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A COMPARATIVE STUDY ON THE SERVICE QUALITY OF BANKS WITH REGARD TO OCCUPATION AND
INCOME OF THEIR CUSTOMERS

DILIP KUMAR JHA
ASST. PROFESSOR
DEPARTMENT OF ECONOMICS
GURU GHASIDAS VISHWAVIDYALAYA
KONI

ABSTRACT

The entry of information technology into the banking industry has created a revolution in this sector. To beat one another, service providers viz. public sector,
private sector and foreign sector banks launches new kind of technological application into banking services every day. In this situation, expectations rise and
customers become more inclined towards the quality of service aspects. Thus, ultimately it is the service quality that differentiates the best banking out of the
average one, in the coming days. This research adopted a survey questionnaire based on the amended Banking Service Quality Scale. It included five service
quality dimensions, broken down into 28 statements, for capturing the wide range of services offered by the three banks namely public sector, private sector and
foreign sector banks. The research findings show that there are significant differences among the Indian private, public and foreign banking sectors in terms of
customer perceptions of service quality and the degree of importance attached to various dimensions of service quality.

KEYWORDS

Service quality, private banking sector, public banking sector, foreign banking Sector, Banking Service Quality.

1. INTRODUCTION

ervice quality offers a way of achieving success among competing services, particularly in the case of firms that offer nearly identical services, such as

banks, where establishing service quality may be the only way of differentiating oneself. The Banking sector being a service-oriented industry has to

sustain on the ground of quality of customer service. The prompt, efficient and speedy customer service will tempt the existing customers to continue
and induce new customers to try the services offered by a bank. At the same place, if customers perceive quality as unsatisfactory, they may be quit to take their
businesses elsewhere.
Therefore, level of customer satisfaction is becoming the major target of banks to increase their market share. Non-price factors become more important, now a
day. Bankers have to shed a lot of old ideas, change in practices, develop customer loyalty programmes, and adopt a distinct approach to meet the challenges
ahead. Every Bank, where it is private or public or foreign sector, is trying hard to achieve this and want to associate their customers for the long term duration.
Hence, it is desirable for banks to develop a customer-centric approach for future survival and growth.

2. OBJECTIVES OF THE STUDY

The broad objectives of the study are as follows:

1. To compare the perceptions of the people in terms of their occupation about the quality dimensions of bank’s services provided by the selected branches
of the three major Indian banking segments i.e., private, public and foreign banks.

2. To compare the perceptions of the people in terms of their income about the quality dimensions of bank’s services provided by the selected branches of
the three major Indian banking segments i.e., private, public and foreign banks.

3.  To make recommendations to enhance customer satisfaction in the banking industry in general.

1.2.1: HYPOTHESES

Hypothesis 1: There are no significant differences in the perceptions of the Occupational groups regarding the quality dimension of the bank service.

Hypothesis 2: There are no significant differences in the perceptions of the Income groups regarding the quality dimension of the bank

3. METHODOLOGY

This study has been conducted in New Delhi, as it being the national capital and Mumbai, as being the business centre of the country. Both of these cities
witness the latest changes in the banking services and have almost all the present day consumer banking service dimensions which satisfy the customers.
Moreover, both the place is also representative of people belonging to various demographic profile of urban life relevant to modern consumer banking services.
A convenience sampling of roughly 520 dispersed banking customers within the six selected banks branches from public, private and foreign banking sectors of
India from the two cities both male and female was considered for the study purpose. Two branches were selected from each bank, with care to include
variation in geographic location and size. The unit of observation and analysis of this study is the individual banking customer, either in private or public or
foreign banks. The definition of banking customer is “an individual who has had (during the study period) bank account in anyone of the above three banking
sectors.

A well structured questionnaire was prepared for this study. The questionnaire was divided into three sections. Section A was designed to obtain demographic
information about customers, Section B had 28 questions which were intended to analyze the awareness and satisfaction of the customers contacted for this
study. In section B, the questions were on the basis of Likert’s five point scale.

4. RESULT & DISCUSSION

The result (Tablel) indicates that the businessmen (44.2%) and service persons (36.5%) visit the bank branch more regularly to satisfy their financial needs in
compare to Professional (5.8%) and others (13.5%). This means, bank should more inclined to satisfy the needs of the businessmen and service persons as to
make larger profits.

ANOVA Test results (Table 3) propose that there is a significant variance in the perception among Occupational status of the respondent about the quality
dimension of the three types of bank namely Private sector Bank, Public Sector Bank and Foreign Sector Bank at 5% level of significance. It shows that the
foreign sector and private sector banks cater the needs of businessmen and service persons in a better way as compared to public sector banks.

