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CHAPTER ONE
INTRODUCTION
1.0 
Background to the Study
The advent of Global System Mobile (GSM) technology has significantly transformed communication methods globally, including in Nigeria. Introduced in the early 1990s, GSM technology revolutionized mobile communications by enabling digital voice communication and a variety of data services. This shift has been particularly impactful in developing nations, where mobile technology often leapfrogs traditional wired infrastructure due to lower deployment costs and faster implementation times (Chabossou et al., 2009).
In Nigeria, GSM technology's introduction around 2001 marked a pivotal moment in the country's telecommunications landscape. The rapid adoption of mobile phones and the subsequent widespread availability of mobile networks have facilitated greater connectivity among the Nigerian population (Aker & Mbiti, 2010). This increased connectivity has not only enhanced personal communication but also created new opportunities for businesses, including the banking sector, to reach and engage with customers more effectively (Donner, 2008).
Banks in Nigeria have leveraged GSM technology to develop mobile banking services, which allow customers to perform banking transactions using their mobile phones. This innovation has brought banking services to the fingertips of millions of Nigerians, many of whom were previously unbanked or underbanked (Kpodar & Andrianaivo, 2011). Mobile banking has thus become an essential tool in promoting financial inclusion and fostering economic growth in Nigeria (Demirgüç-Kunt et al., 2018).
The banking sector plays a crucial role in the economic development of any country by facilitating financial intermediation and providing services that support business and individual activities. Over the years, advancements in technology have significantly transformed banking operations, particularly with the introduction of mobile communication technologies like the Global System for Mobile Communications (GSM). GSM technology, first developed in the 1980s, has evolved to become one of the most widely used mobile communication platforms, enabling secure and efficient voice and data communication (Olaleye, 2019).
The integration of GSM technology in banking services has also enabled the development of sophisticated marketing strategies. By utilizing mobile communication channels, banks can deliver personalized marketing campaigns and engage with customers in real-time (Labade et al., 2011). This direct and immediate form of communication helps banks to better understand customer needs and preferences, thereby enhancing customer satisfaction and loyalty (Ayo et al., 2015).
This study aims to explore the significance of GSM technology in the marketing of banking services in Nigeria, using First Bank of Nigeria Plc as a case study. By examining the impact of GSM-based innovations on customer satisfaction and service efficiency, this research seeks to provide insights into how mobile technology can be harnessed to achieve competitive advantages in the banking industry.
1.1
Statement of the Problem
The Nigerian banking sector has traditionally faced significant challenges in reaching and engaging with a broad customer base, especially in rural and underserved areas. The reliance on physical branches for customer interactions has often led to long queues, limited accessibility, and generally low levels of customer satisfaction. With the advent of Global System for Mobile Communications (GSM), there was a promise of transforming the way banks market their services. However, the extent to which GSM technology has actually addressed these challenges and enhanced the marketing efficiency and customer engagement for banks, specifically First Bank of Nigeria Plc, remains underexplored. This study seeks to investigate the impact of GSM technology on the marketing of banking services, focusing on its effectiveness, efficiency, and the resultant customer satisfaction and market reach.
1.2
Research Questions
To achieve the stated objectives, the following research questions will guide the study:
i. How has GSM technology influenced the marketing strategies of First Bank of Nigeria Plc?
ii. What benefits has GSM technology brought to customer acquisition and retention in First Bank of Nigeria Plc?
iii. How does GSM technology contribute to improving accessibility to banking services in Nigeria?
1.3
Objectives of the Study
The study aims to investigate the significance of Global System Mobile (GSM) technology in the marketing of banking services, focusing on First Bank of Nigeria Plc. Specifically, the objectives are to:
i. Examine the role of GSM technology in transforming the marketing strategies of First Bank of Nigeria Plc.
ii. Analyze how GSM has enhanced customer acquisition and retention for the bank.
iii. Evaluate the impact of GSM technology on accessibility to banking services, particularly for underserved and rural populations.
1.4
Research Hypothesis
H₀1: 
GSM technology has no significant influence on the marketing strategies of First Bank of Nigeria Plc.
H₀2: 
GSM technology has not significantly benefited customer acquisition and retention in First Bank of Nigeria Plc.
H₀3: 
GSM technology does not significantly contribute to improving accessibility to banking services in Nigeria.
1.5
Significance of the Study
This study is significant as it provides valuable insights into how GSM technology has revolutionized the marketing of banking services in Nigeria, particularly for First Bank of Nigeria Plc. By evaluating the impact of GSM on customer reach, engagement, and marketing efficiency, the study offers actionable recommendations for banks to optimize their marketing strategies, enhance customer satisfaction, and expand their market presence. Additionally, the findings can serve as a benchmark for other financial institutions and contribute to the broader understanding of GSM's role in modern banking.
1.6
Scope and Limitation of the Study
This study focuses on the impact of GSM technology on the marketing strategies of First Bank of Nigeria Plc, encompassing mobile banking, SMS marketing, and other GSM-related channels. It will analyze the evolution and current state of GSM's influence on customer reach, engagement, and marketing efficiency within the Nigerian banking sector, providing comparative insights with other banks in Nigeria.
1.7
Definition of Terms
Global System for Mobile Communications (GSM): A digital mobile network technology that enables secure and efficient voice and data communication, widely used for telecommunication services and mobile banking in Nigeria.
Marketing Strategies: A set of techniques and approaches adopted by organizations to promote and sell products or services to customers.
