
 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page i 
 

 

 

EFFECTS OF I NTERNET USE ON CUSTOMERS’ SATI SFACTI ON AND SOCI AL 

RELATI ONS HI P I N SELECTED BANKS I N SOUTH- WESTERN 

 NI GERI A 

BY 

 

 

  

TAI WO OLABODE KOLA WOLE  

SSP11/ 12/ H/ 2914 

A THESI S SUBMI TTED I N PARTI AL FULFIL MENT OF THE REQUI RE MENT FOR 

THE AWARD OF DOCTOR OF PHI LOS OPHY ( Ph. D) DEGREE IN THE DEPART MENT 

OF SOCI OLOGY AND ANTHROPOLOGY,  FACULTY OF SOCI AL SCI ENCES, 

OBAFE MI AWOLOWO UNI VERSI TY, I LE- IFE. NI GERI A 

 

 

 

Supervisor: Prof. O. A. Ogunba meru 

2014 

 

 

 

 



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page ii 
 

 

CERTI FI CATI ON 

Thi s is to certify t hat thi s research was carried out by KOLAWOLE,  Tai wo Ol abode of t he 

Depart ment of Soci ol ogy and Ant hropol ogy, Facult y of Social Sci ences, Obafe mi Awol owo 

Uni versit y, Ile-Ife, Ni geria, under my supervisi on.  

 

 

 

 

 

 

…………………………….      ……………………………………… 

Prof. O. A. Ogunba meru      Prof. O. A. Ogunba meru 

Supervisor        Head of Depart ment  

 

 

 

 

 



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page iii 
 

 

ACKNOWLEDGE MENTS 

Fore most, I re mai n absolut el y ever grateful t o t he ALMI GHTY GOD who granted me t he 

grace, knowl edge and patience t o face t he challenges that charact erized t his pr ogra mme and made it 

a gl ori ous and successful realit y.  

 I wish t o gi ve my unreserved and profound gratit ude and qualit y appreci ati on t o my 

supervisor, Prof. Ol akunle  A. Ogunba mer u. There is no gai nsayi ng t he fact that he is a fat her, a 

ment or, succor, and a helper i ndeed. He is all or everyt hi ng t o me before and i n t he course of t his 

pr ogra mme, most especi ally when I felt abandoned and t otally confused. Against all odds, he “pi cked 

me up” and deci ded t o ment or me t hrough t his pr ogra mme. Sir, my entire fa mil y will ever re main 

grat eful t o you. May God bless you real good. In the sa me vei n, I sincerel y thank my Co- Supervisor 

in person of Prof. G. A. Ader on mu who has tremendousl y contri but ed to t his st udy acade mi cally 

despite his tight schedul e all the ti me. God bl ess you sir.   

My t hankful ness also goes t o all me mbers of staff of t he Depart ment of Soci ol ogy and 

Ant hropol ogy, Obafe mi Awol owo Uni versit y, for their const ant wor ds of inspiration t hat served as 

moti vati ng fact ors and acade mi c pat hfi nders i n one for m or t he ot her t o co mpl et e t his prgra mme. 

They i ncl ude Professors ( Mrs) O. I. Ai na, Moses Awogbade, and Al uko; Doct ors  A. Babal ol a, A. L 

Adi sa, O. A. Aj ani, Aransi ol a, Adeniran Busuyi, Ikuteyij o, Dr. ( Mrs) Moghal u, Dr. ( Mrs) Osezua,  

Messrs Agunbi ade, Bisi, Owoeye and Mrs. Akanmu.  I val ue each and every one of you. May God 

be wit h you and take you to t he zenit h of your career.  

I cannot but be appreci ative of my dear wife ( Mrs. Kol a wol e Rut h) and my God- gi ven l ovel y 

ki ds (Preci ous and Priscila Kol awol e) for t heir full understandi ng, commi t ment, sacrifice and 



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page i v 
 

encourage ment t hroughout t he peri od of t his progra mme, most especi all y when t he goi ng was very 

tough. I love you all. 

I a m usi ng t his medi um to t hank my fat her i n person of Chi ef Isaac Babat unde Kol a wol e and 

all my si bli ngs across t he nati on for all their contributi ons towar d t he successful compl eti on of t his 

pr ogra mme. I thank you all. I will not but also thank t he duo of Past or and Deaconess M. O. Omovi e 

( my i n-laws) for t heir parent al care, advi ce and assistance i n all ra mificati ons for t he success of t his 

pr ogra mme, God i n Hi s infi nite merci es will continue t o bless you.   

