CHAPTER - I
1.1 INTRODUCTION OF THE STUDY
          The quality of customer service has emerged as one of the most critical factors in determining the success and sustainability of organizations in the modern competitive banking environment. In the context of Indian banking, where both public and private sector banks coexist, the role of service quality in attracting, satisfying, and retaining customers has become increasingly important. The State Bank of India (SBI), as the largest public sector bank in the country, serves millions of customers daily through its extensive network of branches, ATMs, and digital platforms. As customer expectations continue to evolve, driven by technological advancement and improved service offerings by private sector competitors, it becomes imperative to assess the quality of service being rendered by SBI from the customer’s point of view.
           SBI has historically held a strong position in the Indian banking landscape due to its government backing, trustworthiness, and extensive reach in rural and urban areas. However, in recent years, customer satisfaction has emerged as a major challenge due to increasing expectations, digital transformation, and the presence of nimble private sector banks offering personalized services. Therefore, customer service in SBI must be evaluated not only based on traditional in-branch experiences but also with regard to online banking, responsiveness, staff behavior, grievance redressal, transaction efficiency, and overall banking experience.
          This study aims to explore the perceptions and satisfaction levels of customers concerning the quality of services provided by SBI. The key components of service quality such as reliability, responsiveness, assurance, empathy, and tangibles will be analyzed in the context of SBI’s service delivery. Furthermore, the study will attempt to identify any gaps between expected service levels and actual service performance experienced by customers. It will also assess whether SBI's service initiatives align with the needs and preferences of different customer segments, including youth, salaried individuals, entrepreneurs, senior citizens, and rural account holders.
          The importance of this study lies in its potential to provide insights into the strengths and weaknesses of SBI’s customer service. It also aims to identify areas for improvement that can enhance customer satisfaction and loyalty. In the long term, improving service quality can have a direct impact on customer retention, reputation, and profitability of the bank. While SBI has launched several initiatives to modernize its operations—including mobile banking apps, online services, and queue management systems—the actual impact of these services on customer experience needs to be measured and evaluated.
          The study will also consider feedback from both retail and corporate customers, as their service expectations and banking interactions vary significantly. With increasing digital adoption, the ability of SBI to offer seamless and secure digital experiences is also a key factor in customer satisfaction. Moreover, in a market where customer loyalty is increasingly influenced by service experiences rather than just interest rates or account features, it becomes essential for SBI to continuously monitor and improve its service delivery.
What are the benefits of Customer quality service?
· Understanding Customer Expectations: This study helps identify what customers truly expect from SBI in terms of service quality. By comparing expectations with actual experiences, SBI can realign its services to better meet customer needs. This leads to more targeted and efficient service improvements.
· Improving Service Delivery: By highlighting strengths and weaknesses in current service practices, the study offers insights into areas needing improvement. SBI can use these insights to train staff, streamline processes, and enhance customer interaction. This ultimately increases service efficiency and satisfaction.
· Enhancing Customer Satisfaction and Loyalty: When a bank consistently meets or exceeds service expectations, customer trust and loyalty naturally grow. This study allows SBI to track satisfaction trends and make customer-centric decisions. Long-term loyalty translates into repeat business and better brand reputation.
· Benchmarking Against Competitors: The study enables SBI to assess how its service quality compares with that of private and other public banks. Understanding this comparison helps SBI adopt best practices from the industry. It also assists in maintaining a competitive edge in a saturated market.
· Identifying Training Needs: Based on customer feedback, the bank can identify specific service areas where employees require further training. This leads to more professional and knowledgeable staff interactions. Improved staff performance enhances the overall customer experience.
· Supporting Digital Transformation: The study provides feedback on digital services like mobile banking, internet banking, and ATM experiences. SBI can use this to improve its technological platforms and ensure smoother digital transactions. This supports the bank’s move toward a more tech-savvy customer base.
Customer quality service advantages
· This study provides a clear insight into customer perceptions of SBI’s service quality, helping the bank understand its strengths and weaknesses. It enables SBI to prioritize service areas that need immediate attention, ensuring resources are used efficiently for maximum impact. Consequently, this leads to better overall customer experience.
· By evaluating service quality from the customer’s perspective, the study helps SBI to develop tailored strategies that enhance satisfaction. These strategies may include improving staff behavior, reducing wait times, or upgrading technology platforms. Ultimately, such improvements can result in higher customer retention rates.
· The research serves as a useful tool for SBI’s management to make informed decisions based on real customer feedback. It reduces guesswork and promotes evidence-based management, leading to more effective policy implementation. 
· Through systematic analysis of service quality factors, SBI can benchmark its performance against industry standards and competitors. Understanding how it fares in comparison allows the bank to adopt best practices and innovate accordingly. 
· The study encourages a customer-centric culture within SBI by emphasizing the importance of quality service in banking operations. This cultural shift improves employee motivation to provide excellent service and helps create lasting relationships with customers. Such relationships are vital for sustainable business growth.
· Another advantage is the identification of specific training and development needs for SBI staff. By addressing gaps in service delivery skills, the bank can ensure a more competent and confident workforce. 
· The study also sheds light on the effectiveness of SBI’s digital banking services, revealing areas for technical and operational upgrades. This is crucial as banking increasingly moves online, and customers expect seamless digital experiences
· Conducting this study provides SBI with valuable data that can be used to resolve customer grievances more proactively. Early identification of common complaints allows the bank to address issues before they escalate. 


