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Introduction

Banking being a service-oriented activity, customer satisfaction is something integral to the business

The Talwar Committee on customer service put it very aptly when it said that, “The main purpose oj
banking is to create and deliver customer needed services in a customer salisfying manver -~ The
individual customer is the presiding deity for banks in the field of retail banking. All the products and
services are designed and offered to satisfy the financial needs of the customers. The customers belong
to different economic, educational, cultural and social backgrounds. So, the products and services
offered also vary. A satisfied customer is a source of publicity for the bank. Much light has not
been thrown on the sociological dimension of customer satisfaction which of course is equally

in determining customer satisfaction. Apart from the psychological dimension, the present

important
study has attempted to focus a profile of sample bank respondents. A background of socio-economic
r satisfaction towards computerized services offered by

characteristics of selected respondents and thei
public sector and private sector banks in the study area is analyzed and presented in this chapter.

Objectives of the Study

The present study has the following objectives
]. To study and analyze the impact of new development in information technology on the banking

services and its customers.

he customers and their satisfaction with computerized banking services.

2. To discuss the public of t
f satisfaction of the customers regarding

3. To offer suggestions for enhancing the level o
computerized banking services.
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Socio-Eoncomic Profile of Customers

Most of the factors that influence customer satisf:
customers. Profile of the sample I'CSP_O“"C_"[S have
such as age, sex, education, occui?atlon, mC(_)mcr.0
period of account holding. The socio-economic p

paragraphs.

d

ction are pertaining (o socio-economic aspects of
been presented in lhl._s chapter under varioys heads
bank where account 15 held, type 9f accounts

file of bank customers is presented in the following

Age Wise Distribution of Respondents

: i k and Canara bank
The table 1 describes age wise distribution of respondent in md]l::sittjiircll i e subanch ks
selected for the study. Based on their age, respondents have been ¢ i

less than 25years, 25-50 years and above 50 years.

Table 1
Age Wise Distribution of Respondents
Number of Respondents = ole
Age in Years Indian bank ﬁanara bank 5
- ?3?4.66) (14.67) 1120‘;66)
60
47
ek (62.67) (80.00) g?l .34)
4
bove 50 2
s (2.67) (5.33) 2?30) ok
Total 75 75 %
(100) (100) (100)

It is clear from the table .1 that out of the total respondents taken for the study, 34.66 per cent of the
respondents in Indian Bank and 15 pre cents of the respondents in Canara Bank belong to the age group
of less than 25 years. 62 per cent of the respondents in Indian banks and 80 per cent of the respondcn'ts
in Canara Bank belong to the age group of 25 — 50 years and the 62.67 per cent of the respondents in
Indian Bank and 2.67 per cent of the respondents in Canara Bank are in the age group of 50 years and
above.

It is concluded that majority (62.67 per cent and 80 per cent) of the respondents belong the age group
0f 25-50 years in Indian and Canara Banks respectively.

Sex Wise Distribution of Respondents

The table 2 describes sex wise distribution of respondents in Indian Bank and Canara Bank sector banks
selected for the study.

Table 2

Sex Wise Distribution of Respondents

Number of Respondents
Sex Indian bank Canara bank Total
Male 61 65 126
(81.33) (86.87) (84.00)
Female 14 10 24
(18.67) (13.33 1
Total 7 e : f 520)
(100) (100) J (100)
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table 4.2 depicts that out of the total respondents taken for

ndents in Indian Bank and 86.67 per cent of the respondents it:eCZtr:]afjrz‘Ifl'ia Eiet o
ining 18.67 per cent of the respondents in Indian Bank and 13,33 per ce tar;_ S UM the
"2 Bank are Gehale nt of the respondents in

concluded that the majority (81.33 per cent and 86.67 pe it
n Bank and Canara Bank banks respectively. B fetpondents e s

sial Status wise Distribution of Respondents

table 3 describes marital status wise distribution of respondents in Indi
< selected for the study. oo in Indian Bank and Canara Bank

Table .3

Marital Status Wise Distribution of Respondents

Number of Respondents

rital Status Indian bank Canara bank Total

rried 31 45 76

. (41.33) (60.00) (50.66)

married 43 27 70
(57.33) (36.00) (46.67)

hers 1 3 4
(1.34) 4.00

tal 75 (75 : (51;37}
(100) (100) (100)

 table .3 reveals that

out of the total respondents taken for the study, 41.33 per cent of the

sondents in Indian Bank and 60.00 per cent of the respondents in Canara Bank banks are married
157.33 per cent .of the respondents in Indian Bank and 36.00 per cent of respondents in Canara Bank
unmarried. It is concluded that the majority (60.00 per cent) of the respondents are married in

ara Bank and 57.33 per cent of respondents are unmarried in Indian bank.

ucation wise Distribution of Respondents

: table .4 describes education wise distribution of
:fted for the study. The educational status of sample
h as school education, college education, professiona

respondents in Indian Bank and Canara Bank
respondents is classified into five categories,
| and others (diploma holders).

