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Abstract

To achieve strategic objectives and a sustainable competitive
advantage, banks requires to evaluate their performance on continuous
basis and improve it on all the financial and non-financial aspects. This
study has been carried out to evaluate and compare the performance of
HDFC bank ad State bank of India using the Balanced Scorecard
which administer the performance on four basic perspectives named
Financial: Customer: Internal Business Process: Learning & Growth
and Innovation and with an additional perspective Social and
Environment. The results do not shows any significant difference in
the performance of HDFC bank on financial perspective, customer
perspective and Social & Environment Perspective and do not show
any difference in the performance of SBI on all perspectives except
financial perspective when intra company comparison was drawn for
the study period. The overall performance score of HDFC bank was
higher than SBI in the last four years of the study. Both banks were
graded very good in the year 2014-15, 2015-16 and 2016-17. The
performance of both banks on financial perspective has been decreased
so as to improve it, it is suggested to improve performance on non-
financial perspectives because improvement in non-financial
measures directly improves the financial performance of banks.

Key Words: Balanced Scorecard, Performance Measurement, Banks

Introduction

A comprehensive transformation has taken place in the Indian Banking
Sector during the past decade. Digitalization has occupied an
enormous place in product & services and business operations of
banks. Net banking, mobile banking, digital wallets, banking apps
have become an important part of life to customers. Customers have
become tech savvy and their expectations are continuously increasing
from banks. To meet customers and other stakeholders' expectations
and to gain advantage over competitors, banks are required to improve
their performance continuously both in long run and short run. To
improve performance it should be measured first. Measuring
performance on financial parameters is not enough because it is
affected by many other non-financial factors such as customers,
business processes, employees, innovations, social or environment
etc. These are the important part of strategic key objectives of
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organizations, so they should be measured and improved
first. Banks require a strong strategic performance
measurement and management system to evaluate
performance on all the parameters.

Balanced Scorecard is such an effective strategic
performance measurement and management tool
developed and introduced by Kaplan and Norton in 1992 in
their article on “The Balanced Scorecard —Measures that
drive Performance. They defined Balanced Scorecard as a
Business Management Concept that converts financial and
non-financial data on a single dashboard to measure
organization's performance and meet its strategic
objectives.

Review of Literature:

To identify the research gap, the study goes through the
different Articles, Journals, research papers, thesis etc. Few
ofthem are being described below:

Najjar and Kalaf (2012) designed a Balanced Scorecard to
measure the performance of Large Local Bank (LLB) in
Iraq from the year 2006 to 2009. The performance of the
bank was found weak during the first three years of the
study with 47%, 43% and 47% respectively and fair in the
last year with 58%. The study recommended that banks
should implement BSC as a strategic and valuable
performance measurement tool and integrate other
perspectives with financial perspective to view
performance

Panicker and Seshadri (2013) devised a Balanced
Scorecard to determine the performance of Standard
Chartered Bank. The study highlighted the importance of
viewing performance from other perspective in addition to
the financial perspective. With the increased demands from
stakeholders, financial sector analysts, educators and
practitioners, the BSC shall be widely used in the banking
sector in India. More studies are needed to identify the
relevant measures of the BSC for the Banking Sector.

Shahsoodi and Bahraloloom (2014) evaluated the
efficiency of Sadrat Bank Branches in Guilan by Data
Envelopment Analysis (DEA) using Balanced Scorecard
approach. It was found that 8 branches (40%) gained
efficient scores 1 in the year 2010. Rest all branches were
considered inefficient as there score was between 0-1.

Gupta A K., Maheshwari M. and Sharma S. (2018), in their
research paper measured the performance of State Bank of
India on financial perspective of Balanced Scorecard
during the years 2007-08 to 2016-17. It has been found that
the performance of SBI bank has been decreased on
financial perspective's measures except on liquidity
measures. The study concluded that decline in financial
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performance may be affected by performance on other non-
financial aspects such as customer, internal business
operations, learning & growth and innovation, or social and
environment. So the performance should be evaluated on
all the perspectives and reasons which affects financial
performance must be identified and improved.

Gupta A.K., Maheshwari M. and Sharma S. (2018)
evaluatedthe performance of HDFC bank during the year
2011-12 to 2015-16 using the Balanced Scorecard Model.
It was found that the improvement on performance on
customer, internal business processes, learning & Growth
and Innovation and social and environment perspectives
have a significant impact on financial performance of
HDFC bank. They suggested that evaluation of
performance on each perspective is the necessary
requirement for banks so that the areas for improvement
can be identified and enhanced in long term.