Customer Acquisition: The process of gaining new customers for a business through targeted marketing and outreach activities.
Customer Retention: The ability of a business to maintain its existing customer base through consistent service quality and loyalty programs.
Accessibility: The ease with which customers can interact with and use banking services, particularly through mobile platforms.
Banking Services: Financial products and services offered by banks, including account management, fund transfers, bill payments, and customer support.
1.8
Plan of the Study 
Chapter One (Introduction) This chapter provides an overview of the study, including the background, statement of the problem, research questions, objectives, significance, scope, and definition of terms.
Chapter Two (Literature Review) This chapter examines relevant literature and theories related to GSM technology, marketing of banking services, and their interconnection. It includes a conceptual framework, theoretical framework, empirical review, and identified research gaps.
Chapter Three (Research Methodology) This chapter outlines the research design, population, sampling techniques, data collection methods, and analytical tools used in the study. It also discusses the validity and reliability of the research instruments.
Chapter Four (Data Presentation and Analysis) This chapter presents the data collected from the field, analyzes it, and interprets the findings in line with the research objectives and hypotheses.
Chapter Five (Summary, Conclusion, and Recommendations) This chapter summarizes the major findings of the study, draws conclusions, and provides actionable recommendations for stakeholders. Suggestions for further research are also included.
CHAPTER TWO
LITERATURE REVIEW
2.1
CONCEPTUAL REVIEW
The conceptual review delves into the fundamental concepts and terminologies pertinent to the study of GSM technology in the marketing of banking services. This section provides a comprehensive understanding of the key terms and their relevance to the research.
2.1.1
Concept of Global System Mobile (GSM) Technology
Global System Mobile (GSM) technology, developed in the late 1980s and early 1990s, is a standard for mobile telecommunications. It was initially created to replace first-generation analog cellular networks with a more efficient, reliable, and secure digital technology (Ghosh, 2016). GSM operates on a range of frequency bands and uses Time Division Multiple Access (TDMA) technology to maximize the efficiency of the available bandwidth. By providing improved voice quality and higher capacity for data services, GSM quickly became the dominant mobile technology worldwide (Ghosh, 2016).
One of the key features of GSM technology is its use of Subscriber Identity Module (SIM) cards, which store user information and allow for easy switching between devices. This innovation significantly enhanced user convenience and flexibility, contributing to the widespread adoption of GSM phones (Harper, 2003). SIM cards also enabled the implementation of advanced security features, such as encryption and authentication, which help protect users data and privacy (Harper, 2003).
GSM technology has also facilitated the growth of mobile data services, including Short Message Service (SMS), Multimedia Messaging Service (MMS), and mobile internet access. These services have transformed the way people communicate and access information, providing new opportunities for businesses and individuals alike (Ling, 2004). The introduction of General Packet Radio Service (GPRS) and later Enhanced Data rates for GSM Evolution (EDGE) further enhanced the capabilities of GSM networks, enabling faster data transfer speeds and more robust mobile internet experiences (Ling, 2004).
In Nigeria, GSM technology was introduced in 2001, revolutionizing the country's telecommunications landscape. The rapid adoption of mobile phones and the expansion of GSM networks have significantly improved connectivity, especially in rural and underserved areas (Aker & Mbiti, 2010). This increased connectivity has had profound implications for various sectors, including banking, where GSM technology has enabled the development of mobile banking services (Aker & Mbiti, 2010). By providing a reliable and accessible communication platform, GSM has played a crucial role in enhancing financial inclusion and promoting economic growth in Nigeria (Aker & Mbiti, 2010).
The integration of GSM technology in the banking sector has allowed banks to offer a wide range of mobile banking services, such as account management, fund transfers, and bill payments, through mobile phones. These services have made banking more convenient and accessible for customers, particularly those who previously lacked access to traditional banking infrastructure (Demirgüç-Kunt et al., 2018). Mobile banking has also enabled banks to reach a broader customer base, improve customer engagement, and enhance overall service delivery (Demirgüç-Kunt et al., 2018).
Despite its many benefits, GSM technology is not without challenges. Issues such as network coverage, security concerns, and the digital divide remain significant obstacles to the full realization of GSM's potential (Chabossou et al., 2009). In rural and remote areas, limited network infrastructure can hinder the accessibility and reliability of mobile services (Chabossou et al., 2009). Additionally, the increasing prevalence of mobile-related fraud and cyber threats necessitates ongoing efforts to enhance security measures and protect users' data (Chabossou et al., 2009). Addressing these challenges is essential to ensuring the continued success and growth of GSM technology in Nigeria and beyond.
2.1.2
Mobile Banking
Mobile banking refers to the use of mobile devices, such as smartphones and tablets, to access and manage banking services and perform financial transactions. This innovative technology has revolutionized traditional banking methods by offering customers greater convenience, accessibility, and flexibility. Mobile banking services typically include account management, fund transfers, bill payments, and access to customer support (Shaikh & Karjaluoto, 2015).
One of the primary benefits of mobile banking is its convenience. Customers can conduct banking transactions anytime and anywhere, eliminating the need to visit physical branches (Kim et al., 2009). This convenience is particularly valuable in today's fast-paced world, where individuals often have busy schedules and limited time. Furthermore, mobile banking extends financial services to underserved and rural populations, thereby promoting financial inclusion (Demirgüç-Kunt et al., 2018).