Table 4
Educational Wise Distribution of Respondents
———
A Number of Respondents

ducation

Indian Bank Canara Bank Total
chool Education 4!! an Ban G s ]
' 533 14.67) (10.00) e
ollege f” ) gg A

53.33)

ofessional (2594,66) ;542'00) (5 : =]
. ———— (138.63) ?2‘00} (235.34)
. (1.33) (15,33L__________... l1‘-33

75 1 .
Bl o (100) 100  (100)
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It table 4 indicates that among the total respondents selected for the study, 533

respondents in Indian Bank and 14.67 per cent of the respondents in Canara Bar}k :-1r oy

level education. 54.66 per cent of the respondents in both Indian Bank and Canara Ba ekonly With Scho|
level education, while 38.68 per cent and 32 per cent of the respondents in both lndian Barc With Collcge
Bank are with professional education and the remaining 1.33 per cent and | 33 o
respondents are others (Diploma holders) in both Indian Bank and Canara Bank, =7 PET cent of the
concluded that the majority (54.66 per cent and 52.00 per cent) of the respondents who s
college level education both in Indian Bank and Canara Bank respectively. 7 COMpleteq

Occupation wise Distribution of Respondents

The table 5 describes occupation wise distribution of respondents in Indian Bank and Canl ara
sclfctcd for the study. For this purpose the respondents are classified into five categorjes Bank
agriculturist, salaried, professional, business and other (students and house wives). » Such g

Table 5

Occupation Wise Distribution of Respondents

Number of Respondents o T
Occupation Indian Bank Canara Bank Total B o e
Agricultural 3 2 5 ]
(4.00) (2.67) (3.33)
Salaried 32 35 67
(42.67) (46.67) (44.67)
Professional 11 14 25
(14.67) (18.67) (16.67)
Business 12 11 23
(16.00) (14.66) (15.33)
Others 17 13 30
(22.66) (17.33) & (20.00)
Total 75 75 150
(100) (100) (100)

The table .5 shows that out of the total respondents taken for the study, 4 per cent of respondents in
Indian Bank and 2.67 per cent of respondents in Canara Bank are agriculturist. 42.67 per cent of
respondents in Indian Bank and 46.67 per cent of respondents in Canara Bank are salaried (either the
government or private concemns). 14.67 per cent of respondents in Indian Bank and 18.67 per cent of

the respondents in Canara Bank are professionals, 16.00 per cent of respondents in Indian Bank and
14.66 per cent of respondents in Canara Bank are business mean and the remaining 22 per cent of
respondents in Indian Bank and 17.33 per cent of respondents in Canara Bank are others category

(students and housewives).
It is concluded that most of the respondents (42.67 per cent and 46.67 per cent) are salaried category
in Indian Bank and Canara Bank respectively.

Monthly Income wise Distribution of Respondents

d Canara Bank

The table.6 describes monthly income wise distribution of respondents in Indian Bank an
selected for the study.
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Table ¢
Monlhly Income Wise D

istribution of Respondents
m&: Number of Respondents 1)
e ndian Bani W“T\W
Less than 10,000 4\4\9
2
; 538.672 548.07!
24 46

10,000 to 20,000

20,000 anq abovye

The above table ¢
respondents in Indian Bank
of less than Rs. 1 0,000/-29.33
in Canara Bank fa]) in the jn
respondents in Indjan B PEr cent of respondents
group of Rs.20,000 and above,

feveals that out of

nd 38 67

COme &roup of Rs.10,000 — 20,0
ank and 29 33

e majority, 58.67 PEr cent of the Tespondents are | the income le
Rs.10,000 in Indian Bank and 38.67

vel of less than
Per cent of Tespondents are in the income le
Rs.10,000 in Canara Bank.

vel of less than

Distribution of Respondents op the Basis of Type of Accounts

Classification of respondents on the basis of the types of account held is shown below in the table 8.
Table .8

Type of Accounts Wise Distribution of Respondents

Number of Res ondents
Types of Accounts F TR m
Savings account (8;5,; 3) (68‘.900) (781_367)
Current account l (5; i (12600) 8 966)
e B ’ (4.?)0) (8-30) (ﬁi‘(’f’
e (134 Ui 50
E e I ( ]Z):-;)) (100) (90)

68 per
sl BT dy, 89.33 per cent and

s lear rom the table 8 that out of o respol;d; ; t;etral:::t t:;; l;ez sg:r zent of the resporlllceients;?;:
Cent ings bank accounts, S. ts have both the acc
curre?“ ;isc‘:’(z:g:l:jdh?h\frzz ; ri'fing 4 per cent and 8 per cent of the responden

| ian Bank and Canara Bank respectively.

