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PREFACE

The element of competition prevailing in the banking industry owing

to the rapid technological change has made it considerably important for

banks to measure the quality of service. Infact, the study of service quality

of banks has gained paramount importance when service marketers realized

that delivery of quality services could build their competitive advantage in

the current millennium. The entry of new generation private sector banks

has made it realized for the public sector banks in India that they are no

more operating in an environment which is free from competition. In such a

situation, public sector banks are expected to redesign their policies related

to customer service so that they can deliver quality services to their

customers and thereby retain their market share of business. Deliverance of

quality services not only enables the bank management to identify quality

related problems but helps in designing an effective strategy for solving the

issues related to quality of service encounters. It is recognized as a key

differentiator for sustained business growth. Further, deliverance of quality

services not only results in repeat purchase but also increases the profit

earning capacity of a bank.

The present study aims not only to assess the service quality gap of

two public sector banks i.e. State Bank of India and United Bank of India in

Cachar district of Assam but to make a comparative analysis of service

quality gap of the two banks as well. A major contribution of the present

research work has been to highlight the areas of service quality gap of State

Bank of India and United Bank of India in Cachar district of Assam and such

findings would help both the banks to address the issues which deserve

immediate attention.

Date: (Biswajit Paul)

Place: Research Scholar



vi

LIST OF TABLES

Table

No.
Title Page

No.

