
 www.ijmer.in 
INTERNATIONALJOURNAL OF MULTIDISCIPLINARYEDUCATIONALRESEARCH 

  ISSN:2277-7881; IMPACT FACTOR :6.514(2020); IC VALUE:5.16; ISI VALUE:2.286 
Peer Reviewed and Refereed Journal: VOLUME:9, ISSUE:12(8), December:2020 

 

 
18 

 

CUSTOMER PERCEPTION TOWARDS FUNCTIONAL PERFORMANCE OF SBI AND ICICI BANK 
 

1Dr.Y.Mallikarjuna Rao and 2Dr.P.Chengalrayulu 
1Vice-Principal & Head and 2Lecturer in Commerce 

1&2Department of Commerce, Sri Govindaraja Swamy Arts College, Tirupati 
 
Abstract 

The present study has made an attempt to analyze the views and perceptions of the customers on the performance of SBI and 
ICICI Bank. The primary data has been collected through a well structured, pretested questionnaire. The data collected from the 
customers of SBI and ICICI Bank for the year 2019-20. The public sector and private sector banks have been considered for the 
present study. A total of 120 customers from each of the banks viz., SBI and ICICI Bank were selected from the list obtained from the 
said banks by adopting simple random sampling procedure (systematic sampling). Under simple random sampling procedure 
(systematic sampling procedure) at first the first name of the customer in the list given is selected as number one and after words every 
10th name of the customer was selected till the number reaches to 120. This study revealed that majority of the respondent customers 
of ICICI Bank (56.67 per cent) and SBI (45.00 per cent) responded that the cheque collection charges in their respective banks were 
moderate. The number of respondent customers of those who said that the cheque collection charges in their respective banks were 
moderate was more in SBI. Majority of the customers of those who said that the cheque collection charges were high in their bank was 
representing SBI. It is concluded that development of new product should be according to the customer need. The SBI and ICICI Bank 
shall expedite the work relating to the collection of cheques and realize the money and credit to the customers of their respective 
branches at quicken pace. The cheque collection charges of both the banks must be reasonable. Commission charges for the issuance 
of demand drafts in both the banks shall be moderate. 
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Introduction 

In the organized segment of Indian economy, the banking sector occupies an important place in nation’s economy. It plays a 
pivotal role in the economic development of a country and forms the core of the money market in developed country. The banking 
industry like many other financial service industries is facing a rapidly changing market, new technologies, economic uncertainties, 
fierce competition and more demanding customers and the changing climate has presented an unprecedented set of challenges. 
Banking is a customer oriented service industry, therefore, the customer is the focus and customer service is the differentiating factor. 
The business depends upon client services and the satisfaction of the customer and this is compelling them to improve customer 
services and build up relationship with customers. The main driver of this change is changing customer needs and expectations. 
Customers in urban India no longer want to wait in long queues and spend hours in banking transactions. This change in customer 
attitude has gone hand in hand with the development of ATMs, phone and net banking along with availability of service right at the 
customer's doorstep. With the emergence of universal banking, banks aim to provide all banking product and service offering under 
one roof and their endeavor is to be customer centric. With the emergence of economic reforms in world in general and in India in 
particular, today’s banks have come up in a big way with prime emphasis on technical and customer focused issues.  

 
Review of Literature 

Bilamge.P. (2011)in his paper entitled “A Comparative Study of Customer Perception towards services rendered by Public 
Sector and Private Sector Banks”, the present paper discussed issues relating to customer services in both the ICICI Bank and SBI. In 
order to understand the customer perception towards services rendered by both the banks, many attributes such as co-operation 
&Behaviour of staff, ATM services, Basic facilities, cheque collection time etc. were considered. The study revealed that ICICI Bank 
is much ahead of SBI in providing quality services to their customers. As compared to SBI, token system and upholding of ATMs in 
ICICI Bank was highly treasured by all the customers. It is concluded that vital services were lacking in both the banks. 