Research Methodology:

A.Objectives of the Study: The main objectives of the study
are as follows:

1.To evaluate and compare the performance of HDFC bank
and State Bank of India using Balanced Scorecard'
perspectives with an additional perspective named “Social
and Environment Perspective”.

2.To identify the significant differences in the performance
ofboth the banks and to suggest for future improvements.

B.Sample Size:- The sample of the study comprises of one
private sector bank and one public sector bank selected on
the basis of highest market capitalization in BSE Sensex.
Ten financial years from 2007-08 to 2016-2017 have been
taken as the study period.

C.Data Collection: The data for the study have been
compiled through secondary sources which primarily
includes the Annual Reports of the sampled banks,
Business Responsibility Reports, Sustainability reports,
RBI publications, Websites, Journals, Articles etc.

D.Hypotheses of the Study:

HO- There is no significant difference in the performance of
HDFC Bank and State Bank of India on Financial,
Customer, Internal Business Process, Learning & Growth
Perspective and Social & Environment perspective of BSC
during the last 10 years.

H1- There is a significant difference in the performance of
HDFC Bank and State Bank of India on Financial,
Customer, Internal Business Process, Learning & Growth
Perspective and Social & Environment perspective of BSC
during the last 10 years.

www.pbr.co.in



E.Data Analysis Tools and Techniques:

This paper emphasises on the comparative analysis of the
performance of HDFC and SBI bank on different
perspectives of BSC during last ten years. For this purpose,
a Balanced Scorecard Model has been developed after
going through the literature available nationally [Dave and
Dave (2010), Panicker and Sheshadri (2013), Shahsoodi
and Bahraloloom (2014) etc.] and internationally [ Kaplan
and Nortan (1992, 1996), Davis Albright (2004), Wu et al.
(2009), Fago (2010), Umar and Olatunde (2011), Tekar et
al. (2011), Amirietc al. (2012), Rostami etal. (2015), Baber
and Akter (2016), Balkovskaya and Filneva (2016),
Hacioglu and Yuksel (2016) etc.] on Balanced Scorecard
specifically with reference to banking industry. Common
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strategic objectives have been identified for Indian Banks
and 8 measures under each perspectives have been selected
to measure the performance of banks. A performance scale
has been framed for each measure separately by keeping in
view the highest and the lowest values. Maximum marks
assigned for each perspective were 400 i.e. 50 Scores x 8
measures so total maximum scores for complete
Performance on BSC are 2000 i.e. 400 Scores x 5
perspective. After measuring performance scores for each
perspective, a non-parametric Kruskal Wallis Test has been
applied using IBM SPSS 22 to test the hypotheses of the
study. Total scores will be graded on the basis of below
Table 1

Table: 1

Scores Grade
More than 80%6 Excellent
More than 70% Very Good
More than 60% Good
More than 50%6 Fair
Less than 50%6 Poor

Scorecard

A.Limitations of the study:

Selection of measures, preparation of performance scales,
scores assignment and grading of performance of banks are
based on own judgement after reviewing available
literature so they are subjective in nature which have its
own limitations. The sample size of the study is limited to 2
banks only.

Measurement of Performance of Banks on Balanced

The performance of HDFC Bank and SBI bank is
measured, evaluated and compared on Financial,
Customer, Internal Business process, Learning & Growth
and Innovation, and Social & Environment Perspectives of
Balanced Scorecard. The findings of the study are given
below:

Findings of the Study:

Table 2: HDFC Bank’s Performance Scores on Financial Perspective

cf;;::s:s Measures 2007-08 | 2008-09 | 2009-10 | 2010-11 [ 2011-12 | 2012-13 | 2013-14| 2014-15 | 2015-16 | 2016-17
Growth Rate of
Healthy Growth In| Profits(%) 40 50 40 40 40 40 30 30 30 20
Profitability Return on Assets
(ROA) 40 40 40 40 50 50 50 50 50 50
Increasing Return on Equity
Shareholder Value|(ROE)
40 40 40 40 40 50 50 40 40 40
Maintaining Cash-Deposit Ratio 50 40 40 50 30 20 30 30 20 20
Liquidity Credit-Deposit Ratio 40 40 50 50 50 50 40 40 40 40
Improving Asset Net NPA's to Net
Quality Advances Ratio 50 50 50 50 50 50 50 50 50 50
Capital Adequacy Cagltal Adequacy
Ratio 40 40 50 50 50 50 50 50 40 40
Improving Earning|NIM to Total Assets
Quality Ratio 40 40 40 40 40 40 40 40 40 40
Total Score 400 340 340 350 360 350 350 340 330 310 300
www.pbr.co.in 17
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Observations:

1.