1.1 Different Models of Service Quality 9

1.2 Select Service Quality Dimensions and Number of Components 17

1.3 Components of Reliability Dimension of Service Quality 17

1.4 Components of Tangibility Dimension of Service Quality 18

1.5 Components of Responsiveness Dimension of Service Quality 18

1.6 Components of Assurance Dimension of Service Quality 18

1.7 Components of Empathy Dimension of Service Quality 19

3.1 Area of Cachar District 69

3.2 Administrative Divisions of Cachar District 70

3.3 Sub-Division and Revenue Circle Wise Number of Blocks in

Cachar District

71

3.4 Block Wise Number of Goan Panchayats in Cachar District 72

3.5 Population of Cachar District and Assam 73

3.6 Density of Population of Cachar District and Assam 73

3.7 Gender Wise Distribution of Population in Cachar District and

Assam

74

3.8 Rural-Urban Distribution of Population in Cachar District and Assam 75



vii

3.9 Sex Ratio of Cachar District and Assam 75

3.10 Literacy Rate of Cachar District and Assam 76

3.11 Gender Wise Literacy Rate in Cachar District and Assam 76

3.12 Number of Educational Institutions in Cachar District 77

3.13 Bank Wise Deposit and Credit in Cachar District 80

3.14 Branches of SBI in Cachar District of Assam 82

3.15 Branches of UBI in Cachar District of Assam 83

3.16 Gender Wise Distribution of Respondents 84

3.17 Age Wise Distribution of Respondents 85

3.18 Educational Qualification Wise Distribution of Respondents 86

3.19 Marital Status Wise Distribution of Respondents 87

3.20 Occupation Wise Distribution of Respondents 88

3.21 Average Monthly Income Wise Distribution of Respondents 89

4.1 Reliability Dimension of Service Quality of SBI 94

4.2 Branch Location Wise Customers’ Expectation about Reliability

Dimension of Service Quality of SBI

94

4.3 Branch Location Wise Customers’ Perception about Reliability
Dimension of Service Quality of SBI

95

4.4 Branch Location Wise Gap in Reliability Dimension of Service

Quality of SBI

96

4.5 Branch Wise Customers’ Expectation about Reliability Dimension
of Service Quality of SBI

97



viii

4.6 Branch Wise Customers’ Perception about Reliability Dimension
of Service Quality of SBI

97

4.7 Branch Wise Gap in Reliability Dimension of Service Quality of SBI 98

4.8 Tangibility Dimension of Service Quality of SBI 99

4.9 Branch Location Wise Customers’ Expectation about Tangibility
Dimension of Service Quality of SBI

100

4.10 Branch Location Wise Customers’ Perception about Tangibility
Dimension of Service Quality of SBI

100

4.11 Branch Location Wise Gap in Tangibility Dimension of Service

Quality of SBI

101

4.12 Branch Wise Customers’ Expectation about Tangibility
Dimension of Service Quality of SBI

102

4.13 Branch Wise Customers’ Perception about Tangibility Dimension

of Service Quality of SBI

102

4.14 Branch Wise Gap in Tangibility Dimension of Service Quality of SBI 103

4.15 Responsiveness Dimension of Service Quality of SBI 104

4.16 Branch Location Wise Customers’ Expectation about

Responsiveness Dimension of Service Quality of SBI

105

4.17 Branch Location Wise Customers’ Perception about

Responsiveness Dimension of Service Quality of SBI

106

4.18 Branch Location Wise Gap in Responsiveness Dimension of

Service Quality of SBI

106

4.19 Branch wise Customers’ Expectation about Responsiveness
Dimension of Service Quality of SBI

107

4.20 Branch wise Customers’ Perception about Responsiveness
Dimension of Service Quality of SBI

108



ix

4.21 Branch wise Gap in Responsiveness Dimension of Service

Quality of SBI

108

4.22 Assurance Dimension of Service Quality of SBI 109

4.23 Branch Location Wise Customers’ Expectation about Assurance

Dimension of Service Quality of SBI

110

4.24 Branch Location Wise Customers’ Perception about Assurance

Dimension of Service Quality of SBI

110

4.25 Branch Location Wise Gap in Assurance Dimension of Service

Quality of SBI

111

4.26 Branch Wise Customers’ Expectation about Assurance Dimension
of Service Quality of SBI

112

4.27 Branch Wise Customers’ Perception about Assurance Dimension

of Service Quality of SBI

113

4.28 Branch Wise Gap in Assurance Dimension of Service Quality of SBI 113

4.29 Empathy Dimension of Service Quality of SBI 114

4.30 Branch Location Wise Customers’ Expectation about Empathy

Dimension of Service Quality of SBI

115

4.31 Branch Location Wise Customers’ Perception about Empathy

Dimension of Service Quality of SBI

115

4.32 Branch Location Wise Gap in Empathy Dimension of Service

Quality of SBI

116

4.33 Branch Wise Customers’ Expectation about Empathy Dimension

of Service Quality of SBI

117

4.34 Branch Wise Customers’ Perception about Empathy Dimension of
Service Quality of SBI

118

4.35 Branch Wise Gap in Empathy Dimension of Service Quality of SBI 118



x

4.36 Service Quality of State Bank of India 120

4.37 Branch Location Wise Customers’ Expectation about Service
Quality of SBI

120

4.38 Branch Location Wise Customers’ Perception about Service
Quality of SBI

121

4.39 Branch Location Wise Gap in Service Quality of SBI 121

4.40 Branch Wise Customers’ Expectation about Service Quality of SBI 122

4.41 Branch Wise Customers’ Perception about Service Quality of SBI 123

4.42 Branch Wise Gap in Service Quality of SBI 123

4.43 Dimension Wise Gap in Service Quality of Rural and Urban

Branches of SBI

125

4.44 Dimension Wise Gap in Service Quality of Sample Branches of SBI 126

5.1 Reliability Dimension of Service Quality of UBI 128

5.2 Branch Location Wise Customers’ Expectation about Reliability
Dimension of Service Quality of UBI

129

5.3 Branch Location Wise Customers’ Perception about Reliability
Dimension of Service Quality of UBI

129

5.4 Branch Location Wise Gap in Reliability Dimension of Service

Quality of UBI

130

5.5 Branch Wise Customers’ Expectation about Reliability Dimension
of Service Quality of UBI

131

5.6 Branch Wise Customers’ Perception about Reliability Dimension
of Service Quality of UBI

131

5.7 Branch Wise Gap in Reliability Dimension of Service Quality of UBI 132

5.8 Tangibility Dimension of Service Quality of UBI 133



xi

