CHAPTER ONE
1.1 INTRODUCTION OF THE STUDY
The role of banking industry in the development any country cannot be over emphasized. Their roles will even be more glaring in case they have enough customers; since it is the deposit of these customers they use to carry out their various roles.
Moreover, banking profession is one of the noble and most respectable in all over the world. The profession is fast gaining its respectability and dignity in Nigeria; this is because many Nigerians prefer to keep their money and other valuables in the bank 
Rather than keeping it under their pillows beds and in private safe of individual Nigerian as it was observed in April 1984 during the currency exchange exercise where more shocking discovers were made when it was revealed that there was a tremendous increase in the volume of currency outside the banking system.Without any doubt there must be reason that should be responsible for the above mentioned statements and the reason were not farfetched from the fast that any customer lost faith in the manner in which the banking services are rendered. Many Nigerians were unhappy over the solid way Nigerians, banking commercial bank treat their customers. 
Despite the fact that there has been a considerable expansion in the number of bank, as well as their network in Nigeria. This should at least he expanded to promote healthy competition to the advantage of the customers of banking services both in term of quantity and quality public of large had complained about one thing or other against their banks.
It will not  be out of point to say that new and unsure expecting worse dilemma may surface should these problem are not face squarely in order to restore users confidence in financial institutions
This project therefore is an attempt to combine the difference easily identifiable, criticism of banking services. An attempt will equally be made to recommend solutions.
1.2 PURPOSE OF THE STUDY
Regarding the above the main purpose of this study will be to find out what complaints the customers have against their bank. The awareness of such complains and the possible solution to it. 
In doing this the development structure practice and regulations of banking system will be reviewed so as to determine the exempt to which they affect bank/ customers relationship in Nigeria.


1.3 HYPOTHESIS 
the relationship between bank and customer was so  loose in days past when the banking service was announced but for the purpose of this study this hypothesis have formulated for testing throughout the research project – modernization and complex nature of banking services had made the relationship to be more tired than it could be assured
1.4 SCOPE AND LIMITATION OF THE STUDY
due to the fact that there are many banks, in the country and they are very complex in nature, the collection of data and information will be limited to union bank of Nigeria limited and the tide of financial constrains that is more pronounces every where it is practically a bone creaking issue for researchers to research and time as well contributed to it


1.5 METHODOLOGY AND SOURCE OF DATA
Source of data will be that of secondary, only by use of text books, journals, news paper, national dailies and other sources of information.
1.6 ORGANIZATION AND PLAN OF THE STUDY
The essay is broken down into five chapters. Chapter one dealt with the introduction of the study purpose of the study hypothesis scope and limitation of the study methodology and source of data and organization and plan of the study.
Chapter two is the literatures review in which series of definition of bank or banker, bank customer duties of the banker and other than chapter three will base on the research methodology of banker and customer relationship development of banking industry in Nigeria structure of Nigeria banking service practice in the bank.
The nature of the banker and customer relationship, termination of banker and customer relationship and reason for the relationship.  Thereafter, chapter four which will deal with data collection method procedure for data analysis, limitation to the methodology conclusion and problem encountering by banker and customer in the their relationship.
While chapter five concludes the project that is the summary, conclusion and recommendation and conclusively references.





CHAPTER TWO
2.0	LITERATURE REVIEW
Candidly the aim of this project will not be achieved without making references to the views of various eminent and prominent writers, authors, experts and personates who have made reasonable contribution to the above subject matters.
In this chapter however reviews on the definitions of bank and customer. The rights and duties arising from bankers and customer relationship and the rules governing such relationship will be carefully looked into and discussed but before then, it is of utmost paramount to briefly sort out the origin of banking service e in Nigeria. really,  prior to British banking, it is unknown whether Nigeria had a private banking system asking to those of the gold smith or money changers. What we have was the traditional thrift system as ‘OSUS” IN SEDO “ESUSU” YORUBA, ADASHE” IN HAUSA AND OTUTU” IN IGBO.
The traditional thrifts system is a sort of saving association whereby member contributes a definite some periodically to a common find. The total sun in each period is given to member in turn. This system is still in practice today although to a lesser extending among government workers and market women. 
