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ABSTRACT
In Nigeria and perhaps in the world generally, banks and customers are birds of the same feathers, one
cannot do without the other. While the banks need customers to boom their businesses, the customers also
need banks for the safety of their deposits and other benefits offer by the banks. Jaiz and Taj Banks are
the only banks established solely to operate Islamic Banking in Nigeria. The two banks have started
operation in Nigeria since 2003 for Jaiz bank and 2019, for Taj Bank. These banks operate predominately
in North-western Nigeria where the greater part of the population are Muslims. Thus, ways to improve
and enhance the transactions and growth of these banks in North-western Nigeria in particular and in the
country generally, is very important. It is based on this premise that this paper examines the ways to be
adopted by the banks and perhaps with the customers, so that the banks will grow and benefit the
immediate environment. The research studied customers and bank officials of Jaiz and Taj Banks in
North-western Nigeria as being the only banks that operate Islamic Banking System. Two forms of
Questionnaires were designed namely, Bank Customers Questionnaire (BCQ) and Bank Official
Questionnaires (BOQ). The two sets of questionnaires were circulated in Sokoto, Kebbi, Kaduna and
Kano States. A total of 325 questionnaires for BCQ and 130 for BOQ were circulated in 13 selected
branches in Sokoto, Kebbi, Kano and Kaduna States. The research covered seven (7) branches in Jaiz
bank and six (6) branches in Taj bank.). In each branch, 25 copies of the BCQ and 10 for the BOQ were
issued giving a total of 325 and 130 respectively. Out of these numbers, 274 for BCQ and 92 for BOQ
were completed and returned. The data was analyzed, using descriptive statistics by SPSS frequencies and
percentages. It was found out that about 25 different ways were put forward as part of the ways to
improve the services of these banks so as to enhance their growth and made them become more beneficial
to the people of North-western Nigeria. The research recommends that there should be more branches of
the banks in North-western Nigeria particularly in the rural areas of the States, more qualified staff should
be recruited, adequate on the job training for staff should be provided regularly, make their operations
exclusively Islamic, improve the technologies of their the banks among others..
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INTRODUCTION

