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Abstract:- In today’s competitive banking environment, quality service is critical to individual Deposit Money
Banks’ success. Delivering high quality service is closely linked to profit, cost, savings, and increasing market
share. The major aim of this research is to examine the relationship that exists between Deposit Money Banks and
their customers based on the challenges the banks are facing while giving quality service delivery. A sample size of
328 staffs of four selected banks was determined using the Yamane formula. The result showed that there is a
positive and significant link between Deposit Money Banks’ performance and bank-customer relationship. This
study therefore recommends among others that Deposit Money Banks should put more efforts in rendering good

services to their customers.
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1. Introduction

The customer is the center of attraction to all activities
in the banking industries both in Nigeria and all over
earth. Banking is the only service sector attributed by
high customer service, where customer satisfaction is
the ultimate goal. The efficient banking performance
is a sign of financial stability and this can only happen
if the relationship between the banks and their
customers is positive [3]. According to [1], providing
good services is necessary for growth and
development in today’s financial system. The bank
performance depends largely on its relationship with
its customers. [2] opined that knowing how companies
can grow from their customer services is vital for the
growth of firms. In the banking sector, the way banks
relate with their customers can affect the bank’s

performance positively or negatively. Any different
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banks performance would be as a result of decline in
their relationship with their customers.

The Nigerian banking industry has become more
competitive in recent time. [5] stressed that the more
the customer base of a bank, the more the profit of
such bank and if the knowledge of a bank in the
aspect of customer service is broad, banks would have
a good relationship with its customer thereby
enhancing its performance. Customers are seen as
kings in every aspect of business and are to be treated
as such. However, some bank customers are not
treated with such respect and this has brought about
unhealthy business relationship between banks and
their customers due to poor manner of approach [6].
In recent times, banks were associated with slow pace

of service as a result of undue documentations and

long queues. In some cases, to even obtain a cheque
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booklet is characterized by long delay and most times
some bank workers exhibit poor attitude to work.
Other problems faced include - frauds perpetrated by
bank staffs and customers and so on. The emergence
of new channels and technologies such as the mobile
banking, internet banking also has significantly
altered how banks communicate with customers [7].
The study thus wants to examine the relationship
between Deposit Money Banks and their customers
based on the challenges the banks are facing while
giving quality service delivery.

This study intends to look at various ways in which
good banker-customer relationship can be fostered. It
also seeks to address issues that affect the
performance of Nigerian banks through customers’

relationships.

2. Conceptual Review

Bank- customer relationship is basically a contract
between creditor and debtor. As the customer puts
money in his account and his account is credited, the
customer becomes creditor to the bank and the bank
becomes debtor to customer. The reverse is the case
when the customer takes credit or overdraft.
Relationship could be expressed in different forms
such as; Debtor and Creditor, Pledger and Pledgee,
Licensor and Licensee, and so on. Termination of the
bank-customer relationship can also occur in different
ways which include; a written agreement to close the
account, termination by act of law such as death,
mental illness, etc. Receipt of garnishee order is a
court ruling attaching the credit balance of a customer
to stop an account. In case of death, the account of

such customer would automatically terminate and the
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balance transferred to the customer personal

representative.

2.1 Banker-Customer Relationship

In Foley vs. Hill 1848, a banker-customer relationship
was described as an implied term [2]. That is once a
customer goes to the bank to open an account, it is
implied that a banker customer relationship is about to
take place. The implied terms are:

1. When a bank receives money e.g. cash,
cheques etc from a customer, it means a
banker customer relationship is established.

2. When a bank does not act as an agent or
trustee.

3. When it is the duty of the banker to pay on
demand to its customers during banking
hours.

4. A customer has the right to demand for
payment when he has sufficient funds in his
account and when there is no legal bar to the
payment.

5. The bank is to charge reasonable interest for

the services rendered to the customer.

3. Design of Research

The research used qualitative and quantitative design
under survey method in the presentation of data
gathered through structured questionnaires. A total of
four (4) banks — First Bank, GTBank, UBA, and
Zenith bank Plc were purposively picked based on
their size and asset base. Two sets of questionnaires
were distributed to the employees (managerial and
non-managerial) of the banks on one hand and to their

customers on the other hand. The sample size for this
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study consists of three hundred and ninety-five (395)
respondents which were derived using the Yamane’s
formula. The data was analyzed using the correlation
analyses.

