THE EFFECT OF WORKERS AND CUSTOMER RELATIONSHIP ON ORGANIZATIONAL IMAGE (A CASE STUDY OF UNITED BANK FOR AFRICA (UBA) PLC)
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ABSTARCT

Since the abstract is a précised summary of what is actually done in a project it then means that the following information should be contained there in. The topic under study location. The statement of problem the research questions and research hypothesis also carried out relevant literature review of the topic under study for purpose of carry out this study a questionnaire was designed with concrete validity and reliability. Relevant data were collected from the respondents and analyzed accordingly. The following key findings were made and relevant recommendations put forward. Based on the topic the impact of staff-customer relationship on an organizational image, A case study of UBA PLC Enugu metropolis.

THE KEY FINDING WERE

That there is poor counter service that causes delay

management is the cause of bank low performance based on the finding the researcher recommends that UBA PLC should employ 

An experienced and educated public relations officer who will control the affairs of the staff and the public. Also they should computerize their entire department and train staff etc.
CHAPTER ONE

INTRODUCTION

BACKGROUND OF THE STUDY

The connection between the personnel and the consumer is one of a contractual nature. employees are the most significant channel of communication the outsider’s perception of the organization will be dependent nearly completely on the staff he knows or meets and where by the employee is inefficient or surly the will be his (i.e. consumers) image of the business (Arnold , 2022). (Arnold , 2022).

On the other hand, in every company in which items or services are sold or delivered, the customer is the key to success. Many years ago, one of America's biggest businesses summed up the whole notion of customer connection in a few words by proclaiming that the customer is always right. Customers are the most important factor in the success or failure of any business; if they are satisfied with the products they purchase and pleased with the service they receive, they will continue to do business with the company and tell their friends about it. On the other hand, customers who are dissatisfied with the products, service, or treatment will not only stop purchasing from the business but will also tell their friends and acquaintances about their negative experience (Cuttip , 2022).

Because every company wants to present a certain image to the public, managing staff connections with customers is often as much of a management challenge as it is a problem for public officers. A healthy connection between consumers and employees goes hand in hand; it is quite difficult to differentiate between the two, given that employees are in constant contact with customers. The contact offers the most effective ways of communication in both directions. They make it possible to have a back-and-forth of questions and replies, which provides a chance to explain and convince. They also make it feasible to hurt someone's feelings or make a mistake (Burleigh , 2022).

The general public had anticipated that by now the picture of the staff customer relationship especially in the banking sector should have been pretty and nice to behold at least in terms of services attitude to work and more importantly in the upholding and up liftmen of the basic daily practices of the contract relationship.

Both verbal and written evidence points, at the very least, to a continuing decline in the quality of the staff's relationships with customers and the negative impact this has on the organization's image.

My interest in the research effort was sparked by the need to evaluate the degree to which the system has met the expectations set for it in their system and in other areas that are relevant to it.

The BNCL Paris (Bangue national pude commerce et industry), which formed the United Bank for Africa limited (UBA) in 1982, was the progenitor of the French bank limited, on which this study effort is based. The French bank limited itself evolved from the BNCL Paris. December 1949 was the month when the bank officially opened its doors for business, and there were a total of twelve employees.

In 1960, in line with the strategy and goal of the French owner of the bank, the bank began trading on the public market in order to sell part of their shares to Nigerian investors (James , 2022). In February of 1961, the United Bank for Africa Limited was established with the intention of acquiring the assets and liabilities of the British and French bank. On October 3, 1961, the bank was formally opened for operation under its new name.

1.2
STATEMENT OF THE PROBLEM   

There appear to be evidence more conclusion about the less cordial staff customer relationship than the public outcry the poor service offered in the banking industry particular disturbing is fact that as year roll by the outcry continues to mount height.

In the light of the bout the researcher is constrained to identify and make the following attempt to find out why bank staff process nonchalant and carefree attitude toward their customers counters service of the banks are not only de laying and frustrating but also lack courtesy and orderliness and human relations.

To find out the reason for discrimination favoritism dishonesty to know why the banks are characterized by inadequate infrastructure.  Out find out why the average Nigeria banks customers is not only careless but always in a hurry and forgery and fraud have become the article and trade of commercial bank (U.BA)          

1.3
PURPOSE OF THE STUDY

The main purposes of the study are;

To find out or identify the major area of difference between the principle norms and ethics in the actual practice of the staff customer relationship in UBA.