Islamic banking has come to stay in Nigeria after a long period of agitations met by resistances.
Jaiz bank which was the first bank to emerge as solely established to operate only Islamic
banking system was given license to operate in Nigeria in 2003 while Taj bank, the second
bank operating Islamic banking came on board in 2019. The two banks have 34 branches
across the 7 States in North-western Nigeria. Jaiz Bank has about 25 branches while Taj has 9.
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This paper intends to discuss the ways that need to be adopted to improve the services of these
banks in North-western Nigeria
Statement of the Problem
Islamic economic and finance are fields of endeavor that study issues of wealth and ownership,
sources of Revenue and Income; expenditure, labour, Interest (Ribah), banking, insurance,
Capital Market Equity funds, investment, venture (capital leasing) to mentioned but few as
they relate to Islam and Islamic law (Shariah). All these and others not listed are under the
Islamic Economics system (Abdullahi, 2017 and (Adiya, 2018). The fact that Islam is a unique
way of life distinct it from all other ideologies, naturally extend to the economic life of the
members of the Muslim ummah. Modern banking system is based on interest which is totally
rejected by Islam. The prohibition of Interest (Riba) by the Qur’an as well as the Traditions of
the Prophet (SAW) is unequivocal. Muslim Jurists and Scholars interpreted Interest as covering
all kinds of transactions in which riba is charged including loans (Bello &Abubakar, 2014).
In many verses of the Qur’an, Allah, the Most High, has emphatically expressed His
disapproval of Ribah of any kind, and through whatever means. Allah says:
Verily Those who consume Ribah will not resurrect expect as he resurrects but
has been driven to madness by the touch of Satan. This is because they say:
‘Trade is like Ribah, but Allah has permitted trade and forbidden Ribah.....
Allah will deprive Ribah of all blessing’ (Q 2: 175-176).
Moreover, the Noble Messenger (SAW) had further emphasized this prohibition when He said:
“Ribah has seventy hree (73) doors of crimes, the simplest of which is
like a man having sexual intercourse with his mother’ (Sunnah Ibn
Majah, Hadith No 2274).
Similarly, Christianity declared charging and payment of Ribah as heinous acts as follows:
“If a man is righteous ....... does not lend at interest or take any
increase, with holds His hand from iniquity, and execute true justice
between man and man’. (Ezekiel, 18:5-8).
During the days of ignorance or the days of barbarism and darkness, before the advent of
Islam, the Arabian peninsula indulged in Ribah and considered it as one of the major ways of
generating incomes. In our contemporary world today, Ribah is becoming one of the major
ways of generating income even among Muslims in spite of the prohibition by Islam.
In the Jahiliyyah period, Ribah was very rampant. It was one of the economic practices of the
period. In fact, it was the core practice perhaps second only to trading of goods. The practice
and modus operandi of Ribah was given by Imam Malik in his Muwattah thus:
When a person gave a loan for a specified period and that period has
expired, the creditor would ask the debtor whether he would return the
debt or increase the amount? If he made the payment it would be
accepted otherwise the amount of the loan would be increased and the
debtor allowed an extension (Al-Muwattah’ Ch. 31, No 83).
Most modern banks based on western mode, operate Ribah and this Ribah, as seen above was
prohibited by Allah (SWT) in places in the Qur’an. The North-western Nigeria is a region
predominantly Muslims. There are problems of banking with western banking system which is
centrally based on Ribah. The movement of Muslims to see that Islamic Banking system is
introduced in Nigeria became successful after prolonged struggles. At last, the struggle paid
and Jaiz and Taj Banks were permitted to operate Islamic Banking system. The questions to
raise are: How can Jaiz and Taj Banks cover the yeaning of Muslims in North-western Nigeria?
Can the current branches that the two banks adequately take care of the needs of the people of
the region for free interest banking services? What ways can be adopted to see that the services
of Jaiz and Taj Banks to customers and people in the zone improve? These questions and
similar ones are the issues which this research tried to address.
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Research Questions
1. What are the Local Community’s perception of Jaiz and Taj Banks as free interest banking?
2. What are the challenges of the customers of Jaiz and Taj Banks in North-western Nigeria?
3. What are the possible ways to improve the services of Jaiz and Taj Banks to customers in North-
western Nigeria?
Objectives (S) of the Study
The objective of the study was to find out the development and challenges of Islamic banking and finance
in North-western Nigeria, but the specific objectives are to:
1. Identify the perception of the people of North-western Nigeria to Jaiz and Taj Banks as the only
banks operating Islamic banking.
2. To identify ways that can be adopted to improve the services of Jaiz and Taj Banks to customers
in North-western Nigeria.

Review of Related Literature

Islamic banking and finance is very essential to Muslims and any individuals that are interested. This is
because the system of transactions in this form of business is solely in accordance with Islamic
injunctions. Muslims, as well as non-Muslims living in an Islamic society can practice their businesses in
accordance with the Islamic economic provisions and laws.to achieve this, it was difficult because of the
detachment of most Muslim Communities with the Islamic economic and banking systems by colonialism
and western imperialism. Siddigi (2008) cited Haron & Azmi expressing the view that Islamic economics
concepts were not really made known to people nor put into full practice during the colonial era. In fact,
some were even forgotten. This is because Muslims were exposed to economic systems established and
developed by non-Muslims, due to colonial impact. As a result, many Muslim communities in the world
are being led or forced to learn and practice the economic and banking systems of the West. Resultantly,
most Muslims became more familiar with the conventional systems. Of economic transactions

According to Siddigi (2008), the movement for reverting to Islamic ideals and values in the field of
economics only started in the 1970s. However, the movement was viewed that if this is accepted it may
imply that Islamic economic system was not in existence before then. It could be observed that the
impression was meant to point out that; Islamic banking and finance has been introduced as an academic
discipline in a number of institutions of higher learning throughout the Muslim world and in the West
since 1970's. Nevertheless, Islamic economic system had existed from the beginning of Islam. Perhaps he
may be referring to re-actualization of the Islamic economic principles in the modern times.