 
Kesari Singh and Nitin Gupta (2016) in their paper entitled “Customer’s perception and satisfaction towards services of 

Public & Private Sector Banks”, the study has analyzed relative customer satisfaction levels of private and public sector banks. The 
issue is of importance to address the often raised concerns of differences in working and quality of services provided by public and 
private sector banks. Customer perception and satisfaction was studied through various parameters viz. effectiveness, accessibility, 
cost, tangibles, reliability and empathy. Association between these indicators with the socio-economic variables viz. age, gender, 
occupation, annual income and area was studied through chi-square test. It is concluded that the private sector banks should be little 
more transparent in fee and other charges. As far as the tangibility is concerned, there are high expectations from the private sector 
banks in terms of well-dressed staff, attractive décor and access to account statements and other information. On the contrary, public 
sector banks should also attempt to be at par with private sector banks in the times to come.  

 
Jignesh Valand (2016) in his article entitled “A Study on Perception of Bank Customers towards Financial Services Quality 

in Selected Cities of Gujarat”, has made an attempt the perception of Banks Customers towards the services quality of select 
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commercial banks (Public v/s Private). The data has been collected through structured questionnaire administered among the 
employees of financial services firms. The result shows that in conformity with the changes there should be changes in Banks services, 
training, attitudes and images, changes in strategies and practices of the organization, new technology and more personalized services 
gives more chances to win the market. 

 
Abdul KhaliqueTalukder (2018) in his paper entitled “Customer Perception towards Banking Services Provided by Private 

and Public Sector Banks”, the purpose of this paper is to determine the customers’ perception toward the banking services with a 
sample size of 500 customers taken from selected commercial bank branches of selected districts of Nagaland. The overall service 
quality and customer satisfaction has been done by comparing the Means of all dimensions’ Mean Consideration and Mean 
Experience covering all the items. It is revealed that both the gender groups and all the age groups of customers have different 
perceptions towards the banking services. On the whole, both the gender groups and all the age groups of customers have experienced 
less than what they expected in the overall service quality. It is, therefore, suggested that commercial banks take necessary initiatives 
to improve on all the dimensions of service quality and increase the level of customer satisfaction by fulfilling the expectations of the 
customers irrespective of gender, age, etc. 

 
Objective of the Present Study  

The primary objective of the present study is to ascertain the performance efficiency of SBI and ICICI Bank in terms of their 
service quality, cost efficiency. The specific objective of the present study is:  
 To analyze the views and perceptions of the customers on the performance of SBI and ICICI Bank. 

 
Hypotheses  
 There is no significant association between the gender classification of sample respondent customers of SBI and ICICI Bank. 
 There is no significant association between the age groups of sample respondent customers of SBI and ICICI Bank. 
 There is no significant association between the occupations of sample respondent customers of SBI and ICICI Bank. 
 There is no significant association between the length of the period that the sample respondent customers holding their accounts 

with SBI and ICICI Bank. 
 There is no significant association between the opinions of the respondent customers on the cheque collection charges of SBI and 

ICICI Bank. 
 

Research Methodology    
 The study is diagnostic and exploratory in nature and made use of primary data. The primary data has been collected through 
a well structured, pretested questionnaire. The universe of the present study constitutes public sector banks (27), private sector banks 
(20), foreign banks in India (44) and Regional Rural Banks (56). The Regional Rural Banks and foreign banks have been excluded 
from the scope of the present study. The public sector and private sector banks have been considered for the present study. So, the 
researcher has picked up one out of 27 public sector banks and one out of 20 private sector banks. This sample falls under the 
technique of convenience sampling.  Further, a total of 120 customers from each of the banks viz., SBI and ICICI Bank were selected 
from the list obtained from the said banks by adopting simple random sampling procedure (systematic sampling). Under simple 
random sampling procedure (systematic sampling procedure) at first the first name of the customer in the list given is selected as 
number one and after words every 10th name of the customer was selected till the number reaches to 120. A questionnaire was 
designed and deployed to each of the 120 customers selected from each of the Bank selected for eliciting information on the 
perceptions of the customers on the performance of the SBI and ICICI Bank.  
 