Itis con
Oung

- » gs
dents are having savin
Cluded that (he majority (89 per cent and 68 per cent) of the respon
both i, Indian Bank and Canara Bank.

313




The Indian Economic 1

Distribution of Responde

The period of a
years, and above

oumal = 1ISSN 0019 4062

nts on the Basis of Preiod of Account Holding

ccount holding has been classified into four categories such as
. . o . . . o - «
1S years. This classification is shown in the table .9

Table .9

, less than s years, ¢
LR IO

Account Holder Wise Distribution of Respondents

Number of Respondents
Period Indian Bank Canara Bank T VT
Less than S years 38 37 7;'”\\.
(50.67) (49.33) i
S-10 years 26 25 (5510'““)
(34.67) (33.33) L B s, L
10— 15 years 8 T (2100
S
(10.66) (14.67) (1267
15 years and above 3 2 G : g
(4.00) (2.67) (3.33)
Total 75 75 150 G
(100) (100) (100
) \J

e W™

b

of the total respondents taken for the study, 50.67

heir bank account for less than 5 years in);ndian BP;;ch::;ag:n49_33 per
respectively. 34.67 per cent and 33.33 per cent of the respondents have their bank account f:ra Bank
years in Indian Bank and Canara Bank respectively and 4 per cent and 2.67 per cent of the res rs5-10
have their bank account for 15 years and above in Indian Bank and Canara Bank rcspet:tive]ypcmm13

The table .9 indicates that out
cent of the respondents have t

(51 per cent and 49 per cent) of the respondents have their account for less
;

It is concluded that the most
ank and Canara Bank respectively.

than 5 years both in Indian B

E-Payment Service Wise Distribution of Respondents

Table 10 describes the e-payment services of banks availed by the customers.

Table .10

E-Payment Service of Banks

Indian Bank Canara Bank

Awareness Availed Awareness Availed
e-Payment

No. of Respondents | No. of Respondents No. of Respondents No. of Respondents

N=75 N=175 N=75 N=75

B pae il Sl

Payment of LIC 39 36 40 35
Premium (52.0) (48.0) (53.33) 46.67)
Payment of 52 33 46 29
Electricity bill (56.0) (44.0) (61.330 38.67)
Payment of _ 41 34 45 30
Telephone bill (54.67) (45.33) (60.0) | (400)  _—]
Payment of House 47 28 52 23
tax (62.67) (37.33) (63331 m i a 30.67)
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Payment of Water

oo oo SRR N B o P VS
L Charge 28 4%
i e — sy
ll‘mmrm ol Income “(, ) D = El”l)_ﬁ_.* ,_{‘M B i L 13ROV PSSR
i £2 2 49 26
Paymen of eyt L% o R g 3067) ..ﬂmw__(.’llﬁlnmm__.ﬂ_,ﬁh.‘.,,‘Qi‘,,fl?l._ ettt
~Professional Ty | (s 2_3 $2 LB
Payment of By — 1 {36.0) (69.13) (30.67)
| Subscrip M 60.0 3;) 51 24
Payment of Reny ‘ﬁr’\_%g_ﬂvl (68.0) (32.0)
3 _ S5 46 29
| Gifiremimances —1-8l39) G867 (61.33) G8.67)
49 26
%KM)\ (65.33)

(34.67)

offered by both Indjan Bank ;l:]&:]t g;e majority of the respondents are aware of the €-payment services
availed by the sample respon e l:at":eim following are the highlights of some of the services

and 46.67 per cent) and pay

Y area such as, payment of L|C premium (48.00 per cent
professional tax (36.0¢ per

ment of telephone bill (45.33 per cent and 38.67

-0/ per cent) and payment of
respondents avail the e-pay(t:lintand 3067 per cent) both in Indian Bank ang Canara Bank. Most of the
Denk Nt service of payment of LIC premium both in Indian Bank and Canara

ise Utilizati - i :
Card Wi tion of E Banking Services by the Respondents (Processing Time)
The table 11 describes that carg Wise distribution of i ing time i
ditn Dok And Cinms Bat s, respondents regarding processing time in both
Table 11
Card Wise Distribution of Respondents (Processing Time)
g ) Procusing Time (minutes)
Service Time Taken Indian Bank Canara Bank
No. of Respondents No. of Respondents
(N = 75) (N=75)
L <] Month 34 26
Card (45.33) (34.67)
AN >| Month 41 49
(54.67) (65.33)
Total 75 75
(100.00) (100.00)
e <1 Month 29 ( 326
: (38.67) 42.67)
Credit Card M 46 43
(61.33) (37.33)
] 75 15
Tota (100.00) (100.00)
2 28 \
; <] Month (42.67) (37.33)
Debit Car 3 47 \
h
>1 Mont (5133) (527?7)
Total F 0;500) 10000 1
31 \
| 3 <1 Month (41.33) (3(230) ‘
: C
1._ oo >| Month 44 (64.00)
] (58.67) 75 l
‘ : 75
é Total (100.00) (100.00)
e
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ATM Card