The different income group of the respondents (Table 2) shows that, majority of the respondent (63.5 %) belongs to the annual income between 2-5 lakh, 28.8%
of them had income less than one lakh, while only 5.8% and 1.9 % of the respondent were belong to high income group people ( from 5-7 lakh and above). It
means, the middle income group people is the prime concern for the new generation banks. Thus, quality of the banking services should be so designed as to
satisfy the need of the middle income group people mostly.

It was also found that (Table 4) there is a significant variance in the perception among the different income group of the respondents about the quality
dimension of the banks taken for the study purpose. It shows that the foreign sector and private sector banks offer wide range of products to lure the middle
income group people as compare to public sector bank.
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Therefore, on the basis of this study, it can be stated that within the creative management of the construct of service quality, managers of the respective banks
may contribute to the achievement of both external marketing goals and internal bank goals, as improving the level of service quality provided to the customers
may help to benefit the banks, in terms of customer satisfaction, customer loyalty and then profitability.

Thus, it is recommended that Indian banking sector should work on improving their marketing strategies and policies to enhance the levels of service quality.

REFERENCES

1.

Bhattacharyay, Biswa N. (1990), "Is Customer Service Deteriorating in the Indian Banking Industry?", the .fast growing new marketing concept
of Vikalpa, Vol. 15, No. 3, pp. 23-29.

2. Bhattacharyay, S. K., and Zillur Rahman (2004), "Capturing the Consumers Voice: The Centerpiece of Strategy Making, A Case Study in Banking", European
Business Review, Vol: 16, No. 2, pp. 128-138.

3. Chaudhari, Sumitra (2002), ""Some Issues of Growth and Profitability in Indian Public Sector Banks", Economic and Political Weekly, Vol. 37, No. 22,-pp.
2155-2162.

4.  Coskun, A., and Cheryl J. Frohlich (1992), "Service: The Competitive Edge in Banking." The Journal of Services Marketing, Vol. 6, No. 1, pp. 15-22.

5.  Debasish, Sathya Swaroop (2003), "Service Quality in Commercial Banks: A Comparative Analysis of Selected Banks in Delhi", Indian Journal of
Marketing, Vol. 30 (March).

6.  Ghakrabarty, K.C. (1996), "Customer Service in Banks: Search for a New Paradigm", in Jadhav, Narendra (ed.), Challenges to Indian Banking Competition,
Glnbalisation and Financial Markets (New Delhi: Macmillan Indian Ltd.), pp. 201-212.

7. Gopal, K.S. (1997), "Competition in the Banking Industry"”, IB A Bulletin, January, pp. 11-15.

8.  Kumar, Rajeev, and R.K. Mittal (2002), "Challenges before the Public Sector Banks in India: A Managerial Perspective", The Journal of Indian Management
and Strategy, Vol. 7, No. 4, pp. 27-32.

9.  Nash, Susan, and Derek Nash (2003), Delighting Your Customer (New Delhi: BPI Indian Pvt Ltd.), pp. 11-154,.

10. Phatak, Yogeshwari and Naseem Abidi (2000), "Clients Perception of Quality in. Banking Services: And Empirical Study"”, in M. Raghavachari, and
K.V.Ramani (eds.), Delivering Service Quality (New Delhi:Macmillan India), pp. 141-146.

APPENDIX

TABLE 1: OCCUPATIONAL STATUS OF THE RESPONDENT

Frequency | Percent | Valid Percent | Cumulative Percent
Valid | Service 190 36.5 36.5 36.5
Professional | 30 5.8 5.8 42.3
Business 230 44.2 44.2 86.5
Others 70 13.5 13.5 100.0
Total 520 100.0 100.0