My unreserved gratit ude goes to all post graduate students i n t he Depart ment of Soci ol ogy 

and Ant hropol ogy, Obafe mi Awol owo Uni versity, Ile-Ife for t heir wor ds of encourage ment and 

bei ng t here all the ti me for me. God will also assist you t o compl et e your own progra mme.  

 

 

 

 

 

 

 

 

 



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page v 
 

TABLE OF CONTENTS 

                               Page 

Title page              i 

Certification            ii 

Acknowl edge ments          iii        

                                                                        

Tabl e of Cont ents          v 

CHAPTER ONE: I NTRODUCTI ON 

1. 1 Backgr ound t o t he St udy        1 

1. 2 St at e ment of t he Probl e m        4 

1. 3 Research Questi ons         7 

1. 4 St udy Obj ecti ves         8 

1. 5 Si gnificance of t he st udy        9 

1. 6 Scope of t he St udy         10 

1. 7 Operati onalizati on of Concept        11  

CHAPTER TWO: LI TERATURE REVI E W 

2. 1 Theoretical Revi ew         15 

2. 1. 2 Hi st ory of Int ernet           19 

2. 2 Empirical Revi ew         22 



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page vi 
 

2. 2. 1 Forei gn Revi ew  

2. 2. 1 Local Revi ew           22 

2. 2. 1. 1 Ut ilisation of Internet Service in Ni geria      22 

2. 2. 1. 2 Internet Utilisati on i n t he Ni gerian Banki ng Sect or     27 

2. 2. 2. Cust omer Rel ati onshi p Ma nage ment ( CRM)       34 

2. 2. 2. 1 Benefits of Cust omer Relati onshi p Manage ment      38 

2. 2. 2. 2 Benefits to Cust omers         38 

2. 2. 2. 3 Consumer Accept ance of Internet Banki ng      39 

2. 2. 2. 4 Infl uences on Consumer Adopti on of Int ernet Banki ng    41 

2. 2. 2. 5 Internet Banki ng Servi ces and Cust omer Satisfaction    42 

2. 2. 2. 6 Cust omer Rel ati onshi p Ma nage ment i n Banki ng Industry    43 

2. 3 Critical Eval uati on of t he Revi ewed Wor ks      46 

CHAPTER THREE:  THEORETI CAL FRAME WORK 

3. 1      Theories of Industrial  Rel ati ons       49 

3. 1. 1 Mar xist Perspecti ve        49 

3. 1. 2 Radi cal Theory          50 

3. 1. 3 Unit arist Perspecti ve        50 

3. 1. 4 Pl uralist Theory         50 



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page vii 
 

3. 2 Two- Fact or Theory         50 

3. 2. 1 Strengt h of Two- Fact or Theor y       53 

3. 2. 2 Weakness of Two- Fact or Theory       53 

3. 2. 3 Vali dit y and Criticis ms         54 

3. 2. 4 The Rel evance of Two- Fact or Theor y t o t his St udy     56 

3. 3 The Servqual Model of Cust omer Satisfacti on     58 

3. 3. 1 The Rel evance of Servqual Theory t o t his St udy     64 

3. 4 Concept ual Sche ma         65 

3. 5 Measure ment of Variabl es        66 

3. 5. 1 Dependent Variabl es         66 

 A.  Soci al Rel ati onshi p        66 

 B.  Cust omer Satisfacti on        67 

3. 5. 2.  Independent Variabl e         68 

 A.  Int ernet Use         68 

3. 6 The St udy Hypot heses        69 

CHAPTER FOUR:   METHODOLOGY 

4. 1 St udy Locati on         70 

4. 2 Pr ofile of each of t he Select ed Banks       70 



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page viii 
 

4. 2. 1 Guarant y Trust Bank Pl c        71 

4. 2. 2 First Bank of Ni geria Pl c        72 

4. 2. 3 Zenit h Bank Pl c         73 

4. 2. 4 Sky Bank Pl c          74 

4. 2. 5 Unit ed Bank for Africa (UBA)        75  

4. 3 Research Desi gn         76 

4. 4 Popul ation of t he St udy        79 

4. 5 Sa mpl e Si ze          79 

4. 6 Sa mpli ng Techni que 

4. 6 Research Instrument          80 

4. 7 Vali dit y and Reliability of Research Instrument      80 

4. 8    Dat a Anal ysis          82 

4. 9 Et hi cal Consi derations        82 

 

