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Abstract 

The Indian banking sector has emerged as one of the strongest drivers of 

India’seconomicgrowth.TheIndianbankingindustry(US$1.22trillion)hasmadeoutstanding 

advancementin lastfew years, even during the times when the rest ofthe worldwas 

strugglingwithfinancial meltdown.India's economic developmentand financial sector 

liberalization have led to a transformation of the Indian bankingsector over the past two 

decades. Today Indian Banking is at the crossroads of 

aninvisiblerevolution.Thesectorhasundergonesignificantdevelopmentsandinvestmentsin 

the recentpast. Mostof banks provide various services such asMobilebanking, SMS 

Banking, Net banking and ATMs to their clients. 

Indianbanks,thedominantfinancialintermediariesinIndia,havemadehigh-qualityprogress 

over the last five years, as is evident from several factors, including 

annualcreditgrowth,profitability,and trendingrossnon-performingassets(NPAs).The study 

measured the satisfaction level of 600 public on the on banking 

servicesusinginHyderabad.Thestudyfoundthatmajorityofrespondentsexpressedsatisfaction 

in the aspects of ombudsmen scheme, security provisions, 

employee’streatment,mobilebaking,onlinebankingandredressedmechanism.However,majo

rityofthe respondentsrecommendedtheirbanktoothers. 

 

Introduction 

Psychology describes that satisfaction as “a state of mind thatnormally is derivedout of a 

comparison between the expected and the perceived.”Satisfaction is amindset which 

comes from Past experiences and knowledge. Now in a competitiveworld customer 

satisfaction is the area where all organizations are focusing on.Ultimately it’s the customer 

satisfaction which will decide whether the organizationswillremaininthebusiness ornot. 

The literature of satisfaction advocates satisfaction as an result as well as a process(Yi, 

1990; and Parker and Mathews, 2001). Howard and Sheth (1969, p. 145) hadgiven the 

definition of customer satisfaction: “the buyer’s cognitive state of beingadequately or 

inadequately rewarded for the sacrifices he has undergone.” Customersatisfaction 

factorsinserviceindustryaredifferentfromanyotherindustries. 
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Our research aims is to find out the relevant factors which contributes to 

customersatisfactioninbankingindustry.Becauseoftheimmensecompetition,entry offoreign 

and private banks in India, the Indian Banking industry has been changing interms of 

services, customer satisfaction, product offering etc. No doubt increasingcompetition 

sometimes confuses the customer for making the right decision. 

Everybankisusingthecustomersatisfactionmethods,tools,techniquesandevensoftwares 

because customer satisfaction is the only way to survive in the today’s cut-throat 

competition.On the other hand we are entering into modern banking fromtraditional 

banking where customers are more aware and knowledgeable then thepast. In the 

competitive and dynamic environment it becomes mandatory to find outthe 

customersatisfactionfactors. 

 

ReviewofLiterature 

Ameme, B., &Wireko, J. (2016) claimed in his research that in today’s competitiveworld 

where technology plays a very important role and if we talk about bankingsector or 

industry there is a positive relationship between technology and customersatisfaction. 

They also stated that satisfaction of customers is not merely introducinginnovative 

products and services rather it is much more than that. They also foundthat if the bank 

wants to become the market leader in the competitive environment 

itmustusetheinnovationapproachinalltheaspectslikeproductsandservices.Alsothere is a 

significant relationship between technological innovation and cost. As 

theinnovationincrease thecostis alsoincrease. 

Machogu, A. M., &Okiko, L. (2015) research brought to light that with e-

bankingcomplexities on customer satisfaction. Results shows that there are factors 

whichleads to customer satisfaction particularly in e-banking, which is one of the 

veryimportantandfastgrowingwayofdoingbanking.Factorsareaccessibility,convenience,sec

urity,privacy,content,design,speed,feesandchargeshaveinfluenceoncustomersatisfactionwh

eretheotherfactorsnotifiedhavenosignificantinfluence. 

Chochol'áková, A., Gabcová, L., Belás, J., &Sipko, J. (2015) research statedthatin 

comparison with dissatisfied customers, satisfied customers were significantlymore like 

by to recommend their bank to their friends and to consider using theircurrent bank in the 

future, and they are more resistant to offers from other 

banks.Loyalcustomersaremoreinterestedintheservicesoftheirownbankswhenconsidering 

investments in all the aspects such asin the financial market, deposittheir own savings to 
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their own bank, take out a mortgage from their own bank anduse 

otherbankingproductsandservicesfromtheircurrentbank. 

AccordingtoaresearchbyErnst&Young(2012),thefinancialliteracyofordinary bank 

customers is still relatively low, but personalized recommendationsstill work well here. 