TABLE 2: DISTRIBUTION OF INCOME OF THE RESPONDENT

Frequency | Percent | Valid Percent | Cumulative Percent
Valid | Less than 1 Lakh | 150 28.8 28.8 28.8
1-5 Lakh 330 63.5 63.5 92.3
5 - 7 Lakhs 10 1.9 1.9 94.2
Above 7 Lakhs 30 5.8 5.8 100.0
Total 520 100.0 100.0
TABLE 3: ANOVA TABLE-OCCUPATION VERSUS QUALITY DIMENSIONS
Sum of Squares | df Mean Square | F P value
Modern Equipments Between Groups | 15.955 3 5.318 3.911 .009*
Within Groups 701.737 516 | 1.360
Total 717.692 519
Counting Machines Between Groups | 37.088 3 12.363 12.704 | .000*
Within Groups 502.142 516 | .973
Total 539.231 519
Credit Card Between Groups | 46.381 3 15.460 9.373 .000*
Within Groups 851.119 516 | 1.649
Total 897.500 519
Internet Banking Between Groups | 66.388 3 22.129 14.515 | .000*
Within Groups 786.688 516 | 1.525
Total 853.077 519
Updating Passbooks Between Groups | 47.548 3 15.849 14.461 | .000*
Within Groups 565.529 516 | 1.096
Total 613.077 519
Clarity in stat./bill Between Groups | 42.869 3 14.290 13.420 | .000*
Within Groups 549.439 516 | 1.065
Total 592.308 519
Error free Service Between Groups | 38.494 3 12.831 13.122 | .000*
Within Groups 504.583 516 | .978
Total 543.077 519
Safe Transaction Between Groups | 35.012 3 11.671 12.725 | .000*
Within Groups 473.257 516 | .917
Total 508.269 519
New services Between Groups | 19.216 3 6.405 5.254 .001*
Within Groups 629.053 516 | 1.219
Total 648.269 519
Attends Needs Between Groups | 3.350 3 1.117 .788 .501
Within Groups 731.073 516 | 1.417
Total 734.423 519

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, ECONOMICS & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/

53




VoLUME No. 4 (2014), | ssue No. 09 (SEPTEMBER)

| SSN 2231-4245

Grievance Redressal Between Groups | 69.519 3 23.173 13.688 | .000*
Within Groups 873.558 516 | 1.693
Total 943.077 519

Replacement of Products | Between Groups | 9.180 3 3.060 4.573 .004*
Within Groups 345.244 516 | .669
Total 354.423 519

Equal Treatment Between Groups | 39.139 3 13.046 7.198 .000*
Within Groups 935.284 516 | 1.813
Total 974.423 519

Understandable Staffs Between Groups | 15.889 3 5.296 4.975 .002*
Within Groups 549.304 516 | 1.065
Total 565.192 519

Fulfill Promises Between Groups | 11.356 3 3.785 3.062 .028*
Within Groups 637.875 516 | 1.236
Total 649.231 519

Telephonic Queries Between Groups | 49.159 3 16.386 13.210 | .000*
Within Groups 640.072 516 | 1.240
Total 689.231 519

Knowledgeable Staffs Between Groups | 29.950 3 9.983 6.453 .000*
Within Groups 798.320 516 | 1.547
Total 828.269 519

Cordial Customer Relation | Between Groups | 15.896 3 5.299 6.235 .000*
Within Groups 438.527 516 | .850
Total 454.423 519

Prompt Service Between Groups | 9.806 3 3.269 2.810 .039*
Within Groups 600.194 516 | 1.163
Total 610.000 519

Competitive Charges Between Groups | 46.670 3 15.557 21.036 | .000*
Within Groups 381.600 516 | .740
Total 428.269 519

Cheaper Interest Rates Between Groups | 46.357 3 15.452 19.540 | .000*
Within Groups 408.066 516 | .791
Total 454.423 519

Convenient Time Between Groups | 17.231 3 5.744 5.363 .001*
Within Groups 552.577 516 | 1.071
Total 569.808 519

Pleasant Facilities Between Groups | 20.541 3 6.847 4.436 .004*
Within Groups 796.382 516 | 1.543
Total 816.923 519

Comfortable waiting Area | Between Groups | 122.123 3 40.708 15.376 | .000*
Within Groups 1366.146 516 | 2.648
Total 1488.269 519

Parking Facilities Between Groups | 69.585 3 23.195 11.872 | .000*
Within Groups 1008.107 516 | 1.954
Total 1077.692 519

Approachable Distance Between Groups | 14.791 3 4.930 5.787 .001*
Within Groups 439.632 516 | .852
Total 454.423 519

Overall Satisfaction Between Groups | 12.769 3 4.256 4.479 .004*
Within Groups 490.308 516 | .950
Total 503.077 519

Overall Servqual Between Groups | 9.185 3 3.062 3.411 .017*
Within Groups 463.123 516 | .898
Total 472.308 519

SD-Standard Deviation, *significant Differences, P<0.05
TABLE 4: ANOVA TABLE-INCOME VERSUS QUALITY DIMENSIONS
Sum of Squares | df Mean Square | F P value

Modern Equipments Between Groups | 201.692 3 67.231 67.231 | .000*
Within Groups 516.000 516 | 1.000
Total 717.692 519

Counting Machines Between Groups | 78.625 3 26.208 29.360 | .000*
Within Groups 460.606 516 | .893
Total 539.231 519