5.9 Branch Location Wise Customers’ Expectation about Tangibility
Dimension of Service Quality of UBI

134

5.10 Branch Location Wise Customers’ Perception about Tangibility
Dimension of Service Quality of UBI

134

5.11 Branch Location Wise Gap in Tangibility Dimension of Service

Quality of UBI

135

5.12 Branch Wise Customers’ Expectation about Tangibility
Dimension of Service Quality of UBI

136

5.13 Branch Wise Customers’ Perception about Tangibility Dimension
of Service Quality of UBI

136

5.14 Branch Wise Gap in Tangibility Dimension of Service Quality of UBI 137

5.15 Responsiveness Dimension of Service Quality of UBI 138

5.16 Branch Location Wise Customers’ Expectation about

Responsiveness Dimension of Service Quality of UBI

139

5.17 Branch Location Wise Customers’ Perception about

Responsiveness Dimension of Service Quality of UBI

139

5.18 Branch Location Wise Gap in Responsiveness Dimension of

Service Quality of UBI

140

5.19 Branch wise Customers’ Expectation about Responsiveness
Dimension of Service Quality of UBI

141

5.20 Branch wise Customers’ Perception about Responsiveness
Dimension of Service Quality of UBI

142

5.21 Branch wise Gap in Responsiveness Dimension of Service

Quality of UBI

142

5.22 Assurance Dimension of Service Quality of UBI 144

5.23 Branch Location Wise Customers’ Expectation about Assurance

Dimension of Service Quality of UBI

144



xii

5.24 Branch Location Wise Customers’ Perception about Assurance

Dimension of Service Quality of UBI

145

5.25 Branch Location Wise Gap in Assurance Dimension of Service

Quality of UBI

145

5.26 Branch Wise Customers’ Expectation about Assurance Dimension
of Service Quality of UBI

146

5.27 Branch Wise Customers’ Perception about Assurance Dimension
of Service Quality of UBI

147

5.28 Branch Wise Gap in Assurance Dimension of Service Quality of UBI 148

5.29 Empathy Dimension of Service Quality of UBI 149

5.30 Branch Location Wise Customers’ Expectation about Empathy

Dimension of Service Quality of UBI

149

5.31 Branch Location Wise Customers’ Perception about Empathy

Dimension of Service Quality of UBI

150

5.32 Branch Location Wise Gap in Empathy Dimension of Service

Quality of UBI

150

5.33 Branch Wise Customers’ Expectation about Empathy Dimension
of Service Quality of UBI

151

5.34 Branch Wise Customers’ Perception about Empathy Dimension of

Service Quality of UBI

152

5.35 Branch Wise Gap in Empathy Dimension of Service Quality of UBI 153

5.36 Service Quality of United Bank of India 154

5.37 Branch Location Wise Customers’ Expectation about Service
Quality of UBI

154

5.38 Branch Location Wise Customers’ Perception about Service
Quality of UBI

155



xiii

5.39 Branch Location Wise Gap in Service Quality of UBI 155

5.40 Branch Wise Customers’ Expectation about Service Quality of UBI 156

5.41 Branch Wise Customers’ Perception about Service Quality of UBI 157

5.42 Branch Wise Gap in Service Quality of UBI 157

5.43 Dimension Wise Gap in Service Quality of Rural and Urban

Branches of UBI

159

5.44 Dimension Wise Gap in Service Quality of Sample Branches of UBI 160

6.1 Dissemination of Correct and Complete Information by SBI and UBI 163

6.2 Deliverance of Services within the Promised Time by SBI and UBI 164

6.3 Fulfillment of Commitments by SBI and UBI 165

6.4 Processing/Settlement of Transactions without Mistake by SBI

and UBI

166

6.5 Consistent Functioning of Technology Driven Devices of SBI

and UBI

167

6.6 Reliability Dimension of Service Quality of SBI and UBI 167

6.7 Temperature Neutrality inside the Branch of SBI and UBI 169

6.8 Sitting Arrangement inside the Branch Premises of SBI and UBI 170

6.9 Neatness in the Appearance of Frontline Employees of SBI and UBI 171

6.10 Attractiveness in the Appearance of Technology Driven Devices

of SBI and UBI

171

6.11 Tangibility Dimension of Service Quality of SBI and UBI 172

6.12 Swiftness in Serving Customers by Employees of SBI and UBI 174



xiv

6.13 Readiness to Respond Customers' Request by Employees of

SBI and UBI

174

6.14 Patient Listening of Customers' Problems by Employees of

SBI and UBI

175

6.15 Willingness to Solve Customers' Problems by Employees of

SBI and UBI

176

6.16 Promptness of Technology Driven Devices in Responding

Customers' Requisition by SBI and UBI

177

6.17 Responsiveness Dimension of Service Quality of SBI and UBI 178

6.18 Knowledge and Skill of Employees of SBI and UBI to Meet

Customers’ Queries
180

6.19 Ability of SBI and UBI to make Customers Feel Safe in their

Banking Transactions

181

6.20 Trust and Confidence Generated in Customers' Mind by the

Behaviour of Employees of SBI and UBI

181

6.21 Etiquette of Employees of SBI and UBI towards Customers 182

6.22 Maintenance of Confidentiality of Customers' Account by SBI

and UBI

183

6.23 Assurance Dimension of Service Quality of SBI and UBI 184

6.24 Understanding Specific Needs of Customers by Employees of

SBI and UBI

185

6.25 Personal Attention to Customers Provided by Employees of

SBI and UBI

187

6.26 Use of Customer Friendly Language by Employees of SBI and UBI 187

6.27 Easy Access for Customers to Branches of SBI and UBI 188



xv

6.28 Ease of Access to Avail Services Associated with Technology

Driven Devices of SBI and UBI

189

6.29 Empathy Dimension of Service Quality of SBI and UBI 190

6.30 Service Quality of State Bank of India and United Bank of India 191

6.31 Component Wise Gap in Service Quality of SBI and UBI 193

7.1 Bank Wise Needed Degree of Improvement in Reliability

Dimension of Service Quality

203

7.2 Bank Wise Needed Degree of Improvement in Tangibility

Dimension of Service Quality

204

7.3 Bank Wise Needed Degree of Improvement in Responsiveness

Dimension of Service Quality

204

7.4 Bank Wise Needed Degree of Improvement in Assurance

Dimension of Service Quality

205

7.5 Bank Wise Needed Degree of Improvement in Empathy

Dimension of Service Quality

206


	Title - List of Tables.pdf (p.1-20)
	Declaration, Certicate, Preface and Acknowledgement.pdf (p.2-6)

	Title - List of Tables.pdf (p.1-20)
	contents'.pdf (p.7-10)

	Title - List of Tables.pdf (p.1-20)
	List of Tables.pdf (p.11-20)