According to the results of our research, loyalty of customerswith different intensities 

transforms into a potential purchase of additional bankingproducts. The biggest potential 

interest of the bank customers was in depositingsavings in the bank and in mortgage loans. 

The intensity of interestin the 

purchaseofinvestmentsandotherproductswasrelativelylow.Findings of 

 

ResearchProblem 

Banking industry has changed drastically. From traditional banking where customersuse to 

walk to bank, take and fill the form and after that standing in the line fordepositing and 

withdrawing the money. Like other service industries, banking is alsoa customer focused 

service industry; where the attention or we can say that focusedattention is on differentiate 

customer services as compare to the competitors. 

Themainchallengesforthebankingindustry isincreasingsatisfaction of customerthrough 

advance quality services,lesser cost of documentation. Now the attentionhas shifted to 

look up the service quality, when customer comes in to the bank 

andhavingpersonalcontactwiththebankemployee. 

ObjectivesoftheStudy 

 To studythe demographic statusofthesample customers 

 TofindthesatisfactionleveloncorebankingservicesinHyderabad. 

 Toexaminethesatisfactionondigitalbankingservices 

 Toexaminethesatisfactiononcustomerservicesofthebanks 

Research Methodology: 

Thesamplesizeofthestudyconsistsof600 customershaving bank accounts. The study is different 

places within the Hyderabad City. And data was collected between May 2022 to August 2022 

through primary and secondary data. 

DataAnalysisandInterpretation 

Data analysis and interpretation is the process of assigning meaning to the 

collectedinformation.Inthepresentstudyquestionnairewaspreparedformeasuringsatisfactionl

evelofcustomersusingbankingservicesinHyderabadcity.Theprimary 

datacollectedbysurveyfrom600publicusinghavingbankedaccountsindifferentbanks.Questio
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nnairewastabulated,convertedintopercentageanddisplayed both in table as by graphical 

representation for analysis. Based on the data,interpretationwasmade 

 

DemographicAnalysis of the study 

GenderoftheCustomers 

GenderoftheCustomers 

Gender No.ofCustomers Percentage 

MALE 330 55 

FEMALE 270 45 

TOTAL 600 100 

Source:PrimaryData 

 

In the present study, gender of the customers is divided into two categories Male 

andFemale. In this 55 percent of customers is Male and 45 percent of customers isFemale. 

 

 Age oftheCustomers 

AgeoftheCustomers 

Age No.ofCustomers Percentage 

15-25 224 37.33 

26-35 168 28 

36-45 132 22 

Above45 76 12.66 

Total 600 100 

Source:PrimaryData 

 

Inpresentstudy37.33percentofcustomersisintheagegroupof15.-25years,28percentofcustomers 

ageis 26.-35years,22percentofcustomers ageis 36-45years, 

12.66percentofcustomersisabove45years. 
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32.00 

24.00 24.67 

19.33 

Government 
employees 

Privateemployees SelfEmployees Business 

Occupationofthe Customers 

OccupationoftheCustomers 

Occupation No.ofCustomers Percentage 

Governmentemployees 196 32.00 

Privateemployees 132 24.00 

Students 104 19.33 

Business 168 24.67 

Total 600 100.00 

Source:PrimaryData 

 

In present study 32 percent of customers is group of Government employees, 

24percentofcustomersisprivateemployees,19.33percentofcustomersisselfemployeesand24.

67 percentofcustomersisbusinesshas occupation. 

FigureNo3:OccupationoftheCustomers 
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MonthlyIncome ofthe customers 

IncomeoftheCustomers 

Income No.ofCustomers Percentage 

Less thanRs 50000 184 30.67 

Rs50001toRs100000 192 32.00 

Rs100001toRs200000 156 26.00 

AboveRs200000 68 11.33 

Total 600 100.00 

Source:PrimaryData 

 

In the present study 30.67 percent of customers using phoneLess than Rs 50000, 

32percent of customers using phone cost between Rs 50001 to Rs 100000,26 percentof 

customers are suing phone in the cost ofRs 100001 to Rs 200000 and 

11.33percentofcustomers usingphone abovethe costofRs 200000 

Typeofbankaccountyouhave 

Typeofbankofusing 

Brandname No.ofCustomers Percentage 

Savings 128 21.33 

Salary 212 35.33 

Zerobalance 196 32.67 

Currentaccount 64 10.67 

Total 600 100.00 

Source:PrimaryData 

 

In the present study 21.33 percent of customers have savings account,35.33 percentof 

customers have salary account, 32.67 percent of customers zero balance accountand10.67 

percent ofcustomershavecurrentaccountfor businesstransactions 
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28.33 