To identify the problems experience during staff customer contracts and transactions.

To appraise the extent to which these problems have militated against improvement in staff customer relationship.

To review the physical handicaps militating against the effective actualization of the bank staff customer relationship

To evaluate the extent to which commercial bank have succeeded in dispensing their services to their customer 

To ascertain the extent to which the bank staff customers relationship in uplifted in the state and UBA in particular.

To suggest avenues and methods of improvement of the identified problems and in so doing to further give an insight into this sector of our economy for its future use of professionally qualified and skillfully trained personal in furthering the banks staff customer relationship.  

RESEARCH QUESTIONS  

The research questions are formulated.  

What are the major area of difference between the principle norms and ethics in the actual practice of the staff?

Is there any problem experience during staff customer contractor or transactions?

To what extent had these problems militated against the effective actualization of the bank staff- customer relationship?

It there any avenue or methods of improvement to the identified problem.  

RESEARCH HYPOTHESIS 

Based on the problem statement the researcher proceeds to formulate the following hypothesis, which will be tested in the course of the study

Problems of poor counter services do not exist management is the banks low performance management is not the cause of the banks low performance.    

SIGNIFICANCE OF STUDY

It has been said that the ultimate aim of any organizaiton is to obtain success by way of achieving its objectives in view of the above statement there is need for organization growth and order in our commercial banks especially (UBA LTD) which has been described as the product of the relationship between staff and customers. This contractual relationship that exists between staff and customer has some problem that at times hinder the performance of the bank staff and this research work will significantly solve these problem in properly identified and under-stood way which will go a long way towards reducing areas conflict and tension between the staff and customers.

LIMITATION OF THE STUDY

The study is about the impact of staff customer relationship on the organizational image.  United bank for Africa ltd will be studied to attain the objective if this research.

The limitations of this study mostly are as follows.

COST

Issuing and distributing of questionnaires cost money this means of transportation to UBA headquarter is exorbitant money is always needed for stationery for typing and binding the project.

TIME

A work of this nature needs time therefore more time is needed for a better insight into the work is a detailed study is to be made.   

DEFINITION OF TERM 

Bank 

Establishment for keeping money and valuable safety

Staff

Group of assistants I working together in a business or organization etc responsible to a manager or person in authority.

Customer

Any person that transacts business or is being rendered service an establishment or a time.

Relationship

Connection between one thing person idea etc and another.

Image

In an article in the (July/August 1997) issue of Harvard business review W.P marquires   defined “mage means the perception of the company by these publics. Also image in the picture of company’s audience have of it determined by all a company’s action.
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CHAPETR TWO

REVIEW OF RELATED LITERATURE

In this chapter the researcher will try to evaluate the practice of staff customer relationship in UBA LTD X ray the view research findings and experience of scholars professionals and other experts on the subject matter easy understanding these experts opinion and research insights have been treated within the under noted subheadings.  

PUBLIC RELATIONS AND STAFF- CUSTOMER RELATIONSHIP IN U.B.A LTD 

A review of the literature that there is a clear relationship between public relations and staff customers relationship in this organizaiton. The reason is simple in today’s inter dependent society all institutions are vested with public responsibilities.

They must accept accountability of all actions to others full acceptance by public enterprise profit and nonprofit alike of their obligations to those sections of the public whom they serve or affect but the trend in this direction is clear 

As Cutlip and Carter (1971) rightly observed in their major work in this issue.  We know perfectly well in this issue.  We know perfectly well that business does not function by divine right but like any other part of our society exist with the sanctions of the community as a whole. The interest of the community is in turn expressed through government.  Today’s public opinion tough it may become to morrow’s legislation for better o for worse. Therefore a wise firm makes relations a function not simply of a staff department but of top management so that every major business decision in considered from the star point of its public impact.

Ralph Nader (1965) is another expert who seems to be agreeing with Cutlip and Carter in the successful advocacy of national automobile safety legislation.

In two excellent articles on public relations Decordh and Rober Bishop reviewed the effort of the well known American consumer advocate according tot hem Nader was able to illustrate the public opinion is very vital in an organization since its establishment is mainly to satisfy the public that utilizes their goods or services.