Mobile banking also enhances security through advanced features such as biometric authentication, encryption, and secure access codes. These measures help protect users' data and provide a secure environment for conducting financial transactions (Luarn & Lin, 2005). Despite the prevalence of cyber threats, these security features have increased customer confidence in using mobile banking services (Zhang et al., 2018).
In addition to convenience and security, mobile banking offers cost-effective solutions for both customers and banks. By reducing the need for physical branches and manual processes, banks can lower operational costs and pass these savings on to customers (Zhang et al., 2018). This cost-effectiveness makes mobile banking an attractive option for both parties, fostering greater adoption of the technology (Shaikh & Karjaluoto, 2015).
However, the adoption of mobile banking is not without challenges. Network coverage issues in rural and remote areas can hinder accessibility and reliability of mobile services (Shaikh & Karjaluoto, 2015). Furthermore, technological barriers may affect certain customer segments, such as older adults or those who are less tech-savvy, making it difficult for them to use mobile banking services effectively (Luarn & Lin, 2005).
Looking ahead, the future of mobile banking is promising, with emerging trends and advancements such as artificial intelligence (AI) and machine learning (ML) poised to enhance mobile banking apps through personalized recommendations and improved customer service (Zhang et al., 2018). Additionally, blockchain technology holds the potential to revolutionize mobile banking by offering secure, transparent, and efficient transaction processes (Demirgüç-Kunt et al., 2018). These advancements are expected to further solidify mobile banking's role in the financial industry, making it an integral part of modern banking practices.
2.1.3
Marketing Strategies in Banking
Marketing strategies in banking are crucial for acquiring new customers, retaining existing ones, and promoting financial products and services. These strategies help banks remain competitive and adapt to changing market conditions.
Customer Acquisition and Retention
Effective customer acquisition and retention are vital for banks to maintain a strong customer base. Banks achieve this through various tactics such as loyalty programs, personalized marketing campaigns, and financial wellness materials (Driver Research, 2024). For instance, offering rewards and incentives can encourage customers to open new accounts and maintain their banking relationships (Driver Research, 2024).
Digital Marketing and Personalization
With the rise of digital technology, banks are increasingly adopting digital marketing strategies to reach their target audience. Personalized marketing campaigns, based on customer data and behavior, allow banks to deliver tailored messages and offers that resonate with individual customers (Shaikh & Karjaluoto, 2015). This approach not only enhances customer engagement but also boosts customer satisfaction and loyalty (Shaikh & Karjaluoto, 2015).
Brand Awareness and Visibility
Building and maintaining brand awareness is essential for banks to attract potential customers and increase their visibility. Banks use various channels such as social media, online advertising, print media, and community outreach to promote their brand (Driver Research, 2024). Consistent branding efforts help banks establish a strong market presence and foster customer trust (Driver Research, 2024).
Promotion of Products and Services
Marketing strategies ensure that each of a bank's products and services, such as savings accounts, loans, credit cards, and investment options, is effectively promoted (Driver Research, 2024). By offering comprehensive information and engaging content, banks can help customers understand the full range of available options and make informed decisions (Driver Research, 2024).
Market Analysis and Adaptation
Continuous market analysis and adaptation are essential for banks to stay competitive. By monitoring market trends and customer behavior, banks can identify opportunities and make necessary adjustments to their marketing strategies (Driver Research, 2024). This proactive approach allows banks to respond to changing customer needs and preferences effectively (Driver Research, 2024).
Technological Innovations
Embracing technological advancements, such as artificial intelligence (AI), machine learning (ML), and blockchain technology, is crucial for enhancing marketing strategies in banking. These innovations offer secure, efficient, and personalized banking experiences, helping banks attract and retain customers in a competitive market (Zhang et al., 2018). For example, AI and ML can analyze customer data to provide personalized recommendations and detect fraudulent activities (Zhang et al., 2018).
2.1.4
GSM in Banking Operations
The integration of Global System Mobile (GSM) technology into banking operations has significantly transformed the financial sector by enhancing communication, security, and service delivery. GSM technology enables banks to offer mobile banking services, which allow customers to perform financial transactions using their mobile devices (Driver Research, 2024).
Enhanced Communication
GSM technology facilitates real-time communication between banks and their customers. This is particularly beneficial for customer support, as banks can provide instant assistance through calls, SMS, and mobile apps. Additionally, GSM enables banks to send timely notifications and alerts to customers regarding account activities, transactions, and promotional offers (Driver Research, 2024).
Mobile Banking Services
One of the most significant applications of GSM in banking is the provision of mobile banking services. Customers can access their accounts, transfer funds, pay bills, and perform other financial transactions using their mobile phones (Driver Research, 2024). This convenience has led to increased customer satisfaction and loyalty, as well as expanded financial inclusion, especially in rural and underserved areas (Aker & Mbiti, 2010).
Security and Authentication
GSM technology enhances the security of banking operations by providing robust authentication mechanisms. Banks use GSM-based services such as SMS for two-factor authentication (2FA) and one-time passwords (OTP) to verify customer identities and secure transactions (Driver Research, 2024). These measures help protect against fraud and unauthorized access to accounts.
Cost-Effective Solutions
By leveraging GSM technology, banks can reduce operational costs associated with traditional banking methods. Mobile banking services require fewer physical branches and manual processes, leading to cost savings for banks and lower fees for customers (Driver Research, 2024). This cost-effectiveness makes banking services more accessible to a broader customer base.