The Table 4.11 reveals that 45.33 per cent and 34.67 per cent of the respondents have receiveg
ATM card in less than one month and 54_(,7.pcr cent and 65.33 per cemt of the rcspondemsh
received the ATM cared more than one month in Indian Bank and Canara Bank banks reSPectiveIYave

Credit Card

, ; : the responde ;
It is clear from the table 11 that, 38.65 per cent and 42.67 per cent of pondents have rece;,,
Credit card in less than one month and 61.33 per cent and 57.33 per cent of the res mﬁedha?
received the Credit cared more than one month in Indian Bank and Canara Bank banks respectivey e

Debit Card

&

The Table 11 depicts that 42.67 per cent and 37.33 per cent of the respondents have received the D
card in less than one month and 57.33 per cent and 62.67 per cent of the respondents have received the
Debit cared more than one month in Indian Bank and Canara Bank banks respectively.

Smart Card

The Table 11 depicts that, 41.33 per cent and 36.00 per cent of the respondents have received the Smart
card in less than one month and 58.67 per cent and 64 per cent of the respondents have receiyeq the
ATM cared more than one month in Indian Bank and Canara Bank banks respectively. It js concluded
from the table 11 that the time required for processing various cards to the customers is considerably
reduced in Indian Bank and Canara Bank.

Card Wise Distribution of Respondents (Transction Time)

The table 12 describes that card wise distribution of respondents regarding transaction time in both
Indian Bank and Canara Bank banks.

Table 12

Card Wise Distribution of Respondents (Transaction Time)

Transaction Time (minutes)
Service Time Taken Indian bank Canara bank
No. of Respondents No. of Respondents
(N =75) (N =175)
<5 Month 46 36
ATM Card (61.33) (48.0)
>5 Month 29 39
(38.67) (52.0)
Total 75 75
(100.0) (100.0)
<5 Month 92 43
Credit Card (69.33) (57.33)
>5 Month 23 32
(30.17) (42.67)
Total 75 75
(100.0) (100.0)
\ <5 Month 54 46
Debit Card (72.00) (61.33) o
>5 Month 21 29
(28.00) (38.67) TR
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al
L8 [ conomic Jonarmid
nd!¥
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o e e | S Total 75 75 =
= s I (100.0)
<5 Month 34 (";‘;n}
o Card (45.33) 48
: gmart (art 5% Vicais Y { 390]
: Ko i e A ST (52.0)
i Total 75 75
I_//_, (100.0) (100.0)

ATM Card

The Table 12 reveals that the time tz.tken ff)r ATM transaction is less than 5 minutes for 61.33 per cent
and 48 per cent of the respondents in Indian Bank and Canara Bank respectively. Whereas 38.67 per
cent and 52 per cent of the respondents it takes more than 5 minutes in Indian Bank and Canara Bank

banks rcspeclively.

Credit Card

The Table 12 reveals that the time taken for Credit transaction is less than 5 minutes for 69.33 per cent
and 57.33 per cent of the respondents in Indian Bank and Canara Bank respectively. Whereas 30.67
cent and 42.67 per cent of the respondents it takes more than 5 minutes in Indian Bank and Canara

Bank banks respectively.

Debit Card

The Table .12 reveals that the time taken for Debit card transaction is less than 5 minutes for 72 per
cent and 61.33 per cent of the respondents in Indian Bank and Canara Bank respectively. Whereas 28
per cent and 38.67 per cent of the respondents it takes more than 5 minutes in Indian Bank and Canara

Bank banks respectively.

Smart Card

The Table 12 reveals that the time taken for Smart card transaction is less than 5 minutes for 45.33 per
cent and 48 per cent of the respondents in Indian Bank and Canara Bank respectively. Whereas 54.67
per cent and 52 per cent of the respondents it takes more than S minutes in Indian Bank and Canara

Bank banks respectively.

It is concluded from the table 4.12 that the time required for transaction for various cards to the
customers is considerably reduced in Indian Bank and Canara Bank.

