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ABSTRACT
Most fina nc ia l oro onlzo rions. especia lly bonks. in rec og nifio n of
the fa c t that customer loya lty is a sure pa th to long terrn
pro fita b ility, have given increased priority to efforts o imeo at
improving their. org a niza tio ns c ustorners lo ya lty. However.
despite this recognition/at tention , manag ements o f these
banks in Nigeria , still p ers is tently fa c e the q uand a ry of high
c ustomer a t tritioh ra te. In other to solve th is problem this
research work focused on find ing the critical determinants of
customer loyalty in t'~ igerja bank ing industry. To a chieve this
objec tive, th e follow ing hypothesis was p ostula ted.

1. Exceptionol Customer Service does not enhance
CustomerLoyalty in Nigeria1s banking industry.

2. Effe c tive!Customer Rela tionship Management does not
enhance Customer Loyalty in Nigeria's banking industry.

The hypotheses were even tually tested with c hi-sq ua re
analytic al technique (X2). The mojor findings were;

1. Exceptional Customer Service enhances Customer
Loyalty in Nigeria1s banking industry.

2. Effective
enhances
industry.
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he resea rc h work recommended that Ba nks should d ish out ,
xceptional services to their customers. p ut in p lace a ro bust
ustorn er relationship monoqernen! system and must d evelop
he ha bit of prornptlv recovering from service fa ilures.
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