Table 2 reveals that HDFC Bank's performance on
financial perspective has been declined during the
study period as the total scores gained were 300 in
2016-17 as compared to 340 in 2007-2008. Bank
performed best in year 2010-11 as the score gained was
the highest in this yeari.e. 360.

Growth rate of profits has a declining trend during the
study period yet the scores on return on assets were
maximum in the last six years. This implies that bank's
management is efficiently deploying their assets in
generating profits.

The scores on return on equity were consistent in
almost each year of the study which indicates that bank
is able to maintain its shareholder value.

Consistency in liquidity position has not been
maintained by bank as the scores on Cash-deposit ratio
and Credit-Deposit ratio has declined in the last four
years of the study yet the bank is able to keep sufficient
liquidity as prescribed by RBI.

NPA's to Net Advances Ratio scored the highest in all
the years which is the indicator of bank's ability to
recover its advances efficiently and have strong credit
management policies with high quality of assets.

Bank has maintained sufficient capital against risk
weighted assets even more than prescribed by RBI as
the scores on capital adequacy ratio were maximum
from2009-10to 2014-15.

Scores on NIM to total assets were constant in all the
years which shows that there has been a stable trend in
earning quality of the bank.

Table: 3 State Bank of India’s Performance Scores on Financial Perspective

Strateglc Measures 2007-08 |2008-09 |2009-10 |2010-11 |2011-12 |2012-13 |2013-14 |2014-15 |2015-16 [2016-17
Objectives
Growth Rate of
Healthy Growth |Profits(%) 40 30 1o ° 40 20 ° 20 ° 10
In Profitabilit
rability  JReturn on Assets 30 30 30 20 30 30 20 20 20 20
(ROA)
Increasing Return on Equit
Shareholder auty 40 40 30 30 40 40 30 30 20 20
(ROE)
Value
. Cash-Deposit Ratio 40 30 30 40 20 20 30 30 30 30
Maintaining - -
L Credit-Deposit
Liquidity ot 50 50 50 40 40 40 40 40 40 50
1 i '
mprf)vmg Asset [Net NPA's to l.\let 20 20 20 20 20 30 30 30 20 50
Quality Advances Ratio
Capital Adequacy Ezgzamdequacy 30 30 30 30 30 30 30 30 30 30
Improving NIM to Total Assets 30 30 20 30 30 30 30 30 30 30
Earning Quality | (Average) Ratio
Total Score 400 300 280 240 230 270 240 210 230 190 210
Observations: credit-deposit ratio has scored 40 or 50 in all the years
which shows that bank has maintained sufficient
1. Table 3 shows that SBI performance scores on S . . .
. . . . liquidity and making full use of its funds by creating
financial perspective have been declined continuously more assets
in the first four years of the study then increased to 270 '
in2011-12 and then again had a declining scores. Net NPA's to Net Advances ratio scores declined to 20
in 2016-17 from 40 in 2007-2008. It reveals that
2. Scores on Growth rate of profits and return on assets . . .
L . inefficient recovery of advances and poor credit
both have been declined in the last years of study. SBI is .
. o ; management policies of the bank.
not able to sustain its profitability growth during the
studied period. Bank has maintained sufficient capital against risk
. . weighted assets as the Capital Adequacy ratio of the
3. Scores on Return on equity has also been declined to 20 banl% has a consistent tren dp quacy
in 2016-17 from 40 in 2007-08 which indicates the ’
inefficiency of management in providing adequate Net Interest Margin to Total Assets ratio has also
returns to its shareholders. consistent trend as it scored 30 in almost each year.
. . . There was no improvement in the earning quality of the
4. Cash -deposit ratio has gained average scores and bank p gquatty
18 www.pbr.co.in
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Table: 4 HDFC Bank’s Performance Scores on Customer Perspective