The first bank  established in country (Nigeria) was essentially and  British bank, this was the Africa bank co-operation by the  west Africa shipping conglomerate Messer elder dumpster and company purview of the shipping company and took the name British bank west Africa (BBWA) with 10,00 capital in 1894, this bank later become first banking of Nigeria plc
In 1917, Barclay’s bank came into Nigeria market, which is presently known as union bank plc. Also the nationalbank of Nigeria came into existence in 1933 as the first indigenous bank. Other banks that were established before that time failedas a result in adequate capital fraudulent practices and bad management.
After the second world war, numerous bank grew up in the Nigeria economy, between 1945-1947 four other indigenenous bank (ALB, Agbomagbe Nigeria penny and Nigeria farmers and commercial bank) were established but only  two were able to survive viz the African continental bank and the Agbomagbe bank (now wema bank plc) in fact the period 1945-1952 was a period of free for all n\banking in the period 1950-1951 alone , about 18 banks were established but by 1954 most of them had either gone in liquidation close down by the police or never started business as all.
A lot of factors candidly led to the failure of these banks most had insufficient capital some extended their officers to rapidly and there were no banking regulation to specify the code of conduct.
Whilst the expatriate bank had access to oversee liquidity trained personnel and management expertise e.tc  the indigenous bank originated from state support, suffered from political interference, lacked adequate expertise, poor finding and lack of confidence. Nigerianlaw no longer allows the establishment of foreign bank with a majority foreign interest. The chaotic and intolerable situation led the government to appoint to Mr.G. path in 1948 to inquire general into the business of banking in Nigeria and make recommendation to the government on the forms and extend of government control which should be introduced.
The Paton commission recommended government control through legislation and the restrict in the use of the “word bank” in the interest of the general public and those that engaged in the business of banking. Following this recommendation of banking was passed which was late repealed by the (amendment) act 1988
Meanwhile, it was been a difficult and controversial task to an acceptable definition of a bank in view of its diverse activities. However several attempts have been by its activities rather than by status.
One may however consider the definition of banker under three heading some statutory definitions. The view expresses by the counts several attempts by some text books. Writers have been made to offer a wide and an acceptable definition.
Dr Herbert hurt in his law of baking described a banker or bank as  “a person carrying on the business of receiving money and collecting drafts for customer subject to the obligation of honoring cheques drawn upon them from time to time by the customer to the extend of the amount available on their current account” 
section two (2) of the bill of exchange act of 1882 stated that a banker include” a body of person whether in – corporate or one who carry on the business of banking” also, the bankers book evidence act 1879 stipulated that “the expression banker mean any person’s partnership or company carrying on the business of banking and having daily made a return to the commission or of inland revenue and also any sewing bank certified under the act relating to saving bank in Nigeria.
However, the business of banking was treated like any other business and there was no practical definition of bank until 1952 when the paton commissioner set up in enactment of the first ordinance.
The commission defined banking business of receiving from the public on current accounts, money which is to be retable on demand by cheque and for marking advance to customers. This includes “a commercial banks, acceptance house discount house and financial institutions. (Adekanye 1986) currently section 51 st the banks and other financial decree 1991 as well banking business as the business of receiving deposit on current accounts saving account or drawn  by or paid in by customers portion of finance or such other business  as governor may by order published in the gazette designate  as banking service. 
In the case of Stafford vs Henry (1850) it was recognize that to be accepted as a banker, it is important to prove that
a. cheques for customers were collected.
b. Cheques drawn customers were collected 
c. The business of banking must be the principal acerbity undertaken
d. Current account were opened  and operated
However, in the case of united dominions trust ltd vs UDT ltd, the four requirements were not satisfied, and on that basis could not be considered as a banker.
