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Banking is to be considered as pure financial service industry and responsible for the 
economic development of an economy up to great extent. Product and service is the 
vital for retaining existing customers and attracting prospective customers to widen 
the level of operational activities in any concern. In India, Private and Public sector 
banks are rendering financial services. The Policies and Strategies of Private and 
Public banks are different that leads variation in the customers. This paper tries to 
measure for availability of product and services provide to Public and Private sector 
banks and factors responsible for variation in customers satisfaction. The objective of 
the research is to get the availability level, variations in satisfaction level and reasons 
responsible for variations in satisfaction level or dissatisfaction in public and private 
sector banks. This research is based on primary information’s obtained from 
customers of Public and Private sectors banks in Salem district. Overall, Customers of 
Private and Public sector banks are satisfied except some behavioral factors of the 
banks customers. So, there are need to consider tangibles and behavioral factors of the 
customers to enhance the level of availability of product and service of Public and 
private sector banks. This result of comparative study is improve overall product and 
service and customer satisfaction for both banking sector. 
KEYWORDS:  Banking Product and services, Customers satisfaction, Financial 
inclusions. 
INTRODUCTION 

Banking activities are advised to be the life blood of the national economy. 
Without banking services, trading and business activity cannot be carried on smooth. 
Banks are the distributors and protectors of capital which is vital significance to a 
developing country.  

Efficient administration of the banking system help to economic growth of the 
nation. Banking is useful to trade and commerce. In general, banking may be 
classified as public and private banks. 

Oxford Dictionary  define a bank “ an establishment for custody of money, as 
which it pays out on customer’s order. Chamber’s Twentieth century Dictionary 
define as an “Institution for the keeping, lending and exchanging, etc. of money. Bank 
is a financial intercessor which deals in loans and advance - Cairn cross Bank is an 
institution which collects idle money temporarily from the public as per need - 
R.P.Kent.  

Bank provides services to its clients and in turn receives perquisites in different 
form - P.A.Samuelson. Bank is such an institution which creates money by money 
only - W.Hock. Bank is such a financial institution which collects money in current 
savings or fixed deposit accounts, collects cheque as deposits and pays money from 
the depositors account through cheque - Sir John Pagette. The banker's business is to 
take the liability of other people to offer his own in exchange, and thereby create 
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money.- Crowther."An organization whose principal dealing are concerned with the 
accumulation of the permanently idle money of the general public for the purpose of 
advancing to others for expenditure."-Kent 

Public and private sector banking, which is designed to meet the requirement of 
individual customers and encourage their saving, current account, fixed deposit, loan, 
Insurance, ATM, Mobile banking, cheque book etc. Money deposited in a bank 
remains safe. Preciously articles too can be kept in the safe detention of banks in 
lockers. Banks provide credit facilities to their customers. Customers with the 
accounts also enjoy better credit in the business world. Banks encourage the habit of 
saving and thrift among people. They gather savings and invest them in productive 
activities. Thus, they help in exploding the rate of savings and investment in the 
country. Banks provide a convenient and safe means of transferring money from one 
place to another and facilities business dealing / transactions. Banks collect and 
realize bills, cheque, interest and dividend warrants action behalf of their customers.
    

STATEMENT OF THE PROBLEM 

  Now a days, Private and Public sector banks are expanding their branches in  
more areas and more customers in salem district. Product, services, infrastructure, 
facilities, staff, working hours etc. is varying according to the Private sector and 
Public sector Banks. So, there is need to assess the availability of product and services 
provide for customers from Private and Public sector banks. This study helps to 
provide suggestions for the improvement of Product and services of the banks. 

OBJECTIVE OF STUDY 
• To analyze the availability of product and service between private and public        

 sector banks in Salem district.  
• To compare the availability of product and service among public and private 

 bank. 
• To study the effectiveness of product and service factors influencing the  

 customer.  
• To give suggestions for improve banking product and service. 

LIMITATIONS OF STUDY              

� This study is geographically restricted to Salem district only.     
� The sample size is small due to the specified reasons.      
� Findings are based on sample survey through structured questionnaires 

method. 
 
