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ABSTRACT:

Banking in India faces major obstacles and opportunities. The growth of the middle class,
stronger customer purchasing ability, and more moderate personal-debt habits add to the
Indian banking sector. The convergence of these factors promises development in the Indian
banking sector, which is currently experiencing expansion. India's dominant financial
intermediaries, Indian banks, have improved considerably over the last five years, as can be
seen from several metrics, including annual credit expansion, productivity, and the gross
non-performing asset rate. In this article, critical review on customer satisfaction and
employee satisfaction in banks has been discussed.
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INTRODUCTION:

A major challenge for the banking sector is both consumer loyalty and retention of
customers. Maintaining of consumers has a beneficial impact on productivity. According to
Harvard Business Review research undertaken by Reichheld and Sasser, a 5% rise in
customer satisfaction could improve the productivity of banks by 35 percent, insurance and
brokerage by 50 percent, and consumer credit card industries by 125 percent. Banks will
also rely on consumer retention. Retention in demanding markets is more challenging. In the
light of the intensified rivalry between the banks, the former Minister of Finance, Pranab
Mukherjee had pointed out that customer support is "the only aspect that differentiates" and
must be leveraged to remain important and to advance the sector. The essence of banking
service is strong customer support. Banking is primarily customers-focused and strong
customer support is essential to banks' growth and stability," said Mukherjee, who had
addressed the opening ceremony of the Hyderabad-based SBI Personnel College at the State
Bank of India Academy at Gurgaon, Haryana.

RELATED REVIEW OF LITERATURE:
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According to Juhi Gupta and Smita Kashiramka (2020), the consequences of the global
financial crisis showed how crucial bank liquidity generation (LC) is for economies. The goal
of this study is to examine how LC may affect efforts to support bank financial stability. In
order to answer this issue, 1046 firm-year observations of commercial banks operating in
India, one of the fastest-growing emerging markets, from 2007 to 2019 were used to create
a dynamic panel estimation. The findings imply that LC improves banks' financial stability.
The impact, however, differs depending on the size of the bank. It has also been discovered
that private sector banks are more stable than public sector banks. The study highlights the
necessity of LC as a result. Furthermore, it implies that universal liquidity regulations may
not be the best option for maintaining bank stability.

Sari (2017) stated that communication and employment fulfilment has positive critical
impact on execution, while organizational culture and commitment has negative huge impact
to execution. Organizational culture, correspondence, work fulfilment and commitment have
impact on execution, all the while. The consequences of way examination demonstrated that
indirect impact of culture to execution by means of employment fulfilment is more
compelling as opposed to its immediate impact.

Zehra et al. (2017) conducted research in banking sector of Islamabad and explored the
connection of organizational culture with role performance. They concluded that
bureaucratic and innovative culture has positive association with in role performance while
supportive culture has no relation with in role performance.

Pradhan et al. (2017) stated that analysis of collected data indicated positive association of
organizational learning with adaptive performance. Therefore, it can be derived that an
expansion in organizational learning prompts advancement of employee versatility in
changing business conditions.”

Fatima (2016) stated that the Asian cultural researches showed conflicting phenomena in
comparison with the Western studies and this research showed that being Asian country the
findings are similar with the researches carried out in Western countries. Findings indicated
that employees performing in market and hierarchical culture were not satisfied with their
job while employees who were performing in clan and adhocracy culture were not
dissatisfied with their task.

