(3-1) (2-1)








(2)
(1) = 2

Level of significance 5%

DECISION RULE

Reject Ho, if calculated is greater than table value, otherwise accept Ho

	Response
	Oi
	Ei
	Oi-ei
	(oi-ei)
	(oi-ei)2

	Grate extent
	40
	16.67
	23.33
	544
	32.63

	An extent
	10
	16.67
	-6.67
	44
	2.64

	No extent
	-
	16.67
	-16.67
	278
	16.68


Calculated value X2 05 = 51.95

Total value X2 05
= 5.991

Decision


Since computed value is greater than table value, 57.944 75.001, reject Ho which means that inadequate collateral provisions by borrowers increases the incidence of bad debts in FirstBank of Nigeria Plc.


Ho: fund diversion does not affect bad debt FirstBank of Nigeria Plc.

TEST TECHNIQUE

Chi-square = X2 test
Where

Chi-square = X2 = (oi-ei)2
Where

X2
=
chi-square

Oi
=
observed frequency

Ei
=
expected frequency

F
=
degree of freedom = 1o
Level of significance 
=
5%


Ho: improper project evaluation has no significant relationship with bad debt in First Bank of Nigeria Plc.

Test technique

Chi-square = x2 test

X2
(oi-ei)2

ei

Where

X2
 = 
chi – square

Oi
=
observed frequency

Ei
=
expected frequency

F
=
degree of freedom = 1o
Level of significance = 5%

Decision rule

Reject Ho, if calculated valued greater than table value, otherwise accept Ho

	Response
	Oi
	Ei
	Oi-ei
	(oi-ei)
	(oi-ei)2

	Yes 
	50
	25
	25
	625
	25

	No
	-
	25
	-25
	625
	25

	Total
	
	
	
	
	50


Calculated value X2 05 = 50

Total value X2 05
= 3841

DECISION


Since computed value is greater than table value 50 > 3841, reject Ho which means that improper project evaluation has significant influence on the bad debt of First Bank of Nigeria Plc.

4.5
Summary Of Finding 

There is a substantial body of economic research, largely theoretical but with a recent empirical component, on the analysis of First behavior. This chapter reviews this literature selectively to place it in perspective so that analysts may begin to answer questions raised by the descriptive research on labor unions and to understand the role that unions play in the economy. It focuses on fitting the existing work into a coherent conceptual framework and on suggesting some directions for further research. A labor First represents the collective interests of workers, bargaining with employers over such concerns as wages and working conditions. Labor unions are specific to industries and work like democracies. Labor unions have local chapters, each of which obtains a charter from the national-level organization. The chapter presents a working definition of a labor First and describes the economic modus operandi of labor unions in the American economy. A number of examples of unions in various industries within the United States are presented in the chapter to highlight the role that market and legal/political constraints play in determining the environment within which unions operate

CHAPTER FIVE
5.1
 Summary 

This concluding section comprises of a summary of the research essay from the first chapter to the fourth chapter, conclusion is drawn from the findings and from the conclusion made; viable recommendations are addressed to Nigeria Banking Sector and directly to all banks to ensure satisfaction of customers. This study examines “the impact of banking services of customers’ satisfaction”. In the course of achieving this, the research work was divided into sections; each section provided unique and different information. Chapter one includes: Background of the study, statement of problem, objectives of the study, relevant research questions to be answered, formulated hypothesis to be tested, significance of the study, scope and limitation of the study and definition of terms. In an attempt to build up knowledge on this study, efforts were made to critically and resourcefully review the contributions of various authors; academically and professionally minded people on the topic. The research methodology includes the use of questionnaires administered to personnel of commercial banks which was interpreted and analyzed using percentages, tables, and likert scale through the aid of statistical package for social science (SPSS). To test and provide the validity of the hypotheses, analysis of variance and one sample t-test was used on the research questions and hypothesis testing with degree of freedom. Conclusion was based on the decision rule of each statistical analysis.

5.2
Conclusion

The researcher concludes by saying that customers always use service quality characteristics of investigation, understanding and assurance for the assessment of service quality. These services quality characteristics are materialistic proficiencies, expression of employees and other expressions, convenience, transaction method and system, pricing, product and services are taken into account by customers before consumption of available service.

From the research, the following were deduced:

That there is significant relationship between banking services and customer satisfaction.

(i) Convenience will enhance customer satisfaction.

(ii) There is significant relationship between transaction methods and customer satisfaction.

(iii) Bank products and services will influence customer satisfaction.

(iv) Pricing will sway customer satisfaction.

(v) There is significant relationship between reliability and customer satisfaction.

(vi) Tangibility will enhance customer satisfaction.

(vii) Empathy does have significant effect on customer satisfaction.

Bank therefore needs to identify factors that influence customer satisfaction, and work towards them,

Better than competitors.

5.3
 Recommendations

The following should also be done to ensure customer satisfaction:

(i) 
Banks should use complaint resolution process to track and analyze customer complaints,

Ensure prompt response, thereby learning from complaints to improve their services.

(ii) 
Training on stress management and public dealing should be imparted to the employees.

(iii) 
Bank could continuously improve all service quality dimensions such as tangibility, reliability, responsiveness, assurance and empathy.

(iv)
Banks should regularly conduct marketing research to monitor the change in customer patterns and needs.

(v) 
Commercial bank should also ensure effective delivery of service quality through the continuous provision of fast, reliable and error-free transaction to bank customers.

(vi)
Bank management should ensure that their branches and personnel courteous in manner and pleasant in outlook, as this will enhance continuous patronage of bank customers.
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