Market Expansion
GSM technology enables banks to expand their market reach, particularly in developing countries where mobile phone penetration is high. By offering mobile banking services, banks can tap into previously untapped markets and attract new customers who may not have access to traditional banking infrastructure (Aker & Mbiti, 2010).
Future Prospects
The future of GSM in banking operations looks promising, with ongoing advancements in technology and increasing customer demand for mobile services. Banks are expected to continue innovating and enhancing their mobile banking offerings to provide a seamless and secure banking experience (Driver Research, 2024).
2.2
THEORETICAL REVIEW
The theoretical review section delves into the existing theories and frameworks that provide a foundation for understanding the significance of Global System Mobile (GSM) technology in the marketing of banking services. This review will cover several relevant theories, including:
2.2.1
Technology Acceptance Model (TAM)
The Technology Acceptance Model (TAM) is one of the most widely used frameworks for studying the adoption of new technologies. Proposed by Davis (1989), TAM suggests that users' acceptance of technology is primarily influenced by two factors: perceived usefulness and perceived ease of use. In the context of GSM technology in banking, TAM helps explain how customers perceive mobile banking services and their willingness to adopt and use these services (Davis, 1989).
2.2.2
Diffusion of Innovations Theory
Developed by Everett Rogers (1962), the Diffusion of Innovations Theory describes how new ideas and technologies spread within a society or organization. According to this theory, the adoption of GSM technology in banking can be seen as an innovation that follows a predictable pattern, where early adopters pave the way for broader acceptance among the general population. Factors such as relative advantage, compatibility, complexity, trialability, and observability influence the rate of adoption (Rogers, 1962).
2.2.3
Unified Theory of Acceptance and Use of Technology (UTAUT)
The Unified Theory of Acceptance and Use of Technology (UTAUT), proposed by Venkatesh et al. (2003), integrates elements from multiple technology acceptance models, including TAM. UTAUT identifies four key constructs that influence technology adoption: performance expectancy, effort expectancy, social influence, and facilitating conditions. This theory provides a comprehensive framework for understanding the factors that drive the acceptance and use of GSM-based mobile banking services (Venkatesh et al., 2003).
2.3
EMPIRICAL REVIEW
The empirical review section synthesizes previous research studies and findings related to the integration of GSM technology in banking services. This review will cover various studies conducted in Nigeria and other regions, highlighting the benefits, challenges, and outcomes of GSM-based mobile banking.
Adewale and Jimoh (2020) investigated the role of GSM technology in transforming marketing strategies in Nigerian banks. Their study revealed that mobile communication tools, such as SMS campaigns and mobile banking applications, enable banks to reach a wider audience, promote their products, and improve customer retention. Similarly, Olaleye et al. (2019) found that GSM technology has enhanced banks' ability to gather customer feedback, enabling them to tailor their services to meet customer preferences effectively.
A study by Eze and Nwankwo (2021) explored the relationship between GSM technology and customer acquisition in Nigerian banks. They observed that GSM-based services, particularly USSD banking and SMS alerts, have significantly increased customer enrollment and retention rates. Customers appreciate the convenience and accessibility offered by GSM-enabled services, which fosters loyalty and long-term relationships with financial institutions.
Okoro and Onwumere (2020) examined the impact of GSM technology on financial inclusion in rural areas of Nigeria. Their research highlighted that GSM has bridged the gap between urban and rural banking by providing underserved populations with access to financial services. They noted that USSD banking has been instrumental in extending basic financial services to individuals without internet access, thereby promoting economic inclusion.
Numerous studies have examined the adoption of GSM technology in banking and its impact on financial services. For instance, Aker and Mbiti (2010) explored the role of mobile phones in economic development in Africa, finding that GSM technology significantly enhances financial inclusion by providing access to banking services in rural and underserved areas. Their study indicated that mobile banking helps bridge the gap between the unbanked population and formal financial institutions (Aker & Mbiti, 2010).
Research has shown that GSM-based mobile banking services contribute to increased customer satisfaction and loyalty. A study by Shaikh and Karjaluoto (2015) found that mobile banking adoption is positively correlated with customer satisfaction due to the convenience, accessibility, and security offered by GSM technology. The study also highlighted that personalized marketing campaigns and real-time communication through GSM channels enhance customer engagement and loyalty (Shaikh & Karjaluoto, 2015).
Empirical evidence suggests that GSM technology plays a crucial role in promoting financial inclusion and driving economic growth. Demirgüç-Kunt et al. (2018) reported that mobile banking services have a positive impact on financial inclusion by providing affordable and accessible financial products to the unbanked population. Their study also indicated that increased financial inclusion through GSM technology contributes to overall economic development and poverty reduction (Demirgüç-Kunt et al., 2018).
Several case studies have documented the successful implementation of GSM technology in banking. For example, a study by Ayo et al. (2015) analyzed the e-banking user behavior in Nigeria and found that GSM-based mobile banking services significantly improve customer satisfaction and service delivery. The study highlighted the success of First Bank of Nigeria Plc in leveraging GSM technology to enhance its mobile banking offerings and reach a broader customer base (Ayo et al., 2015).
The future of GSM technology in banking looks promising, with ongoing advancements and emerging trends. Zhang et al. (2018) discussed the potential of artificial intelligence (AI), machine learning (ML), and blockchain technology in enhancing mobile banking services. Their study suggested that these innovations could provide more secure, efficient, and personalized banking experiences, further driving the adoption of GSM technology in the financial sector (Zhang et al., 2018).