Components Wise Distribution of Respondents

First, the extent of customer satisfaction availed of by sample respondents have been measured with
the help of the scale namely, “Customer Satisfaction Scale” constructed on the basis of nine

components.
The researcher has identified 15 components to measures the impact of computerization on customer
satisfaction towards banking services. As there is no readymade scale to measure the gtlSMtgn of
customers towards computerized banking services, 2 scale named “Customer Satisfaction Scale” has
been developed on the basis of the scores awarded to the selected FOmP"“‘“ts- With the help of this
scale the extent of customer satisfaction has been measured. The nine components arcé Clcznvcmc.nce,
Courteous service, Employee Competence, Responsiveness, Assurance, i e Laimthaare

Handling complaints and Retail Banking.
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Satisfaction
enicnce Factors and Level of Satisfact

i | spondents under th ;
ble 13 describes the level of satisfaction of the resp e Convenience facm :

The table L { :
lin:i?an Bank and Canara Bank banks. &

The relevant factors selccfcd for the Study are,

CON 1: Convenient lgcz'mon

CON 2: Convenient timing

N3: Reduced processing time.
gngl: Positive atmosphere inside the bf.mk and
CONS5: Wide range of products and services.
Table 13

Convenient Factors and Level of Satisfaction

Indian Bank - C:n;:m
: spondents 0. 0 m?\
Facteny = e T HDS HS s EL”‘W
CONI 34 36 4 I 28 37 B
(45.33) (48.0) (5.33) (1.33) (45.33) (69.33) @0 | g3
CON2 20 a4 9 2 31 41 3 47L
(26.67) (58.67) (12.0) (2.67) (41.33) (54.67) 2.67) 13
CON3 18 43 12 2 32 al ¥ _.LFL
(24.0) (57.33) (16.0) (2.670 (42.67) (54.67) (1.33) 143
CON4 21 a1 12 i 33 40 lﬁ-LlL
(28.0) (54.67) (16.0) (1.33) (44.0) (53.33) (1.33) 13
CONS 14 47 12 2 30 42 > =
(18.67) (62.67) (16.0) (2.67) (40.0) (56.0) (2.67) i3
Note: Figures in brackets represent percentage to total.
Itis clear from the table 13 that most of the respondents belonging to the Indian Bank and Canara Bank

are more satisfied with “Convenient factors” such as, convenient location (48 and 4533 per cent
Convenient Timing (26.67 and 41.33 per cent), reduced processing time (24 and 42.67 per cent),
positive atmosphere inside the bank (28.0 and 44.0 per cent) and wide range of products services (1867

and 40.0 per cent).

Itisc i i 4 i
oncluded that most of respondents are more satisfied with the “Convenient factors” in Canara

Bank comparing that of Indian Bank banks respondents,
Courteous Service factors and Level of Satisfaction

The relevant factors selected for the Study are,

CSERI:  Welcome t i .

S he customers with smile and make them feel

((3:31?;32 :r g‘c,r_sjfive attitude and willingness to serve the customers
: Vviding requisite information t

ggg}é‘; Individual attention ang i e

Employee are courteous
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Table 14

Courteous Service Factors ang Level of Satisfaction

lndiln Bank '_\TT—\‘
"'-—__ﬁ__s___x_' No. Drnts ndtn's Anara an

e No. of Respondents
B B ree ] LU g HDS s s DS HDS
1467 38 20 6 10 57 7 BES
e e - 50.67
CSER2 AJ]:L‘_‘%_L : 521-"--:?1 gajog ;135331 __(7:20} (9 333) (l lm
CSER3 T \-@'@L_‘&@_ (4.0) 12.0 (82.67) 4.0) (1.33)
|_(160) | 6:}50 14 4 8 LY R 1
CSER4 3 ‘%{L% 5.33 (10.67) (82.67) (5.33) (133)
(10.67) 50 67 4 8 55 T I
CSERS msm %—%:&g__&;_s)‘ 10: g?i_;:’.g (14667) (1 ;3)__
——-—_.___._,J-_(__ 67) 6533 20
Note: Figures in bmkem;(r#aiﬁ.ﬂ‘l 10.6 (78.67) (8.0) (2.67)

Itis found from the table 14 that the major;

: b : .

