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PERCEPTION OF CUSTOMERS TOWARDS SERVICES OF BRANCHES OF NATIONALISED COMMERCIAL
BANKS OF SEMI URBAN AREAS WITH SPECIAL REFERENCE TO E-TECHNOLOGY

BIDYUT JYOTI BHATTACHARIJEE
ASST. PROFESSOR
B. H. COLLEGE
HOWLY, BARPETA, ASSAM

ABSTRACT

Due to adoption of privatization and globalization policies, the nationalized commercial banks of India come under pressure in their business. One of the reasons
is the presence of private banking companies in this endeavor. Maintaining a good relationship with the customers is the primary functions of the banking
business and to increase the profitability of the banking unit; it is necessary to emphasis on the business which is located in rural and semi urban areas in
particular. So, the banking units have to satisfy the customer of semi urban areas along with the customers of urban and metropolitan cities. Keeping in mind the
above fact, the present study has undertaken to examine whether the customers of semi urban area are satisfied with the banking services especially in the
modern era. The study includes 60 customers of Barpeta district of Assam; a semi urban area who is the customers of different nationalized commercial banks of
India. The data are classified and interpreted with the help of tabulation and graphs. The result shows that the customers are not satisfied with the banking
services at all and especially with the ATM services. Therefore, awareness program should conduct in different time regarding the use of other e-technology
devices to make smooth and prompt business transaction. Moreover, some remedial measure should necessary to adopt by the top management of banking unit
to ensure better quality services.

KEYWORDS

Customer Service, Semi Urban Areas, E-Technology, ATM.

INTRODUCTION
ue to liberalization and privatization, the nationalized commercial banks facing stiff competition from their rivals. To survive, the banks have to satisfy
their customers. Today the development in technology and innovation in financial services, impact on both domestic and cross border transactions.
Now-a-days financial institutions can no longer rely on these committed relationships or established marketing techniques to attract and retain
customers. As markets break down into heterogeneous segments, a more precisely targeted marketing technique is required, which creates a dialogue with
smaller groups customers and identifies individual needs. The advent of new technologies in the business of bank, such as internet banking and ATMs, Tele
Banking, Electronic Fund Transfer, Anywhere Banking, satisfied the customers to a large extent.
Thus, in this era of increased competition, in order to prosper it will be imperative for banks to focus on developing long-term relationships with their rural and
semi-urban areas customers. The focus of banks should be to shift their orientation from transaction marketing to the cultivation of relationship marketing.
Realizing the need of customer relationship management in banks, this article focuses on the customers’ perception regarding the semi urban branches of
nationalized commercial banks especially with the e-technology services.

STATEMENT OF THE PROBLEM

The motivation for the present study started with the observation threat all over the world there is a growing concern towards attracting and maintaining long
term relationship with customers as an important corporate strategy for success and survival. The forces of deregulation, globalization and advancing technology
have increased the competitive pressures in the banking industry.

Banks are concentrating only on acquiring new customers. In this concern it is felt necessary to make a study on services provided in small towns. How far
customers are satisfied with services of banks in semi urban area? To improve the performance of banks; giving concentration only in big cities will not serve the
purpose because large sections of people are residing in semi urban as well in rural areas.

OBJECTIVES OF THE STUDY

® To examine Customer’s perception on services of branches of nationalized commercial banks located in semi-urban area.
® To understand the level of use of e-technology tools by the customers of branches of nationalized commercial banks.

RESEARCH METHODOLOGY

The study is based mainly on primary data which have been collected through structured questionnaire to the customers. A sample of 60 customers selected
from four nationalized commercial bank on the basis of convenient sampling method. The study area is limited to Barpeta District of Assam. It is poised for a
spectacular growth in the near future. The area, being a commercial place, many public and private sector banks has established its branches.

ANALYSIS AND FINDINGS

The data are analyses with the help of different tables and graphs in the following manner.

TABLE- 1.1: SEX OF RESPONDENT

Sex No. of Respondent | % age of Respondent
Male 40 67
Female | 20 33

Source: Field Survey

TABLE- 1.2: AGE OF RESPONDENT

Age No. of Respondent | % age of Respondent
18-24 12 20
25-30 16 27
31-39 12 20
40 & above | 20 33

Source: Field Survey
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TABLE- 1.3: QUALIFICATION OF RESPONDENT

Qualification No. of Respondent | % age of Respondent
HSLC 04 7

HSC 12 20

Graduate 24 40

Post Graduate | 20 33

Source: Field Survey

In the sample 67% respondent are male and 33% respondent are female. About 20% of the respondent fall under the age category of 18-24 years, 27% of the
respondent falls under 25-30 years of age category whereas 20% of the respondent falls under 31-39 years and 33% of the respondent belongs to the age
category 40 and above. The qualification of respondent in case of HSLC passed is found to be 7%; 20% of the respondent are H.S.C passed, whereas 40% of the
respondent are graduate and 33% of the respondent are post graduate.

