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Abstract 

Customer service is of great importance in the banking sector. In India  public sector banks 

has the largest network, it is considered essential to take up a study on customer satisfaction over 

the services rendered by public sector bank. This study is based on both primary data. The study 

aims to identify customer satisfaction over the services rendered by public sector banks. The study 

was based on questionnaire with a sample of respondents of 100 respondents in Coimbatore 

District . The collected primary data were analyzed using simple percentage analysis, chi-square 

test and Friedman’s ranking test. The study concludes that that table value at five percent level 

there exists significant association between age, monthly income and type of account. 
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INTRODUCTION  

Finance is more a global word than just a technical word. The changing winds of globalization 

and liberal market have touched the policy of every corporate unit.  The banking sector is no 

exception to this. During 1950‟s and 1970‟s there were many developments in the banking sector 

and these changes have changed the face of banking industry. Services of banks have assumed great 

significance after 1990‟s due to following factors: 

 Rising customer needs and expectations 

 Improvement of customer‟s standard of living. 

 Entry of foreign and private sector banks in India. 

 Economic liberalization of Indian economy. 

 Government intervention in protecting the interest of consumers. 
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Mahatma Gandhi‟s perception on customer is: “He is not dependent on us. We are dependent on 

him. He is not interruption on our work. He is the purpose of it. He is not an outsider in our 

premise. He is part of it. We are doing him a favour by serving him. He is doing us a favour by 

giving us an opportunity to do so”. 

Customer service is of great importance in the banking sector. Customers play a vital role in 

corporate decision making. To satisfy the customer needs, the existing services may be modified or 

new services may be introduced. The production and planning of banking services have to be 

viewed in terms of customer satisfaction which in term determines the success of the bank. 

STATEMENT OF THE PROBLEM 

Banking services largely- depend upon customer demand and their perceived preferences. The 

recent trend of globalization, liberalization and modernization had posed serious problems to public 

sector banks. Understanding the level of customer satisfaction is the primary target of a public 

sector bank. Since the public sector banks has the largest network in India, it is considered essential 

to take up a study on customer satisfaction over the services rendered by public sector bank. 

OBJECTIVES: 

 To identify the factors which motivated the customers to choose public sector banks for the 

banking transaction. 

 To find out the extent of customer satisfaction over the services rendered by public sector 

banks. 

LIMITATIONS OF THE STUDY: 

 The study is restricted to the selected sample of public sector banks in   

Coimbatore District and hence the result of the study cannot be generalized.. 

 The statistical methods used to analyze the data have their own limitation. 

 All the limitations of primary data are applicable to this study. 
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REVIEW OF LITERATURE 

SarbajitChaudhuri (2001), in his study entitled “Interaction Of Formal And Informal 

Credit Markets In Backward Agriculture: A Theoretical Analysis” studied the interaction of formal 

and informal credit markets in backward agriculture using mathematical tools by establishing Nash 

equilibrium. The study considers two alternative ways of formulating a credit subsidy policy 

through an increase in the aggregate volume of formal credit supplied to the borrowers, keeping the 

formal sector interest rate at a reasonable level; and  through a decrease in the rate of interest 

charged on this type credit. The study shows that if a credit subsidy policy is undertaken via the 

first path, it is actually able to lower the informal sector interest rate and improve both the 

agriculture productivity and welfare of farmers.  

Ray (2007) in their study entitled “Economics of change in cropping pattern in relation to 

credit: A Micro level study in West Bengal” examined  both primary and secondary data related to 

area under crop, credit etc. were used. Analysis of data revealed that the credit availability from 

both institutional and non-institutional sources made a significant contribution on the change in the 

cropping pattern. But the impact of credit availability on cropping pattern had been more significant 

in case of smaller size of land holding. Again the profitability was also higher in the case of small 

and marginal farmers. The change in cropping pattern made a significant impact on the employment 

generation. 

Sharma(2007) in their study entitled “Access to credit- A study of hills farms in Himachal 

Pradesh.” showed that credit was very low in absolute terms which might be because the farmers 

had small holdings and thus borrowings for machinery etc. were avoided. Among non-institutional 

sources, moneylenders had no role to play. Contribution of friends or relatives was found to be 

significant. In this study agricultural loan, crop production loan for seed, fertilizer etc. was found to 

be important. Among social factors, formal education was found to be important in enhancing the 

probability of being a borrower. A farm size and non-farm income played a vital role in borrowing 

behaviour.  

RESEARCH METHODOLOGY 

 Selection of the universe 

For the purpose of this study, Coimbatore District was selected as the universe 
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 Selection of the sample 

A sample consist of 100 respondents adequately representing different socio-economic 

group was randomly selected for the study. 

