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A STUDY ON CONSUMER AWARENESS ABOUT BANKING SERVICES IN MADURAI CITY 
 

S. RENUGADEVI 

RESEARCH SCHOLAR 

BHARATHIAR UNIVERSITY 

COIMBATORE 

 

ABSTRACT 
Consumer awareness is about making the consumer aware of his/her rights. In terms of economic output, rural India accounts for almost half (48%) of the 

country’s economy, and the rural markets have the potential to reach $500 billion by 2020. E-banking was gradually replacing the traditional branch banking 

system. Customer awareness is necessary to identify the key success factors to survive in intense competition and increase the market share. Consumer 

awareness is about making the consumer aware of his/her rights. It is a marketing term which means that consumers are aware of products or services, its 

characteristics. Though the first consumer movement began in England after the second  world war, a modern declaration about consumer’s rights was first 

made in the United States of America in 1962. Bank provides a variety of products & services to the customer, the various services offered by the banks can be 

utilized by the customers only when they are aware of the services. This study is carried on to find out the consumer awareness level about banking services  in 

Madurai city, The present study is based on primary data collected from 100 respondents by means of a questionnaire. Random Sampling Technique was applied 

and Statistical tools like Percentage Analysis, and Chi square test, was carried out in order to reveal the results of the study.Following null hypotheses were 

formulated for testing the assumptions. 

 

KEYWORDS 
consumer awareness, banking services, Madurai City. 

 

INTRODUCTION 

s the saying goes, change is the only certainty. And it is this change that would govern the banking industry, which is graduating from financial 

intermediary into risk intermediary. The repetitive and overlapping systems and procedures have given way to simple key-press technology, ensuring 

accuracy and speed of data flow to improve overall efficiency through Knowledge Management. The emerging Information Technology (IT) facilitates in 

utilizing Knowledge Management effectively and efficiently to improve both product range and service quality in the banking sector. Definitely by 2020, the vast 

and enormous differences in the ambience presently noticed between public sector banks and the new generation private sector as well as foreign banks would 

be noticeably narrowed down. But the dominance of public sector banks, which accounts for nearly 80% share in the banking sector, is likely to reduce 

considerably by 2020.  

Technology has played a vital role in the evolution of banking sector, through speed creation, accuracy and efficiency of operation and reduction in the 

transaction cost. Banking services are now oriented to “anyhow, anywhere, anytime and any type” banking. The regulatory requirements and compliance regime 

in post-Basel II scenario and Sarbanes-Oxley Act and Anti money Laundering requirements, complicates the processing of voluminous data besides the process of 

their storage and retrieval in the desired form and at desired speed. Banks may have to move on to behavior analysis approach for fine-tuning their products. 

Many financial institutions, particularly banks, may not survive in the new millennium because they are relying on late 1990s surveys to plan third-millennium 

products and services and thus they may land up with the wrong products, perhaps designed for consumers who no longer exist. Most people see the future as 

more of the same. Unless one can visualize tomorrow as history so as to perceive what may happen day after tomorrow, perhaps one cannot visualize what will 

happen a decade or so later. 

 

OBJECTIVES OF STUDY 
1. To know the consumer awareness level about banking service 

2. To know the customer satisfaction level 

3. To know the consumer awareness about various banking technology 

 

HYPOTHESES OF STUDY 
HYPOTHESES I 

There will be no significant difference between male and female in their Awareness level of internet banking. 

HYPOTHESES II 

There will be no significant difference between educational qualification and awareness about banking services 

 

CHANNELS 
Instead of merely providing what the bank concerned could offer from its fold, banking may encompass extension of all the services that are required and 

dictated by customers. Clients should get services from the banks on a 24x7 basis on an online ATM connected to the network. Whosoever the banker may be, a 

customer should be able to access his or her bank account through a PC/laptop/mobile or an ATM around the corner. The time spent by the bank with 

customers would be reduced, thereby improving profitability through low operational cost that would ensure time saving for the customers, as a by-product. 