Chart No 1: Services Taken by the Respondent
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It is seen that 40% of the respondent take services in investment in fixed deposit, whereas 100% of the respondent invest in saving bank account. Investment in
current account deposit is nil; 3% of the respondent takes term loan; 20% of the respondent invest in mutual fund and 10% respondent invest in public
provident fund. In this regard the bank officials should take some steps to attract the customers in investing different schemes.

Chart No 2: Respondent’ Satisfactory Level on Banking Service
2% age of Respondent

m Highly Satisfied
W To some extent

Dissatisfied

It shows that regarding customer satisfaction level with banking services; the level of highly satisfied by respondent is nil. On the other hand 67% of the
respondents are satisfied for to some extent and 33% of the respondents are fully dissatisfied. It implies the customers are not satisfied with banking services.

TABLE 2: REASONS FOR OPENING A/C

Reasons No. of Respondent | % age of Respondent
Near 02 03
Required 40 67
Facility 20 33
Attractive | 00 00

Source: Field Survey

From the table above it is found that 3% of the respondent opens account because it is near to them, whereas 67% of the respondent opens account because
they feel that it is required and 33% of the respondent opens account due to facility. No one is opening an account in this area because of attractive services
provided by the banking branches like car parking facility, seating arrangement, drinking water facility.

TABLE 3: WAITING TIME TAKEN FOR DEPOSIT

Duration (In Mints.) | No. of Respondent | % age of Respondent
5 min- 15 min 06 10
15 min- 30 min 14 23
30 min- 60 min 12 20
60 min & above 28 47
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It is revealed that according to the 10% of the respondent; they have to wait for 5-15 minutes in depositing there money, 23% respondent opined those 15-30
minutes required for depositing the money. Similarly, 20% respondent agrees that 30-60 minutes required and according to 47% respondent 60 minutes and
above are require for such purpose.

TABLE 4: WAITING TIME TAKEN FOR WITHDRAWAL

Duration (In Mints.) | No. of Respondent | % age of Respondent
5 min- 15 min 12 20
15 min- 30 min 24 40
30 min- 60 min 15 25
60 min & above 09 15

Source: Field Survey
The above table shows that waiting time taken for withdrawal of money is 5-15 minutes on the basis of 20% respondent. Again, 40% respondent wait for 15-30
minutes and 15% respondent has to wait for 60 minutes and above for withdrawal transaction.

TABLE 5: SATISFACTORY LEVEL OF RESPONDENT REGARDING BANKING EMPLOYEE ATTITUDE

Level No. of Respondent | % age of Respondent
Highly Satisfied | 04 6

To Some Extent | 28 47

Dissatisfied 28 47

Source: Field Survey
Regarding banking employee attitude, the number of satisfied respondent is found to be 6%, whereas 47% of the respondents are satisfied for to some extent. A
peculiar thing has been noticed that 47% of the total respondents are fully dissatisfied with employee attitude. The maximum respondent believes that the
employees are getting fixed salary so shows no effect on their job and also because of unaware of banking different services.

TABLE 6: AWARENESS ABOUT E-TECHNOLOGY IN BANKING

Awareness | No. of Respondent | % age of Respondent
Little 24 40
High 08 13
No 28 47

Source: Field Survey
It is revealed that 40% of the respondent are little aware about e-technology in banking, 13% of the respondent are highly aware and 47% of the respondent are
not aware about e-technology in banking.

Chart 3: Awareness of Modern Banking Channels
% age of Respondent
120

100 -~

80 -

60 -

ATM Internet Banking Phone Banking Mobile Banking

In case of awareness of modern banking channels; 100% respondent are aware about ATM, 40% respondent are aware of internet banking, 7% respondent are
aware of phone banking and 10% respondent are aware of mobile banking.