Meanwhile it was held by a majority of the court of appeal that by regulation at least UDT was a banker and therefore not an unlicensed money lender. it is now a fair their a member of facilities are expected of an institution by customers and regulatory authorities before it is considered to be a bank. And they are the following:- 
i. The lending of money at a profit
ii. maintenance of current account
iii. A debtor or creditor relationship 
iv. The hosting  of cheque and the mandate 
v. The issuing of cheques forms and the collection of cheque
vi. The moral acceptance of any person as a customers
vii. The relationship of confidence and secrecy 
viii. And the reputation as a bank in general
2.1	DEFINITION OF CUSTOMER
	A lot people differently visit banks, for different purpose while some people go to bank in order to cash their cheques or cheque issued in their favour by the third parties, some go bank to deposit cash cheques into their accounts there are some that visit banks occasionally to purchase draft or the travelers cheques there are being in statutory definition left to  the case law to provide an answer. Perior to 1914, a customer was taken to means somebody who has along dealing. This assumption was broken by Ladbroke vsTodd (1914) also in the case of commission of tax vs English Scottish and Austrian bank (1920).In both cases it was held that the relationship [banker- customer] commences as soon as an account is opened land the cheque paid.Ingreat western railway company vs London and country bank [1909] it was held that without an account being opened a person is not yet considered to be customer, whereas, in the case st wood vs marrying bank ltd (1958), it was held than an account is not necessary to be opened before a relationship could be established. And in this case there was no account; their account was opened here weeks after woods had taken investment advice from the manager of martin’s bank.
However, the judge held that Mr. Woods was a “prospective customer and such had some legal right.
	A bank would and should therefore always refuse to collect choose presented to it for collection by anyone who doesn’t have an account but if the way first transaction after opening the account is collection exchequer which he tends over at the time the bank is then acting for him as a customers. Obviously, having review the definition of banker customer, it is continent to stipulate the right and duty arising from this banker /customer relationship. The duties and right were laid down and analyzed in joachison vs swiss Bank Corporation [1921]
The general obligations of the contract are not necessary and usual express in writing but are implied. Banking/ customers are always at liberty to substitute some express term to replace hat would otherwise be implied that the bank makes a loan to a customer.
It is implied that the bank is entitle to charge a reasonable rate of interest however, there will often be an expressed agreement to fix the rate of interest on the loan since both parties prefer certainty.
	Duties of a banker to its customers 
i. Duty to honour without delay his customers to  the extent of the balance standing to the customer credit or if the cheque is within the limit of an agreed overdraft and if its presented
ii. Duty to receive customer’s money. Cheques.
iii. Duty to pay agreed interest on deposit ensures that customer’s money is saved.
iv. Duty to provide a statement of account to the customer within a reasonable time on request
v. Duty  to advise customer immediately the forging of the customers signature is brought to the banks notice e.t.c
RIGHTS OF BANK TO THEIR CUSTOMERS
	Some basic rights of bank to their customers are:-
A banker has a general liue over securities in his possession excepts there is contract expressed or implied inconsistent with the lieu
i. A hen has a right to  retain the position of the property of another person until payment is made and it may include power to sales and bankers have such rights if a customer default in payment 
ii. The customer must ask out the bank when payment is required] this reverse the common law /rule] in there is right to a reasonable remuneration for its services.
RIGHT OF CUSTOMERS TO HIS BANK
Customers also have some right to their bankers among which are :-
i. The customer has the right of access to his statements of account upon request or within a reasonable time.
ii. The customer has the right to receives  agreement on deposit the customer has the right to sue contract in a situation where by the bank does not keep in confidence what it about the customers affairs except under any exception to the duty of secrecy
iii. Customer may close his account at any describe time note: duties of customer’s banker – customer relationship are govern by certain rules and these rules bring the efficiency of the relationship between bankers and the customer. So, below are few of the rules:-
a. The rules of Bailor and Boilee where the banker retain his customer deed and documents for safe keeping.
b. The rules of agency in conditions where banker act as agent for his customers collecting or buying cheque on himself.
c. The general rules of contract to after acceptance consideration and
d. The various rules of banking practice largely recognized and enforced by the law courts.



CHAPTER THREE
3.0	RESEARCH METHODOLOGY	
The union bank of Ilorin has been chosen as the case study of this research, because it has established as far bank as 1963 in town. And the bank has gone through a lot of experience with customers. In respect of this more representative view of bank customer relationship can be ascertained since the customer curt across different age group discipline, sex and religious group 
BANKING INDUSTRY DEVELOPMENT IN NIGERIA
	There is no exact date that banking business commenced in Nigeria. However historical records indicate the banking activities actually started in Nigeria in about 1861 when a shopping company called elder Dempster limes started banking services in Lagos with the sole objective of making easier transaction with the company customer in Lagos 
However the first banking institute was established and this was the African banking cooperation with its first branch in Lagos in 1952 took over the asset and liabilities of African banking cooperation. And this bank now called first bank of Nigeria plc.