INDUSTRY PROFILE
The banking industry plays a crucial role in the economic development of any country by mobilizing savings, facilitating investments, and providing financial services to individuals, businesses, and governments. In India, the banking sector is broadly divided into public sector banks, private sector banks, foreign banks, regional rural banks, cooperative banks, and specialized financial institutions. Among these, public sector banks hold a significant share of total banking business due to their widespread network and government ownership.
The State Bank of India (SBI) is the largest and oldest public sector bank in India, established in 1955 following the nationalization of the Imperial Bank of India. It commands a dominant position in the Indian banking sector, with a vast network of over 22,000 branches and more than 58,000 ATMs spread across urban, semi-urban, and rural areas. SBI serves millions of customers from diverse socio-economic backgrounds, making it a critical financial institution in India.
In the face of increasing competition from private sector banks such as HDFC Bank, ICICI Bank, and Axis Bank, SBI has focused on improving the quality of its services to maintain and grow its customer base. The banking industry is rapidly evolving with the advent of digital technology, increased customer expectations, and regulatory reforms. Customer service quality, therefore, has become a key differentiator in this competitive environment.
SBI offers a wide range of services including savings and current accounts, fixed deposits, loans (personal, home, vehicle, education), credit and debit cards, wealth management, and digital banking services like internet banking and mobile banking apps. The bank has also implemented initiatives such as customer service training programs, grievance redressal mechanisms, and technological upgrades to enhance the customer experience.
Customer satisfaction in banking is influenced by factors such as service reliability, responsiveness, staff competence, assurance, empathy, and tangibility of service facilities. SBI’s large and diverse customer base presents unique challenges in delivering consistent service quality across all branches and platforms. Hence, measuring and improving customer quality service is vital for SBI to sustain its leadership and fulfill its commitment to inclusive growth and financial inclusion.


1.4 STATEMENT OF THE PROBLEM
          Customer service quality has become a key differentiator in the banking sector, especially in the context of increasing competition and growing customer expectations. The State Bank of India (SBI), being the largest public sector bank in India, plays a crucial role in delivering financial services to a wide demographic. However, despite its widespread presence and legacy, customers often express concerns about the quality of services rendered—ranging from delays in processing, lack of responsiveness, inefficiency in grievance redressal, and unsatisfactory behavior of staff.
         This study seeks to identify and analyze the gaps between customer expectations and the actual service quality delivered by SBI. It also attempts to understand the key factors contributing to customer dissatisfaction, if any, and to assess how well SBI adheres to its own customer service standards. The investigation is particularly relevant in the era of digital banking, where customer experience is increasingly becoming a benchmark for bank performance.
1.5 OBJECTIVES OF THE STUDY
· To assess customer satisfaction with the various services offered by SBI, including both in-branch and digital banking experiences.
· To evaluate the efficiency and responsiveness of SBI employees in handling customer queries, complaints, and transactions.
· To identify the key factors that influence customer perceptions of service quality in SBI.
· To analyze the gap between customer expectations and the actual service delivered.
· To study the effectiveness of SBI’s grievance redressal mechanisms and customer support channels.
· To suggest recommendations for improving the overall quality of customer service at SBI based on the findings of the study.