 Collection of Data 

The study is based on primary data; primary data has been collected from various customers of 

public sector banks in Coimbatore District using questionnaire method and the secondary data have 

been collected from related journals, magazines, websites  and textbooks. 

Statistical tools used for study 

 Simple percentage 

 Ranking method  

 Chi-square Test 

ANALYSIS AND INTERPRETATION 

                               Table No. 1: Personal profile of the Customers 

Factors No of customers n=100 Percentage 

Gender   

Male 56 56 

Female 44 44 

Age(years)   

Up to  25 24 24 

26 to 50 54 54 

Above 50 22 22 

Educational qualification   

Up to HSC 43 43 

UG 33 33 

PG 24 24 

Monthly  Income   

Up to Rs. 15000 38 38 

Above Rs.15000 62 62 

Type of Family   
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Joint Family 58 58 

Nuclear family 42 42 

Occupation   

Business 45 45 

Agriculture 22 22 

Employee 33 33 

Type of Account   

Current Account 65 65 

Savings Account 35 35 

Period of Account Holding   

Less than 5 years 23 23 

6 years to 15 years 47 47 

Above 15 years 30 30 

Source   

Friends 24 22 

Relatives 42 44 

Media 20 20 

Others 14 14 

 

CUSTOMER SATISFACTION WITH REFERENCE TO SERVICES RENDERED BY 

PUBLIC SECTOR BANKS 

Table No.1 describes the personal profile of public sector banks customers are taken for the 

study. Out of 100 customers who were taken for the study: it has been identified that most (56%) of 

the customers are male, (54%) whose age group is under 26 to 50, most (43) of the customers are 

studied up to HSC, the monthly income of (62%) customers is above Rs.15, 000,  (58%) customers 

belong to joint family, (45%) customers are business people, (65%) customers have current 
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account,  (47%) customer have account in public sector banks between 6 years to 15 years and 

(42%) customers came to know about  services of public sector bank by relatives.  

 Chi-Square Test 

  Chi-Square, symbolically written as    is a non-parametric test, “It can be used to 

determine if categorical data shows dependency or whether the two classifications are independent 

it can also be used to make comparison between theoretical population and actual data when 

categories are used. It is defined as: 

                                         = E [(O - E)
 2

 / E]. 

Where O refers to the observed frequencies and E refers to the expected frequencies. 

Table No.2  Customer Personal Profile And Level Of Satisfaction 

 

Factors 

 

   

Value 

Table value  

Remarks 

 

Gender 

 

3.89 

 

5.991 

 

NS 

Age 13.856 9.488 S 

Educational 

Qualification 

2.56 9.488 NS 

Monthly Income  

12.425 

 

5.991 

 

S 

Type of Account  

8.622 

 

5.991 

 

S 

 

Table No 2 depicts the relationship between selected  customer personal profile and level of 

satisfaction. It is clear that, the calculated Chi-square value is greater than table value at five percent 
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level there exists significant association between  age, monthly income and type of account. Thus 

the null hypothesis is rejected. The calculated Chi-square value is less than the table value at five 

percent level, there exists no significant association between gender and educational Qualification. 

Thus the null hypothesis is accepted. 

Friedman Ranking Test 

Table 3 

Customers Satisfaction – Friedman Rank Test 

MOTIVATING  FACTORS TOTAL SCORE  RANK 

Prompt Service 567 V 

Friendly and Helpful Staff 635 I 

Future Security 624 II 

Quick Settlement 560 VI 

Compulsion of Agent 582 IV 

 Premium 584 III 

The above table shows about the Friedman Rank Test for customer satisfaction were the level 

of significance is at 0.000 which shows that there is a relationship between the ranks given. It is 

found from the above table, Friendly and helpful staff was ranked as the first factor; Future security   

was ranked as second factor; Premium was ranked as third factor; Compulsion of agent was the 

fourth factor; Prompt service was the fifth factor and Quick settlement scored the sixth position. 

CONCLUSION 

Many private sector banks have started moving towards rural areas with innovative products 

to remain competitive in their business. Now a days potential customers have started moving 

towards private sector bank. The business of our public sector banks have gradually started 

shrinking. They are forced to revise their strategy of their banking operation in ord4er to meet 
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threats posed by the private sector banks. The need of every customer would be different and they 

could separately molded in a specific pattern according to the digital technology. To survive and 

succeed , banks must identify their marketing areas, develop adequate resources, technology 

updating are needed to satisfy the manifold taste of customers. 
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