CHAPTER FI VE: DATA ANALYSI S AND I NTERPRETATI ON 

5. 1 Soci o- De mographi c and Econo mi c Charact eristics of t he Respondents  83 

5. 2 Internet Banki ng Products Availabilit y and Usage     87 

5. 3 Cust omers’ Knowl edge of Internet Use for Banki ng Operati ons and Servi ces 91 



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page i x 
 

5. 4 Effects of Vol ume and Level of Internet use on t he Soci al Interacti on   

bet ween St aff and Cust omers        95 

5. 5 The Ext ent Internet use has affected Social Rel ati onshi p bet ween Empl oyees and  

Cust omers          102  

   5. 6 Cust omers’ Level(s) of Satisfacti on i n Rel ati on t o Vol ume and Level of Internet   

  use by  the Banks         110 

     5. 7 Effects of Soci al Interaction on t he Attit ude of Empl oyees and Cust omers   

   as a result of Int ernet use       

 118 

      5. 8 Test of Research Hypot heses        126  

      5. 9 Di scussi on of Fi ndi ngs        134 

CHAPTER SI X: SUMMARY,  CONCLUSI ON AND RECOMMENDATI ONS 

6. 1 Su mmar y          138 

6. 2 Concl usi on          143 

6. 3 Reco mmendati ons         144 

6. 4 Li mit ations and Strengt hs of t he St udy      145 

6. 5 Contri buti on t o Knowl edge 

 References          146 

 Appendi ces          160 

 Appendi x I           



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page x 
 

  

LI ST OF TABLES 

            Page 

Tabl e 4. 1: Current Cat egorisati on of Ni gerian Banks      77 

Tabl e 5. 1: Soci o- De mographi c Charact eristics       81 

Tabl e 5. 2: Respondent’s Bank Infor mati on       85 

Tabl e 5. 3: Respondents’ Kno wl edge of Int ernet Use for Banki ng Operati ons and  

Ser vi ces             89 

Tabl e 5. 4: Respondents’ usage of any for m of Int ernet facilities for Banki ng Operati ons and  

Ser vi ces             90 

Tabl e 5. 5:  If Respondent’s bank provi des all Internet-related Operati ons and  

Ser vi ces?           91 

Tabl e 5. 6: Effects of volu me and level of Int ernet use on soci al interacti on  

bet ween Cust omers and St aff i n First Bank Pl c       92 

Tabl e 5. 7: Effects of volu me and level of Int ernet use on soci al interacti on bet ween  

Cust omers and St aff in Guarant y Trust Bank Pl c       93 

Tabl e 5. 8: Effects of volu me and level of Int ernet use on soci al interacti on bet ween  

Cust omers and St aff  in Skye Bank Pl c        94 



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page xi 
 

Tabl e 5. 9: Effects of volu me and level of Int ernet use on soci al interacti on bet ween  

Cust omers and St aff  in UBA Pl c        95 

Tabl e 5. 10: Effects of volume and level of Int ernet use on soci al interacti on  

bet ween Cust omers and St aff  in Zenit h Bank Pl c      96 

Tabl e 5. 11: Descri pti ve Anal ysis of t he Ext ent to whi ch Int ernet Use has affected soci al  

relati onshi p bet ween Customers and Staff i n First Bank Pl c     97 

Tabl e 5. 12: Descri pti ve Anal ysis of t he Ext ent to whi ch Int ernet Use has affected soci al  

 relati onshi p bet ween Cust omers and Staff i n Guarant y Trust Bank Pl c   98 

Tabl e 5. 13: Descri pti ve Anal ysis of t he Ext ent to whi ch Int ernet Use has affected soci al  

relati onshi p bet ween Customers and Staff i n Skye bank Pl c     99 

Tabl e 5. 14: Descri pti ve Anal ysis of t he Ext ent to whi ch Int ernet Use has affected soci al  

relati onshi p bet ween Customers and Staff i n UBA Plc      101 

Tabl e 5. 15: Descri pti ve Anal ysis of t he Ext ent to whi ch Int ernet Use has affected soci al  

relati onshi p bet ween Customers and Staff i n Zenith Bank Pl c     102 

Tabl e 5. 16: Cust omers’ Level of Satisfacti on i n rel ati on t o Vol ume and Level  

of Int ernet Use i n First  Bank Pl c        103 

Tabl e 5. 17: Cust omers’ Level of Satisfacti on i n rel ati on t o Vol ume and Level  