Credit Card Between Groups | 132.045 3 44.015 29.671 | .000*
Within Groups 765.455 516 | 1.483
Total 897.500 519

Internet Banking Between Groups | 191.622 3 63.874 49.828 | .000*
Within Groups 661.455 516 | 1.282
Total 853.077 519

Updating Passbooks Between Groups | 81.804 3 27.268 26.484 | .000*
Within Groups 531.273 516 | 1.030
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Total 613.077 519

Clarity in stat./bill Between Groups | 181.035 3 60.345 75.711 | .000*
Within Groups 411.273 516 | .797
Total 592.308 519

Error free Service Between Groups | 87.925 3 29.308 33.227 | .000*
Within Groups 455.152 516 | .882
Total 543.077 519

Safe Transaction Between Groups | 146.815 3 48.938 69.863 | .000*
Within Groups 361.455 516 | .700
Total 508.269 519

New Services Between Groups | 163.663 3 54.554 58.089 | .000*
Within Groups 484.606 516 | .939
Total 648.269 519

Attends Needs Between Groups | 235.272 3 78.424 81.071 | .000*
Within Groups 499.152 516 | .967
Total 734.423 519

Grievance Redressal Between Groups | 236.653 3 78.884 57.620 | .000*
Within Groups 706.424 516 | 1.369
Total 943.077 519

Replacement of Products | Between Groups | 42.666 3 14.222 23.539 | .000*
Within Groups 311.758 516 | .604
Total 354.423 519

Equal Treatment Between Groups | 301.332 3 100.444 77.002 | .000*
Within Groups 673.091 516 | 1.304
Total 974.423 519

Understandable Staffs Between Groups | 119.738 3 39.913 46.233 | .000*
Within Groups 445.455 516 | .863
Total 565.192 519

Fulfill Promises Between Groups | 104.625 3 34.875 33.043 | .000*
Within Groups 544.606 516 | 1.055
Total 649.231 519

Telephonic Queries Between Groups | 55.534 3 18.511 15.073 | .000*
Within Groups 633.697 516 | 1.228
Total 689.231 519

Knowledgeable Staffs Between Groups | 241.845 3 80.615 70.934 | .000*
Within Groups 586.424 516 | 1.136
Total 828.269 519

Cordial customer Relation | Between Groups | 77.817 3 25.939 35.540 | .000*
Within Groups 376.606 516 | .730
Total 454.423 519

Prompt Service Between Groups | 125.394 3 41.798 44.506 | .000*
Within Groups 484.606 516 | .939
Total 610.000 519

Competitive Charges Between Groups | 14.330 3 4.777 5.954 | .001*
Within Groups 413.939 516 | .802
Total 428.269 519

Cheaper Interest Rates Between Groups | 9.817 3 3.272 3.798 | .010*
Within Groups 444.606 516 | .862
Total 454.423 519

Convenient Time Between Groups | 45.202 3 15.067 14.820 | .000*
Within Groups 524.606 516 | 1.017
Total 569.808 519

Pleasant Facilities Between Groups | 236.923 3 78.974 70.260 | .000*
Within Groups 580.000 516 | 1.124
Total 816.923 519

Comfortable Waiting Area | Between Groups | 382.451 3 127.484 59.487 | .000*
Within Groups 1105.818 516 | 2.143
Total 1488.269 519

Parking Facilities Between Groups | 138.904 3 46.301 25.449 | .000*
Within Groups 938.788 516 | 1.819
Total 1077.692 519

Approachable Distance Between Groups | 24.969 3 8.323 10.000 | .000*
Within Groups 429.455 516 | .832
Total 454.423 519

Overall Satisfaction Between Groups | 115.804 3 38.601 51.432 | .000*
Within Groups 387.273 516 | .751
Total 503.077 519

Overall Servqual Between Groups | 111.944 3 37.315 53.430 | .000*
Within Groups 360.364 516 | .698
Total 472.308 519

SD-Standard Deviation, *significant Differences, P<0.05
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In this age of Commerce, Economics, Computer, |.T. & Management and cut throat
competition, a group of intellectuals felt the need to have some platform, where young
and budding managers and academicians could express their views and discuss the
problems among their peers. This journal was conceived with this noble intention in view.
This journal has been introduced to give an opportunity for expressing refined and
innovative ideas in this field. It is our humble endeavour to provide a springboard to the
upcoming specialists and give a chance to know about the latest in the sphere of research
and knowledge. We have taken a small step and we hope that with the active co-
operation of like-minded scholars, we shall be able to serve the society with our humble

efforts.
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