Strategic Measures |2007-08 [ 2008-09 | 2009-10(2010-11|2011-12|2012-13 [ 2013-14| 2014-15 | 2015-16 | 2016-17
Objectives
) Deposit 50 50 20 30 20 30 30 30 30 20
Business Growth
Growth i
Credit 40 50 30 30 30 30 30 30 30 20
Growth
Saving A/c 40 40 50 30 20 20 20 30 20 40
Customer
Current A/c 50 0 40 30 0 20 20 20 30 40
Growth
Casa Ratio 50 40 50 50 50 40 40 40 40 50
Providing Complaints
Excellent after [Redressel 50 50 50 50 50 50 50 50 50 50
sales services Ratio
Increasing Deposits 20 30 30 30 30 30 30 40 40 40
Market Share in [Advances 20 30 30 30 30 30 30 40 40 50
Total 400 320 290 300 280 230 250 250 280 280 310
Observations: 3. Scores on growth rate in saving and currents accounts
have been decreased during the mid years of study then
1. Table 4 shows that the performance scores on customer o . g Y 1y
. . again increased in the last years. Bank has maintained
perspective of HDFC bank does not reveal any major > . .
) . . High CASA ratio which are low cost funds thus
difference during the study period. The performance increases brofit marein of the bank
scores decreased to 230 in 2011-12 due to negative p & )
deposit growth in current accounts customer then 4. HDFC bank has provided excellent after sales services
againincreasedto 310in2016-17. and has scored the highest in all the years of the study.
2. Thescores on growth rate in deposits and advanceshas 5  Market share of HDFC bank has also increased

been decreased to 20 in 2016-17 from 50 in early years
of study period. Still bank has sustained its growth in
deposits and advances accounts.

continuously in terms of deposits and advances that
represents the better competitive position of the bank
inmarket

Table: 5 State Bank of India’s Performance Scores on Customer Perspective

Strategi
Ob;:c‘:fv':s Measures | 2007-08 | 2008-09 | 2009-10|2010-11 | 2011-12 | 2012-13| 2013-14 | 2014-15 | 2015-16 | 2016-17
Business Growth|Deposit Growth 30 40 10 20 20 20 20 20 10 20
Credit Growth 30 40 20 20 20 30 20 10 30 10
Customer Saving A/c 20 30 30 30 20 20 20 10 20 30
Growth Current A/c 20 20 20 10 0 20 10 20 20 10
Casa Ratio 40 40 40 50 40 40 40 40 40 40
Providing
Excellent after |Complaints
sales services Redressel Ratio 40 50 50 50 50 50 50 50 50 50
Increasing Deposits 50 50 50 50 50 50 50 50 50 50
Market Share in |Advances 50 50 50 50 50 50 50 50 50 50
Total 400 280 320 270 280 250 280 260 250 270 260
Observations: scored 40 in almost each year which shows that SBI
. . bank is able able to attract deposits in low cost funds by
1. SBI bank's performance on customer perspective has a v . .
. . o . providing efficient, prompt and smooth services to
slightly volatile trend and has no significant difference .
. X : . saving and current account holders.
during the study period. The scores declined to 260 in
2016-2017 from 280 in 2007-08. 4. Complaints redressel ratio scored maximum scores in
. . all the years which proves that bank is providin
2. Deposits and credit growth rate both have scored low . y prove . p &
. . . satisfactory after sales services to their customers.
during all years still bank has retained largest customer
base both in deposits and advances. 5 Market share of SBI bank in both the deposits and
. advances was the highest in all the years which
3. Scores on saving and current accounts growth rate

were 20 or 30 in 2007-08 and 2008-09 respectively
and below average in rest all the years. CASA ratio

www.pbr.co.in

indicates the best competitive position of the bank with
largest base of customers in deposits and advances.
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Table: 6 HDFC Bank’s Performance Scores Perspective on Internal Business Process