Between 1894-1917 no other bank in operation until this 1817 when colonial overseas bank later Barclay’s bank [DCO] i.e dominion colonial overseas subsequent barlays bank of Nigeria limited and now the union bank of Nigeria plc. For over a decade, this two banks expatrate banks were the only banks operating in Lagos Nigeria 
Then, no law regulating them until 1952 when the banking ordinance came up. As at then, than was no law statute government the procedure for the establishment control and regulation of banking activities in Nigeria. The banks therefore operated in accordance with the laws governing the operion of their headquarters in London.
In 1952 the banking ordinance was passed into law, and this was the first step taken by the Nigeria government to regulate and control banking business, in Nigeria. This ordinance of 1952 was later amended by the banking at of 1958 found in chapter 19 of law of the federation- 1958 edition.
The law made was compulsory for the first time in Nigeria for anybody wishes to establish banking in Nigeria to obtain a valid license guarantee of such license was the responsibility of the federal ministry of finance after recurring the recommendation of the central bank in Nigeria.
In September 15,1958 the  federal parliament passed a enacted the central bank of  Nigeria act providing for the establishment of a central bank, but this institution came to full operation on 1st July, 1959 with a buton- (individual) assist 1st government and chief executive was Mr. panton 
The CBN act of 1958 has been repealed and the CBN of Nigeria no 24 of 1991 was formulated by federal military government section 
2. subsecycon 2 [1] of that decree containing the object of the CBN which is thereproduction of the same object listed in section 4 of 1958  act and which was repealed. This bank is declared as apex banks in Nigeria with a branch in each of the state headquarters.
And it has the obligation function according to section 4 act among which are :- the insurance of legal tender the maintenance of external reserves the promotion of monetary stability and sound financial system in Nigeria, acting as banker and financial adviser to the government of Nigeria, and to safe guide the international value of the legal tender currency.

3.2 NIGERIA BANKING SYSTEM STRUCTURE
The banking systems are of two categories for instance we have the “branch” and the “unit” banking system. In the branch banking we have a small number of banks in the unit there is a very large banks each independent of other.
Therefore, the structure of the Nigeria banking service is tailored towards the prevailing in the united kingdom. Other country in the western world has the same structure, which can be described as the banking system.
Branching banking is prentice fully in Nigeria. At the apex of the banking system in Nigeria is the central bank establish in 1959 for the purpose of promoting and integrating the banking and financial system within the economy.
This central bank is administrated by the federal government the federal ministry of finance CBN of Nigeria has branches in each 36 states in the country and maintains close contact with the government of the 36 states on financial matter.
Also each of this is expected, among other things is to oversea the action of the commercial banks within their jurisdiction.
3. B PRACTICE IN THE BANK
Regarding opening of accounts the bank and customer relationship stems from the opening of an accounts. The procedure involves opening of accounts base on type of account to open among the three mentions above.
In opening averages account, no reference required and besides the account may be open with a specific minimum of amount. Cheques are not drawn in this type of account rather the deposit into withdrawal from the amount. It made only the form supplied by the bank and upon presentation of passbook this saving account attracts interest of about 18% minimum rate annum which is added to total balance in the amounts every six month depending on the bank. Reverse is the case with current account, essentially he bank application form are completed by the prospective customer on the form. Some of the information required includes.
1. Full name of the customers
2. Full address of the customers
3. Occupation of the customers.
And he need to state whether he/her has any existing account opened with other banks. 
He has to make provision for his signature specimen etc and in addition to these an introduction  reference is required separate reference form is provided for he/here to complete and its is the responsibility to obtain at lest two customer at the branch ; who are prepared at least to his suitability to operate a bank account.
Also cash can only be withdrawn by means of cheque on this type of account t and one cannot withdraw a current account without prior notification with the bank. And a monthly or quarterly commission on turnover is normally charged for operating such account.
Fixed deposit account may be kept for fixed or short period of time. This is a bank account which rate of interest is payable and with the term of such deposit are subject to negotiations between the bank and the customers.