 

CORPORATE FINANCE 
Most corporate bankers still assume that the nature of their business will protect them from the most destructive effects of the digital revolution. They say that 

the client relationship is the most important thing, based on trust, and that this cannot be replaced by an electronic channel. While this is certainly true in the 

short-to medium term, the long-term future is far less certain. The lesson of history is that whatever starts to work on a smaller scale tends to have an impact 

later on larger financial arrangements. For small- to medium-sized businesses, it is already clear that online banking is going to alter the decisions they take. 

 

CONSOLIDATION IN BANKS 
Restrictions of operations of foreign banks in India, currently enjoying marginal share of less than 10%, are likely to go by 2009, paving way for many changes. 

We might expect greater breadth of products, depth in delivery channels and efficiency in operation, without losing focus on customer needs of Indian populace. 

A consolidation exercise in the banking industry cannot be kept in cold storage, if we view it from the following angle: 

a. Due to diversified operations and varying credit profiles of banks, merger and consolidation would serve as a risk mitigation or risk-sharing mechanism, 

besides increasing the potential for growth. 

b. Owing to greater scale and size, consolidation can help save cost and improve efficiency. 

c. Avenues can be explored for raising capital to meet international Basel II norms. 

d. Distinct geographical presence could come together to leverage respective strengths. 

A
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PROJECTED INDICATORS OF BANKS IN INDIA IN 2020 
Consequent to nationalisation in 1969 and economic liberalisation in 1991, banks in India are on fast-track growth in size, technology and deliverables to 

customers. In view of paradigm shift in banking focus, there cannot be any reasonable estimate of the financial figures that banks are slated to achieve.  

• The GDP growth rate is around 7 to 8 per cent per annum with good industrial growth in the manufacturing sector, which is expected to fuel higher need 

for bank credit — at the corporate, trade and individual levels. 

• The country is graduating from a low-income regime to a middle-income one, with large expendable resources/money and disposable income. 

• Increased percolation of technology applications from metro and urban centers to semi-urban and rural areas. 

• There are many macro-level factors such as government policies dictated by political constraints, technology innovations, enhancements in human skill, 

increase in real-sector production, national income, etc. 

• With international best practices in risk management penetrating into the Indian banking system, the system is growing into a mighty financial network 

with strong capital base and robust risk management system. 

• Apart from competition from foreign banks, the Indian postal department is also exploiting its network and entering commercial banking operations. 

• Growth in owned funds are in the range of 15% to 20%, annual credit deployment is about 12%, and fixed assets are going up by 5%. 

• Owned funds of banks in India need to be strengthened as they embrace international best practices on risk management. 

 

RESEARCH METHODOLOGY 
The research survey was answered by a mix group of people among the customers of the Banks. The survey was conducted through questionnaires to a group of 

people and only 100 respondents filled in our survey that focused on gathering information about awareness level of banking services offered by   banks in 

Madurai  .In this study convenience-sampling method is used, thus the respondents were randomly selected. 

 

RESEARCH DESIGN 
Research design is the plan, structure and strategy of investigations conceived to obtain answers to research questions and to control variance. The research 

design constitutes the blue print for the collection, measurement and analysis of data. It helps the researcher in the allocation of his limited resources by posing 

crucial choices. 

SAMPLE SIZE: Sample sizes of 100 respondents were selected for this study. 

 

TABLE SHOWING THE RESPONDENTS PROFILE 

        Particulars     No of  Respondents              Percentage 

  Gender   

   Male 87 87% 

   Female 13 13% 

                                  Total 100% 

Age   

Up to 25 18 18% 

26-35 45 45% 

36-45 27 27% 

Above 45 10 10% 

                                  Total 100% 

Educational level   

    High school 22 22% 

    Bachelor\Diplomo 46 46% 

    Master 23 23% 

    PhD 9 9% 

                                  Total 100% 

Family Income   

    Below Rs.10000 30 30% 

    Rs.10001-Rs.20000 36 36% 

    Above Rs.20000 32 32% 

                                  Total 100% 

Residential area   

Rural 28 28% 

Semi-urban 32 32% 

Urban 40 40% 

                                  Total 100% 

   