Strategic Objectives Measures 2007-08|2008-09 [ 2009-10{2010-11]2011-12|2012-13 | 2013-14 | 2014-15| 2015-16 [ 2016-17
Achieving Operational | Growth In total
Excellence Business 40 40 20 30 20 20 30 20 20 20
Business Per
Productivity Growth |Employee 20 20 20 20 20 30 30 30 40 50
Profit Per Employee 20 20 20 20 20 30 40 40 40 50
Ratio of Wage Bills
to Total Cost 20 20 10 10 20 20 20 30 30 30
Ratio of
Reducing Cost of Intermediation cost
Business Operations |to Total Assets 20 20 30 30 20 20 30 30 30 30
Advertisement Cost
to Total Business
Volume Ratio 10 20 40 30 30 30 40 40 40 40
Increasing
4 Growth In ATM's 10 10 20 20 30 30 40 40 40 40
Geographical reach for
customers Growth In Branches 10 20 20 20 30 30 30 40 40 40
Total 400 1s0] 170] 180 180] 190 210] 260 270] 280 300
Observations: manpower.
1. HDFC Bank's performance scores on internalbusiness 4. Scores on ratio of wage bills to total cost and ratio of
rocess perspective has been improved year after year. intermediation cost to total assets both have been
he scores gained in year 2007-08 were 150 and increased to 30 in 2016-17 from 20 in 2007-08.
increased to 300in2016-17. Increase in scores of both ratios depicts that bank is
2. Score on growth in total business of HDFC bank has able to retzlcliuce %(%S%-i)-{ bufstllrllesg, ol?e[r\ac‘{lolgﬁ_ Whlc}%
been declined to 20 in 2016-2017 from 40 in 2007-08. cort T e Al Bsincss Tatio has aleo incrensed whieh
Operational efficiency was average during the study cost to total business ratio has also increased whic
eriod represents that bank is able to acquire more business
p : ) with less advertisement efforts.
3. Scores on Business per employee and profit per 5. HDFC bank has increased its geographical reach for
employee have been increased from 20 in 2007-08 to . - ;
: . : e their customers by continuous expansion in number of
maximum in 2016-17. Higher productivity growth and A
: : branches and ATM's in remote areas. The scores have
low cost on employees depicts better managerial and increased to 40 in 2016-17 from 10 in 2007-08 for both
operational efficiency in effective utilization of branches and ATM's.
Table: 7 State Bank of India’s Performance Scores on Internal Business Process Perspective
Strategic Objectives 2007-08 | 2008-09|2009-10 | 2010-11|2011-12( 2012-13|2013-14 | 2014-15| 2015-16 | 2016-17
Measures
Achieving Operational Growth In total
Excellence .
Business 20 30 10 20 20 20 20 10 10 20
Business Per
Productivity Growth |Employee 20 20 20 30 30 30 40 40 50 50
Profit Per Employee 10 20 20 10 20 20 20 20 20 20
Ratio of Wage Bills
to Total Cost 10 10 10 10 10 10 10 10 10 10
Ratio of
Reducing Cost of Intermediation cost
Business Operations  |to Total Assets 40 40 30 30 30 30 30 40 40 40
Advertisemnet Cost
to Total Business
Volume Ratio 40 40 40 50 50 40 50 50 50 50
Increasing Growth In ATM's 20 30 50 50 50 50 50 50 50 50
Geographical reach for
customers Growth In Branches 50 50 50 50 50 50 50 50 50 50
Total 400 210 240 230 250 260 250 270 270 280 290
Observations: 3. Scores on Business per employee has increased to 50 in
2016-17 from 20 in 2007-08 but the profit per
1. It has been observed that performance of SBI bank on employee was below averace for all the vears.
internal business perspective has been significantly Employees are efficient enough to generate sufficient
improved year wise. The scores gained in 2007-08 business for the bank but profit per employee has
were 210 only and reaches t0 290 in 2016-17. decreased due to increase in other operational costs.
. . 4. Ratio of wage bills to total cost have scored 10 in all the
2. Growth rate of business was below average in all the ears and ratio of intermediation cost to total assets

years of the study except in 2008-09.
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ave scored 40 in almost every year. This implies that
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bank is spending more on employees which has
increases employee productivity but decrease the
profitability too. Advertisement cost to total business
volume ratio scored 40 or 50 which shows that
minimum cost on advertisement has acquired more
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business to the bank.

Growth in ATM's and branches scored 50 in all the
years of study which indicates the increased reach to
customers in remote locations from the beginning of
the study period.

Table: 8 HDFC Bank’s Performance Scores on Learning & Growth and Innovation Perspective