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page xii 
 

of Int ernet Use i n Guaranty Trust Bank Pl c       104 

Tabl e 5. 18: Cust omers’ Level of Satisfacti on i n rel ati on t o Vol ume and Level  

of Int ernet Use i n Skye Bank Pl c        106 

Tabl e 5. 19: Cust omers’ Level of Satisfacti on i n rel ati on t o Vol ume and Level  

of Int ernet Use i n UBA Plc         107 

Tabl e 5. 20: Cust omers’ Level of Satisfacti on i n rel ati on t o Vol ume and Level  

of Int ernet Use i n Zenit h Bank Pl c        108 

Tabl e 5. 21: Effects of Soci al Interacti on on Attit ude of Cust omers as a result  

of Int ernet use i n First Bank Pl c        111 

Tabl e 5. 22: Effects of Soci al Interacti on on Attit ude of Cust omers as a result  

of Int ernet use i n Guaranty Bank Pl c        112 

Tabl e 5. 23: Effects of Soci al Interacti on on Attit ude of Cust omers as a result  

of Int ernet use i n Skye bank Pl c        113 

Tabl e 5. 24: Effects of Soci al Interacti on on Attit ude of Cust omers as a result  

of Int ernet use i n UBA Plc         114 

Tabl e 5. 25: Effects of Soci al Interacti on on Attit ude of Cust omers as a result  

of Int ernet use i n Zenit h Bank Pl c        115 



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page xiii 
 

Tabl e 5. 26: Vol ume and level of Internet use and effects on soci al interaction  117 

Tabl e 5. 27: The Vol ume and level of Int ernet use and Cust omers’ levels of  

Satisfacti on           119 

Tabl e 5. 28: The Vol ume and level(s) of Internet use i n my bank and change  

of Cust omers'   attitude          121 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page xi v 
 

 

 

 

LI ST OF FI GURES 

            PAGE 

i. Fi gure 3. 1: Descri bi ng Ser vi ce Qualit y Gap vi a cust omers’ Expect ation  

   and what t hey have recei ved.          52 

ii. Fi gure 3. 2: The different existi ng Gaps and t he variabl es responsi bl e for each  62 

iii. Fi gure 3. 3: Concept ual sche ma i n understanding effect of Internet use on  

cust omers'  satisfacti on and soci al relati onshi p a mong e mpl oyees in select ed banks  63 

iv. Fi gure 3. 4: Sche ma for Independent, Interveni ng and Dependent Variables  66  

 

 

 

 

 

 

 

 



 

 © Obaf e mi Awol owo Uni versity, Il e-Ife, Ni geri a   
 For mor e i nf or mati on contact ir- hel p@oauife. edu. ng   Page xv 
 

 

Abstract  

Thi s st udy exa mi ned t he vol ume and level of Internet use by each of t he select ed banks; 

assess t he effects of vol ume and levels of use of the Int ernet on soci al interacti on bet ween staff 

and cust omers i n t he select ed banks; expl ore cust omers’ level of satisfacti on i n relati on t o vol ume 

and levels of Internet use by t he banks i n t he selected banks and exa mi ne t he attitude of cust omers 

to Int ernet use. These were wit h a vi ew t o exa mi ne whet her or not Int ernet use has effects on soci al 

relati onshi p and cust omers’ satisfacti on i n t he Ni gerian banki ng sect or.   

The st udy used pri mar y dat a wit h t he ai d of questionnaire admi nistrati on and observati on 

techni que. It was carried out i n Lagos, Oyo and Osun St ates t hat were purposi vel y sel ect ed from 

the si x states i n Sout hwest geo-political zone of Ni geria mai nl y because most of bank’s zonal, 

regi onal and nati onal headquarters are l ocat ed i n t he states. Fi ve pur posi vel y sel ect ed 

internati onall y cat egorised banks; First Bank Pl c, Guarant y Trust Bank Pl c, Skye Bank Pl c, UBA 

Pl c and Zenit h Bank Pl c were used for t he st udy. In all, five hundred respondents (cust omers) 

were sa mpl ed, usi ng j udge ment al sa mpli ng technique, that is, one hundred cust omers from each 

bank. Descri pti ve statistics such as mean, frequency tabl es, and percent ages were used at 

uni variate level while cross tabul ati ons, Chi-square and one way ANOVA were e mpl oyed.  