[bookmark: _Hlk199674845]1.6 SCOPE OF THE STUDY
          The scope of this study is limited to evaluating the quality of customer service provided by the State Bank of India (SBI), with specific reference to its operations in [Location/Branch Name]. The study focuses on understanding customer experiences, satisfaction levels, and perceptions of service efficiency.
           It includes an assessment of both traditional banking services (e.g., deposits, withdrawals, loans, passbook updating, in-person assistance) and digital services (e.g., internet banking, mobile banking, ATMs). The study covers interactions between customers and front-line staff, turnaround time for services, grievance handling processes, and the accessibility of banking facilities.
          The research is primarily based on feedback from SBI customers in the selected branch/location, and does not cover the operations of other banks or SBI branches in other regions. The study is conducted within a defined timeframe and is based on data collected through surveys, interviews, and secondary sources such as customer service reports.
          This study is intended to provide insights to bank officials and policymakers at SBI for improving service delivery and enhancing customer satisfaction in the selected area.

[bookmark: _Hlk199674907]1.7 LIMITATIONS OF THE STUDY
· Geographical Limitation: The study is confined to a single branch or limited location, and the results may not reflect the service quality across all SBI branches nationwide.
· Limited Sample Size: The number of respondents included in the study was restricted due to time and resource constraints, which may affect the generalizability of the findings.
· Time Constraints: The research had to be completed within a defined time frame, which limited prolonged observation or longitudinal studies.
· Customer Bias: The feedback collected may be influenced by personal bias, dissatisfaction from isolated incidents, or preconceived notions about public sector banks.
· Lack of Access to Internal Data: The study relies heavily on external sources such as customer feedback and publicly available information, without access to SBI’s internal service performance reports, employee evaluations, or confidential records.
· Dynamic Banking Environment: The banking sector, particularly digital banking services, evolves rapidly. Some findings may become outdated as SBI updates its services, platforms, or policies.
· Non-response or Incomplete Responses: Some participants may have chosen not to answer certain questions or provided incomplete responses, potentially affecting data quality.
· Exclusion of Staff Perspective: This study mainly considers the viewpoint of customers. The opinions and challenges faced by SBI staff are not extensively covered.
· Focus on Service Quality Only: The study does not evaluate other aspects such as financial performance, operational efficiency, or compliance, which may indirectly affect service delivery.
· Limited Technological Assessment: The study does not include a deep technical audit of SBI’s digital platforms (e.g., app functionality, cyber security, system downtime), which are key aspects of modern customer service.
· Language and Literacy Barriers: Some customers may have faced difficulty understanding survey questions due to language or literacy issues, potentially limiting the accuracy of their responses.
· Respondent Availability: Reaching working professionals or elderly customers for interviews or surveys was challenging due to their availability and willingness to participate.