Perhaps on one has better describe public opinion than did Lord Bryce (1921) who defined the concept as a congress of all sorts of discrepant nation beliefs fancies prejudices. It is confused incoherent and amorphous rarely from day to day and wick to week.  But no the most of this diversity and confusion every question as it rises into importance in subjected to a process of consolidation and clarification until here emerge and take shape certain view or sets of inert connected view each or sets advocated in common by bodies of citizens.

It is to the power excited by any such view when held by an apparent majority of citizens that we refer when we talk of public opinion. This is why some organization like UBA LTD adopted an internal public relation department that performs the following functions organizing special events conducting research organizing healthy employer employee communication advertising management on issues and above all promoting sound community relations and ensuring smooth relations with all the relevant public that relate to the organization in one way or the other and so many others.

UBA LTD for the reason donates to charitable organization Hanes or handicapped and mother less babies humanitarian organizaiton like the Red Cross society as well as socio-cultural club and association and state development funds. They also Golf, Polo/ table lenis and basketball. They also support the development of Nigerian theater and encourage artistic talent example in the  “cock at down” TV series an lately sound of destiny etc.

The bank activity supports he development more new cultural heritage by boosting the nations tourist industry through its contribution to the Arfunu annual fishing and cultural festival.

These make the bank take considerable pride in its achievements concerning its social responsibility objectivity which it is represented and to contribute tot their welfare their overall socio-economic purpose and addition to the satisfaction of the bank staff which will uplift the staff customer relationship of the bank.

Therefore Burleigh and David (1955) said, “Every organizaiton is within itself a productive or service unit will production or service unit with social responsibilities.

Public relations is as   old as mankind and as new as today’s newspaper (Dr. Robert P. Caulier 1979).  Robert P. Couglier of the America bankers association and director of education of American institute of banker went on to define public relations as programmes and activities carried out among the many sections of the public by an understanding of the banks role in their lines Ikechukwu  E Nwosu  (1990) in his book “mass communication and mass development” stated that public relation refer to that management function that is aimed at making friends for an organization.

Although the planned practice of public relations is a relatively recent development in banking.  It has come to be recognized as in the bank operation an element without which individual banks and indeed the entire banking structure as we know it cannot endure.

The international public relations association defines the practice of public relations in   development in banking it has come to be recognized as in the bank operation and element without which individual banks and indeed the entire banks structure, as we know it cannot endure.   

The international public relations associations define the practice of public relation in this way.

Public relation is a management function of a company and planned character through which public and private organizations and institutions seek to with and retain the understanding sympathy and support of the those with who they are or may be concerned by evaluating public opinion about themselves in other to correlate as far as possible their own policies and procedures to achieve by planned and wide spread information more productive co- operation and more effective fulfillment of their common interest.

The British institute of public relations defines the function as the deliberate planned and sustained efforts to establish and maintain mutual understanding organization and its public implied in these definitions is the there fold function of the professional practitioner who employed in the UBA LTD

To ascertained and evaluate public opinion as it relates to his organization.

To counsel executive on way of dealing with opinion as it exists

To use communication to influence public opinion reduces to simple terms the practitioner to the middleman in a continuously circulating pattern of communication.

Each relationship with the public overtime are compounded of performance that satisfies the public and communication of such satisfactory performance fundamentally.  It is the performance of these identified with an organizaiton as they corrupt the organization’s objectives that eventually culminates in public attitudes towards the organization 

Public relations therefore also in concerned with creating promoting and selling bank services, UBA LTD exists at the sufferance of people they have no vested right to existence as private institution they operate under law but can therefore happy public relations to ensure that they performance to the satisfaction of people (customers) that are an essential part of a free enterprise economy operating fro the greatest good for the greater number of people.

In any business where product or service are sold the customer is the key to success many years ago one of America’s greatest merchants Marshall field expressed the whole principle of customer relations in a few words the customer is always right.

Customer can make or break any commercial enterprise.  If they are pleased with what they buy and happy about their treatment they will continue to by and tell their friends if the products service or treatment is unsatisfactory the customer will not only stop buying but also will tell friends and acquaintance about the unhappy experience.