The result showed t hat out of t he entire existi ng Int ernet banki ng facilities in t he sel ect ed 

banks, 78 % and 57. 2% of the respondents mostl y used onl y Aut omat ed Teller Machi nes ( ATM) 

and Text message respecti vel y than ot her facilities wit h maj orit y of t hese respondents comi ng 

from First and Zenit h banks pl c. About 73. 4% of the respondents expressed good knowl edge of 

Internet use for banki ng operati ons and servi ces and 68. 8% used one for m of Internet facilit y or 
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the ot her while 26. 6% and 27. 8 % do not have Internet banki ng knowl edge nor use any for m of 

Internet facility respectivel y. On t he det er mi nant and what moti vat e custo mers t o Internet use, 

24. 2 % mai ntai ned t hat qualit y of servi ce is a strong det er mi nant. The variati on across t he banks 

however reveal ed t hat majorit y expressed t he perfor mance of t he bank i n First bank pl c (45 %) and 

UBA bank pl c (25 %) and good cust omer care i n Guarant y Trust bank pl c (32 %) and Skye bank 

pl c (30 %). The fi ndi ngs furt her reveal ed t hat 33. 4% believed t hat Int ernet use enhance good soci al 

relati onshi p bet ween custo mers and staff. About 44% of t he respondents maint ai ned t hat t hey have 

overall satisfacti on wit h their bank’s operations and servi ces via Int ernet use. Fi ndi ngs furt her 

indicat ed strong si gnificant relati onshi p bet ween some variabl es. Such variabl es i ncl ude good 

soci al relati onshi p (χ2 = 173. 75, p<0. 05), overall satisfacti on (χ2 = 94. 54, p<0. 05), and change of 

attit ude of respondents towar ds banki ng operati ons (χ2 = 88. 32, p<0. 05). The one way Anova 

showed si gnificant relationshi p bet ween effects of vol ume and level of Internet use on soci al 

interacti on bet ween custo mers and staff (F = 5. 46, p<0. 05); on cust omers’ satisfacti on (F = 3. 94, 

p<0. 05) and i n respect t o cust omers’ attitude (F = 3. 06, p<0. 05).  

The st udy concl uded t hat the effects of Int ernet use on cust omers’ satisfaction and soci al 

relati onshi p i n t he banki ng sect or varies from bank to bank base on t he bank’s manage ment st yl e, 

phil osophy and core val ues as t he overall goal of thi s st udy.  
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CHAPTER ONE 

I NTRODUCTI ON 

1. 1       Background to the St udy  

Wor k is a cruci al part of cont e mporary life, and it is inti mat el y tied t o ot her aspects of our 

lives, and t hese ot her aspects affect our experiences at wor k as wor kers and as cust omers j ust as 

wor k affect the m. Or ganisati ons are mai nl y for mal as t here are rul es and regul ati ons gui di ng t he 

conduct, behavi or and attitude of all the stakeholders ( manage ment, employees and cust omers). 

Fr om di verse st udies, for mal organi zati onal structure is the rule i n organizati ons in devel oped 

nati ons, however, this is not al ways t he case wi t h organi zati ons in devel opi ng countries.  

Or ganisati ons in devel oping soci eties like Ni geria are seen t o be more charact erized by i nfor mal 

for ms of relati onshi p both a mong t he staff as well as cust omers.  

The Ni gerian banki ng sect or is especi all y i ncli ned t owar ds this for m of inf or mal soci al 

relati onshi p t hat charact erizes t he traditi onal banking syst e m. Before t he evol uti on of technol ogy, 

banki ng operati ons and servi ces were done manuall y wit h little or no technol ogy. Wit hi n t his 

arrange ment, the de mographi c charact eristics (econo mi c, gender, title, stat us and positi on) of 

some cust omers play a very promi nent/an i mport ant roles i n ter ms of soci al rel ati onshi p wit h their 

bankers. For i nstance, some cust omers were perceived as more i mport ant than ot hers because of 

their soci o-political and econo mi c stat us. The formal struct ure of t he banki ng hall then and t he 

desi gn of speci alized wor k, enabl ed bank e mpl oyees to have i nterpersonal i nteracti on wit h 

cust omers virtuall y i n all the existi ng units wit h little or no admi nistrati ve cauti on either at branch, 

regi onal or nati onal level. It was possi bl e for bank staff to accommodat e visitor(s) duri ng wor ki ng 

hours. This creat ed more infor mality i n i nteracti ng wi t h co- wor kers and custo mers. This is because 
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the pattern of soci al relationshi p in pl ace then, knitted bot h staff and cust omers t oget her and t his 

may have made cust omers’ satisfacti on t o be very hi gh.  