REVIEW OF LITERATURE 
 

B S Bodla and Richa Verma Bajaj (2006) “An analysis of private sector banks 
India”. In this paper the researcher the production approach of data envelopment 
analysis (DEA) was applied to judge the efficiency of private sector banks. In this 
modal, banks are considered as service providers and while interest expenses, non - 
interest expenses and the non - performing asset (NPA) ratio. The study findings say 
that position of private banks is greatly affected y the output variables; Centurion Bank 
(64.17%) was the most in efficient banks among the private sector banks during their 
study period. 
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Pooja Mengi (2008) “Customer satisfaction with service quality - An empirical study 
of public and private sector banks”. The study compare customers perception of service 
quality of public and private banks of jammu. The service quality of both the banks as 
been measured using SERVQUAL.(service quality) scale. It was found that customers 
of public sector banks are more satisfied with the service banks. The result of study 
indicate that tangibility and reliability provides maximum satisfaction to customer of 
private as well as public sector banks. Superior SERVQUAL performance will ensure 
maximum customer satisfaction and also help in attaining customers loyalty. Improve 
customer satisfaction through SERVQUAL would result in a positive word - of - 
mouth and consequently better customer acquisition and retention. 

 
Jaspal Singh and Gagandeepkaur (2009) “Determinants of customer satisfaction : 
An Empirical study of select Indian(Universal) Banks” in which they investigate the 
determinants of customer satisfaction of Indian(Universal) banks. Data was collected 
from a sample of 180 respondents using convenience sampling techniques.Factor 
analysis results reveals that responsiveness, tangible, services innovation, reliability 
and accessibility, assurances pricing and other facilities, problem solving capability and 
convenient working hours are the main determinants of customer satisfaction their 
result shows that customer satisfaction is influenced by nine factor, namely, 
responsiveness, tangible like appearance of a banks physical facility equipment and 
employees, reliability and accessibility, pricing and other facilities, problem solving 
capability and convenient working hours of bank. 

 
Manoj P.K, (2010) “Determinants of profitability and efficiency of old private sector 
banks in India with focus on banks in Kerala state”. An econometric study paper which 
focuses on the OPBs based at kerala state (KOPBs) in the Indian union, this paper 
seeks to identify the determinants of profitability and operational efficiency of KOPBs, 
using an econometric methodology, for the sake of comparison of KOPBs, the general 
case of OPBs and new generation private sector banks (NPOBs) In India have also 
been analyzed. Their study result that priority sector advance are do not affect either 
profitability or risk management adversely, as against the popular belief in this regard. 
The strategies as above have got special significance in respect of OPBs in general and 
KOPBs in particular in the ongoing globalized regime of industrial competition; 
because higher profitability. And powerful risk management capacity are live for these 
banks for survival and growth. 

 
Uppal R.K and Poonum Rani (2012), Their study titled customer perception towards 
better banking services in India - An Empirical study , analyzed customer perception 
about CRM, reliability, accuracy, security and transparency among the customers of 
public sector banks , Indian private sector banks and foreign bank in amritsar, punjab. 
They have found that most of the customers are satisfied with banking services and that 
customer satisfaction can be improved y ensuring more speed in rendering transaction 
and giving prompt services. 

 
Navinkumar Mishra and Vijaykumar Pandey(may 2013) Their study “customer 
satisfaction- A comparison of public and private sector banks of India by evaluating 
their customer satisfaction. This research is mainly based on primary data which has 
been collected through a well - structured questionnaire(adopted from three different 
studies). The questionnaire has been distributed to 350 different chosen locations. This 
paper makes a useful contribution as there are very low number of studies has been 
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conducted in India on such areas like price, technology, reliability, customer service, 
location and infrastructure. Their find says that almost of people prefer to deal with 
public sector banks due to safety and responsibility factors. 

