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Abstract

This study examned the vd une and level of Irternet use by each of the selected banks;
assess the effects of volume and levels of use of the Internet on social irnteraction bet ween staff
and custoners inthe sel ected banks; expl ore customers’ level of satisfactioninrelaionto vol une
and levels of Irternet use by the banks inthe selected banks and exam ne the atitude of customners
tolnternet use. These were wthaviewtoexamne whether or nat Irternet use has effects onsocial

relationship and custoners’ satisfactioninthe N gerian banki ng sector.

The study used pri nary data wththe aid of questionnaire admnistration and observation
technique. It was carried out in Lagos, Oyo and Gsun Sates that were purposivel y selected from
the six states in Southwest geo-political zone of Ngeria nainly because nost of bank’s zonal,
regonal and national headquarters are located in the states. Fve purposively selected
internationally categorised banks; Hrst Bank Hc, Guaranty Trust Bank Fc, Skye Bank Flc, UBA
Plc and Zenith Bank Ac were used for the study. In al, five hundred respondents (custoners)
were sanpled usingjudge mental sanpling technique, that is, one hundred customers fromeach
bank Descriptive statistics such as nean frequency tables, and percentages were used at

univariae level while cross tabul ations, Chi-square and one way ANOVA were e npl oyed

The result showed that out of the ertire existing Internet banki ng facilities inthe selected
banks, 78%and 57. 2% of the respondents nostly used only Autonated Teller Michines (ATM
and Text nessage respectively than aher facilities wth najority of these respondents coning
fromHrst and Zenith banks plc. Aout 73 4% of the respondents expressed good know edge of

Internet use far banki ng operations and services and 68 8% used one for m of Internet facility or
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the ather while 26.6%and 27.8%do nat have Internet banking know edge nor use any for mof
Internet facility respectively. On the deter mnant and what notivate customers to Internet use,
24.2% mai ntained that quality of service is a strong deter mnant. The variation across the banks
however revealedthat najarity expressedthe perfor mance of the bankin Hrst bank plc (45% and
UBA bank plc (25% and good custoner care in Guaranty Trust bank plc (32% and Skye bank
plc (309). The findi ngs further reveal edthat 33 4% believedthat Internet use enhance good social
relationshi p bet ween custo mers and staff. About 44% of the respondents naintai nedthat they have
overall satisfaction wth their bank’s operations and services via Irternet use. Hndings further
indicated strong significant relationship bet ween some variables. Such variables include good
social relationship (y2 =173.75, p<0.05), overall satisfaction (y2 =94 54, p<0.05), and change of
attitude of respondents towards banking operations (%2 = 88 32 p<0.05). The one way Anova
showed significant relaionship bet ween effects of volune and level of Internet use on social
irteraction bet ween custoners and staff (F = 546, p<0.05); on custoners’ satisfaction (F =3 94,

p<0.05) andinrespect tocustoners’ atitude (F =3. 06, p<0. 05).

The study concluded that the effects of Internet use on custoners’ satisfaction and social
relationshi pinthe banki ng sector varies frombank to bank base onthe bank’s nanagenent style

phil osophy and core val ues as the overall goal of this study.
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CHAPTER ONE

I NTRODUCTI ON

11 Background to the Study

Wbrkisacrucia part of contenporary life anditisirti natelytiedto aher aspects of our
lives, and these a her aspects affect our experiences & work as workers and as custoners just as
wor k affect them Qganisations are nainly for mal as there are rues and regulations guid ng the
conduct, behavior and attitude of all the stakeholders ( nanage nent, enployees and custoers).
From diverse studies, for nal organizational structure is the rue in organizations in devel oped
nations, however, this is not aways the case with organizations in devel oping courtries.
Or ganisations in devel oping societies like Ngeria are seento be nore characterized by infor nal

for ns of relaionshi p bath anong the staff as well as custormers.

