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Abstract

The purpose of this research is to know the customers' perception 
towards the services rendered by the public sector banks and to 
recognize the draw backs for improving the quality of services of 
public sector banks. The basic intention of the researcher/s is to 
measure the customer satisfaction by using customer satisfaction 
index (CSI) method. The factors pertaining to the services of banking 
sector were taken for the purpose of the study by interviewing the 
banks' managers and employees who influences the customer 
satisfaction. In order to collect the information a well structured 
questionnaire was developed and non -probability sampling methods 
were taken into consideration. 120 existing respondents/customers of 
SBI and Andhra Bank who are utilizing the services of two 
nationalized banks in Chandragiri area were contacted directly by face 
to face interview method through a pretested questionnaire for 
collecting the primary data. The analysis of this study will be helpful to 
find out the reasons for the dissatisfaction of the customers and to 
suggest for the improvement of the quality of banking services of 
selected banks in order to satisfy the customers more.

Key Words: Andhra Bank, Customer Satisfaction (CS), CSI, SBI, 
Banking Services.

Introduction

Now-a-days banks are playing a crucial role in the modern society. The 
volume of banking transactions are increasing day-by-day due to 
increase in the size of population as well as the growth in 
industrialization Numerous people are visiting the banks every day to 
solve their personal and business issues. With this reason the numbers 
of branch banks were also increased to meet the requirements of its 
customers. This would increase the competition among various banks. 
Hence in this regard it is to be noted that the banks have to satisfy their 
customers in various aspects, because customer satisfaction is the key 
factor for attracting and retaining the customers to their banks.

Review of Literature 

Fornell, (1992) defined customer satisfaction as a customer's post-
purchase evaluation of or experience with a product or service. 
Researcher argued that higher customer satisfaction can lead to a 
strong competitive position into the market that result in increasing in 
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market share and profit, make price inelastic, dipping 
business cost, lessen breakdown cost, and reduce the cost of 
attracting new customers. Researchers also argued that 
customer satisfaction is also a significant determinant of 
customer loyalty, positive talk, and repetitive sales. Satisfied 
customers return and buy more, and they share their 
experiences with other people also.

Li et al. & Takala et al., (2006) argued that it is self evident 
that companies should listen to the words of their customers 
in order to satisfy and to retain them for a long period. 
Numerous studies have shown that the long term success of 
a firm is closely related to its ability to adapt to customer 
needs and changing preferences.

Johnson et al., (2001) argued that the CSI model is a 
structural model based on the hypotheses that CS is caused 
by means of some factors such as, likeness of a firm, 
perceived value, expectations of customers, and perceived 
quality. Research proved that these factors are the 
antecedents of overall customer satisfaction. In addition to 
that this model estimates the outcomes regarding the 
satisfaction level of the customers. The outcomes of 
customer satisfaction are consequences factors such as 
complaints or loyalty of customers. 

Purpose of the Study:

The main purpose of this study is to know the level of 
satisfaction of various customers having account/s in SBI 
and Andhra Bank in Chandragiri.

Methodology:

The research design is a sketch which specifies the 

procedure and method for collecting and analyzing the 
required data. The present research work is a descriptive 
study, which includes surveys and fact-finding enquiries of 
various aspects. The research instrument used for collecting 
the data is a well structured questionnaire. The data has been 
collected from various customers of two dissimilar banks. 
120 respondents of two banks were contacted personally in 
order to collect the first hand information and or fair 
responses of the respondents of two different banks 
pertaining to the elements which leads to the over all 
contentment of the customers.

a. Sampling Design: Non-Probability Sampling method has 
been used, and the sample size of the current study is 120 
customers of two different banks.

b. Sampling Element: Existing customers of SBI and Andhra 
Bank.

c. Sampling Unit: Service users of SBI and Andhra Bank.

Data Collection Methods

Primary Data: The unpublished or first hand information has 
been gathered from the respondents of the two banks by 
conducting face-to-face interview through a questionnaire 
consisting of open-ended and closed-ended questions 
including rating scales.

Secondary Data: Secondary data has been gathered from the 
published sources like Journals, Magazines, websites and 
reports. 

Results and Discussion
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Findings and Suggestions

1. The over all satisfaction level of the respondents 
according to customer satisfaction index are, SBI - 
81.32%, and Andhra Bank - 78.90%. This projects that 
the SBI customers are highly satisfied with their services 
when compared to Andhra Bank.

2. The study reveals that the over all Customer Satisfaction 
Index of SBI i.e. 81.32%, is at the highest level, where as 
Andhra Bank CSI level is the lowest one i.e. 78.90%.

3. Few parameters of SBI like medical facility, parking 
facility and advisory services projects that the SBI 
should have to pick up the quality of services in order to 
satisfy their customers as a whole.

4. On the basis of the above table. 2 it is clear that the Andhra 
Bank should have to improve their services on various 
aspects like Water and Toilet facility in the bank, 
Medical facility, Security facility and Problem solving 
etc., for delivering better quality of services to its 
customers.

5. In India the largest part of the customers income lies 
between 1, 00,000-2, 00,000p.a. Hence the banks have 
to take care about their service charges which are going 
to be charged on their customers. The reasonable charges 
i.e. low will also attract the customers to their banks. 

6. Majority of the bank customers are farmers and 
businessman. So banks have to take economic decisions 
to attract more number of customers to their banks. 
Farmers are attracted by the ancillary services and 
facilities provided by the bank, where as the 
businessman wants to know about the information of 
their transactions that are occurred in their day-to-day 
business life. Basing on their requirement of services 
they will choose a particular bank. Hence all the banks 
should provide better quality of services in various 
aspects for the development of its bank and for the 
welfare of its customers.

Conclusion

Customer satisfaction (CS) is a means to attract and retain 
the existing customers to their banks. Customer satisfaction 

is having that much of importance in the present scenario. In 
the present modernized world banks are playing a crucial 
role in the day-to-day activities of the individuals. The study 
reveals that the over all satisfaction level of SBI customers is 
more than that of the customers of Andhra Bank. Yet there 
are some draw backs for both the banks on various aspects. 
Hence, if the banks are going to focus on those pitfalls for its 
improvement, definitely new customers will also attract to 
their banks and retain with them as long as they maintain 
healthy relationship with their customers. The banks have to 
focus mainly on the services/parameters that are more 
important to its customers, which in turns lead to maximize 
their level of satisfaction at an optimum level for attraction 
and retention.
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