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ABSTRACT:

The major aim of the research paper is to study about 
the customer awareness towards the banking & fi-
nancial services and to measure the quality of service 
offered by banks and financial institutes. Moreover 
it tries to investigate the relationship between the 
services, customer satisfaction and loyalty. The ap-
proach for this study is exploratory study with high 
consideration on major purpose of gaining a better 
understanding of the customer needs towards the 
services. Survey based methods were used to collect 
detailed information regarding the customer aware-
ness towards banking & financial services. In order to 
achieve the aims both primary and secondary sources 
of data were used. For data analysis and conclusion of 
the results of the survey, statistical tool like ANOVA 
test was performed. The empirical results show there 
is a variation of utilization of services by the custom-
ers and also there is a variation in type of services pro-
vided by banks and financial institutes.
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INTRODUCTION: 

A Bank is a financial intermediary that accepts depos-
its and channels those deposits into leading activities, 
either directly by loaning or indirectly through capital 
markets. A bank links together customers that have 
capital deficits and customers with capital surpluses.

A financial institution is an institution that provides fi-
nancial services for its clients or members. Probably 
the greatest important financial service provided by 
financial institutions is acting as financial intermedi-
aries. Most financial institutions are regulated by the 
government.Though the capital market size has ex-
panded substantially since financial liberalization, the 
Indian financial system is dominated by financial inter-
mediaries. The commercial banking sector holds the 
major share (about 60%) of the total assets of the fi-
nancial intermediaries, which compriseof commercial
anks, urban cooperative banks, rural financial institu-
tions, non-banking financial companies, housing fi-
nance companies, development financial institutions, 

mutual funds and the insurance sectors. In financial-
bservice industry the word quality means customer 
expressed and implied requirements are met fully. 
Customers are more sensitive to service quality and 
service delivery than manufacturing because they are 
always in contact with front-line service personnel as 
opposed to the case of factory workers. Thus banks 
and any other type of financial service provider are 
now interested more than ever before in adopting 
Quality services by implementing TQM.

OBJECTIVES:

•To study about the customer awareness towards 
the services offered by the banks and financial institu-
tions.

•To identify different types of customers who are uti-
lizing banking and financial services properly.

SAMPLING:

The research is a descriptive type of research in na-
ture. The data has been collected with the help of 
questionnaire based survey. The sample size for the 
study is 100. The sample has been taken on the ran-
dom probability basis and the questionnaire was filled 
by the bank customers chosen on a random basis 
from one of the local area at Hyderabad.

DATA COLLECTION:

The primary data was collected with the help of ques-
tionnaire and personal interview method. The second-
ary data relating to the study were obtained from the 
various published and unpublished records, annual 
reports, journals, magazines and websites.

SCOPE OF THE STUDY:

The study is undertaken in one of the local areas in 
Hyderabad.

For data analysis and conclusion of the results of 
the survey, statistical tool like ANOVA test was per-
formed.



CREDIT CARDS:

A credit card is a payment card issued to users as a 
system of payment. It allows the card holder to pay 
for goods and services based on the holder’s prom-
ise to pay for them. The issuer of the card creates a 
revolving account and grants a line of credit to the 
consumer or the user from which the user can bor-
row money for payment to a merchant or as a cash 
advance to the user.

INSURANCE BROKERING:

Bank acts as an insurance broker for providing differ-
ent types of insurance (generally corporate property 
and casualty insurance) for the customers.

RISK MANAGEMENT:

Risk can come from uncertainty in financial markets, 
threat from project failures(at any phase in design, de-
velopment, production or sustainment life cycles), le-
gal liabilities, credit risk, accidents, natural causes and 
disasters as well as deliberate attack from an adviso-
ry, or evens of uncertain or unpredictable root-cause. 
Risk management is the identification, assessment 
and prioritization of risks followed by coordinated 
and economical application of resources to minimize, 
monitor and control the probability and/or impact of 
unfortunate events or to maximize the realization of 
opportunities.

UNDER WRITTING:

It is the process that a lender or the financial service 
uses to assess the credit worthiness or risk of a poten-
tial customer. Underwriting also refers to an invest-
ment banker’s process of packaging and selling a se-
curity on behalf of a client. 