Relations with customers are often much as marketing problem as a public relations problem good salesmanship and good customer relation go hand in hand.

In UBA LTD the public relation manager does not tell the banking people what to do but in most cases the bank manager is more than willing to receive suggestion.  He knows that anything that improves customer relations will make his job easier.

The objectives of customers relation are to retain old customers to attract new customers to get a bigger share of the customer’s interest money to reduce complain is and to reduce costs and then make customer have good opinion of staff.          

EFFECTS OF COMMUNICATION ON STAFF CUSTOMER RELATIONSHIP 

Researcher have showed that another factor and experience is the importance of communication to staff.  Customer relationship from research it can be seen that effective communication between the staff and their customers we have internal and external communication.

Internal communication is a basic relationship in a organization reaching the internal public is not difficult the working relationship brings dicey communication.  Before there can be effective employee communication there must be a climate of trust.

Communication must be viewed as a tool of leadership in UBA LTD.  This starts with top management.  The most pressing need is for more adequate upward communication a manager that operates from the bottom-up feedback channels must be provided. Such feedback invariably shows that members of an organizaiton desire more information.

It also shows repeatedly a disparity in the view management and staff in a duty carried out by Cutlip and center pi it this was a survey of supervisors employees wanted most the employee said full appreciation for work done was what they wanted most in i.e. prestige.

Public relations practitioner in UBA LTD need to know about the kind of working relationship that exist.  External communication is therefore influences by the internal communication. The casher or gatemen are the image and first representative of the bank anybody meets while entering into UBA LTD whatever impression give to the customer by these set of staff lasts as far as the customers can remember their mode of diligence in attending to the customers and above all their duties matter much.

Consequently in any approach to the internal public the social need as well as the economical need must be acknowledged and satisfied.  A pay cheque falls for short of being the only thing an employee wants although its importance should be recognized.

According to Guire (1969) many reason can be given to explain the apparent superiority of personal communication because it is a face to face situation attention intake is likely to be higher than with the media and the message can be given at an appropriate moment and planned to be relevant to the recipients motives and attitudes.  Because such communication is two-way feedback from he recipient can be used to increase.

Comprehension counters any   objectives and select particularly effective argument.

The personal relationship may cause the recipient to relay any defended against being influenced and it may encourage yielding (complaints) in the interest of main training smooth social relations. Finding actively in the conversation he may occasionally make a public opinion by expressing an opinion aloud.

In any branch almost every member of the staff does interact with customers at one time of the other.  If not in the office during social gathering outside the office for example UBA organizer customers guest might whish to create a forum for informal and personalized set up 18. Through such controlled interaction.  It is expected that a more congenial climate would endanger better understanding report between customer and staff, which will help it to realize its objective of providing efficiently courteous and satisfactory service to its customers.    

ATTITUDE MOTIVATION AND STAFF CUSTOMER RELATIONSHIP 

Norte (1976) has point out that building good customer relations can be attained by the following essentials attitudes policy action and two way communication in social science the term attitude has come to means a posture of the mid rather than of the body therefore of UBA LTD treats attend to their customer and vice versa.

Statue and function requires that each person have important and dignity in his or her job despite the necessary for the job to be subordinated.  This means that the cleaner in UBA realizes and feels sure that his job is worth while in the overall scheme of things the same is true for the clerk in the banking section of UBA LTD.

Parallel with this realization there must be an understanding of the reason why one job merits state differs from another.

A manager may be required to wear a uniform aid clerk permitted to wear what ever he/she chooses.

In the area office of UBA LTD one secretary may work in a private office and another in a stenographic section understanding of the reason for these symbols must replace every of them along with his understanding there must be support of the promotion system in which advancement from one job to another is possible and desirable.

Provision for the satisfaction of equal opportunity requires that each person’s capabilities be known and measurable.  It is not required nor is it desirable that all persons have equal opportunity for advancement regards of their capabilities.

It is not required o desirable that   opportunities he opened in direction where people have unequal aptitude be made to help the individual advance as far as possible in directions for which he is qualified.  He cannot have a lasting working satisfaction if he denied avenue of advancement or the hope of advancement either social economically.