Strategic Measures 2007-08 | 2008-09 | 2009-10 | 2010-11 | 2011-12 | 2012-13 | 2013-14| 2014-15 | 2015-16 | 2016-17
Objectives
Number of Employees 20 30 30 30 40 40 40 40 50 50
Improve
Increase in Expenditure
Employees
- - of Employees 20 20 20 30 30 30 30 30 30 40
Capability/Training
Percentage of employees
& Development R
trained N.A. N.A. N.A. N.A. N.A. 40 50 50 50 50
Number of Debit Cards 30 50 50 50 50 50 50 50 50 50
Digitalization of ~ |Number of Credit Cards 40 50 50 50 50 50 50 50 50 50
Products & Number of POS Terminals N.A. N.A. N.A. 20 30 40 30 40 40 50
Services/Providing |Number of Mobile
Reliable IT Transactions N.A. N.A. 10 10 10 10 20 50 50 50
infrastructure Number of NEFT
Transactions N.A. 20 20 50 50 50 50 50 50 50
Total 400 110 170] 180] 240] 260] 310] 320 360] 370 390
Observations: the increase in number of employees to retain them.
. Training to all employees has been imparted in all the
1. The performance scores of HDFC bank on learning & & POy oy P
X : . years to improve their capabilities.
growth and innovation perspective have been
increased to 390 in 2016-17 from 110 in 2007-08. The 3. Scores on number of debit cards, credit cards, POS
performance of the bank has been improved during the terminals, number of mobile transactions and NEFT
study period. transactions have increased to maximum in 2016-17.
. This indicates bank is able to provide reliable IT
2. Scores on number of employees and expenditure on . P o !
. : infrastructure for providing digital products/services
employees have increased from 20 in 2007-08 to 40 . P
. . . to its customer and has taken necessary initiatives to
and 50 in 2016-17 respectively. Bank has recruited 1 AP T
. . . : cope up with high pace of competition in digitalised
skilled employees and has increased expenditure with :
environment.
Table: 9 State Bank of India’s Performance Scores on Learning & Growth and Innovation Perspective
Strategic
. N Measures 2007-08 | 2008-09| 2009-10(2010-11|2011-12|2012-13|2013-14|2014-15|2015-16 | 2016-17
Objectives
Number of Employees 50 50 50 50 50 50 50 50 50 50
Improve Increase in Expenditure
Employees of Employees
Capability/Training 20 20 30 30 40 40 50 50 50 50
& Development Percentage of
employees trained N.A. N.A. N.A. N.A. 50 40 50 50 50 40
Number of Debit Cards 50 50 50 50 50 50 50 50 50 50
e Number of Credit Cards N.A. N.A. N.A. 30 30 30 30 40 40 50
Digitalization of
Number of POS
Products & .
. - Terminals N.A. N.A. N.A. N.A. 10 10 20 30 40 50
Services/Providing -
. Number of Mobile
Reliable IT
. Transactions N.A. N.A. 10 30 50 50 50 50 50 50
infrastructure
Number of NEFT
Transactions N.A. 10 20 40 50 50 50 50 50 50
Total 400 120 130 160 230 330 320 350 370 380 390
Observations: simultaneously increased the expenditure on
. employees and provided training to maximum number
1. SBI performance scores on learning & growth of epm }Io ces inpall the vears &
perspective have been increased to 390 in 2016-17 ploy years.
from 120 in 2007-08. As there was no significant 3. SBI scored maximum marks on no. of debit cards as
difference in the performance after 2011-12. the bank is the leader in issuing highest number of
. . . debit cards. The scores on credit card was 30 in 2010-
2. Bank gained the highest scores in all years of study on

Growth in number of skilled employees. Bank has

www.pbr.co.in

11 that increased to 50 in 2016-17. Scores on POS
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terminals has also increased to 50 in 2016-17. Number
of mobile transactions and NEFT transactions scored

bank has provided reliable IT infrastructure for
digitalized product and services and cope up with the

highest in last 6 years of the study. This implies that

digitalization taking place in industry.

Table: 10 HDFC Bank’s Performance Scores on Social and Environment Perspective

C?t:;::ig\;:s Measures 2007-08 | 2008-09 | 2009-10 [ 2010-11 | 2011-12 | 2012-13 | 2013-14 | 2014-15 | 2015-16 | 2016-17
Increasw!g_ Percentage of CSR
Responsibilty . X
R Expenditure to Net Profits
towards society N.A. N.A. N.A. N.A. N.A. 20 30 40 40 50
Increasing Perclentagle of Female to
. Total employees
Gender Equality N.A. N.A. N.A. N.A. 30 30 20 30 30 30
Growth in Branches in
Rural & Semi urban Areas(
Rural and semi urban to
Total Branches) 20 20 20 30 40 40 40 40 40 40
" Ratio of Priority Sector
Promoting
. . Advances to Total Advances
Financial
. 20 40 40 40 40 40 30 30 40 30
Inclusion Plans —
Total No. of beneficiaries of
PMJDY N.A. N.A. N.A. N.A. N.A. N.A. N.A. 10 10 10
Percentage Growth in
Deposits of PMIDY
Accounts N.A. N.A. N.A. N.A. N.A. N.A. N.A. N.A. 20 20
. Amount invested on
Promoting . . .
. Environment Sustainabilty N.A. N.A. N.A. N.A. N.A. N.A. N.A. 10 20 30
Environment
Sustainabilit Steps Taken for
ustainabliity Environment Protection N.A. N.A. N.A. N.A. N.A. 50 50 50 50 50
Total 400 40 60 60 70 110 180 170 210 250 260
Observations: urban areas and scored 40 in last six years of the study.