Familiar banks   

SBI 32 32% 

IOB 22 22% 

Indian bank 18 18% 

Others 28 28% 

                                  Total 100% 

Type of account   

Saving account 62 62% 

Current a/c  24 24% 

Fixed deposit a/c 11 11% 

Recurring deposit a/c 3 3% 

                                  Total 100% 

   

Respondents using ATM 82 82% 

Respondents not using ATM 18 18% 

                                  Total 100% 
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DATA ANALYSIS AND FINDINGS 
The above table describes the demographic profile of the respondents which consists of gender, age, level of education etc. From a total of 100 completed 

questionnaires received. According to our analysis of the demographic characteristics of the respondents majority, we can say that, 45 % of the respondents are 

between the ages of 25 to 35. 27% is between the age group of 36 and 45. Within the respondents 52% are male and remaining 48 % is female. If we check the 

education level of the respondents we can say that, majority of the respondents are degree holder that is 45% and 9 % of the respondents are doctorate. 

 

TABLE SHOWING THE AWARENESS ABOUT BANKING SERVICES 

Banking service Aware % Not Aware % 

Credit cards 88 12 

Internet banking 85 15 

Mobile banking 65 35 

Banking rates   72 28 

Housing loan  95 5 

Personal loan 96 4 

Education loan 93 7 

Cash credit 22 78 

Bank over draft 52 48 

Letter of credit  15 85 

SAMPLING METHOD 

Convenience-sampling method has been effective for this study purpose. 

DATA COLLECTION 

Data will be collected from both primary and secondary sources of information. 

PRIMARY SOURCE 

All necessary information about the study has been collected from personal contact and discussion by using of Questionnaire method. 

Type of data                         :  Primary 

Data collection method       :  Questionnaire 

SECONDARY SOURCES 

Data has been collected from external sources such as, published articles, websites, web links etc. 

CHI-SQUARE TEST 

HYPOTHESES I 

There will be no significant difference between male and female in their Awareness level of internet banking 

 

Internet banking Gender Total 

Male Female  

Aware 28(30.45) 7(4.55) 35 

Not aware 59(56.55) 6(8.45) 65 

Total 87 13 100 

Source: Primary data 

 

                  

 

 

Here the calculated value is less than table value .Hence our hypothesis is accepted. So there is no significant difference between   male and female respondents 

regarding the awareness about internet banking. 

HYPOTHESES II 

There will be no significant difference between educational qualification and awareness about banking services 

 

Educational qualification Respondents awareness Total 

Aware Not aware  

School level 21(22.42) 8(6.38) 29 

Degree   27(25.74) 6(7.26) 33 

Master degree 13(13.26) 4(3.74) 17 

Others 17(4.38) 4(4.6) 21 

Total 78 22 100 

 

Calculated value Degree of freedom Table value 

6.7 5% 16.9 

Here the calculated value is less than table value .Hence our hypothesis is accepted. So there is no significant difference between educational qualifications and 

awareness about banking services. 

 

CONCLUSION 

According to the Madurai study, we conclude that the most of the bank customers are not aware about all the banking services. The banks have to take 

necessary steps to educate the customers regarding the new technology and other services offered by the banks. Banks may extend customer meeting time with 

bank officials and also friendly approach is necessary. Definitely it will help to retain the existing customers and to attract new customers. It will automatically 

improve the banking service and development of banks in India and also in abroad.  

Generally, it is concluded that every aspect of banking will be transformed by new technology by 2020. Customer-friendly products, delivery channels, 

relationship banking, dependency on IT systems and competitive pricing would be the driving forces, but a pressure-cooker atmosphere cannot be avoided. The 

most successful institutions will be those that combine visionary technology and very competitive pricing with strong relationships and brands built on trust with 

previous in-depth experience of the client business. Banks may adopt some new strategies to move to high-tech banking as a necessity of e-commerce, e-

banking, etc. Identification of select branches from out of the entire spread of the   branch network to provide innovative services. In the scenario of severe 

competition and escalating expectation of the customers for newer products and improved as well as alternative delivery channels, the nerve centre of banking 

activities will be redefined. 

                  

 

Calculated value Degree of freedom Table value 

2.3327 5% 3.84 
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