	Conduction for enjoying bank loan or overdraft differs from one bank to another. Over draft is payable on demand over a fixed period of time the rate of interest is changeable on loans and overdraft variants from bank to bank. Whenever a bank or lending officer is approached for a loan or overdraft facilities, he should obtain satisfactory answer to some basic questions that we have described as common lending 
i. How much does the customer wants to borrow
ii. Why does he want bank finance?
iii. How long does he want it
iv. How does he intend to make repayment
v. What security can be presented
vi. Here security is the only insurance or supports incase plan for repayment fault as a result of unforeseen circumstances. There are various type security that banks can takeranging from building stock and share. Life assurance, policy vehicles cattle or guarantee. But incase bank may at its own discretion grant a loan or over draft without after of any security.
3.4	REGULATIONS GUIDING THE PRACTICE IN THE BANK	
	Prior to 1952 no banking regulation in Nigeria the first Nigeria legislation was repealed in 1952, and before Nigeria legislation was repealed in 1952, and before this time it was a period of free for all banking which culminated in several banks failure and losses to depositors. The need for this regulation led to the palton commission being setup in 1948. The report of commission led to the enactment of the first banking legislation ordinance 1953. Aud this was the first step taken by the federal government to control banking business in Nigeria then the banking ordinance of the 1952 was later amended by the banking amendment act of 1958
The banking act of 1958 made it mandate for the very first time in Nigeria for any body wishing to establish a bank to obtain a permit license. Granting of finance after consultation with the central bank of Nigeria.
After it  establishment in July 1959 with the emendation of banking act of 1958, banking service in Nigeria come under strict control, their establishment supervision and operations were now to be regulated by various statute 
The banking ordinance was amended in 1962 there will be no need of dwelling much on analysis of the 1962 amendment as both 1958 ordinance and its amendment in 1962 were repealed in 1969 by the banking act of the year which remain  the current banking legislation in Nigeria, except for minor 
Amendment in 1970, 1972, and 1978 respectively 
3.5 THE NATURE OF THE BANKER CUSTOMER RELATIONSHIP 
No solid legislation guiding banker and customer relationship but  they only govern by some rules. The general rules contract. e.g the rules of Dayton case.
i. The rules 1st agency, where appropriate e.g. where banker act as agent for his customers collecting cheque on his buying of shares 
ii. The rules of bailee and bailor where also appropriate for instance where the banker returns his customers deeds/document for safe keeping.
iii. The rules of banking practices involved over several counties 
These are largely recognize and enforce by the court and have something of force of customary law. The main relationship of banking customer is contractual. It’s the relationship of the debtor i.e (the banker) and creditor i.e (the customer) with the position reserved when the customer overdraws his account. To be a customer an account is it current or deposit has to be opened. The amount which customer deposited for the credit to his account is not a banking law, held in trust for the customer but borrow from him with a promise to repay it or any part of hoes own demand. There the banker is obligated to honour the customer’srequest for repayment, address to the branch where an account is kept during banking hours priestly the relationship of banker customer is one of the contract. When the customer deposit money into his account. The contract is however not restricted to the relationship of debtor and creditor alone but extend to a numbers of function and service which bank provides
Banker in  their day to day duties do act as agents its relationship of principle and agent exist when the banker for cheques paid by the customer when customer keeps valuables with his banker for safety custody, the bailer/ bailer relationship of mortgages is established.
Thus it can be seen that banker /customer relationship is govern by the general rules of contract agency bailer /bailer mortgagor/mortgagee and the various rules and conventions of banking practice.
3.6 TERMINATION OF BANKER AND CUSTOMERS RELATIONSHIP
The Nigeria bill of exchange act cap. 21[1958] 5.75 stipulates the conditions under hitch the authority of a banker to pay cheque drawn by his customer is revoked or determined. And these are:-
i. Notice on him customer death
ii. The bankruptcy of the customer
iii. Out break of war
iv. A famished order placed on the customer 
v. The mental incapacity of the customer e.t.c
Death of customer
Death cancels all mandates and authority by customer and the right and liabilities upon receipt of the customers death the account must be closed/stopped until the appropriate legal. Documents are produced i.e. (probate or letter of administration). Also that date of notice no cheque must be honour in respect of that account also cheque received and paid before receipt of notice cab be deposited to the account but bill ascent by the customers before his death should not be paid. And no credit must go through the account upon receipt of notice of his death. All such deposit must go to a separate
Account spend by the personal representation of the deceased, otherwise called the executors or administrators the BANKERTRUPCY OF CUSTOMER
	Incase the account is in credit it has to be stopped instantly and the balance should be transferring the trustee in bankruptcy. And upon receipt of notice of act of bankruptcy or presentation of perdition.