23.00 
21.67 

16.33 

10.67 

Highlysatisfied Satisfied Neutral dissatisfied Highlydissatisfied 

Typeoftransactionsyouaredoinginbanking 

   Typeoftransactiondoing 

Companyname No.ofCustomers Percentage 

Moneydeposit 600 100.00 

Moneywithdraw 600 100.00 

Online banking 440 73.33 

ATM 506 84.33 

Mobilebanking 392 65.33 

others 156 26.00 

Total 2748 100.00 

Source:PrimaryData 

 

In the present study 100 percent of customers using money deposit services, 100percentof 

customersusingmoneywithdraw,73.33percentof customersusingonline banking, 84.33 

percent using ATM and 65.33 percent using mobile bankingservices 

and26percentusingotherservices 

Customersatisfactiononfacilitiesavailableatbankbranches 

 

 

 Satisfaction withbuiltinsecurityprovisionofbankingservices 
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28.33 

23.00 
21.67 

16.33 

10.67 

Highlysatisfied Satisfied Neutral dissatisfied Highlydissatisfied 

Customersatisfactiononsecurityprovisionofbankingservices 

ModeofPayment No.ofCustomers Percentage 

Highlysatisfied 138 23.00 

Satisfied 98 16.33 

Neutral 130 21.67 

Dissatisfied 170 28.33 

Highlydissatisfied 64 10.67 

Total 600 100.00 

Source:PrimaryData 

 

In the present study, 23 percent of customer’s highly satisfied on built in securityprovision 

of banking services.16.33 percent of customer’s satisfied to the 

statement.21.67percentofcustomer’stookneutralstatustothestatement,28.33percentof 

Customersaredissatisfiedtothestatement,10.67percentofcustomer’shighlydissatisfiedtostate

ment. 

Customer satisfactiononsecurityprovisionofbanking services 

 

 

 

Grievanceredressedmechanisminbankingsector 
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Customersatisfactionongrievanceredressedmechanism 

Responses No.ofCustomers Percentage 

Highlysatisfied 204 34.00 

Satisfied 170 28.33 

Neutral 128 21.33 

dissatisfied 74 12.33 

Highlydissatisfied 24 4.00 

Total 600 100.00 

Source:PrimaryData 

 

Inthepresentstudy,34percentofcustomer’shighlysatisfiedongrievanceredressed 

mechanism.28.33 percent of customer’s satisfied to the statement. 

21.33percentofcustomer’stookneutralstatustothestatement,12.33percentofcustomersarediss

atisfiedtothestatement,4percentofcustomer’shighlydissatisfiedtostatement. 

 

Thebanksombudsmenscheme and Customer Satisfaction 

Customer satisfactiononbanksombudsmenscheme 

ModeofPayment No.ofCustomers Percentage 

Highlysatisfied 190 31.67 

Satisfied 178 29.67 

Neutral 144 24.00 

dissatisfied 58 9.67 

Highlydissatisfied 30 5.00 

Total 600 100.00 

Source:PrimaryData 

 

Inthepresentstudy,31.67percentofcustomer’shighlysatisfiedonbanksombudsmenscheme.29

.67percentofcustomer’ssatisfiedtothestatement.24percent of customer’s took neutral status 
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to the statement, 9.67 percent of 

customersaredissatisfiedtothestatement,5percentofcustomer’shighlydissatisfiedtostatement

. 

Customer Recommendyouryoubanktoyour familymembers, friendsandrelatives 

ResponsesonRecommendationofthe Customers 

Gender No.ofCustomers Percentage 

Yes 570 95 

No 30 5 

TOTAL 600 100 

Source:PrimaryData 

 

Inthepresentstudy,95percentofcustomerssaid“Yes”forrecommendingtheirbanktootherssuchasf

amilymembers,friendsandrelativesetc,incontrastonly 

18.67expressed“No”duetotheirbadexperience. 

 

FindingsandSuggestions: 

1. In the present study, gender of the customers is divided into two categoriesMale and 

Female. In this 55 percent of customers is Male and 45 percent ofcustomersis Female. 

2. In present study 37.33 percent of customers is in the age group of15.-25years, 28 

percent of customers age is 26.-35 years, 22 percent of customersageis36-

45years,12.66 percent ofcustomersisabove 45years. 

3. In present study 32 percent of customers is group of Government employees,24 

percent of customers is private employees, 19.33 percent of customers 

isselfemployeesand24.67 percentofcustomersisbusinesshasoccupation. 