The Ngerian banking sector is especialy inclined towards this for mof infor nal social
relationshi pthat characterizes the traditional banking system Before the eval ution of technal ogy,
banki ng operations and services were done manually wth little or no technology. Vithin this
arrange ment, the denographic characteristics (economc, gender, title staus and position) of
sone custorers play a very prominent/ani nportant rdesinter ns of social relationship wththeir
bankers. For instance, some custoners were perceived as nore i nportant than a hers because of
their soci o-palitical and economc status. The formal structure of the banking hall then and the
design of specialized work enabled bank enployees to have interpersonal irteraction wth
custorers vrtuallyinall the existing units wthlittle or no admnistrative caution either a branch,
regional or national level. It was possible far bank staff to accommodate Misitor(s) during wor ki ng

hours. This created noreinfor malityinirteractingwth co- workers and custoners. Thisis because
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the pattern of social relationshipin pace then knitted both staff and cust omers together and this

may have nade custoners’ satisfactionto be very hi gh

These favoured custoners were al ways accorded war mand unusual informal respect by
virtually al the workers a the expense of their busy schedule because the level of social
relationship was very high and such custoners were well satisfied than others. Such custoners
hardy cane tothe banking hall and if they did the onus of whatever brought themto the bank
was shoul dered by the manager, a ati me the nanager nay instruct one of the staff to acconplish
thetask for such custoners nat mindingthe vol ume of workthe staff had or what he/she was doi ng
at that naterial ti ne. Such social relationship (infor nality) is aso practiced by newy recruted
fresh female graduates inthe narketing unit when they go out to narket the bank’s new products
or services. This practice is becomng worrisome because it exposes the grlsto alda of abuse.
These narketers are usually gven outrageous and unrealistictargetsto neet in order to keeptheir
job. Wnfortunately, when such hunongous target is not net, the job of such workers is often

threatened

Inthe contenporary world communication has becone very necessary in virtually al
human actiuties. For instance, the Internet has brought about a change inthe struct ure of the bank,
wor k design and the environnent. Today, banks that have overhauled its paynent and delivery
systens and applied I CT totheir operations are seento satisfy their custoners and are the ones
surviving and prospering inthe new mllennium(Harol d and Jeff 1995, Wébhere m 2000). The dd
practice of infor nal relaionships anmong workers and custoners has been affected leading to a
more for nal relaionship. Invirtually al the organisations, nanageent has cone up wth very

tight conditions guidi ng wor k and the relationship bet ween e npl oyees and custoners which nay
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invariably affect custoners’ satisfaction especially wth the use of the Internet facilities to
discharge their specifiedwork infor mal settings such as the bank

The introduction of electronic banking makes banking operations and service delivery
excellert. It is inportant to note that eectronic banking has its own attendant negative effect,
especially when there is net work or service downturn Aninstance of thiswas recorded in Hrst
Bank Acregonal headquartersin Kano Sate, inthe year 2009, whichledtoan unpleasant service
falue for a week The operations nanager of the bank reported that work was conpletely
incapacitated for a whole week; farcing some of the customners to atenpt to atack the staff when
manage ment could nat containthe enbarrassing situation V¢ na Bank Ac, Chafem Awol owo
Uni versity, lle-Ife branch in 2010, experienced a si nilar emnbarrassing situation There was
net work failure for a whole day, al banking operations and services were paral yzed and some
students needed nmoneytotravel after the end of the se mester. Ater so many unsuccessful ate npts
to wthdrawal noneytosatisfytheir needs, sone of the students nade the bank uncontrdlable for
the workers to the extent that some stood on the counters shouting and screaming and even
threatened to set the branch ablaze.

Athird exanple was when an accountant of a nulti-national conpany inN geria came to
GT Bank Hc llelfe in the year 2013 to confirmthe paynent of his wife’s gratuity. The
confir nati on accordingto hi mtook t wo full days. The second day becane rowdy as the customner
literally shook the whol e bank because the usual infor nmal treat nent he expected was nat accorded
hi m H was nadetofdlowthe pratocd like all aher custoners. These three scenarios notivated

the choice of this study.

For noreinfor mation please contact ir-hel p@auife edu ng
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