Bank are satisfied witp Coe ri- i:]ctyf:cf:to;h:”r:;i‘})lndmts belonging 10 Indian Bank and Canara
make them feel as specig] (50.67 an

! cent), Providing
individual attention (50 67 and 73

It is concluded that the majority of the respondents are sat;

in Canara Bank comparing that of Indian Bank respondents. Sl g
Employee Competence Factors and Level of Satisfaction

The relevant factors selected for the Study are,

EC5: Having patience and proper guidance to all services.

respondents under the “Employee competence

factors” in both Indian Bank and Canara Bank. :E
Table .15 g

}

Employee Competence Factors and Level of Satisfaction \

Indian Bank Canara Bank ¥ E
Factors No. of Respondents No. of Respondents E

HS S DS HDS HS S DS HDS |
BCIev et 56 7 1 8 63 {430} ; 133] E
(14.67) (74.67) (9.33) (1.33) (10.67) (84.0) : : i
o e as 17 2 9 63 2 ] :
— | (1467 (60.0) (22.67) (2.67) (12.0) (84.0) (2.67) (1.33)
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IR S A A LR e
__(5.33) (12.0) (78.67)
¥ 2 57
(4.0) (12.0) (76.0)
; 4 T
2.0 56.0 25.33) (6.67) (12.0) (77.33)
o \ o total.

res in brackets represent percentage t

P dents belonging to Indian Bank
; table 15 that majority of the respon and

! ob;e;v fjdﬂ?l:n“gmployee competence factors such as knowledgeable. about the banC;":;Bm

atisfie d 84.0 per cent), the employee are more skilled and capable of y.:

bank staffs are able to provide professi Aol

technology (60 and 84 per cent), the ional adyiea |
::ng:qgr:c(ais.o Eﬁd 78.67 per cent), bank employee know what your needs are and how thece o
products can satisfy you (53.33 and 76 per cent) and having patience and proper guidance to a); servi c;

(56 and 77.33 per cent).

luded that the majority of the respondents are satisfied with the “Employee
o paring that of Indian Bank banks respondents. competence

Note: Figu

are s .
products and services (74.67 an

It i
factors” in Canara Bank com

Responsiveness Factors and Level of Satisfaction
The relevant factors selected for the Study are,
RES 1: Respondents to customer enquires immediately.
RES 2: To help customers and provide prompt services.
RES3: The bank staffs adequately communicate information’s to their customers.
RES4: Promptness with which employees willing to serve and
RESS5: Resolving problems quickly.

The table 16 describes that the level of satisfaction of the respond “ .
factors” in both Indian Bank and Canara bank. pondents imderthe ‘Hespoits

Table 16

Responsiveness Factors and Level of Satisfaction

Indian Bank
Factors - No. of Respondents No.c:r“n Bandl:n -

S DS HDS =
= Lok | e o | 2 [n | el
RES2 17 20 (‘:’;D (2-f7) (17.33) (80.00) 33 | ax
%4 2267) | (53330 12 60 2 :
RES3 ' (22.67) (133
e, aon) s 5 = D T e

: . (21.33
RES4 :[3,7330 :;,2 - ) 2(1-33) 3(14-6‘»') 6§57.330 (5.33) l(7.6‘9__
e et ; 67 4
: 33) (58.67) 8 61 5 I

Note: Figures in brackets rerrocee 2, [ G330 [ (10.67) (81.33) (6.67) (133 |

S represent Percentage to total.
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0 Roponnivernens Feton sich as, responding (o customer engulres inmedistely (58 67 and 8.
. o), 10 I CURIDITIETS A provide prompt service (43,39 and #0.0 1 Cont), e Dl st
K«luawh COMIMINIEAL IOTBAON 8 10 thelr eustoriers (5739 wndd 77 'H‘,m ),

oy W which employees willing to serve (62,6 and §2.67 per cont) mnd resolying problisme
:uit“_\ N0 and K1Y | et cent

iy concluded that the majority of the respondent are satlsfled with (he "Responsiveness fmtons” i
Canirn Tk compar g that of Tndian Bank respondents,

Anranee Fuctors wnd Level of Satisfuetion

The relovant factors selected for the Study are,
ASN 1 Malntaining the customer secrecy

ASN 21 Providing Services at right time,

ASSY: Providing aceurate service,

ASSE: Providing transparent service and
ASSSENolving the problems of eustomers

The table 17 describes that the level of satisfuction of the respondents under the “Assurance factors”
in both Indian Bank and Canara Dank,

Table 17
Assurance Factors und Level of Satlsfuction
; ‘1 : Indlan Bank annuu_ﬁuh
L No. of Respandents No. of Respondents
| e : 5 TN iy N 17 o
AR Y ] 2 I 60 i P
o | men | @0 | @ [ (073 | M0 | (13 | (13D
B ® XA | 12 00 : !
(22.67) (33.39) (22,07 (1.3%) (16.0) (§0.0) (267) (133)
Y ¢ e oo 16 l [ y : l
avoy | ot | @ | aw | @m [ e | w0 | o
AT 1) 4 ' - . ol
: n':{m (o:?on (13.33) 267 (1067 | (8267 (539 (1.3%)
R s L]
ASS 4 7 s : Y
2 ol | esen | aaen | eam | oo | wo | am | 66