2.4
GAP IN LITERATURE
Despite the substantial body of research on GSM technology and its impact on banking services, several gaps remain. One significant gap is the lack of context-specific studies focusing on Nigeria. While many studies provide valuable insights into mobile banking adoption and usage globally, they often overlook the unique socio-economic and cultural factors that influence these dynamics in Nigeria. Furthermore, there is limited empirical research on the long-term impact of GSM-based mobile banking services on customer loyalty and retention. Most studies tend to focus on immediate benefits and adoption rates, leaving a gap in understanding how these services affect customer behavior over an extended period (Demirgüç-Kunt et al., 2018; Shaikh & Karjaluoto, 2015).
Another critical gap is related to security concerns and the effectiveness of various mitigation strategies. Although security is a major issue in mobile banking, there is a scarcity of detailed analyses comparing different security measures, particularly in the Nigerian context. Additionally, there is limited research on the technological barriers and adoption rates of GSM technology in rural and underserved areas. Addressing these gaps will require more in-depth studies to develop targeted interventions and promote broader adoption of mobile banking services. Finally, while emerging technologies such as AI, ML, and blockchain hold potential for enhancing mobile banking, there is a need for empirical research on their application and impact within the Nigerian banking sector (Zhang et al., 2018; Chabossou et al., 2009).
CHAPTER THREE
RESEARCH METHODOLOGY
3.1
Introduction to Methodology
This chapter presents the details in which the study was executed. It shows the research design, the study area of population, the study area of population, the sample size, methods of  data collection (instruments), methods of data analysis.
3.2
Research Design
The research design used was the descriptive survey. This method described and explained conditions of the present by using questionnaire to fully describe the phenomenon. This was used because study aimed at getting respondents to answer the same questions. The type of data generated was both qualitative and quantitative data.
The quantitative data was focused on peoples experience, their feelings and aspirations. This was done through issuing out questionnaires to respondents to find out their views on the significance of GSM to the marketing of banking services and the challenges faced by the use of GSM service. The quantitative data was generated from the questionnaire issued was analyzed and interpreted using statistical models such as percentage to cover the entire population of the study.
3.3
Population of the Study
A population in statistics is the specific parameter about which information is acquired and it may include a set of people, services, elements and events, group of things or households that are being investigated (Kothari, 2009). 
The population of the study were customers of First Bank plc, who use GSM. However, the researcher used one branch of the bank in Nigeria.
3.4
Sample Size and Sampling Techniques
The study selected those using GSM for banking activities using simple random sampling method. The sample size was 20 first bank of Nigeria plc staffs and customers. The sample selected because they are assumed to be knowledgeable about the First Bank Nigeria plc. GSM use and the fact that the purpose of the study was to established, the significance of GSM to the marketing of banking services.
3.5
Method of Data Collection
Primary data was collected quantitatively. This aid to collect data in the field with the questionnaires. The questionnaire was designed following the research objectives. This technique was preferred because it minimizes bias and enables the researcher to cover a bigger sample in a limited time frame. Amin (2005) defines a questionnaire as a form consisting of interrelated questions prepared by the researcher about the research problem under investigation, based on the objectives of the study.
Secondary data was collected from the literature works of other people. This includes literature from textbooks, journals, magazines, internet and other related publications.
However, the questionnaire tools were designed on Likert scaled range that is Strongly Agree, Agree, Disagree, and Neutral.
3.6
Methods of Data Analysis
Data analysis was done using statistical package for the social science (SPSS) computer application. It is a tool that is used by researchers for industrial research and educational research. The frequency counts, sample, mean and variance was calculated and analyzed with data gathered from the questionnaire.
The data collected was examined to questionnaire to make sure they are of good quality. The questionnaires were also examined to see if they were properly calculated. The data was make in a manner that would make analysis easier.
3.7
Limitations of Methodology
While this study is carefully designed to explore the significance of GSM technology in the marketing of banking services at First Bank of Nigeria Plc, certain limitations may affect the research process and findings. These limitations include:
1. Limited Geographical Coverage: The study is primarily focused on selected branches of First Bank in specific regions of Nigeria. As a result, the findings may not fully represent the entire operations of the bank across the country, especially in regions not covered in the data collection.
2. Time Constraints: Due to the time-bound nature of academic research, the duration allocated for data collection, analysis, and reporting may limit the depth of investigation. A longer timeframe might have allowed for more extensive data gathering and analysis.
3. Reliance on Self-Reported Data: The study largely depends on questionnaires and interviews, which are self-reported by participants. This introduces the possibility of response bias, where respondents may provide socially desirable answers rather than their true opinions or experiences.
4. Limited Access to Internal Data: Confidentiality policies may restrict access to some internal documents, marketing strategies, and detailed GSM usage statistics of First Bank, which could limit the depth of analysis in certain areas.
CHAPTER FOUR
DATA PRESENTATION, ANALYSIS AND INTERPRETATION
4.1 Data Presentation
This section presents the data collected from 20 respondents using a structured questionnaire. Responses are based on a 5-point Likert scale:
SECTION A: DEMOGRAPHIC DATA
Table 1: Gender of Respondents
	Gender
	Frequency
	Percentage (%)