Mustapha (2016) wrote an article titled “An appraisal of application of the principles of Sharikah in
Islamic Banking Products and Services” and it dealt with how Islamic banking system included
""Musharakah'- based products in their banking system. In his work, Mustapha studied the legal systems
on Islamic banking in Malaysia and Sudan and proposed them as lessons for Nigeria to borrow so as to
enhance and improve the situation (Mustapha, 2016). This work has not included Jaiz and Taj Banks, thus
leaving a gap that this research intends to fill.

Ezugwu, & Hassan, (2023) noted that there is always need for banks to improve their services to their
customers. This according to them will not only motivate the customers but also relieve them of the
frustration that poor services may lead to.

Adepoju, & Alhassan, M (2010) in discussing about the problems of Automated Teller Machines (ATMs)
and how its malfunctions can affect customers, gave various factors that cause ATM problems and their
adverse effects to the customers and banks. At the end, they suggested ways to resolve some of the
problems for the betterment of banks and customers.

The above literature cited show the importance of customers and banks. Serving customers is one of the
cardinal principles of banking. Literature on the ways to adopt for the enhancement of Islamic Banking in
North-western Nigeria in inadequate or lacking. Though researches on Islamic economic and banking
systems have been carried out by many scholars. However, the aspect of improving services to customers
in North-western Nigeria by Jaiz and Taj banks is lacking. This gap was what this research tried to cover.
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METHODOLOGY
Study Area
The study area of this research is North western Nigeria, whose population is predominantly Muslims.
The area consists of seven (7) States namely, Jigawa, Kaduna, Kano, Katsina, Kebbi, Sokoto, and
Zamfara. It has a population of 49 million people as per 2022 population survey by the National Bureau
of Statistics, (NBS, 2022).
The total number of Jaiz Bank branches in the North western Nigeria is 25 while that of Taj is 9.
Date Collection
Various modes of data collection were adopted while conducting the research. Some of which are briefly
discussed below.
Sample and Sampling Techniques
The sample and technique of sampling adopted in carrying out this research was purposeful. Four (4)
States out of the seven (7) were sampled based on security consideration currently in the region and ease
to the researchers. The States were Sokoto, Kebbi, Kano and Kaduna.
Population of the study
North-western Nigeria has a about 49 million while that of the sampled four states is 22,499,790, (NBS,
2022). The total number of Jaiz Bank branches in the study area is 25 while Taj has 9. The researchers
studied 13 branches, 7 of Jaiz, as follows:

i. Sokoto State (1- Ahmadu Bello Way Sokoto)

ii. Kebbi State (1- Ahmau Bello Way, Birnn-Kebbi)

iii. Kaduna State (2- Ali Akilu Road & Kano Road) and

iv. Kano State (3- Kabuga, Bello Way & Zoo Road)

With regards to Taj Bank, 6 branches, were studied namely-

i. Sokoto (1- Gusau Road)

ii. Kaduna State (3-. Kasuwan- Baccid, Ali Akilu Road & Sabon-Tasha) and

iii. Kano State (2- Kabuga & Hotoro).
Instruments
The research designed two forms of Questionnaires named BANK CUSTOMERS QUESTIONNAIRES
(BCQ) and BANK OFFICIALS QUESTIONNAIRES (BOQ) . They were designed to consist of closed
and open- ended questionnaires to guide the researchers and at the same time provide the respondents the
ability to freely express their views that are considered relevant to the research. For the BCQ
guestionnaires, 325 copies were distributed, and each branch was given 25. Out of the 325 copies
circulated, 274 were completed and returned. In respect of the BOQ) , a total of 130 questionnaires were
circulated with each branch having 10 copies. Out of this figure, 92 were completed and returned. The
BCQ and BOQ were circulated in 13 selected branches of Jaiz and Taj Banks in Sokoto, Kebbi, Kano and
Kaduna States as follows: Jaiz (07 branches) namely, Sokoto, Birnin-Kebbi, Kabuka, Hotoro and
Ahmadu Bello Way, Kano State (3), and Taj (06 Branches) namely, Sokoto, Hotoro, Kabuka, and Zoo
Road in Kano.