Period of the Study  
 The primary data has been collected from the customers of SBI and ICICI Bank for the year 2019-20. 
 
Tools of Analysis  
 Data collected from the various sources have been analyzed with the help of appropriate simple and relevant mathematical 
and statistical tools. Some important tools that are deployed for the present study are ratios, percentages, Chi-Square test and the like. 
 
Gender Categories of the Respondent Customers 

Sample respondent customers of SBI and ICICI Bank have been classified into male and female categories. The Gender-wise 
sample respondent customers of SBI and ICICI Bank are presented in table 1: 
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 Table: 1: Gender-wise distribution of sample respondent customers of SBI and ICICI Bank 

Gender SBI ICICI Bank 

Male 94  
(78.33) 

79 
(65.83) 

Female 26 
(21.67) 

41 
(34.17) 

Total 120 
(100) 

120 
(100) 

χ2= 4.6588* 

 Source: Field Survey 
 Note: * Significant at 5% level 

It is observed from the table 1 that the sample respondent customers of SBI and ICICI Bank have been distributed as male 
and female categories. Majority of the respondent customers i.e., 94 out of 120 (78.33 per cent) of SBI were males, followed by 26 out 
of 120 (21.67 per cent) respondent customers belonging to female category. Similarly, majority of the respondent customers i.e., 79 
out of 120 (65.83 per cent) of ICICI Bank were males, followed by 41 out of 120 (34.17 per cent) respondent customers belonging to 
female category.  

 
The calculated value of χ2-test statistic (4.6588) is much higher than its critical value (3.841). Hence, the null hypothesis may 

be rejected at 5% level of significance. It can be inferred that there is a significant association between the genders of sample 
respondent customers of SBI and ICICI Bank. 

 
From the foregoing analysis one can infer that 94 out of 120 respondents of SBI and 79 out 120 of ICICI Bank belonged to 

male category whereas 41 out of 120 respondents (34.17 per cent) of ICICI Bank and 26 out of 120 respondents (21.67 per cent) of 
SBI were female respondents. The number of male respondent customers was significantly higher than the number of female 
respondent customers in both the banks. 

 
Age Ranges of the Respondent Customers 

Sample respondent customers of SBI and ICICI Bank are grouped under different age ranges. The age ranges of sample 
respondent customers of SBI and ICICI Bank are presented in table 2: 

 
Table 2: Age-wise distribution of sample respondent customers of SBI and ICICI Bank 

Age ranges SBI ICICI Bank 

Below 25 16 
(13.33) 

13 
(10.83) 

26-35 23 
(19.17) 

35 
(29.17) 

36-45 37 
(30.83) 

33 
(27.50) 

46-55 26 
(21.67) 

24 
(20.00) 

Above 55 18 
(15.00) 

15 
(12.50) 

Total 120 
(100) 

120 
(100)  

χ2 =3.3746@ 
Source: Field Survey 
Note: @Not significant 

 Table 2 shows the distribution of sample respondent customers of SBI and ICICI Bank over their age groups. It is observed 
from the table that majority of the respondent customers of SBI (30.83 per cent) are in the age ranging from 36-45 years followed by 
26 respondent customers of SBI (21.67 per cent) are in the age group of 46-55 years, 23 respondents (19.17 per cent) in the age group 
ranging from 26-35 years, 18 respondents (15.00 per cent) in the age group of above 55 years and 16 respondents (13.33 per cent) of 
SBI in the age group of below 25 years. Majority of the respondent customers of ICICI Bank (29.17 per cent) fall under the age group 
of 26-35 years, followed by 33 respondents (27.50 per cent) being in the age group of 36-45 years, 24 respondents (20.00 per cent) in 
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the age group of 46-55 years, 15 respondents (12.50 per cent) in the age group of above 55 years and 13 respondents (10.83 per cent) 
in the age group of below 25 years.  
 