	Male
	12
	60%

	Female
	8
	40%

	Total
	20
	100%


Source: Research Survey, 2025
Out of 20 respondents, 12 are male and 8 are female. The survey has more male participants, suggesting a slightly male-dominated sample.
Table 2: Age Distribution of Respondents
	Age Range
	Frequency
	Percentage (%)

	18—25
	7
	35%

	26—35
	8
	40%

	36—45
	3
	15%

	46 and above
	2
	10%

	Total
	20
	100%


Source: Research Survey, 2025
Majority of respondents are between 18 and 35 years old. The banks GSM services are mainly utilized by young to middle-aged adults.
Table 3: Educational Qualification of Respondents
	Qualification
	Frequency
	Percentage (%)

	SSCE
	3
	15%

	OND/NCE
	5
	25%

	HND/Bachelor's
	9
	45%

	Masters and above
	3
	15%

	Total
	20
	100%


Source: Research Survey, 2025
Most respondents have tertiary education (HND/Bachelors or higher). Educated individuals are more likely to use GSM-based banking.
Table 4: Occupation of Respondents
	Occupation
	Frequency
	Percentage (%)

	Student
	5
	25%

	Civil Servant
	6
	30%

	Business Owner
	4
	20%

	Private Employee
	3
	15%

	Others
	2
	10%

	Total
	20
	100%


Source: Research Survey, 2025
Respondents are mainly students and civil servants. GSM banking appeals to both working individuals and students for ease of use.
Table 5: Marital Status of Respondents
	Marital Status
	Frequency
	Percentage (%)