DATA PRESENTATION

The data collected on both bank officials and customers is presented below:
Gender/Sex Composition of the Respondents

Table 1: Sex of the Bank Officials in North-western Nigeria

Freguency Percentage
Valid Male 60 65.2
female 32 34.8
Total 92 100.0

Source: field work (2024)
In table 1 above, the analysis of the sex of the respondents of the two banks is given. The total
number of the respondents was 92. Out of this number, 60, representing 65.2% are male while
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32, representing 34.8 % are female. This shows that males seem to be the dominant employees
of Jaiz and Taj Banks in North-western Nigeria.
Table 2 : Sex of Bank Officials in Jaiz and Taj Banks in North-western Nigeria

Sex Jaiz Freq Percent Taj Freq Percent
Male 39 39 65 21 21 65.6
Female 21 21 35 11 11 34.4
Total 60 60 100 32 32 100

Source: field work survey (2024)

Table 2 above shows the sex of the respondents in both Jaiz and Taj Banks in North-western
Nigeria. From the table, out of the 60 respondents from Jaiz Bank, 39, representing 65% are
males while 21, representing 35% are females. Similarly, out of the 32 respondents from Taj
Bank, 21, representing 65.6% are males while 11, representing 34.4% are female. This shows
that the proportion of male employees in both banks is higher than female.

Table 3 : Sex Distribution of the Bank Customers in North-western Nigeria

Frequency Percentage
Valid Male 191 69.7
Female 83 30.3
Total 274 100.0

Source: field work survey (2024)

In table 3 above, the sex of the bank customers is presented. Out of the 274 respondents, 191,
representing 69.7% are males while 83, representing 30.3% are female. It shows that male
customers constitute the highest in bank transactions in the zone.

Table 4: Sex Distribution of the Bank Customers according to Jaiza and Taj Banks in North-
western

Sex Jaiz Bank % Jaiz Bank %

Male 115 69.9 76 71.0
Female 52 31.1 31 29.0
Total 167 100 107 100

Source: field work (2024)

In table 4, the sex distribution of bank customers is given for both Jaiz and Taj Banks. The total
respondents in the zone is 274. Out of this figure, Jaiz has 167 respondents. From this figure,
115 respondents are males representing 69.9% while the remaining 52, representing 31.1% are
female customers. Similarly, Taj Bank has total respondents of 107, out of which 76,
representing 71.0% are males while 31, representing 20.0% are females. This shows that in
both Jaiz and Taj Banks, the predominant customers are male.
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Table 5: Ways to Improve the Services of the banks to Customers in North-Western Nigeria ( Bank
Customers and Bank Officials

- Jaiz Taj
Respondents opinion Frequenc %
P P Bank Banks q y

Bank should improve good service delivery 10 4 14 3.83
To provide community development project 11 3 14 3.83
Create an awareness on Islamic banking and finance 14 3 17 465
system
Improve e-channel services 30 7 37 10.11
Develop good and stable network for easy 12 6 18 4.92
transaction
Bank should make available online banking service 10 4 14 3.83
Ge_t k_)etter quality of the_ staff by giving them 4 4 8 219
training on human relation
Islamic Bank managers should organize staff