1. CSR expenditure of the bank has an increasing trend in

the last five years so it scored maximum in last years.

2. Number of female employees has increased but the
increase has no major difference so it scored 30 in all the

years of the study.
3.

To promote financial inclusion plans, bank has
initiated to expand its branches more in rural and semi-

Scores on ratio of priority sector lending to total advances
ratio scored 20-40 in all the years. Number of PMJDY
accounts and deposits in these accounts have not increased
much and scored 10 or 20 in all years.

4. HDFC scores on investment in promoting
environment has increased from 10 in 2014-15 to 30 in
2016-17. Bank has taken all the necessary steps for
protecting environment and scored 50 in all years.

Table: 11 State Bank of India’s Performance Scores on Social and Environment Perspective

Strategic Objectives Measures 2007-08|2008-09 | 2009-10|2010-11|2011-12|2012-13 (2013-14| 2014-15| 2015-16 | 2016-17
Increasing Percentage of CSR
Responsibilty Expenditure to Net
towards society Profits N.A. N.A. 10 10 20 30 30 20 30 20
Increasing Gender [Percentage of Female
Equality to Total employees N.A. N.A. N.A. N.A. N.A. 40 40 40 40 40
Growth in Branches in
Rural & Semi urban
Areas( Rural and semi
urban to Total
Branches) 50 50 50 50 50 50 50 50 50 50
Promoting Ratio of Priority Sector
Financial Inclusion [Advances to Total
Plans Advances 30 30 30 40 30 30 30 30 30 30
Total No. of
beneficiaries of PMJDY N.A. N.A. N.A. N.A. N.A. N.A. N.A. 50 50 50
Percentage Growth in
Deposits of PMJDY
Accounts N.A. N.A. N.A. N.A. N.A. N.A. N.A. N.A. 50 50
Amount invested on
Promoting Environment
Environment Sustainabilty N.A. N.A. N.A. N.A. N.A. N.A. N.A. 30 40 30
Sustainability Ste[_)s Taken for _
Environment Protection N.A. N.A. N.A. N.A. N.A. 50 50 50 50 50
Total 400 80 80 90 100 100 200 200 270 340 320
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Observations:

1.

SBI has increased expenditure on CSR activities and
scored 10-30 in all the years.

No. of female employees have also increased with the
increase in number of total employees. This measure
scored 40 in last five years of the study.

Bank has the largest number of branches in rural and
semi urban areas. This measure scored 50 in all the
years. Ratio of priority sector advances to total
advances scored 30 in almost all years. Number of
PMIDY accounts and deposits in such accounts scored
50 in all years as SBI has opened highest number of
accounts and mobilized highest savings in such
accounts.
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4. Investment in environment protection scored 30 or 40
in last three years of study. Bank has taken necessary
steps for environment protection and scored 50 in last 5
years of the study.

Intra-Bank Comparison of HDFC bank and State Bank
of India on all the perspectives of Balanced Scorecard

Using IBM SPSS22, Kruskal Wallis Test has been applied
to test whether HDFC and State bank of India shows
any difference in the performance when Intra-
Company Comparison is drawn for year 2007-08 to
2016-17.

Table: 12 Mean ranks of years for HDFC bank and State bank of India

Mean Ranks of Years for HDFC and SBI bank on different Perspectives

Year-> 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017

Name of the Name of Mean| |[Mean| [Mean| [Mean| |Mean| |Mean| [Mean| |Mean| |Mean| |Mean
Perspective the Bank |N| Rank [N| Rank [N|Rank [N| Rank |N| Rank |N| Rank [N| Rank |N|Rank|N| Rank [N| Rank
HDFC Bank| 8| 5.06| 8| 5.19| 8| 6.06| 8] 6.31] 8] 6.38| 8 6.63| 8| 5.88| 8 5.25| 8 4.25/ 8 4
Financial Perspective |SBIBank | 8| 7.94| 8] 7.25| 8] 5.69| 8| 5.25( 8| 6.31| 8| 5.44| 8 4.25| 8| 4.81f 8| 3.56| 8 4.5
HDFC Bank| 8| 6.5 8 5.81f 8 6 8| 5.69 8| 4.19 8| 4.38| 8| 4.38 8| 5.81| 8 5.75[ 8] 6.5
Customer Perspective |SBI Bank 8| 5.69| 8| 7.25| 8| 5.5/ 8| 6.06| 8| 4.63| 8| 5.88| 8| 4.88| 8| 4.69| 8| 5.38 8 5.06
Internal Business HDFC Bank| 8| 3.31f 8| 3.69| 8| 4.13| 8| 4.13| 8| 4.06| 8| 4.94| 8| 7.19| 8| 7.56| 8| 7.81f 8| 8.19
Process Perspective  |SBI Bank 8| 4.06| 8| 5.25| 8| 4.19| 8| 5.13| 8| 5.75| 8| 5.13| 8| 6.06| 8| 6.13| 8| 6.38 8| 6.94
Learning & Growth HDFCBank| 4| 2.1) 5| 4.5|6| 457 547 618 6.1/8 6.1 8 6.1/8 6.7/8 7.4