4. In the present study 30.67 percent of customers using phoneLess than Rs50000, 32 

percent of customers using phone cost between Rs 50001 to 

Rs100000,26percentofcustomers aresuingphoneinthe costofRs 100001toRs 200000 

and 11.33 percent of customers using phone above the cost of Rs200000 

5. In the present study 21.33 percent of customers have savings account,35.33percent of 

customers have salary account, 32.67 percent of customers zerobalance account and 

10.67 percent of customers have current account forbusinesstransactions 
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6. In the present study 100 percent of customers using money deposit services,100 

percent of customers using money withdraw, 73.33 percent of customersusing online 

banking, 84.33 percent using ATM and 65.33 percent 

usingmobilebankingservicesand26percentusingotherservices 

7. In the present study, 40 percent of customer’s satisfied on price range of theproducts.  

21.67 percentofcustomer’sdepositand withdrawingfacilitiesof21.65 percent of 

customer’s took neutral status to the statement, 8.67 percentof customers are 

disagreed to the statement, 8 percent of customer’s stronglydisagreedtostatement. 

8. Inthepresentstudy,23percentofcustomer’ssatisfiedonATMservices.  27.33 percent of 

customer’s on ATM services. 21.67 percent of customer’stook neutral status to the 

statement,14 percent of customers are disagreed tothestatement,14 

percentofcustomer’s stronglydisagreed tostatement. 

9. In the present study, 27.33 percent of customer’s satisfied on customer careservices 

21.33 percent of customer’s agreed to the statement. 24 percent ofcustomer’s took 

neutral status to the statement,14.33 percent of customersare disagreed to the 

statement, 13 percent of customer’s strongly disagreed tostatement. 

10. In the present study, 23.00 percent of customer’s satisfied on online bankingservices 

.21.67 percent of customer’s agreed to the statement. 24 percent ofcustomer’s took 

neutral status to the statement, 14 percent of customers aredisagreed to the statement, 

17.33 percent of customer’s strongly disagreed tostatement. 

11. Inthepresentstudy,17.67percentofcustomer’ssatisfiedonmobilebanking services. 27.33 

percent of customer’s agreed to the statement. 31.67percent of customer’s took 

neutral status to the statement, 9.33 percent ofcustomers are disagreed to the 

statement, 14 percent of customer’s stronglydisagreedtostatement. 

12. In the present study, 30.67 percent of customer’s high satisfied with 

banktreatmentwithcustomers.19.33percentofcustomer’sagreedtothestatement. 22 

percent of customer’s took neutral status to the statement, 

20percentofcustomersaredisagreedtothestatement,eightpercentofcustomer’sstronglydis

agreedtostatement. 

13. In the present study, 23 percent of customer’s satisfied onfacilities availableat bank 

branches. 16.33 percent of customer’s agreed to the statement. 28.33percent of 

customer’s took neutral status to the statement, 21.67 percent 

ofcustomersaredisagreedtothestatement,10.67percentofcustomer’sstronglydisagreedto
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statement. 

14. In the present study, 23 percent of customer’s satisfied on built in 

securityprovisionofbankingservices.16.33percentofcustomer’sagreedtothestatement.2

1.67percentofcustomer’stookneutralstatustothestatement,28.33 percent of customers 

are disagreed to the statement, 10.67 percent 

ofcustomer’sstronglydisagreedtostatement. 

15. Inthepresentstudy,34percentofcustomer’ssatisfiedongrievanceredressedmechanism.28.

33percentofcustomer’sagreedtothestatement.21.33percentofcustomer’stookneutralstat

ustothestatement,12.33percent of customers are disagreed to the statement, 4 percent 

of customer’sstronglydisagreedtostatement 

16. Inthepresentstudy,31.67percentofcustomer’ssatisfiedonbanksombudsmen scheme. 

29.67percent of customer’s agreed to the statement. 24percent of customer’s took 

neutral status to the statement, 9.67 percent ofcustomers are disagreed to the 

statement, 5 percent of customer’s stronglydisagreedtostatement. 

17. In the present study, 95 percent of customers said “Yes” for recommendingtheir bank 

to others such as family members, friends and relatives etc, incontrast 

only18.67expressed“No” duetotheirbadexperience. 

 

Suggestions: 

 Thestudysuggeststhebankstoprovideawarenesstocustomersondigitalbanking 

transactionsforcosteffective,timesaving etc 

 Thestudysuggeststhebankforprovideawarenessaboutbankingfraudsandhowtoprotectthe

mselves againstthatfrauds. 

 Thestudysuggeststhebankstoinformtheavailablecustomerservicestotheircustomers 

 The study suggests the banks toimprove 

complaintrefressedmechanismforcustomersatisfaction. 

 

Conclusion 

The study measured the satisfaction level of 600 public on the on banking 

servicesusinginHyderabad.Thestudyfoundthatmajorityofrespondentsexpressedsatisfaction 

in the aspects of ombudsmen scheme, security provisions, 

employee’streatment,mobilebaking,onlinebankingandredressedmechanism.However,majo

rityoftherespondentsrecommendtheircurrentbanktoothers. 
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