A 5 5 10 2.73
performance appraisal either quarterly or annually
Advar_1ce more Islarr]lc banking terminologies for 8 3 11 301
effective service delivery
Banl§ should advance the standard of banking 6 2 8 219
service
_Let’s them improve the network facilities and there 6 4 10 273
is need to open more branches
Mobilization of rural community on Islamic
Banking 5 3 8 2.19
mobilize the personnel on good rapport or sense of 4 4 8 219
humor
Mak_e available more Islamic banking and finance 10 6 16 437
services
Provide qualified personnel 8 5 13 3.55
Open other pranchgs to give customers easy access 12 9 21 574
to the Islamic banking system
Provide Enough Halal Money in the Automatic
Teller Machine (ATM) 8 5 13 3.5
Create good counseling services among the staff 8 8 16 4.37
Need fo_r satisfactory Islamic banking and 7 4 11 301
accounting system
Assured protection of deposit 4 7 11 3.01
Prowdg soft loan for small and medium business 6 6 12 398
enterprises
To educate the masses and enlist their full
participation on Islamic banking system. 8 4 12 3.28
The . bapk management shou_ld stick to Islamic 10 21 31 8.47
Shariah in delivering their services
Islamlc bank needs _to upgrade their system to meet 11 5 16 437
up with the conventional banks
Prov'lde training and development of staff on human 10 7 17 465
relation
Total 227 139 366 100.05

Source: field work survey of the researchers, (2024)

27



Loloetal. ..... Int. J. Innovative Devpt & Policy Studies 12 (3):22-31, 2024

In table 5 above, ways to improve the services of the banks in the North-western Nigeria is
presented. The table represents the responses of both bank customers and Bank officials on the
same issue. There are about 25 ways that were suggested by the 366 respondents across the
banks. Out of the 25 ways suggested, Improvement of E-Channels has the highest response
rate of 37, representing 10.11%. This is followed by Bank Management should stick to
Islamic Shariah in delivering services with 31 respondents, representing 8.47%. Open other
branches to give customers easy access to the Islamic banking system is the next suggestion
with 21 respondents, representing 5.74%. The next is Develop good and stable network for
easy transaction, with 18 respondents, representing 4.92%. Create an awareness on Islamic
banking and finance system and Provide training and development of staff on human
relation are the next responses with 17 respondents each, representing, 4.65% each. The next
suggestions are Make available more Islamic banking and finance services and Islamic bank
needs to upgrade their system to meet up with the conventional banks, each with 16
respondents, representing 4.37% each. Bank should improve good service delivery, To provide
community development project and Bank should make available online, banking service are
the next suggestion with 14 respondents each. This represents, 3.83% each. Provide qualified
personnel and Provide Enough Halal Money in the Automatic Teller Machine (ATM) are next
suggestions with 13 respondents each, representing 3.55% each. The suggestions with least
respondents are Get better quality of the staff by giving them training on human relation,
Bank should advance the standard of banking service, Mobilization of rural community on
Islamic Banking and mobilize the personnel on good rapport or sense of humor each with 8
respondents, representing, 2.19% each.

Research Findings
For easy comprehension, the researchers have condensed the ways to improve services of Jaiz
and Taj Banks in North-western Nigeria into the following groups.
i. Provide Good services or be very Efficient
ii. Operate full Shariah in Transactions
iii. Enhance E-Channels/technologies
iv. Recruit knowledgeable staff in Shariah and Banking and train staff
regularly
v. Increase Enlightenment Campaigns, especially in the Rural areas.
vi. Establish more branches for easy and wider access
vii. Provide Community Services
viii. Create avenues for issuance of soft loans to customers

DISCUSSION OF RESEARCH FINDINGS

Below is a brief discussion on the major findings of the research.

Provision of Good Services and Being very Efficient

In any business or activity that man renders to fellow human being the goodness of the service
and the efficiency of the actors, are very important. Banking as a lucrative business is anchored
on these values. The staff and the management team should provide services that will entice
their customers. This tallies with Ezegwu and Hassan (2023) who found out that poor services
to customers precipitates waste of time of customers who stand in long ques for hours to be
attended to; frustrations and consequently, dislikes to the bank.