The outbreak of war
This presents further performance of notice between in country and person every other country. It is to be awarded that enemy can be sued during war; and trading and intercourse with the enemy during the war may not be considered illegally.
A GARNISHEE ORDER
	This is an order obtained by a judgment creditor from the court ordering that the debt owing by the debtor be paid through the court.
This is also an interim order that place the bankers on also an interim order that place the bankers on notice and restrains him from parting with any money due to the judgment debtor.
Therefore, the debtor is summoned to the court to show cause why the fund shall not be taken in satisfaction of his debt. Whenever the debtor is issued with such order or summons the banker is also notify. The bank should immediately 
Restrict the debtor to admit the debt in writing. 
The account involve should be transfer to a serate account pending payment to court, if the order attaches full funds available to the customer then his amount must be stopped
Immediately. And all cheque in hand as at that of tune of order must the retuned or paid with the answer account attached
THE MENTAL INCAPACITY OF THE CUSTOMER  
	If bank noticed that a customer is suffering mentally his account has to be stopped immediately. And where no noticed is received, buy the banker learn form a reliable source that the customer is mentally ill, the banker should suspend all operation on the account until a court order is received or the customer shows a evidence of complete recovery.
3.7 REASONS FOR THE RELATIONSHIP 
	It has been generally agreed that manner in which banks functions in Nigeria visa vis various service offered to the customer seen to be unsatisfactory. The World Bank itself is unpopular to the people the bank earning are made from the customers deposit thus they are able to overcome their over bearing losses. In terms of rate of returns investment, the profit level of the bank in Nigeria is the highest. Below are some reasons that tends to be responsible either directly or indirectly for the strained banker/customer in their relationships.
a. Banking system
b. Customer attitude
c. Manpower shortage
d. Attitudes of banking officials
e. Infrastructure deficiency
f. Bank practices and regulation
g. Quality banking services
h. Pre independence bank 

A banking system 
The systems of banking services in the country cannot be left out we have a branch banking system and with a characterized by a few large banks with a network of branch extending throughout the country and no bank can operate successfully on his own without the approval from head office of such a bank.
B	customer attitudes
It has been discovered that some customers regard the banking awareness for sharing the national cake by not demonstrating that they are truly credit worthy. The banks on recent time complained of increasing bad debt and unpaid loans; that is why they are strict when customers approach them, especially for loans and advances
	it can be said that majority of the loan applicants (most of the agricultural sector) are illiterates and could not keep proper book of account of their business and even lack of ability to plan and to present their feasibility studies.Moreover they are unable to meet their various banking procedure for lending such as collect oral security and thus wasting the time and energy of the banking officials 
C. Manpower shortage
	The effect of manpower shortage on the strained relationship cannot be over emphasized.  Banks are face with inadequate staff to cater for their customer besides the skill of the few available in doubt banking system in Nigeria is labour intensive and lack adequate trained personnel necessary for maximum efficiency and effectiveness. 
E. Banking official attitude
The bank official attitudes denote to the waste of  time experience in the banking hall. They seems to be too arrogant and impatient in their darling with customer. The banking hall used to be overcrowded, indicating slow pace of work. Some worker exhibit provocation rod and in corrective attitude to their customers. Some are even lack necessary knowledge of services provided into the bank or branch  and as a result of this customers  are subjected to lack of affection and undue delays even to lack of affection and undue delays even which on the queves.
F	Infrastructural deficiency
As an industry that render service to the people banking industries depends so on information.
Telephone line and telegraphic services are inadequate in the countries, mail transfer within the country take as long as one week to reach destinations and this is discouragement to many customers. Particularly these are in the rural areas. the rural area are not equipped their service that competent official do not want to go there working just because, rural banks are grossly under staff
G	The bank regulations and practices 
Many banks have no enough money to seller their customer demand. Also when customers want to cash cheque or withdraw him discovers that he stated. Also when loan is applied for even for a profitable venture he find out  that a lengthy and tedious process has to be passed through and which wish eventual turn out to be a wasted effort paradventure he doesnts have a tangible asset to back up his loan 
As well, some aspect of daily activities (operation) of the bank and supervised directly by some legislation, decrees or federal government fearly monetary policies. As are changes or restricting some of their services to suit their customer they cants do so in and of their hands being tied.