 
N.Satghiya, (2013), A study on customer relationship management practices(with 
reference to salem district, In the study the total number of public sector banks, private 
sector banks, in the salem district has been taken into intellectual to determine about 
the number of banks for the purpose of survey in each collection.2. By the higher up 
process totally 22 banks were selected for the purpose of study. From all of the 22 
banks 25 customers were selected as respondent. 3. The branches located in the North, 
South and Central part of the Salem district were draped for the purpose of study. The 
collection says that the customers of banking industries powerfully believed that 
advertisement, reports, communication, guidance, may I help you counter, information 
pamphlets and ombudsman committee role to achieve the customer satisfaction. The 
customer staff relationship in CRM depend upon employee’s personal touch with their 
customers and employees performance. 
Dr.M.Kumarswami , Jayaprasad D.(2014),The study was based on customer 
Relationship Management in Kaveri grameena Bank, The respondents have shown 
unfavorable views with respect to banking experience, transaction accuracy and 
promptness. However, customer share positive views concerning bank truth worthiness 
and accuracy of banking solution. Hence, it can be argued that customers property their 
bank. Indeed, trust is seen as a critical construct in a range of discipline areas including 
CRM. Further, within the realm of relationship marketing, trust has been accepted as an 
important changeable for the success of relationship in the banking sector. 

RESEARCH METHODS  

The Primary data would be collected keeping in view the research objectives and 
hypothesis to be tested. Structured questionnaires has been collected from the 
respondents of public and private sector banks. the study involve collection of 
primary data through structured questionnaire from bank customers in the public and 
private sector banks and analysis of the data done with SPSS application of various 
statistical tools.   
Sampling Technique 
Benon-probability sampling, techniques used for this study which will further involve 
structured random sample. The data collected through various measures processed 
and a number of statistical tests would be applied on that which may include the Cross 
tabs, Chi-square, correlation, using SPSS package. 
4. Data Analysis and Interpretation 

Table 4.1: Gender of Respondents 
S.No Particulars Frequency Percent Cumulative 

Percent 
1 Male 128 80 80 

2 Female 32 20 100 

 Total 160 100  

Source: Primary data 
From above the table reveals that 80% of the respondents are male. 20% of the 

respondent are female, male have more savings account than female. 
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Table 4.2: Status of Usage for Respondents 
S.No Particulars Frequency Percent Cumulative 

Percent 

1 Less then 1 year 14 8.8 8.8 
2 1 - 5 years 67 41.9 50.6 
3 5 - 10 years 41 25.6 76.3 
4 10 - 15 years 23 14.4 90.6 
5 above 15 years 15 9.4 100 
 Total 160 100  

Source: Primary data 
From above the table shows that 41.9% of respondents are 1-5 years, 25.6% of 

respondents are 5-10 years, 14.4% respondents are 10-15 years, 9.4% of respondents 
are above 15 years. It shows that only a minimum of 8.8 percentage is in the Status of 
usage of Less then 1 year. 

 
Table4.3:Profession of Respondents 

S.No Particulars Frequency Percent Cumulative 
Percent 

1 Govt Employee 12 7.5 7.5 
2 Private Employee 60 37.5 45.0 
3 Business 31 19.4 64.4 
4 Student 39 24.4 88.8 
5 Others 18 11.3 100 
 Total 160 100  

Source: Primary data 
From above the table shows that 37.5% of respondents are Private employees, 

24.4% of respondents are students, 19.4% of respondents are Business, 11.3% of 
respondents are Others. It shows that only a minimum of 7.5% percentage is in the 
Profession of Govt employees. 
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Hypothesis test: 1 
Which attribute of the bank value the most and mention the banking sector 
where respondent have account 

HO: There is no significant difference in the which attribute of the bank value the 
 most and mention the banking sector where respondent have account 
 H1 : There is a significant difference in the which attribute of the bank value the 
 most and mention the banking sector where respondent have account  

Table 4.4 
 
 

S.No 

 
Which attribute of the 
bank do you value the 

most 

Mention the banking 
sector where respondent 

have account 

 
 

Total 

 
 