	Single
	11
	55%

	Married
	7
	35%

	Divorced
	1
	5%

	Widowed
	1
	5%

	Total
	20
	100%


Source: Research Survey, 2025
The majority of the respondents (55%) are single, followed by 35% married. GSM banking services are commonly used by single and younger individuals, possibly due to their greater tech savviness.
SECTION B
Question 1: GSM technology has improved the banks marketing strategies.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	8
	40%

	Agree
	7
	35%

	Neutral
	2
	10%

	Disagree
	2
	10%

	Strongly disagree
	1
	5%

	Total
	20
	100%


Source: Research Survey, 2025
Majority (75%) agree GSM enhances marketing. GSM technology positively influences marketing in First Bank.
Question 2: Mobile alerts and SMS keep me updated about my bank transactions.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	9
	45%

	Agree
	6
	30%

	Neutral
	3
	15%

	Disagree
	1
	5%

	Strongly disagree
	1
	5%

	Total
	20
	100%


Source: Research Survey, 2025
75% agree that SMS keeps them updated. GSM enables timely transaction communication.
Question 3: GSM banking is convenient and time-saving.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	10
	50%

	Agree
	5
	25%

	Neutral
	3
	15%

	Disagree
	1
	5%

	Strongly disagree
	1
	5%

	Total
	20
	100%


Source: Research Survey, 2025
75% perceive GSM banking as convenient. GSM simplifies and speeds up banking transactions.
Question 4: GSM technology has increased my trust in banking services.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	6
	30%

	Agree
	7
	35%

	Neutral
	4
	20%

	Disagree
	2
	10%

	Strongly disagree
	1
	5%

	Total
	20
	100%


Source: Research Survey, 2025
65% agree GSM improves trust. Customers feel more confident using GSM-enabled banking.
Question 5: GSM helps in acquiring new customers.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	5
	25%

	Agree
	8
	40%

	Neutral
	3
	15%

	Disagree
	3
	15%

	Strongly disagree
	1
	5%

	Total
	20
	100%


Source: Research Survey, 2025
65% believe GSM aids customer acquisition. GSM marketing attracts new clients effectively.
Question 6: GSM enhances communication between bank and customers.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	9
	45%

	Agree
	7
	35%

	Neutral
	2
	10%

	Disagree
	1
	5%

	Strongly disagree
	1
	5%

	Total
	20
	100%


Source: Research Survey, 2025
80% agree communication is better via GSM. GSM ensures effective two-way interaction.
Question 7: GSM helps banks retain their existing customers.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	6
	30%

	Agree
	8
	40%

	Neutral
	3
	15%

	Disagree
	2
	10%

	Strongly disagree
	1
	5%

	Total
	20
	100%


Source: Research Survey, 2025
70% agree GSM enhances retention. Continued mobile service builds customer loyalty.
Question 8: GSM provides faster access to account services.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	7
	35%

	Agree
	7
	35%

	Neutral
	3
	15%

	Disagree
	2
	10%

	Strongly disagree
	1
	5%

	Total
	20
	100%


Source: Research Survey, 2025
70% agree that GSM improves access speed. Mobile banking offers real-time account interactions.
Question 9: GSM banking is reliable in performing transactions.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	6
	30%

	Agree
	6
	30%

	Neutral
	5
	25%

	Disagree
	2
	10%

	Strongly disagree
	1
	5%

	Total
	20
	100%


Source: Research Survey, 2025
60% find GSM reliable for transactions. GSM is seen as a trusted transaction platform.
Question 10: GSM technology reduces the need to visit the bank.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	9
	45%

	Agree
	6
	30%

	Neutral
	2
	10%

	Disagree
	2
	10%

	Strongly disagree
	1
	5%

	Total
	20
	100%


Source: Research Survey, 2025
75% feel fewer bank visits are needed. GSM reduces reliance on physical branches.
Question 11: GSM banking services are affordable.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	5
	25%

	Agree
	6
	30%

	Neutral
	4
	20%

	Disagree
	3
	15%

	Strongly disagree
	2
	10%

	Total
	20
	100%


Source: Research Survey, 2025
55% agree services are affordable. Affordability remains moderate among users.
Question 12: GSM banking reaches rural areas.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	4
	20%

	Agree
	5
	25%

	Neutral
	5
	25%

	Disagree
	4
	20%

	Strongly disagree
	2
	10%

	Total
	20
	100%


Source: Research Survey, 2025
Only 45% agree GSM reaches rural users. Coverage in rural areas is limited.
Question 13: I feel secure using GSM for banking.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	6
	30%

	Agree
	6
	30%

	Neutral
	3
	15%

	Disagree
	3
	15%

	Strongly disagree
	2
	10%

	Total
	20
	100%


Source: Research Survey, 2025
60% feel secure using GSM. Security concerns exist but majority still trust it.
Question 14: GSM marketing messages are useful to me.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	5
	25%