[bookmark: _Hlk199674985]CHAPTER – II
2. REVIEW OF LITERATURE
           The review of literature provides an overview of previous studies and scholarly work that explore various dimensions of customer service in the banking sector. It helps to establish the theoretical foundation of the study and identify gaps in existing research related to the State Bank of India (SBI).
2.1 Concept of Customer Service in Banking
Customer service in banking refers to the overall experience a customer has when interacting with the bank’s personnel, systems, and processes. It encompasses aspects such as employee behavior, response time, service delivery efficiency, grievance redressal, and the ease of using banking facilities—both physical and digital.
2.2 Importance of Service Quality in Banking
Several researchers have highlighted the significance of service quality as a key determinant of customer satisfaction and loyalty. In a competitive banking environment, delivering high-quality service is critical for customer retention and brand reputation.
· Parasuraman, Zeithaml & Berry (1988) introduced the SERVQUAL model, which identifies five key dimensions of service quality: Tangibility, Reliability, Responsiveness, Assurance, and Empathy. This model has been widely used to measure customer service quality in banks.
· Levesque and McDougall (1996) stated that customer satisfaction in banking is primarily influenced by the speed of service, problem resolution ability, and courteous behavior of staff.
2.3 Customer Service in Indian Banks
· Kumar & Mittal (2005) emphasized that public sector banks in India, including SBI, have traditionally lagged behind private banks in service quality, primarily due to bureaucratic processes and lower levels of customer focus.
· Malhotra & Mukherjee (2004) found that customer perceptions of service quality are improving in public sector banks due to digitization and increased competition.
· Goyal and Goyal (2012) observed that the introduction of core banking solutions and digital platforms has significantly improved the efficiency of public sector banks, including SBI, though gaps still remain in customer support and complaint resolution.
2.4 Studies Specific to SBI
· Rani & Kumar (2014) conducted a study on SBI customers and found that while customers were satisfied with the bank's trust and reliability, they expressed dissatisfaction with the waiting time and staff behavior.
· Singh & Arora (2018) noted that SBI has made significant investments in digital banking, but many customers, especially in rural branches, still face issues related to accessibility and service responsiveness.
· Batra & Kalra (2020) highlighted the differences in customer satisfaction between metro and non-metro branches of SBI, showing that location and staff training directly influence customer experience.
2.5 Digital Banking and Customer Expectations
· Naveen & Prasad (2021) found that customer expectations have risen due to mobile apps and 24/7 banking availability. SBI's YONO app was found useful but still received mixed reviews for technical glitches and response time.
· Sharma & Gupta (2022) emphasized the growing need for consistent customer service across digital and offline platforms, noting that banks like SBI must bridge the gap between traditional and modern service delivery.










CHAPTER – III
3. RESEARCH METHODOLOGY
          The research methodology is a crucial component of any study. It outlines the methods and procedures used for collecting and analyzing data to achieve the research objectives. This chapter provides a clear understanding of how the study was conducted.
3.1 Research Design
This study follows a descriptive research design, aimed at systematically describing customer perceptions and satisfaction levels regarding the service quality offered by SBI. Descriptive design is appropriate as it helps in identifying existing service issues and customer expectations without manipulating any variables.
3.2 Area of the Study
The study is confined to the customers of SBI [Location/Branch Name], chosen due to its high customer footfall and relevance as a representative branch of the public banking sector.
3.3 Sampling Technique
A convenience sampling method was adopted for this study. Customers visiting the selected SBI branch during the research period were randomly approached and invited to participate in the survey.
3.4 Sample Size
The sample size consists of 100 respondents, including a diverse group of customers based on age, occupation, education level, and frequency of bank usage. This size is considered adequate for analyzing patterns and drawing meaningful conclusions for a branch-level study.
3.5 Data Collection Methods
· Primary Data: Collected through structured questionnaires distributed to SBI customers. The questionnaire included both closed-ended (Likert scale) and a few open-ended questions to gain insights into customer satisfaction, service quality, and grievances.
· Secondary Data: Gathered from SBI annual reports, journals, research papers, newspapers, websites, and customer feedback summaries available online.
3.6 Tools of Data Collection
· Structured questionnaire
· Personal interviews (where required)
· Online feedback analysis (if applicable)
3.7 Tools for Data Analysis
Data was analyzed using basic statistical tools such as percentages, averages, and graphical representations (bar charts and pie charts) to interpret customer responses clearly. Inferences were drawn based on observed trends and common feedback themes.
3.8 Period of the Study
The data collection and analysis were carried out over a period of [Insert Duration, e.g., 2 months – from March to April 2025].
3.9 Limitations in Methodology
· Due to time constraints, the study was limited to a single branch.
· Convenience sampling may not represent the entire population of SBI customers.
· Customer responses may be influenced by their immediate experiences and personal biases.