Given individual staff status function and opportunity establishes a wholesome working relationship it satisfies the need of everyone for securing importance individual and the friendship and esteem of other which automatically brings cordial staff customers relationship, the environment in which the staff perform their daily assignment should be such that facilities pointing solution to the problems. In this regard enough and adequate working tables seats working space and operational machines intercom and external telephone and conducive environment should call for mention.

The provision of staff canteen or recreation should also from part of this the UBA LTD in this regard provides canteen services for both the senior and junior staff. Hey also give the luncheon vouchers to subsidize the cost by lunch each working day. They go Kurtler’s motivation of the staff by giving scholarship to qualified children of staff to cover part of their post primary education. The back also a group personal accident policy for the benefit of all staff.  All these will raise the staff attitude towards work.

On the part of the bank customer relationship in a bank is a contractual relationship, but there are certain terms of the contract which common sense and practice demand that a bank should observe even though they are not expressly stated for maintenance the bank customers need do their transactions is airy accommodating and comfortable banking hall.

CHAPTER THREE

METHODOLOGY

3.1 RESEARCH DESIGN  

This part review the various research methods used by the research to gather relevant data on the project topic. The procedure includes a description of the research design area of study population of the study sample procedure etc.

The research made use of survey. This was base on the use of personal interview and administration of questionnaire 

3.2 AREA OF THE STUDY

The area of study is UBA PLC Enugu metropolis. The research was focused on the impact of staff customer relationship in UBA PLC station road (main branch) Agbani Road branch and UNEC branch.

3.3 POPULATION AND SAMPLE SIZE DETERMINANT  

Since this research work cover Enugu branch population of this study made up 200.

This includes other staff customers were randomly selected.

Use the formula blow the sample one will be determined.

Used standard deviation.

S
=
N

     1+N (e)2 

Where 

S
=
sample size

W
=
population size

I
=
constant

C
=
error limit estimated as  0.05


=
200

1+(200/0 0.05)

=

200

1x(200x 0.05)

=
200

1.5

133 questionnaires

While customers questionnaires are 50 using sample random sampling 

3.4 INSTRUMENT FOR DATA COLLECTION 

Primary and secondary data were collected and in the study

a.
PRIMARY DATA 

There are collected information derived from customers of UBA Nig. PLC LTD in research to the questionnaire administered to them and also questionnaire derived bank staff.  Also oral interview personal experiences were used.

b.
SECONDARY DATA

The research work was mainly a descriptive work there was very little secondary data.  The ones collected were from magazines newspapers marking and business management research proposal.

3.5 VALIDATION OF INSTRUMENT  

Validation refers to the degree to which a test measures what it wants to measure.  This is necessary in order to ensure that the content of the questionnaire was understood by the respondents the presence of the interview a factors response which I received were very encouraging.  Thorough care was however taken to avoid obvious sources of bias.

3.6 RELIABILITY OF THE INSTRUMENT 

In this study the reliability of the responses of the interview it has been possible to obtain reasonable consistency in all the items.  Therefore their responses show that they are reliable.

3.7 METHOD OF DATA COLLECTION   

The research in order to make the research work easier in distributing the questionnaire Enugu was segmented into three branches the branches are Enugu station road (main branch) Agbani road and UNEC branch 

Most of the questionnaires were returned while some failed to full and return their own also personal and oral interview were used in collecting data

3.8 METHOD OF DATA ANALYSIS

To arrival at acceptable findings and conclusion the techniques of data analysis used in this research works it the chi-square x2

Formula
=
E (0i-ei)2
     C

Where 

0i
=
observed frequency 

Ei
=
expected frequency 

For further analysis the tabular approach with percentages was also adopted.

CHAPTER FOUR

DATA PRESENTATION AND ANALYSIS

4.1 Introduction

This chapter examined analysis and interprets the data collected. In order to achieve this, the chapter has been divided into three sections, section one is an introduction while sections two looks at the presentation, and  section three for summary of findings and finally.

4.2 Characteristics of Respondents

An attempt was made to categories the respondents according to their sex, age, and educational level etc.