The SERVPERF model was created by Cronin and Taylor, believing that the attitudes of
customers to a specific service initially rely on their expectations. However, upon first
utilizing this program, their changed disposition relies on both their previous perceptions
and the degree of happiness they receive, which could be aligned or incompatible with their
perceptions. These product changes help to distinguish their plans for future repeat sales of
the company. Cronin and Taylor contend even that consumers are not necessarily
purchasing the best quality goods. Non-country quality factors, such as ease, price and
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product usability, which alter their satisfaction rates and buying habits. The expectations of
service quality, commodity quality and price factors as well as circumstance and personal
factors influence consumer loyalty according to Zeithaml and Bitner. The same idea is
reiterated by Manrai that, for a variety of reasons (access, infrastructure, goods, advertising,
appearance, personal skills, care, reputation, reacting to the issue, waiting time, position and
technology, etc.) the main explanation for bank customer instability is still the changeover
to other banks. Richardson & Robinson reports that almost 40% of the bank's accounts each
year are terminated due to inadequate facilities, 13% due to disrespectful or unhelpful staff,
11% because the financial company is nice and impersonal, and 16% because of bad service
in general. A bank can separate itself from its rivals by delivering a service of high quality.
Service efficiency is one of the most promising fields for retail banking researchers over the
last decade. Quality customer care and loyalty are therefore recognized as key factors in
attracting and maintaining bank customers. Service efficiency has an effect on consumer
service loyalty. Beerli et al. have found that consumer loyalty has been accompanied by
happiness and expected improvement. Satisfaction, perceived consistency and picture as
precedents have also been discussed by Veloutsou et al. They noticed a strong indicator that
bank loyalty drivers would vary from bank to bank. For two different market groups -
seniors and university students Pont and McQuilken studied the correlation between
consumer satisfaction and loyalty expectations and noticed that the findings suggest no
substantial change in the satisfaction rates in each category. The close association between
happiness and loyalty was established by Lewis and Soureli. External reward drivers tend to
be interest and company picture. Liu and Wu analyzed the impact on consumer satisfaction,
one-stop shopping ease, credibility of the business, competence of the organization and
direct mails. We find that consumer loyalty had a far bigger effect than cross-purchasing on
customer retention. In retail banking, Bahia and Nantel created a new calculation scale
known as the Bank Service Standard (BSQ). In his analysis Sudesh observed that the low
standard of services in the public sector banks is primarily due to a lack of tangibility, lack of
reaction and empathy. On this respect, private sector banks, on the other side, have been
found to be more streamlined. Global banks came above all fairly similar to their customers'
standards in terms of various aspects of service efficiency. Joshua and Koshi have found that
the performance of new generation banks in all service quality measurements is higher than
that of old generation banks in their report on 'Expectation and understanding of the
standard of service in old and new generation banks."' In analysis, Sandip and BL Srivastava
indicated that the bank would pay greater attention to the insurance-empathy dimension in
order to East and South Part of Kolkata loyalty, readiness to pay, consumer satisfaction and
consumer trust. The link between consumer service and loyalty was investigated by
Hallowell, and his conclusions were close to Parasuraman et al. The research concluded that
quality satisfaction and price satisfaction were factors in the overall calculation of
satisfaction. The measurements used in the above analysis were fairly all inclusive and
concluded, eventually, that all the calculated elements had an overall satisfaction impact. The
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analysis showed that the business characteristics of division, personnel and knowledge are
dominant factors. A comprehensive consumer service survey was conducted in Greece. The
research suggested a consumer loyalty guide that covers level of service and other qualities.
Manrai have established and tested a variety of hypothesis linked to the relationship
between consumer loyalty and the conduct of the switching of the banking services, as it is
affected by the value of one specific bank to a particular customer. In their study, Gil et al.
have shown that resources find influence perceived consumer value explicitly and
dramatically, the last precedent for customer loyalty in the banking sector. Sweeney and
Swait explored the essential role of the banking brand in the control of and retention of
current customers. The relation between relational gain and satisfaction has been
established by Molina et al. They find that consumer loyalty depends on compliance with the
management program, usability and employee satisfaction. According to Haines, each
individual has his/her beliefs that translate into personal values which, expressed
collectively, shape an organization’s culture. Mohe claims that working culture plays a
significant role in any single organization as each business has a working culture of its own.
Agrawal and Tyagi both hold the view that managers and leaders ought to recognize the