N&:?qurﬁ in brackets represent percentage (0 total,

isfied with
; orlty of the respondents belonging to Indlan Bank are sat
]ﬁ.l::’:.:c?r:cw~ ml:lrimlnt:lnlng the customers secrecy (58.67 and 80 per cent), providing

' jce (57.33 and 81,33 per cent), !
) 43 and 80 per cent), providing aecurate serv
mmf l:alﬁ;m (li:v?:o (62.67 and 82.67 per cont) and solving the problems to customers (58.67

and 80,0 per cemt).

fent
It is concluded that the mujority of the responc
Bank comparing that of Indian Bank respondents.

are satisfied with the “Assurance factors” In Cunara
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Security Factors and Level of Satisfa

The relevant factors selected for the Study are,
SEC 1: Minimize the risk. .
SEC 2: Safe for the customers {0 US€ the ATM at night.

SEC3: Debit cared protected against unauthorized use.

SEC4: Protecting the data and the information and

SECS: Customer feel safe in their transaction with the bank.

The table 18 describes that the level of satisfaction of the respondents under the "Secumy .

in both Indian Bank and Canara Bank.

Table 18

Security Factors and Level of Satisfaction

Indian Bank CanaraBank
No. of Respondents
Factors - Noé of Respond[c);ts e = - = _—E
SECI1 17 49 8 1 9 62 3 1
(22.67) (65.33) (10.67) (1.33) (12.0) (82;667) (4;'0) 133
‘ 36 14 4 14 :
SEC2 (223.10) (48.0) (18.67) (5.33) (18.67) (7:.767) (5?3) (3
2 37 9 4 9 ‘L‘
SEC3 _(30_:5;3) (49.33) (12.0) (5.33) (12.0) (766;}) (6.67) HL
19 45 10 1 1 1 :
e (25.33) (60.0) (10.67) (1.33) (14.67) (82.67) (1.33) (1.33)
SECS 20 39 11 5 10 59 5 ey
(26.67) (52.0) (14.67) (6.67) (13.33) (78.67) (6.67) (1.3]_)_

From the table 18 it is inferred that majority of the respondents belonging to Indian Bank are satisfieq
with “Security factors” such as, minimize the risk (65.33 and 82.67 per cent), safe for the customers to
use the ATM at night (48.0 and 74.67 per cent), debit card protected against unauthorized use (4933
and 76 per cent), protecting the data and the information (60.0 and 82.67 per cent) and customers feel
safe in their transactions with the bank (52and 78.67 per cent).

Itis concluded that the majority of the respondent are highly satisfied with the “Security factors” in
Canara Bank comparing that of Indian Bank respondents.

Bank Premises Factors and Level of Satisfaction

The relevant factors selected for the Study are,
PREI: The inside ambience and the layout of the bank is eye-catching with adequate sitting facility.
PRE2: The interior design of the premises facilities the transactions.

PRE3: Easy accessibility of broachers and pamphlets.
PREA4: Parking facilities and
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The table 19 describes that the level of satisfaction of the

. rcs ndc “w »
" in both Indian Bank and Canara Bank. Poncents under the “Bank Premises
!J[l\ b

Table 19
Bank Premises Factors and Level of Satisfaction

e Indian Bank s

| Factors No. of Respondents No. of Respondents
Hs S DS HDS HS S DS HDS

"PREI u 45 18 3 31 40 3 1
| (12.0) (60.0) (24.0) (4.0) (41.33) (53.33) (4.0) (133)
—REY 8 47 17 3 32 39 3 1
1 (10.67) (12.67) 267 (4.0) (42.67) (52.0) (4.0) (133)

T PRE3 15 45 11 4 29 4 3 2

(20.5) (60.0) (14.67) (5.330 (38.67) (54.67) (4.0) (2.67)
PREA 8 37 21 9 27 34 1 3

| (10.67) (49.33) (28.0) (12.0) (36.0) 4533) | (1467 4.0)
TPRES 9 42 18 3 27 39 7 2
\ (12.0) (56.0) (24.0) (8.0) (36.0) (52.0) (9.33) (133)

Note: Figures in brackets represent percentage to total.

Itis found from the table 19 most of the respondents belonging to Indian Bank and Canara Bank banks
are satisfied with “Bank Premises factors” such as, in inside ambience and the Iayom of the bank is
eye-catching with adequate sitting facility (12 and 41.33 per cent), the interior design of the premises
facilitates the transactions (10.67 and 42.67 per cent), easy accessibility of broachers and pamphlets

(20.5 and 38.67 per cent), parking facilities (10.67 and 36.0 per cent) and drinking water and other
facilities (12.0 and 36.0 per cent).

It is concluded that the majority of the respondent are satisfied with the “Bank premises factors™ in
Canara Bank comparing that of Indian Bank respondents.

