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PREFACE

The concept of ‘Customer satisfaction’ has been gradually gaining momentum in
today’s highly competitive market because the best way under the prevailing situation
is to keep customers’ faith intact through rendering quality services and satisfying
them. Customer is the monarch in any competitive market and satisfaction or
dissatisfaction of customers particularly in a competitive service industry is directly
linked with the goals of profitability, market share, return on investment, productivity
etc. Customer satisfaction is not only the leading indicator to measure customer
loyalty, identify unhappy customers, reduce churn and increase revenue; but also a
key differentiator that helps to retain existing customer base and attract new

customers in competitive business environments as well.

The researcher has selected United Bank of India to assess the level of customer
satisfaction about the select service quality dimensions of this bank in Cachar district
of Assam as no study has so far been undertaken on customer satisfaction of any
single public sector bank in Cachar district of Assam. UBI, being the lead bank in
Cachar district, is expected to cater to the needs of its large number of customers
residing in different corners of the district through its wide network of branches

scattered over various locations of the district.

The present study not only assessed the level of customer satisfaction/dissatisfaction
in the branches of UBI operating in Cachar district of Assam about select service
quality dimensions but also made an attempt to study the relationship between service
quality dimensions and overall customer satisfaction as well as the influence of
service quality dimensions on overall customer satisfaction. Apart from this, the study
also compared the level of customer satisfaction in the branches of United Bank of
India operating in Cachar district of Assam across the select demographic variables of
customers. An assessment of the level of customer satisfaction about service quality
dimensions may help the management of UBI in devising policies to improve the
service quality and thereby enhance the degree of customer satisfaction in the years to

come.
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