Table 1: Sex of the respondents 

	OPTION
	NUMBER OF RESPONDENT 
	PERCENTAGE

	Male
	50
	38%

	Female
	83
	62%

	Total
	133
	100%


Table 1 shows the gender of the respondent, 50 represent 38% male while the remaining 83 were female representing 62%

Table 2: Age of the Respondent  

	OPTION
	NUMBER OF RESPONDENT 
	PERCENTAGE

	1-25
	03
	2%

	26-39
	104
	78%

	40 and above
	26
	20%

	Total
	133
	100%


Table 2 shows the age of the respondents, 03 represent 02% were at the range of 1-25 years, 104 represent 78% ere at the of 26-39 years, whereas the remaining representing 20% were at the range of 40 and above.

Table 3: Qualification of the respondents 

	OPTION
	NUMBER OF RESPONDENT 
	PERCENTAGE

	HND/BSC
	77
	58%

	Master/PHD 
	26
	20%

	ND/SSCE
	30
	22%

	Total
	133
	100%


Table 3 shows that 77 respondent 57% were HND/BSC, master/PhD holders were 20% while the remaining 22% respondents were ND/SSCE holder.

TESTING OF HYPOTHESIS

The hypothesis formula in this study were tested by means of chi-square

H0: Problems of poor counter service do not exist.

Hi: Problem of poor counter service and other services do exist 

X2 
=
E0i-ei



Ei

Where 

X2
=
chi square 

0i
=
observed data

Ei
=
expected data

E
=
summation sign 

	Response 
	0i
	Ei
	0i ei 
	(0i ei) 2
	(0i ei) 2/ei 

	Yes 
	40
	25
	15
	225
	9

	No
	10
	25
	-15
	225
	9

	Total
	50 
	50
	0
	450
	18


Degree of freedom 
=
(2-1) x (2-1)

Level of significance 5%
=1

Decision

Reject the null hypothesis (H0)

Chi-square value 0.05 from the table is less than the calculated value of x2 otherwise accept the null hypothesis

Calculated value

X2
=
18

X2
=
0.08


=
3.841

Decision 

Since the chi-square are value from the table that is 3.841 is less than the calculated value x2 (18) then reject the null hypothesis (H0) which means that problem of the counter service and other service do exist.

Test of the hypothesis two

(H0): management is not cause of the bank low performance 

(H2): management is   the cause of the bank low performance 

	Response 
	0i
	Ei
	0i ei 
	(0i ei) 2
	(0i ei) 2/ei 

	Yes 
	72
	50
	22
	484
	9.68

	No
	28
	50
	-22
	484
	9.68

	Total
	100
	100
	0
	450
	19.36


Degree of freedom 
=
(2-1) x (2-1)
=1

Level of significance 5%
=1

Decision

Reject the null hypothesis (H0) if the Chi-square value 0.05 from the table is less than the calculated value of x2 other accepts the null hypothesis.

Calculated 

X2
=
19.36

X2
=
0.05



=
3.841

Decision 

Since the chi-square value from the table that is 3.841 is less than the calculated value x2 (19.36) than reject the null hypothesis (H0) which means that the management is the cause of the bank’s low performance

SUMMARY OF RESULT

After test the hypothesis is the result is here by summarized as thus

That the management is the cause of the bank’s performance that there is the problem of poor counter service in the organizaiton.

CHAPTER FIVE
DISCUSSION RECOMMENDATIONS CONCLUSION

DISCUSSION OF RESULT FINDINGS

Having critically traced and investigated the operation of the workers- customer correlation in united bank for Africa limited Enugu the researcher has derived valuable deduction on the subject matter.

The Statement Of Facts Is Principally In The Area Of 

Lack of motivation is the cause of poor staff customer relationship which consequently deteriorate the organization image

Dubious attitude of customers which warrant proper reference before cheques are paid and this cause delay in counter services.

In customers questionnaires respondents confirmed that UBA LTD makes high charges for service rendered.

CONCLUSION 

I have tried above to x-ray problems encountered by bank staff- customer of UBA LTD.

It must however be emphasized that the Nigeria banking system is undergoing a metamorphosis.  The colonial method in the banking system is gradually given way to modern perspective 

Nigeria banking system (UBA) LTD is bound to under go changes as the nation marches towards developments.  As this happens the problems attached to such metamorphosis are equally bound to increase.  The degree with which UBA LTD will grow depends on the level of education experience and devotion to duty by their staff.