Percent 
Public 
sector 
Bank 

Private 
sector Bank 

1 Quality of Service 30 43 73 46 
2 Technology used 12 12 24 15 
3 Trust 9 5 14 8 
4 Location 28 18 46 29 
5 Type of the bank 1 2 3 2 
 Total 80 80 160 100 
It is inferred that from the above analysis 46% of the respondents are quality of 

service that attribute of the bank value the most, among them 30 respondents are from 
public sector bank and 43 respondents are private sector bank. 29% of the respondents 
are location that attribute of the bank value the most, among them 28 respondents are 
from public sector bank and 18 respondents are private sector bank. 15% of the 
respondents are technology used that attribute of the bank value the most, among 
them 12 respondents are from public sector bank and 12 respondents are private 
sector bank. 8% of the respondents are trust that attribute of the bank value the most, 
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among them 9 respondents are from public sector bank and 5 respondents are private 
sector bank. 2% of the respondents are type of the bank that attribute of the bank 
value the most, among them 1 respondents are from public sector bank and 2 
respondents are private sector bank. 

Table 4.5 
Chi-Square Tests 

 Value df Asymp. Sig. (2-
sided) 

Pearson Chi-Square 5.965a 4 .202 
Likelihood Ratio 6.018 4 .198 
Linear-by-Linear Association 4.003 1 .045 
N of Valid Cases 160   
A. 2 cells (20.0%) have expected count less than five. 
B. The minimum expected count is 1.50.  

From the above chi-square analysis the table value of 5% is 3.94 and calculated 
value of chi-square analysis is 0.202, So the Null Hypothesis is Accepted. Therefore 
there is No Significance difference between attribute of the bank value the most and 
selected banking sector where respondents have account.  
Hypothesis test: 2 

Bank provide up to date information and mention the banking sector where 
you have account 

HO: There is no significant difference in the bank provide up to date information 
 and mention the banking sector where you have account 

H1: There is significant difference in the bank provide up to date information 
 and mention the banking sector where you have account 

Table 4.6 
 

S.No 
 

Bank provides up to 
date information 

Mention the banking sector 
where you have account 

 
 

Total 

 
 

Percent Public sector 
Bank 

Private 
sector Bank 

1 Strongly disagree 15 2 17 11 
2 Disagree 6 8 14 9 
3 Neutral 18 17 35 21 
4 Agree 37 35 72 45 
5 Strongly agree 4 18 22 14 
 Total 80 80 160 100 
It is inferred that from the above analysis 45% of the respondents are agree that 

banks provide up to date information, among them 37 respondents are from public 
sector bank and 35 respondents are private sector bank. 21% of the respondents are 
neutral that banks provide up to date information, among them 18 respondents are 
from public sector bank and 17 respondents are private sector bank.  

Table 4.6 
Symmetric Measures 

 Value Asymp. Std. 
Errora 

Approx. 
Tb 

Approx. 
Sig. 

Interval by 
Interval 

Pearson's R .271 .070 3.536 .001c 
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Ordinal by 
Ordinal 

Spearman 
Correlation 

.253 .074 3.294 .001c 

N of Valid Cases 160    
a. Not assuming the null hypothesis. 
b. Using the asymptotic standardized error assumptive the null hypothesis. 
c. Based on normal approximation. 

From the above correlation analysis the table value of 5% is 3.94 and calculated 
value of Correlation analysis is 0.202, So the Null Hypothesis is Accepted. Therefore 
there is No Significance difference between attribute of the bank value the most and 
selected banking sector where respondents have 
 FINDINGS  

• Gender of the respondents are male with 80 percentage and 20% of the 
respondents are female, male have more savings account than female. 

• Status of usage is 41.9% of the respondents are 1-5 years, 25.6% of the 
respondents are 5-10 years, 14.4% of the respondents are 10-15 years, 
9.4% of the respondents are above 15 years. And minimum usage is 8.8 
percentage with less than 1 year.  

• Profession of the respondents are private employees with the 37.5%, 
24.4% of the respondents are students, 19.4% of the respondents are 
Business, 11.3% of the respondents are Others. And 7.5 percentage of the 
respondents are Government employees.  