H. Quality Of Banking Service
The quality of banking services in Nigeria is far below the customers expectations. Under normal circumstance banks are expected to provide prompts services to the customer and expected to render honour innovative.
	In Nigeria for example conditions are far from normal, that is no proper handling of baking transactions. In other words this transaction taken much time than necessary to be effected.
The quality of banking service in Nigeria is considered poor in comparism with other country of the world.
I	Pre independence banking
One of the main reasons responsible for the strained relationship between banks and customers in Nigeria can be traced to the pre independence era. When the banking system collapsed, between 1947 and 1952 22 banks were registered in Nigeria.
However in 1954 they were all eased from operation and this weakened the public confidence in banking industries and up till date the confidencehasn’t be restored. So many Nigerians will prefer to keep their little take at home and with traditional bodies like Esusu collectors as well evidenced during the currency exchange exercises in April, 1984








CHAPTER FOUR
DADA ANALYSIS AND PRESENTATION.
4.1	SCOPE OF THE STUDY
	The customers that patronize the services of union bank of Nigeria limited Ilorin and officials of bank constitute the main population parameter for these study. These customers include those who keeps one account or the other with he bank, and those who go to the bank to transact other business.
4.2	DATA COLLECTION METHOD
	The principle instrument or weapon use to collect data is the secondary. Such data collection data is the secondary. Such data collection methods were journal product of the union bank of Nigeria on  the quarterly basis and with the use of textbooks.

4.3	DATA ANALYSIS PROCEDURE
In analysis the responses to each of the major questions in the questionnaire simple percentage and average were used. The reason is that they are not hard to apple and besides, to use other statistical tools in this case may prove to be cumber some and in factunnecessary.
	The major questions area to which responses were analyzed i.e [for the questionnaire administered on customers] includes the following:-
· Reasons for the customer choice of bank
· Customers view of the opening hour of the bank 
· Customer’s general assessment of their bank and official over the fears.
· How long it consumes them to transact simple banking system of paying in and withdrawing.
· Whether the customer enjoys or complained about the bank ways of serving them.
4.4	LIMITATION OF THE METHODOLOGY
	The banks and customers on which the questionnaire is administered are all in Ilorin, hence it is not difficult to collect most of them back. However some of the customers on which e questionnaire is administered were too busy or in haste to give immediate response, as a result of this. It is somehow difficult to collect some of the filled questionnaire banks. These explain the percentage of the questionnaire transact as at the time compiling this study.
4.5	CONCLUSION
Based on the analysis data, it may be rightly concluded that most customers of union bank Ilorin and other banks are  fairly satisfied with the banks however a few of them want bank to provide weekends, precisely Saturday opening hour and longer hour on these weekends.
The study suggests that the bank should set up customer complaint service since . it follows that, it is either on that in that they were not communicating to all customers and they are not fully aware of other numerous services  rendered by the bank either inform of letter or any other means
Lastly, the occupation, account held sex age group and amount of  deposit of the customers, banking service and treatment are the same, that this banks are not prejudiced by any of the above mentioned in rendering services, and which is far enough





CHAPTER FIVE
5.0 SUMMARY CONCLUSION AND RECOMMENDATION 
5.1 SUMMARY 
	The study was designed to analysis critically, the banker customer in commercial bank in Nigeria. To do these areas were looked into the development, structure, practices and regulations guiding the banking industries in Nigeria so as to see how they affect banker and customer in their relationships.
	While the present relationship is depending on the fore mentioned their affect is not as adverse as they used to be. For instance, from the data collected regulation rather than certainties banking services have helped to improve them. One of the aim of this study is to find out the genus of the customers complaints. Some of them are aggregate and uncalled for. 
	An of such complaints is in the area of an assistance, at least seventy percentage of the respondents were not encourage by the loans assistance given by their bank forgetting that they i.e (the customer) forced the bank to be strict by their default.
5.2 CONCLUSION 
Perhaps as bankers we should all remained ourselves that under banker. Customer relationship the customer is KING. We are not doing him any special favour by saving him; instead he is granting us the opportunity to serve him and earned living.
	Meanwhile, customer are not seen hundred percent satisfied with the operation of their respective banking system, I mean when compare with those of the advanced countries. There had been a great improvement in their banking services over years. Some customers have come to realize that the general conditions under which banking services conducted are not the fault of the officials. Hence, they are able to adapt to every situation as noble people.