TABLE 7: FREQUENCY OF USE OF BANKING CHANNELS
Channels Frequency
ATM Very often (40) [67%] ; Rarely (20) [33]; Not at all (00) [00]
Internet Banking | Very often (12) [20%] ; Rarely (04) [7%]; Not at all (44) [73%]
Phone Banking Very often (00) [00%] ; Rarely (00) [00%]; Not at all (60) [100%]
Mobile Banking Very often (00) [00%]; Rarely (00) [00]; Not at all (60) [100%)]

Source: Field Survey

The table clearly shows that 67% respondent use almost regularly the services of ATM and 33% respondent use it rarely. In case of internet banking, 20%
respondent use it very often, 7% respondent use rarely and 73% respondent does not use at all. Again, no person is using the services of mobile banking.

TABLE 8: REASONS FOR NOT USE OF BANKING CHANNELS

Channels Frequency

Internet Banking | Risky (00) [00]; High charge (00) [00]; Don’t feel necessary (32) [53%]; Inadequate Knowledge (20) [34%]; Don’t have facility (08) [13%]

Phone Banking Risky (00) [00]; High charge (00) [00]; Don’t feel necessary (50) [83%]; Inadequate Knowledge (20) [33%]; Don’t have facility (10) [17%)]

Mobile Banking Risky (00) [00]; High charge (00) [00]; Don’t feel necessary (20) [33%]; Inadequate Knowledge (40) [67%]; Don’t have facility (00) [00%)]
Source: Field Survey
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Here, it is seen that 53% respondent do not feel necessary, 34% respondent have inadequate knowledge and 13% respondent says that this facility is not
available in this region. In case of phone banking, 83% respondent does not use because they do not feel necessary, 33% respondent have inadequate
knowledge and 17% respondent replies that there is no facility. Again, majority of the respondent (67%) have not been using mobile banking because of lack of
adequate knowledge.

TABLE 9: OPERATIONAL PROBLEM S IN THE USE OF MODERN TECHNOLOGY

Problem No of Respondent | % age of Respondent
Hacking Problem 08 13
Unskilled employees 04 07
Lack of training and guidance 00 00
Out of order problem 44 73
Crime and cheating problem 12 20
Lack of Knowledge 06 10
No reception Facility 02 03
No detail information of services | 00 00

Source: Field Survey
From the table, it is revealed that 13% respondent thinks hacking problem is the main problem in modern technology, 7% respondent believes that existence of
unskilled employees affects the smooth operation of modern technology. Again, 20% respondent argues that adoption of modern technology invites crimes and
cheating problem where as majority of 73% respondent faces out of order problem in using modern e-technology.

Chart 4: Level of Satisfaction with ATM Services
% age of Respondent

m Highly Satisfied
60 m To Some Extent

Dissatisfied

It is depicts that only 13% respondents are highly satisfied with ATM services whereas 27% respondent replies that to some extent they are satisfied with ATM
services. On the other hand a majority of 60% respondent are fully dissatisfied.

SUGGESTIONS

® “May | help you?” counters should be installed in those banks which do not have it. The person posted to this counter should have good communication skill,
patience, knowledge about bank working and be fully conversant with various types of forms and vouchers and should keep with him ready stock.

®|n some banks, there is great rush during peak hours and their transactions get delayed due to this. So, to overcome this situation, more cash counter should be
opened and therefore more personnel should be employed to man these counters.

®Training should be imparted to the staff in connection with customer relationship management

®Proper monitoring of performance standard of the staff is necessary

eGrievance cell is to be opened

®Bank employees should properly behave with the customers

®There should be sufficient seat arrangement with AC facility

eThere should be enquiry/ reception counters in every bank

®There should be a liaison manager in every bank to deal with customer grievance.

®More number of ATM should be established and opened everywhere

®There should be separate counter for women and senior citizen

®The staff should be alert when there is a customer

®Special strategies are to be taken for positive consequences like special training for individual behavior to the employees

®Awareness programme should be conducted regarding adoption of e-technology

®Annually some gifts like wallets, executive dairies, small bags, calendar etc. should be given to the customers having fixed deposit.

CONCLUSION

It is concluded that to maintain stable growth in the business, the nationalized commercial banks should provide better services to the customers especially in
the semi-urban and rural areas. The study disclosed that in the semi urban areas the customers are not satisfied with employee attitude and with services
provided by the banks. In this area, awareness program may be conducted frequently regarding the use of e-technology. The development and use of
technology only can help to provide better services particularly in reducing time taken for making transaction with customers. Since the customers of this area
are more rely on ATM services hence more ATM counter should be opened with a staff that helps to minimize the hacking problem. Moreover, in ATM counters,
cash is not available in time when some customers demand amount and it becomes major reasons of their dissatisfaction. So some remedy should be worked
out by top management at least the customers may able to withdraw the amount from the ATM counters whenever necessary.
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