The SPSS package was used to run the analysis, used
to conduct study using the Kruder Richardson or
Cronbach alpha reliability test which was positive at

.703 values.

3.1 Hypothesis of Research
Ho: There exists no significant impact of bank-

customer relationship on performance of banks.
4. Analysis of Data

4.1 Reliability Statistics
Table 1: Alpha Value

Cronbach's Alpha | No of Items
705 15
A total numbers of 395 questionnaires were

distributed based on sample size. The Cronbach’s
Alpha figure of 0.703 implies that the research
instrument is reliable enough for generalization of
findings and policy implications.

4.2 Analysis of Data

Table 2: When Did You Start Using the Bank?

Freq | % Valid % | Cumulative%
Valid |y svears | 174 [ 530 | 530 53.0
6-10years 119 36.3 36.3 89.3
11years
and Above | 35 10.7 10.7 100.0
Total 328 100.0 100.0

The result implies that the many respondents just
started operating with their various banks because

majority of the respondent range between 1-Syears.
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Table 3: What Attracted You to Joining such
Banks?

Valid Cumulative
0,
Freq % o %

Valid Advertisement 96 29.3 29.3 29.3
Products and 119 36.3 36.3 65.5
Services
Recommendation 82 25.0 25.0 90.5
from friends and
relatives
Others 31 9.5 9.5 100.0
Total 328 100.0 100.0

The table above shows that majority were attracted
through products and services. This means that the

bank has improve its product and services.

Table 4: How is Your Relationship With

Customers/Bank?
Freq % }/Ioahd Cumulative %
Valid Fairly 17 5.2 5.2 5.2
Good 136 415 415 46.6
Very
Good 119 36.3 36.3 82.9
Excellent 56 17.1 17.1 100.0
Total 328 100.0 100.0

The table reveals the customers and staff have a good
relationship with each other. This would create a

positive relationship with the customer.

Table 5: How Does Your Relationship Affect
Banks Performance?

Freq | % 0\/70alid Cumulative %
Valid Poorly 1 3 3 3
Fairly 28 8.5 8.5 8.8
Good 140 27| 427 51.5
Very Good 130 39.6 | 396 91.2
Excellent 29 8.8 8.8 100.0
Total 328 100.0 | 100.0
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Table 5 shows bank-customer relationship affect
bank’s performance in a good way but it can be
in other to correct the 0.3%

improved poor

relationship.

Table 6: Bankers Are Polite In Their Dealings
With Customers

Freq % OV/Oalid DCAJumulative
Valid SD 2 6 6 6
D 10 3.0 3.0 3.7
Y 18 55 55 9.1
A 198 60.4 60.4 69.5
SA 100 30.5 30.5 100.0
Total 328 | 100.0 | 100.0

Result above shows that majority agree that a banker

is polite in their dealings with customers.

Table 7: Atmosphere for Positive Customer
Relationship Is Created In The Banking Hall

Freq % Vf/hd Cumulative %
0
Valid SD ) 6 6 6
D 8 24 24 3.0
u 20 6.1 6.1 9.1
A 210 64.0 | 64.0 73.2
SA 88 268 | 268 100.0
Total 328 100.0 | 100.0
Result above reveals banking hall creates an

atmosphere for positive bank customer relationship
because the majority of the respondents agree to it

although few disagree to it.
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Table 8: Your Bank Follows the Principle Of
Customer Is The 'King'

Freq o V;l)id Cum;l)ative
Valid _ SD ) E 3 B
D 20 6.1 6.1 6.4
U 47 143 143 20.7
A 172 52.4 52.4 732
- 88 268 | 268 100.0
Total 328 1000 | 100.0

Banks actually follow the principle of customer is the
king although some persons disagree to this facts but
majority agree. One of the duties of a bank to its
customers is to treat the customer as a ‘king’ to ensure
continuity of operations of such customer in their

bank.

Table 9: Customers Approach Bank Staff Politely.

