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The processes above clearly describe the
involvement of the customers in
determining what they find attractive and
what they do not find attractive. Belch and
Belch (2001) describe attractiveness as
encompassing similarity, familiarity and
likeability. Similarity represents the
resemblance that customers perceive
between the source of a message and the
receiver of that message, familiarity refers
to knowledge of the soprce through
exposure, while likeability represents the
affection of the sources as a result of
behaviour or personal trait. In this study, our
concentration will revolve around
likeability, which is the affection or lack of it
that the customers feel towards Prudent
Bank as a result of the behaviour exhibited
by its staff in the process of rendering their
services.

Statement of the Problem

In almost all the definitions of the word
“bank,” there is an overwhelming emphasis
on people, that is, the customers who
patronize the bank. This crystallizes the fact
that without the customers, there will
definitely not be a bank. The banks are
established to service the needs of their
customers be it individuals or organizations.

Because of their service-oriented
operations, banks thrive on the multitude of
patronage. Unfortunately in many banks,
the customers are not accorded their due
respect; customers are made to stand on
long queues for a long period of time. Also,
some of the cashiers that are available
execute their duties with non-chalant
attitude. This makes it difficult for

customers to predict how much time t
they will spend at the bank, thereby maki
banking a dreaded experience for them.
of these reactions from the bank st
communicate certain messages to f{
customers, and those messages eventua
determine the customers' reaction to t
bank. The above factors therefore rai
questions about the practice of custorr
relations in banks. Hence, this study is out
investigate the role of customer relatio:
which is one of the arms of public relatior
in determining the attraction of customers
the services of Prudent Bank Plc.

Objectives of the study

The main purpose of this study is
determine whether or not the practice
customer relations in Prudence Bank pla;
any role in attracting customers to the ban
This will be evaluated by considerir
customers' perception of the disposition
the staff of Prudence Bank Plc towarc
them, and how it affects their own reaction:

Method of the Research

Research Design

This descriptive study adopted surve
design. This method was adopted owing t
the purpose of the study, which is t
evaluate the role that customer relation
play in determining customer attraction t
Prudent Bank (Nig) Plc.

Study Population

The study population comprises th
customers of Prudent Bank. The tota
number of the customers of the bank befor
the consolidation process was estimated tc
be between 2,000 and 2,500 in each bank a
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