	In whole conclusion are solemnly conduct that a fair relationship exists between the union banks Nigeria limited, Ilorin and their customers.  However, for the purpose of enduring a better relationship between the bank and their customers, the following may be recommended.
5.3	RECOMMENDATIONS
	Of course no one can claim to have a remedy for the foregoing criticism associated with the banking services, one can safety make the following suggestion or recommendation as to improve banking services in Nigeria.
I perceive this is the high time banks begin to think of ways of applying marketing oriented measures in all their dealings with customers in such a way that it could help in the following perspectives.
It will assist to re oriented bank staff on their attitude towards customers. Also chair fullness and courtesy are very important. The staff knowledge of what value customers attach to any service they require will enhance the effectives and efficiency of the bank.  To this end, sponsoring staff to attend the marketing management course and seminars will not be taken out of place. Equally, employing marketing professional will definitely including marketing.
	From her it should be realized by the bank that the customer are their most important assets. Hence, they should be more interested in their welfare and equal of services rendered to them than first profits making.
Also, the official should content themselves in a manner the expected of them their customers and price award should be given most especially at the end of the year, for the best behaved staff and officials in such a way that they too could be included.
Among those complaints of the bank users are that of overcrowded that bank usually have and this is done for the fact that no computerization had been effected. Computerization enables the customer to bank off the countries, this relieving the bank of avoidable congestion.
It has been considered illegal on the side of the banks and most especially the commercial banks to change customer for services provided when the central bank of Nigeria (CBN) directs otherwise, they makes charges the above CBN approve rate, its not only making a mockery of the power of the CBN, it also cost a feeling of vote face on the CBN by the banking public.
To check this, all banks should as a matter of utmost concern display the comprehensive list of CBN approved rate in their hall of banking. The CBN can ever order or direct all other banks to do something as well.
There is the need of joint effort of these bank, government and media house to educate people on the importance and the proper use of banking services. Government also needs to understand better i.e on the usefulness of banking in the development of the process. It is only then that people banking habit can be fully developed.
Moreover, in Nigeria where commercial banks declare huge profit each year even in these guarantee period, nothing can be more appreciated then far banks to vote reasonable proportions of their after tax profit and improving their social environment.
These are areas that government has to really look up to finance some of the project affecting the masses. Liquidity of the bank is of great importance. This is because, it guide against fluctuation and variations in the demand for cash and loan. To ensure these banks most retain sufficient funds or hold enough liquid assets, that can be converted to cash withdrawals.
Many sources are available for banks to replenish their liquidity and which includes thus ensuring quick investigation and necessary corrective action. And there should be marketing research section staffed with marketing excepts with wide experience in banking industry. Such section should strive continuously in order to make the customer identification in terms of needs.
In addition, there is used for customer assessment in terms of negotiations the bank manager need to develop a systematic approach to assessing customers which must be backed up by knowledge, experience and some degree of behavioral skills.
The following characteristic should be examined in the prospective customer to ensure a thorough assessment.
i. Motivation:- why is the customer putting on the proportion? How important is it to him or her?
ii. Character and integrity of the customers.
iii. Special abilities:- the customer extracurricular abilities.
iv. Experience:-what other project had been developed by the customer? How experienced the customer is?
v. Age: - since advancing age increase the risk of death and health problem, which may be detrimental to the banks commercial guidelines.
All these combined will enables the manger to recognize the assumption and complexities about customer. From the marketing point of view the market involves establishing exchange relationship between the buyers and the sellers. In the present dispensation therefore, banks would vigorously involve and pursued programmed that would establish and maintain a better and close relationship with their respective customers.
	The bank should always provide regular basis of in house seminars for their staffs, especially, the major junior cadre on human relations. On the other hands, customers also should always exercise patience and demonstrate high sense of decorum in banks by not jumping the queue or anything that can be associated with indiscriminate.
	More so, there should be business advisory services department by all other commercial bank in order to make provision for advise not only after but also before the administration on credit.   
This will definitely ensure a judicious use of the find by customer and the resultant effort of every recovery.
Finally, in as much banks have been seen more or less invidious in the economic development policies of any country there must be a more cordial understanding between the banker and their customer in their relationship.
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