company culture as they affect the way their firms react to evolving market demands. Out of
the many definitions suggested for culture of work, it is possible to draw some common key
elements. Mainly, there is a common thread that work culture is a shared phenomenon. This
element rests on the idea that work culture is a learned outcome of experiences within a
definable group. Another common element is that most researchers propose that culture of
work has two or more levels: tangible levels and deeper, intangible levels. The tangible levels
relate to behavior patterns, the written and spoken language, and the physical and social
environment. The deeper, intangible levels encompass the group’s values, goals, concerns or
basic assumptions. According to Kopelman et al., organizational members are active
perceivers and interpreters of their work environments, and employees tend to form their
perceptions by observing how the daily operations of the organization are conducted and
what goals the organization appears to be pursuing. Schneider and White et al. noted that
the organization transmits this information to employees through its Procedures,
procedures and activities (e.g., human resources policies, marketing practices, operations
management procedures), which collectively send messages about what is important—
what behaviors the organization rewards, supports and expects. Based on these behaviors
and activities, employees develop a summary sense of —what is important around here,
which represents work culture. [t represents the patterns or themes that employees perceive
in what they experience; it is one way to conceptualize the totality of the experiences
organizational members have of their workplace. It can be viewed as subjective, temporal
and potentially subject to managerial manipulations. Children adopt much of the attitudes
and values of children from whom they grow up. Each individual has specific abilities and
personal interests, yet the attitudes and values of the individuals in the same organisation. It
allows organisations to develop their own cultural identity. Since the leaders of the
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organizations work together to form a team, the generated community helps the leaders of
the company to learn and function successfully quickly. For Schein the corporate culture
allows the company, by creating a common model, to overcome the problems of external
transition and internal integration. As the new participants join the group, they struggle with
this growing sequence of problems. A community of individuals meet to perform a task, they
need a collection of laws to work together and they need to learn how to behave in specific
situations. When the other leaders of the group behave under the same situations, they are
united under the same umbrella. The decision-making phase in long-term strategic action
strategies is often taken into consideration of corporate culture. O'Cass and Ngo note that
business focused activities are motivated by a specific corporate culture. Managers and
leaders will consider the organizational culture as it affects how their companies respond to
growing market needs. Of this cause, the strategic plans stress the important position of the
culture of work. This allows companies to gain strategic advantages and encourages
organizational wellness. Organizational culture has been described as the "glue which has
organization”, so it's not only a part of the game, according to Gerstner, but a community.
Studies at a micro-level have identified significant correlations between workplace health
and the dominant corporate climate and critical results such as employment retention and
turnover Job atmosphere is an extremely influential factor influencing how workers view
and manage challenges, rewards and all the individuals the company contacts: suppliers,
subcontractors and, most significantly, consumers. Ali and Akhtar investigated the effect of
working culture on employee satisfaction and stated that those who had strong outcomes in
working culture had substantially differed in terms of satisfaction. Pratap analyzed
managers and supervisors' employee satisfaction and working cultures and recorded a clear
positive connection between the overall working culture and employee satisfaction. Gordon
has also demonstrated that high-performance and low-performance banking and utility
firms have specific cultural profiles. Kravetz reinforced Kanters findings by demonstrating
that management practices which foster engagement, flexibility and innovation are strongly
linked to objective organizational performance indicators. Srivastava and Srivastava have
identified the initiative of successfully introducing Complete Productive Maintenance (TPM)
in a process business in India and its influence on the efficiency of the organization.

CONCLUSION:

Managers in the banking sector thus aim to shift their corporate style to a consumer-
centered approach in which the focus is on the customer's needs. Banks can thrive in this
competitive environment in building a loyal client base and are able to distinguish
themselves through superior quality of service. It also suggested that customer loyalty could
contribute to retention of customers and thus reflect in bank's profitability. For e.g. happy
clients appear to be less price reactive, more eager and less motivated by competition to
purchase additional goods.
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With Indian markets opening up for international competition, consumers being more
competitive and foreign equity investors are looking for India, the Indian banking sector
would have to raise its consumer loyalty and efficiency in the coming years.
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