NON-LIFE INSURANCE:

Non-life insurance or general insurance is typically de-
fined as any insurance that is not determined to the 
life insurance. It is called property and casualty insur-
ance in the U.S & Canada, and non-life insurance in 
continental Europe. It includes Automobile and home 
owners policies, provide payments depending on the 
loss from a particular financial event. 
 
BACK OPERATIONS:

Every banking arm has back office support teams. Back 
office functions includes settlement of securities and 
derivatives including FX and commodities, reconcilia-
tions, issuance of new securities through Initial Public 
Offerings (IPO’s) and processing asset servicing. 
 
TRADE FINANCE:

It signifies financing for trade; it concerns both do-
mestic and international trade transactions. A trade 
transaction requires a seller of goods and services as 
well as a buyer. Various intermediaries such as banks 
and financial institutions can facilitate these transac-
tions by financing the trade

LIFE INSURANCE:

It is a contract between an insured and an insurer, 
where the insurer promises to pay a designated ben-
eficiary a sum of money in exchange for a premium, 
upon the death of the insured person.

RETAIL BANKING:

Retail banking is when a bank executes transactions 
directly with consumers, rather than corporations 
or other banks. Services offered include savings and 
transactional accounts, mortgages, personal loans, 
debit cards and credit cards.
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The term is generally used to distinguish these bank-
ing services from investment banking, commercial 
banking or whole sale banking. It may also used to re-
fer to a division of a bank dealing with retail customer 
and can also be termed as personal banking services.

LOANS:

In finance, a loan is a debt provided by one entity to 
another entity at an interest rate and evidenced by a 
note which specifies, among other things, the princi-
pal amount, interest rate and date of repayment. A 
loan entails the reallocation of the subject asset(s) 
for a period of time, between the lender and the bor-
rower.

RELATIONSHIP MANAGEMENT:

Relationship management is a focus of the financial 
and investing industries as a way to identify potential 
cross-sales of products and services.

CORPORATE BANKING:

Corporate banking is a financial service that is particu-
larly offered to corporations, for instance cash 

management, financing and under writing. It can 
also be defined as a banking service that is given to 
banks.

The key banking services that need to be 
regularly evaluated for quality improvement 
are:

1.Processing time of key products and services, e.g., 
loans, new accounts, ATM cards, credit cards, cheque 
encashment.
2.Waiting times like- downtime and queuing time.
3.Customer complaints, written or verbal
4.Friendliness and efficiency.
5.Accuracy and timeliness of statements of accounts 
and records.
6.Effective interest rates, inclusive of all service and 
hidden charges.
7.Promptness in responding to customer enquiries 
such as- answering the phone, the no. of rings before 
phone is picked up, the no. of transfers before the 
caller talks to the right person and
8.Lost customers and accounts. 
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ANALYSIS AND INTERPRETATION OF DATA:
Table 1: factor loading table
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ANOVA TEST

According to prof. R.A.Fisher, Analysis of Variance is 
the separation of variance ascribable to one group 
of causes from the variance ascribable to the other 
group. In statistics the two-way ANOVA not only de-
termine the main effect of contributions of each inde-
pendent variable but also identifies if there is a signifi-
cance interaction effect between them.

By using two way ANOVA classifications as statistical 
tool, we can find out variation of utilization of services 
by the customers and also there is a variation in type 
of services provided by banks and financial institutes. 
Find which pairs of means differ significantly.

Let us assume factors of variation are: 

A – Utilization of services by the customers represent-
ed along the rows of the table.
B – Types of services represented along the columns 
of the table.

Hypothesis:

H_oA: There is no variation of utilization of services by 
the customers.
H_1A: There is a variation of utilization of services by 
the customers.
H_oB: There is no variation in type of services.
H_1B: There is a variation in type of services.
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From F-distribution table, the critical values of F at 5% 
level of significance are:
F_0.05(3, 18)=3.16 and F_0.05(6, 18)=2.66.
Since the calculated values of the test statistic is less 
than the critical values on both the cases. Hence re-
ject null hypothesis in both the cases.

CONCLUSION: 

From the above empirical study it is concluded that 
there is a variation of utilization of services by the cus-
tomers and also there is a variation in type of services 
provided by banks and financial institutes.
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Table 3: Two-way ANOVA table
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