	Agree
	6
	30%

	Neutral
	5
	25%

	Disagree
	3
	15%

	Strongly disagree
	1
	5%

	Total
	20
	100%


Source: Research Survey, 2025
55% find marketing messages useful. Messaging could be optimized for greater value.
Question 15: GSM helps me access customer service faster.
	Response
	Frequency
	Percentage (%)

	Strongly agree
	8
	40%

	Agree
	5
	25%

	Neutral
	4
	20%

	Disagree
	2
	10%

	Strongly disagree
	1
	5%

	Total
	20
	100%


Source: Research Survey, 2025
65% agree that GSM speeds up access to support. GSM is effective for customer care access.
4.2 
Data Analysis
The data collected from 20 respondents through a structured questionnaire were analyzed to assess the significance of Global System Mobile (GSM) technology in the marketing of banking services in Nigeria. Section B of the questionnaire consisted of 15 Likert-scale items rated from "Strongly Agree" to "Strongly Disagree." The analysis showed that the majority of respondents either strongly agreed or agreed that GSM has positively influenced banking operations, particularly in terms of marketing outreach, customer service efficiency, and financial accessibility. For instance, most respondents affirmed that mobile banking services have improved their convenience and encouraged regular engagement with bank products. Furthermore, GSM tools such as SMS alerts, mobile apps, and USSD codes were seen as effective strategies in retaining and acquiring new customers. The responses reflected a generally high level of acceptance of GSM technology in banking, although a few participants expressed neutrality or concern regarding network reliability and data security.
4.3 
Data Interpretation
The interpretation of the analyzed data indicates a strong positive perception of GSM technology among bank customers. The high frequency of agreement with key statements demonstrates that mobile communication tools have significantly enhanced the marketing and delivery of banking services. Customers appreciate the speed, ease, and 24/7 accessibility enabled by GSM-powered services. This reinforces the notion that banks can gain a competitive advantage through technology-driven engagement. Notably, the study also uncovered some concerns, especially regarding the stability of mobile networks and the potential risk of cyber fraud. These concerns, however, do not overshadow the benefits, as the general consensus is that GSM technology has transformed the customer experience in the banking sector. The interpretation supports the research objectives and validates the hypothesis that GSM plays a vital role in marketing banking services effectively in Nigeria.
CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1 
Summary of the Findings
This study explored the significance of Global System Mobile (GSM) technology in the marketing of banking services in Nigeria, with a specific focus on First Bank of Nigeria Plc. The research was guided by clearly defined objectives and questions, which aimed to evaluate how GSM has influenced marketing strategies, customer acquisition and retention, and accessibility to banking services. A structured questionnaire was used to collect data from 20 respondents. The findings, analyzed using descriptive statistics, revealed that GSM technology has become a vital tool in enhancing the efficiency and reach of banking operations. Most respondents agreed that mobile banking has increased convenience, strengthened customer relationships, and improved service delivery.
Moreover, the demographic analysis showed that the majority of GSM banking users are young, educated, and technologically inclined individuals, primarily students and civil servants. The study also highlighted some challenges, such as network issues and occasional security concerns, but these did not outweigh the benefits observed. Overall, the findings confirmed that GSM technology has significantly transformed the marketing and operational dynamics of banks like First Bank in Nigeria, making banking more accessible, faster, and customer-focused.
5.2
Conclusion
Based on the findings of this study, it is evident that Global System Mobile (GSM) technology plays a crucial role in enhancing the marketing of banking services in Nigeria. The integration of GSM has allowed banks, particularly First Bank of Nigeria Plc, to connect with customers more efficiently, promote their services, and ensure round-the-clock access to financial products. The technology has not only improved customer satisfaction but also increased the bank's competitive edge in a dynamic financial environment. Respondents largely affirmed that GSM banking has positively impacted service delivery, customer retention, and operational accessibility.
Despite its numerous advantages, the study also acknowledged certain limitations such as unstable network services and data security concerns. Nonetheless, these challenges do not diminish the significance of GSM in modern banking. It is clear that continued innovation, investment in secure mobile infrastructure, and user education can help banks maximize the full potential of GSM technology in Nigerias banking sector.
5.3 
Recommendations
i. Banks should collaborate with telecom providers to ensure stable and reliable GSM services to enhance user satisfaction.
ii. Banks must continuously upgrade their mobile banking platforms with advanced encryption and fraud detection systems to build user trust.
iii. Regular training and sensitization programs should be conducted to help customers understand how to securely use GSM-based banking services.
iv. Efforts should be made to expand GSM banking services to underserved and rural communities through simplified mobile platforms and awareness campaigns.
v. Banks should implement feedback channels to gather customer opinions and continuously improve GSM-enabled services.
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