These favoured cust omers were al ways accorded war m and unusual i nformal respect by 

virt uall y all the wor kers at the expense of t heir busy schedul e because t he level of soci al 

relati onshi p was very high and such cust omers were well satisfied t han ot hers. Such cust omers 

hardl y ca me t o t he banking hall and if they di d, the onus of what ever brought t he m t o t he bank 

was shoul dered by t he manager, at a ti me t he manager may i nstruct one of the staff to acco mplish 

the task for such cust omers not mi ndi ng t he vol ume of wor k t he staff had or what he/she was doi ng 

at t hat mat erial ti me. Such soci al relati onshi p (infor mality) is also practiced by ne wl y recruited 

fresh fe mal e graduates i n the mar keti ng unit when they go out t o mar ket t he bank’s ne w products 

or servi ces. This practice is becomi ng worrisome because it exposes t he girls to a l ot of abuse. 

These mar ket ers are usually gi ven outrageous and unrealistic targets t o meet in order t o keep t heir 

job. Unf ort unatel y, when such humongous target is not met, the j ob of such wor kers is often 

threat ened.  

In t he cont e mporary world, communi cati on has beco me very necessary in virt uall y all 

hu man acti vities. For i nstance, t he Internet has brought about a change i n t he struct ure of t he bank, 

wor k desi gn and t he environment. Today, banks that have overhaul ed its pay ment and deli very 

syste ms and applied I CT to t heir operati ons are seen t o satisfy t heir cust omers and are t he ones 

survi vi ng and prosperi ng in t he ne w millenni um (Har ol d and Jeff 1995; Wohere m, 2000). The ol d 

practice of i nfor mal relationshi ps a mong wor kers and cust omers has been affect ed, leadi ng t o a 

mor e for mal relati onshi p. In virtuall y all the organisati ons, manage ment has come up wit h very 

tight conditi ons gui di ng wor k and t he relati onshi p bet ween e mpl oyees and cust omers whi ch may 
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invariabl y affect cust omers’ satisfaction, especi ally wit h t he use of t he Internet facilities t o 

di scharge t heir specified wor k i n for mal setti ngs such as t he bank.   

The i ntroducti on of electronic banki ng makes banki ng operati ons and servi ce deli very 

excellent. It is i mport ant to note t hat electroni c banki ng has its own attendant negati ve effect, 

especi all y when t here is net wor k or servi ce downturn. An i nstance of t his was recorded i n First 

Bank Pl c regi onal headquarters i n Kano St ate, in t he year 2009, whi ch led t o an unpl easant servi ce 

fail ure for a week. The operations manager of the bank reported t hat wor k was compl et el y 

incapacitated for a whol e week; forci ng some of t he cust omers t o atte mpt t o attack t he staff when 

manage ment coul d not cont ai n the e mbarrassi ng sit uati on. We ma Bank Plc, Obafe mi Awol owo 

Uni versit y, Ile-Ife branch i n 2010, experienced a si milar embarrassi ng sit uati on. There was 

net wor k failure for a whol e day, all banki ng operations and servi ces were paral yzed and some 

st udents needed money t o travel aft er the end of t he se mest er. After so many unsuccessful atte mpt s 

to wit hdrawal money t o satisfy t heir needs, some of the st udents made t he bank uncontrollabl e for 

the wor kers t o t he ext ent t hat some st ood on the count ers shouti ng and screa mi ng and even 

threat ened t o set the branch ablaze.  

A t hird exa mpl e was when an account ant of a multi-nati onal company i n Ni geria ca me t o 

GT Bank Pl c, Ile-Ife i n the year 2013 t o confir m t he payment of his wi fe’s grat uit y. The 

confir mati on accordi ng to hi m t ook t wo full days. The second day beca me rowdy as t he cust omer 

literally shook t he whol e bank because the usual i nfor mal treat ment he expect ed was not accor ded 

hi m. He was made t o follow t he prot ocol like all other cust omers. These t hree scenari os moti vat ed 

the choi ce of t his st udy.  

 

 

For more i nfor mati on, please cont act ir-hel p @oauife. edu. ng   
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