Operation of Full Shariah in Transactions

Jaiz and Taj banks are solely established Islamic Banking system. Islamic banking system
needs not to be combined with the western type. It was observed that some of the Islamic
Banks or some banks claiming to be operating Islamic Banking system, combine the two, that
Islamic and western. The works of Mustapha (2016) and Siddigi (2008) have echoed this
problem. Similarly, Bello and Abubakar (2014) in their work “Challenges and Solutions to
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Islamic Banking” noted this problem of combining Islamic Banking with Non-Islamic mode or
not fully implanting Islamic Banking. Therefore, Jaiz and Taj Banks should improve their
services in North-western Nigeria and implement Shariah totally in their transactions.

Enhance E-Channels/technologies

E-channels here we mean the transactions on ATMs, Mobile transitions or short internet
transactions. There banks need to have the latest banking devices based on latest technologies.
Adepoju and Alhassan (2010) have emphasized the need for banks to improve their e-channels
constantly to safeguard financial criminality. Therefore, Jaiz and Taj Banks should improve the
e-channels of their banks to make their service at par with non-Islamic Banks and also protect
the deposits of their customers

Recruit knowledgeable staff in Shariah and Banking and train staff regularly

Knowledgeable in Shariah is very paramount in whatever a Muslim does. As banks operating
based on the Shariah, the need to be abreast with the knowledge of the Shariah is paramount.
Therefore, their recruitments and staff should have the basic knowledge of Shariah on
transactions. The lack of knowledge of the Shariah will affect the operations of the banks in the
eyes of Muslims. Khan (1986) and Sanyinna (2020) have noted that one of the problems of
Islamic Banking is having the qualified staff who are knowledgeable in the Shariah. As a
result, some of the banks combine Islamic and western banking systems in their operations.

Increase Enlightenment Campaigns especially in the Rural areas

Public enlightenment is another way that will help to improve services of any business venture.
When you make yourself and your activities known by the public, you are very likely to
succeed. Though the knowledge of the existence of the Islamic banking system may be
available but their activities and services may not be known fully especially to the rural
dwellers who are the majority. This issue is captured by most researchers like Bello and
Abubakar (2016); Adepoju and Alhassan (2010) Ezegwu and Hassan (2023). Enlightenment of
the public will enhance the growth of the banks

Establish more branches for easy and wider access

More branches are required for improve access to the banks. The number of branches available
are not adequate to give access to people in North-western Nigeria. This is very acute in the
rural areas.

Provide Community Services

Community services are being provided but mostly it is the cities. There is need to expand this
service to the rural areas.

Create avenues for issuance of soft loans to customers

Soft loans to customers can serve as motivation. Therefore, Jaiz and Taj Banks can come out
with this programme. This also will enhance motivate of customers and expansion of the banks

CONCLUSION

The paper shows the ways that will help to improve the services of Jaiz and Taj Banks in
North-western Nigeria. It be noted that customers are very key figures in banking especially in
countries like Nigeria. They account for the various profits and growth of banks. Improving the
services of the banks will help to acquire more customers, thereby expanding the banks and the
capital base.

RECOMMENDATIONS
Based on the findings of this research, the following recommendations can be provided, if
these recommendations are implemented more customers will enroll with the Islamic banking
thereby expanding the banks. More branches of Jaiz and Taj banks should be established in the
States of Northwest Nigeria especially the Rural Areas.

1. Provide Good and efficient Services to customers

2. Both Jaiz and Taj Banks should adopt full Shariah in their operations
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3. More branches should be established especially in the rural areas to give more access to

the services of the banks.

Provide effective e-channels services to customers

The banks should recruit additional qualified staff that are conversant with the Shariah

and Islamic banking system.

6. Enlightenment campaigns should be made by Jaiz and Taj banks from time to time on
the operations of the banks and the kind of services they offer.

7. Staff should be trained periodically to imbibe ethics in handling transaction with
customers. Molestation or ill-treatment of customers should be avoided.

Ao

8. Jaiz and Taj Banks should try to execute some projects in their host communities.
9. Soft loans should be given to interested customers to enhance their businesses or
economic empowerment
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