• Age of the of respondents are 21-30 years with the percentage of 40.6, 
25.6% of respondents are 31-40 years, 19.4% of respondents are 41-50 
years, 8.1% of respondents are above 50 years. And 6.3% percentage of 
the respondents are in the age below 20.  

• Educational qualification of the respondents are have a degree 
qualification with the percentage of 35.0, 29.4% of respondents are below 
higher secondary, 18.8% of respondents are master degree, 15.6% of 
respondents are ITI/diploma. And 1.3% percentage is in the education of 
others.  

• 38.1% of respondents are with the income level of below 10000, 35.0% of 
respondents are 10001-20000, 12.5% of respondents are 30001-40000, 
11.9% of respondents are 20001-30000. Minimum level of 2.5 percentage 
is in the monthly income of above 40000. 

• Computer usage of bank towards customers is 45.0% of respondents are 
good, 33.1% of respondents are excellent, 16.9% of respondents are 
average, 3.1% of respondents are poor. Minimum level of the computer 
usage is 1.9% percentages are very poor.  

• The responsiveness towards the factor, fast delivery service which is 
provide by the bank is, 70.6% of respondents are agree, 13.1% of 
respondents are neutral, 6.9% of respondents are strongly disagree, 6.3% 
of respondents are disagree,3.1% percentage is in the bank provides fast 
delivery of service of strongly disagree.  

• The responsiveness for the factor the bank is provides internet facility is 
good is, 59.4% of the respondents are agree, 23.1% of the respondents are 
neutral, 8.1% of respondents are disagree, 6.9% of the respondents are 
strongly agree, 2.5% percentage is in the internet facility provided for 
bank of strongly disagree.  
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• The responsiveness towards the factor, bank provides effective services 
compare to others is, 35.6% of the respondents are agree, 30%of the 
respondents are neutral, 18.8% of respondents are strongly agree, 8.8% of 
respondents are strongly disagree, 6.9% percentage is in the banks provide 
effective service when compare to others of disagree.  

• Satisfaction of the customers for accessibility of ATM is, 75.0% of 
respondents are satisfied, 11.3% of respondents are strongly satisfied, 
8.1% of respondents are neutral, 3.1% of respondents are strongly 
dissatisfied, 2.5% percentage is in the satisfied with ATM service of your 
banks of dissatisfied.  

• Submit of feedback and queries through online/offline is easy is 45% of 
the respondents are agree, 23.1% of the respondents are neutral, 14.4% of 
respondents are strongly agree, 9.4% of respondents are disagree, 8.1% 
percentage is in the easy to submit feedback/ queries through online and 
offline of strongly disagree.  

• The statement that the bank employees have a good relationship with 
customer is 60.6% of respondents are agree, 13.1% of respondents are 
neutral, 13.1% of respondents are strongly agree, 7.5% of respondents are 
disagree. It shows that only a minimum of 5.6% percentage is in the bank 
employees have a good relationship with customer of strongly disagree.  

• Customers feels about interest rate for savings account is 70.0% of 
respondents are satisfied, 19.4% of respondents are neutral, 5.0% of 
respondents are strongly satisfied, 3.1% of respondents are strongly 
dissatisfied, 2.5% percentage is in the feel about interest rate for savings 
account of dissatisfied. 

CONCLUSION 
In Indian banking determination, banking customers from private and public 

sectors are satisfied and there is no significant variation among the customers from 
the private and public areas. But, behaviors of Public sector banks’ employees are not 
supportive in comparison to Private sector Banks. There are some infrastructural, 
tangibles and ATM related problems in Public sector Banks. There is need to provide 
special training to the Public Banks employees’ to deal warmly with the customers of 
different jobs, employment and gender. There should be instrumentation of current 
technology Public sector banks to avoid difficulty and delay. In this research, there is 
only thought processor service quality construct to customers ‘satisfaction. So, there 
is promote research scope available to get satisfaction level of Public and Private bank 
customers’ consideration various view of loans and deposit schemes of Private and 
Public sector banks. 
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