Handling Complaints Factors and Level of Satisfaction
The relevant factors selected for the Study are,
COM | : The Bank staff listens to your complaints very patiently.
COM2: The bank staff apologizes if they have commitied and mistake.
COM3: The bmﬂmﬁaccepmcztoomrectmistakes.
COM4: Solving verbal complaints immediately by the managers and

COMS: The bank send acknowledge within 24 hours the receipt of written complaints from the
customers.
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Table 20

_______,_i‘.____f Canara Bank\\
— dian Bank No. of Respondents
4 Inf Ill espondents 2 ; P ——---—~D;" —
Factors No.; DS HDS HﬁS 3 3 ——_—_llbj_N
HS 5 ]
17
COMI 086?} (6‘:)50) 2267 | (667) (8;‘0) (8250) (6-767_)_%
(10. g 5 1
25
COM2 7 38 (667 | (533) | (84.0) | (933) | (133
50.67) | (33.33) g
COM3 (9‘33) (5::51) (3336.,) (5;3) (4?0) (826.269) (10.867) 2.270
33 : : ]
M L oen | wso | @33 | 69 | @6 7857) 1333 | a3
. = 5 2
27 33 7
COMS (10?67) (36.0) | (44.0) | (933) | (6:67) | (65.33) | (2533) | Qé7) |

Itis observed for the table.20 most of the respondents belonging to '"df';'li Bank and Canara Bank

are satisfied with “Handling Complaints factors” such . tl'!e bank sta 1stens' to your co'}’plamts Vi
patiently (60.0 and 84 per cent), the bank staff apologizes 1t.' they have committed any mistake (50:6?
and 84.0 per cent), the bank staffs acceptance to correct mistake (54.67 and 82.69 per cent), solving
verbal complaints immediately by the manager (48 and 78.67 per cent) and the bank send acknowledge
within 24 hours the receipt of written complaints from the customers (36.0 and 65.33 per cent).

Itis concluded that the most of the respondent are satisfied with the
Canara Bank comparing that of Indian Bank respondents.

“Handling Complaints factors” in
Retail Banking and Level of Satisfaction
The relevant factors selected for the Study are,

RBI: Open an account (provided everything is in order).
RB2: Issue a draft

RB3: Issue a cheque book.

RB4: Issue an ATM card.

RBS: Issue an account statement,
RB6: Give a locker.

RB7: Update 2 Passbook .

RBS: Clear an Outstation cheque,

RB9: Answer routine customer queries accoynt balance
?

cheque clearing status, interest rates etc
and

RB10: A i
nSwer other customer Queries foreign exchange rates etc
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i Table 21
Retail Banking Factors and Level of Satisfaction
f— //EW Canara Bank
No. of Respondents No. of Respondents
| T | Ds [ HDS | IO s | DS | HDS
| (1467) | (65330 (13.33) | (667) | (80) 86.67) | 4.0) | (1.33)
2 | 6 56 11 2 5 66 2 2
' (80) | (74.67) (14.67) | (2.67) (6.67) | (88.0) (2.67) | (2-67
Pl
kB3 7 49 14 5 7 63 3 2
| 933) | (6533) | (18.67) 6.67) | (9.33) | (84.0) 4.0) | (2.67)
" RB4 6 46 15 8 8 62 4 1
et 80.0) | (6133) | (20.00 | (1 0.67) | (10.67) | (82.67) (5.33) | (1.33
RBS 9 47 12 7 8 60 5 2
120) | 6267 | (16.0) | (9.33) (10.67) | (80.0) | (6:67) (2.67)
RB6 8 48 7 12 4 64 5 2
(1067) | (640) | (933) | (16.0) (5.33) | (85.33) | (6.67) (2.67
| RB7 12 48 10 5 6 63 3 3
= (160) | (64.0) | (13.33) | (6.67) (80) | (840) | (4.0) (4.0)
9 36 19 1 3 10 9 3
5 (12.0) | (48.0) | (25.33) | (14.67) (4.0) (80.0) | (120) | (4.0)
7 45 12 1 5 63 4 3
S 9.33) | (60.0) | (16.0) | (1467) | (6:67) (84.0) | (533) | (4.0)
5 46 15 9 3 62 4 6
| (667) | (61.33) | (20.0) [ (12.0) 40) | (8267 | (5.33) (8.0) |

From A
Bank ::: ;:‘l:il:ﬁiz LS lﬂferre_d that majority of the respo
04 6;V1th Retail Banking _factors” such as, open an account
133 and'sz g‘rild 88.0 per cent), issues a cheque book (65 and 83
ad 80 per cent) .67 per cent) issue an account statement (62 an
840 per cent) a:; update a_passbook (64.0 and 85.33 per cent), €
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