IMPLICATION OF THE STUDY FINDING 

1.
Because human resource is a delicate factor of production and should be handless with utmost care if not given adequate training or motivated will lead to low morale of the staff poor quality of work output as he affected staff is not concerned with a customer staying for hours over the counter for any simple transaction.   If adequate number of bank branches serving the country is not checked poor counter service will in crease while staff customer relationship deteriorate? 

RECOMMENDATION 

It is often said that once a problem is properly understood and identified its solution is half reached or solved as such the problem will now be easy to tackle.

The researcher wills now postulate some measure which if applied will greatly improve and eliminate the ugly bend of events on the practice to staff- customer relationship.

The first target of attention is not the counter service of the UBA LTD their services being intangible the only way the utilities presented in these services could be valued is through the application of some professional touch. The management should leave no stone unturned to ensure that legitimate needs and aspirations of their staff are met to the best of the ability themselves contended that they can be relied up on the attain a high level of efficiency and behavior the Japanese concept of total involvement should be made part and parcel of the organization.

Getting an efficient personnel manager/ public relation officer who ensures that the movement and position of staff behavior result in effective space management geared towards quickened service could minimize delay.

Establishment of more branches network. The emphasis in this research work is on adequate and improved staff customer relationship and its impact on the organizational image. If only the customer does not have to go great pains out cry about poor counter service offered. 

The need for good counter persons becomes necessary when it is seen that they are the mirrors with which their banks are viewed by outsiders.

Geofrey Wilkin (1981) summarizes that for banks sound customers reaction are therefore made maintain by.

Pleasant courteous manner (A smile means the same in any language)

Efficient helpful services by all staff who should direct customer to the official concerned.

Should a customer have a complaint the matter should be referred to a public relation officer responsible for such issues who should not only promptly attend to the matter but also advise the branch manager of the complaint and remedial action taken.

Emphasis should be placed on the first come first serve the nepotism favoritism syndrome should be avoided and efficiency of service introduced.

The management and supervising staff in the tank should be educated on the theory and practice of effective public relation and also ensure that all line staff personnel are knowledge on this subject with the fact that good bank public relations work towards building and sustaining a good favorable pubic image for the bank placing the interest of members of the public or customer always at the front.  

5.
Introduction of computers and   mechanized equipment 

The fact need not be over emphasized.  One the banks are able to computerize it not.  All or some of their departments and make extensive use of note counting machines this will go a long way in solving problem of poor counter service and reduces the long period of time customers wait before they are attended to.  It also eliminates fraud.

SUGGESTION FOR FURTHER RESEARCH

As Nigerian is still developing more research work will be made on how to improve cordial relationship between bank staff and their customer.
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APPENDIXE

QUESTIONNAIRE

PLEASE TICK [√] YOUR MOST PREFERRED CHOICE(S) ON A QUESTION.

SECTION A

PERSONAL INFORMATION

Gender

Male [  ]


Female [  ]

Age 

1-25


[  ]
26-39

[  ]
40 and above
[  ]
Educational level(For Teachers)
HND/BSC

[  ]
Master/PHD 
[  ]
ND/SSCE

[  ]
Others……………………………………………….. (please indicate)

Marital Status(For Teachers)
Single

[  ]

Married 
[  ]

Separated 
[  ]

Divorced
[  ]
Widowed
[  ]
Experience Duration(For Teachers)
1-3 Years

[  ]
4-6 Years

[  ]
7 years and above
[  ]
SECTION B

Please indicate the extent to which you are satisfied with the following items by ticking in any of the boxes presented Below;

Question 1: Is there any major difference between the principle norms and ethics in the actual practice of the staff?

	Options
	Please Tick

	Yes
	

	No
	

	Undecided
	


Question 2: Is there any problem experience during staff customer contractor or transactions?

	Options
	Please Tick

	Yes
	

	No
	

	Undecided
	


Question 3: To what extent had these problems militated against the effective actualization of the bank staff- customer relationship?

	Options
	Please Tick

	Yes
	

	No
	

	Undecided
	


Question 4: Is the management the cause of bank low performance?

	Options
	Please Tick

	Yes
	

	No
	

	Undecided
	


Question 5: Does the problem of poor counter service and other services exist?

	Options
	Please Tick

	Yes
	

	No
	

	Undecided
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