and Innovation
Perspective SBI Bank 3| 4.17

S

4.17

]

4.83

(o))

48318 55/ 8 55/8 65 6.5 8 658 65

o)

Social & Environment |HDFC Bank| 2 1.5 2| 4.75| 2| 4.75| 2

575/ 3] 755 7.5|5 5257 5258 7.5 8 525

Perspective SBI Bank 2| 5.25| 2| 5.25[ 3| 5.25 3

7.75| 3| 5.25/ 5| 5.25| 5[ 5.25| 7| 5.25| 8 5.25 8 5.25

Table: 13 Result of Kruskal Wallis Test for HDFC Bank and State Bank of India on different perspectives

HDFC SBI
Null
Name of the Perspective Null ) Hypothesi
Hypothesis s
Accepted/ |Value |Accepted/
Values |Rejected |s Rejected
Chi-Square 11.446 22.18
Financial Perspective Degree of Freedom 9| Accepted 9| Rejected
p-Value 0.246| 0.008|
Chi-Square 8.356 10.2]
Customer Perspective Degree of Freedom 9| Accepted 9| Accepted
p-Value 0.499 0.335
. Chi-Square 35.000 12.97|
Internal Business i
. Degree of Freedom 9| Rejected 9| Accepted
Process Perspective
p-Value 0.000| 0.164
Learning & Growth and Chi-Square 24.664 ‘ 9.000]
) . Degree of Freedom 9| Rejected 9| Accepted
Innovation Perspective
p-Value 0.003 0.437
Social & Environment Chi-Square 8.393 9000
. Degree of Freedom 9| Accepted 9| Accepted
Perspective
p-Value 0.495 0.437
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Table 13 shows that p-value for HDFC bank in internal
business process perspective and Learning & Growth
Perspective is 0.000 and 0.003 respectively which is
significantly less than 0.05, this implies null hypothesis is

rejected for these perspectives. P-value for SBI bank on
financial perspective is 0.008 which is less than 0.05, this
implies that null hypothesis is rejected for this perspective
of SBL.

Table: 14 Grading of Performance of HDFC and SBI on BSC

HDFC SBI

Year Performance| Grade |Performance| Grade
2007-08 48 Poor 50 Poor
2008-09 52 Fair 53 Fair
2009-10 54 Fair 50 Fair
2010-11 57 Fair 55 Fair
2011-12 57 Fair 61 Good
2012-13 65 Good 65 Good
2013-14 67 Good 65 Good
2014-15 73 Very Good 70 Very Good
2015-16 75 Very Good 73 Very Good
2016-17 78 Very Good 74 Very Good

Conclusion and Suggestions:

The findings reveals that there is no significant difference
in the performance of HDFC bank on financial perspective,
customer perspective and Social & Environment
Perspective and there is no significant difference in the
performance of SBI on all perspectives except financial
perspective when intra company comparison is drawn for
the financial years from 2007-08 to 2016-17.The overall
BSC performance scores of HDFC bank and SBI has
significantly improved and graded very good in last years
than poor or fair in earlier years of study. The overall
performance scores of HDFC bank were higher than SBI
from the year 2013-14to 2016-17. It is concluded that the
performance of both the banks on financial parameters is
decreasing so it is suggested that both the banks should
concentrate on improving the performance on non-

24

financial perspectives because improvement in non-
financial measures directly improves the financial
performance.Banks should try to cut their cost on
employees and other operational costs to increase their
profit margin. Both banks should also concentrate on
customer satisfaction and should confirms that products
and services offered meets customers' expectations so that
the growth rate of business can be increased. Performance
on Social and environment measures should be improved
to improve the reputation of the banks in the eyes of
stakeholders. Balanced Scorecard is the worthwhile tool
for measuring performance of banks which reveals all the
financial and non-financial information and helps in
identifying the improvement areas and attain their strategic
objectives to gain a competitive edge over competitors.
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