CHAPTER – IV
4. DATA ANALYSIS AND INTERPRETATION
[bookmark: _Hlk199675692]AGE GROUP OF THE RESPONDNENTS
	[bookmark: _Hlk199675769]AGE
	NO. OF RESPONDENTS 
	PERCENTAGE (%)

	Below 25 years
	12
	12%

	26 – 35 years
	28
	28%

	36 – 45 years
	30
	30%

	46 – 60 years
	20
	20%

	Above 60 years
	10
	10%

	Total
	100
	100%



INTERPRETATION: 
The majority of respondents (58%) fall within the 26–45 years age group. This indicates that a large portion of SBI's active customer base in the selected branch comprises working professionals and middle-aged individuals.
Only 12% of the respondents are below 25 years of age, suggesting that younger customers may not be the primary users of traditional banking services or may prefer digital-only interactions.
Customers above 60 years of age constitute 10%, highlighting the need for senior citizen-friendly services such as personalized assistance and easier access.
This age distribution helps in evaluating if certain age groups face more challenges or have different expectations regarding service quality.




[bookmark: _Hlk199675851]TABLE – 4.2
GENDER OF THE RESPONDNENTS
	GENDER
	NO. OF RESPONDENTS 
	PERCENTAGE (%)

	Male 
	58
	58%

	Female
	42
	42%

	Total
	100
	100%


[bookmark: _Hlk199675932]
INTERPRETATION:  
Male respondents make up the majority with 58%, indicating that more male customers participated in the survey or are possibly more active users of the selected branch's services.
Female respondents constitute 42%, which still represents a significant portion, showing increasing engagement of women in banking services.
The gender ratio suggests that SBI serves a diverse customer base, and service expectations or satisfaction may vary slightly between genders.
This insight may help SBI tailor communication and service delivery, especially considering growing financial inclusion initiatives targeting women.












[bookmark: _Hlk199676058]CONCLUSION
          The present study aimed to analyze the quality of customer service provided by the State Bank of India (SBI) with reference to the selected branch/location. Customer service quality is a crucial factor that influences customer satisfaction, loyalty, and the overall image of any banking institution. Through this study, it was observed that SBI continues to hold a significant position in the Indian banking sector due to its extensive network, trusted brand image, and wide range of financial products and services. The findings reveal that a majority of customers, particularly those in the age group of 26 to 45 years, actively use SBI’s services and have moderate to high levels of satisfaction with the bank’s reliability and trustworthiness. However, the research also highlighted some areas where the bank's service quality falls short of customer expectations. Issues such as longer waiting times, occasional unresponsiveness of staff, and insufficient attention to grievance redressal were frequently mentioned by respondents, indicating a gap between what customers expect and what is actually delivered.
          Another key finding relates to the growing importance of digital banking services offered by SBI, including the popular YONO app and internet banking platforms. While these services have improved banking convenience and accessibility, especially for younger and tech-savvy customers, some older customers and those less familiar with digital tools reported difficulties in usage, technical glitches, and lack of adequate support. This indicates the need for SBI to further enhance the usability and reliability of its digital platforms and provide sufficient guidance to customers who are less comfortable with technology. Furthermore, the study suggests that SBI’s customer service experience varies according to demographic factors such as age and gender. Female customers, who made up a significant proportion of respondents, emphasized the importance of respectful treatment, clear communication, and safe banking environments. Thus, the bank must continue to strengthen its gender-sensitive approaches and ensure inclusive banking practices that cater to the needs of all customer segments.
          The role of frontline employees emerged as a vital factor influencing customer satisfaction. While many respondents appreciated the professionalism and knowledge of SBI staff, a notable number reported instances of rude behavior, lack of empathy, or inadequate problem-solving skills. This reflects a need for continuous training and motivation of employees to uphold high standards of customer interaction and service excellence. 
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