Freq % Vﬁl/lid Cum;l)ative
Valid D s| 15| 1s 15
D 40| 122 122 13.7
U 64| 195| 195 332
A 165 | 503 | 503 83.5
SA 54| 165 165 100.0
Total 328 | 100.0 | 100.0

It is seen that customer approach to bank staff is
actually polite because the majority of the respondents
agreed to it. When customers approach bank staff
politely, the staff attending to that customer at that
particular time would respond to the customer politely
too and it would enhance a cordial relationship

between the staff and customer.
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Table 10: Inability of Banks To Grant Long-Term
Credit Facilities To Their Customers Will Not
Create An Effective Banker-Customer

Relationship
Freq % Vf)i/})ld Cum(t;l)atlve
Valid SD 10 3.0 3.0 3.0
D 25 7.6 7.6 10.7
9) 80 24.4 24.4 35.1
A

152 463 463 81.4
SA 61 18.6 18.6 100.0

Total 328 100.0 100.0
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Table 12: Inability of Customers To Pay Their
Debts When Due Will Create a Negative Impact
On Their Relationship With The Bank

Freq % V;l)id Cum;l)ative
Valid D 8 24 24 24
U 25 7.6 7.6 10.1
A 183 558 55.8 65.9
SA 112 34.1 34.1 100.0
Total 328 | 1000 | 100.0

Inability of banks to grant long term credit facilities to
their customers will not create effective banker-
customer relationship because majority of the

respondents agree. Most banks’ customers are
business owners who might need medium to long-
term credit facilities to help with the operations of
their businesses, if such wish is not granted by their
banks, the customer might not continue to transact
with such bank. Such customers might want to
transact business with another bank that grants their

request.

Inability customers to pay back their debts as at when
due will bring about a negative impact on their
relationship with the bank. If a customer fails to pay
back his/her debt as at when due, the bank would be
reluctant to issue another credit facility if asked for.

Table 13: Your Relationship Serves As a Tool

Inenhancing Banks Performance

Freq o, 0\//;alid goumulative
Valid D Z ) - =
U 52 15.9 15.9 18.0
A 185 56.4 56.4 74.4
SA 84| 256| 256 100.0
Total 328 | 1000 | 100.0

Table 11: Banker-Customers Relationships Have

Effect on The Bank Performances

Freq o Vﬂa/})id Cum}zative
Valid D 4 12 12 12
u 31 95 9.5 10.7
A 168 51.2 51.2 61.9
SA 125 38.1 38.1 100.0
Total 328 100.0 100.0

Banker-customer relationships have great impact on

A positive relationship between bank staff and their

customer can help boost the performance of the bank.

Table 14: Indecent Behavior by Bank Staff To
Customer Will Create A Bad Relationship Between
The Bank And Its Customer

Freq % V;}]id Cumbzative
Valid SD 2 6 6 6
D 14| 43 43 49
Y 52| 159 15.9 20.7
A 177 | 54.0 54.0 74.7
SA 83| 253 25.3 100.0
Total 328 | 100.0 | 100.0

banks performances. Positive relationship among
banks and its customers would increase operations in

the bank there by increasing the bank’s performance.
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create a bad relationship because majority of
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respondents agree. If a bank staff behaves rudely to a
customer, the customer may not want to continue to

bank with such bank.

4.3 Hypotheses Testing

Ho: No significant impact of bank-customer

relationship on bank performance.

Table 15: Correlation Coefficients

Bank Bank
custqmer . Performance
relationship
Bank customer Pearson Correlation 1 688(**)
relationship '
Sig. (2-tailed) .000
N 328 328
Performance of  Pearson Correlation 688(*%) 1
bank
Sig. (2-tailed) 000
N 328 328

Coefficient of the Determination (COD)
C.0.D=R?*x 100

=(0.688)*x 100

=0.4733 x 100

=47.33%
Where R= Pearson Correlation 0.688

Correlation is significant at level 0.01(2-tailed)

Correlation figure of 0.688 shows that the relationship

between the  bank-customer positively and
significantly affects banks performance, which means
bank-customer relationship explains 47.33% of the
variance in the respondents scores. The correlation (r
=0.688**) between banks-customers relationship and
banks performance is highly and positively significant

at 0.01 level, thus the null hypothesis is rejected.
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5. Recommendations

It is a fact still that not all customers can be totally
satisfied because all customers are not the same.
However, the banks should put more effort at
engendering good relationship with their customer
who in turn will enhance customer loyalty and trust.
More so, customers are becoming more sophisticated
due to the available information on disposal.
Therefore, banks should try their possible best to
ensure that customers are satisfied to the maximum
and their complaints are treated with immediate effect.
They should ensure transactions are carried out in
orderly manner and the bank’s staff should also grant
customers full attention, excellent customer service

and also good services and products as these are very

critical to banks performance.
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