The calculated value of χ2-test statistic (3.3746) is much less than its critical value (9.488). Hence, the null hypothesis may 
be accepted at 5% level of significance. It can be inferred that there is no significant association between the age ranges of sample 
respondent customers of SBI and ICICI Bank. 

From the foregoing analysis one can infer that majority of the respondent customers of SBI (30.83 per cent) were in the age 
group of 36-45 years, whereas in the case of ICICI Bank most of the customers (29.17 per cent) were in the age group of 26-35 years. 
This indicates that younger people with higher educational qualifications had been associated with ICICI Bank. 

 
Occupations of the Respondent Customers  

The respondent customers of SBI and ICICI Bank have been classified into different occupational groups. Details pertaining 
to the occupation of the sample respondent customers of SBI and ICICI Bank are presented in table 3: 

 
Table 3:Distribution of sample respondent customers of SBI and ICICI Bank over their occupation 

Occupation SBI ICICI Bank 

Student 19 
(15.83) 

06 
(5.00) 

Employed 53 
(44.17) 

32 
(26.67) 

Business 12 
(10.00) 

47 
(39.17) 

Retired 13 
(10.83) 

19 
(15.83) 

Agriculture 23 
(19.17) 

16 
(13.33) 

Total 120 
(100) 

120 
(100) 

χ2 =35.0924@ 
   Source: Field Survey 
   Note: @Not significant  

Table 3 shows the details pertaining to the occupation of sample respondent customers of SBI and ICICI Bank. It is 
understood from the table 8.6 that majority of the respondent customers of SBI (44.17 per cent) belong to employed category followed 
by 23 respondent customers are agriculturists, 19 respondent customers being students, 13 respondent customers are retired employees 
and 12 respondent customers belong to business category. Majority of the respondent customers of ICICI Bank (39.17 per cent) 
belong to business category, followed by 32 respondent customers belong to employed category, 19 respondent customers are retired 
employees, 16 respondent customers are agricultural farmers and six respondent customers belong to students category. 

 
The calculated value of χ2-test statistic (35.0924) is much higher than its critical value (9.488). Hence, the null hypothesis 

may be rejected at 5% level of significance. It can be inferred that there is a significant association between the occupations of sample 
respondent customers of SBI and ICICI Bank. 

 
Based on the analysis given above one can infer that majority of the customers of SBI (44.17 per cent) belong to employed 

category whereas in the case of ICICI Bank, majority of the respondent customers (39.17 per cent) belong to business category. 
Majority of the respondent customers belong to employees category were from SBI and majority of the respondent customers belong 
to business category were from ICICI Bank. 

 
Purposes for which the Sample Customers have Raised Loans   
       Responses of the sample respondents of SBI and ICICI Bank on the purposes for which they raised loans are presented in table 4: 
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Table 4: Distribution of sample respondent customers of SBI and ICICI Bank over the purposes for which they raised loans from their 
respective banks 

  Purposes of  
raising loan SBI ICICI Bank 

Agriculture 17 
(21.79) 

12 
(16.43) 

Small Business 09 
(11.53) 

07 
(9.59) 

Industry 06 
(7.69) 

10 
(13.70) 

House Loan 20 
(25.64) 

16 
(21.92) 

Vehicle Loan 11 
(14.10) 

08 
(10.96) 

Personal 14 
(11.67) 

18 
(24.66) 

Others 01 
(0.83) 

02 
(2.74) 

Total 78 
 (100) 

73 
(100) 

Source: Field Survey 
Table 4 depicts the distribution of sample respondent customers of SBI and ICICI Bank over the purpose for which they 

raised loans from their respective banks. It is understood from table 4 that majority of the respondent customers of SBI (25.64 per 
cent) have responded that they raised loans from their respective banks for the construction of houses, followed by 17 respondents to 
take up agricultural activities, 14 respondent customers for their personal needs, 11 respondent customers who have raised loans to 
purchase vehicles, 9 respondent customers for the purpose of starting small businesses, 6 respondent customers for undertaking 
industrial activities and 1 respondent customer of SBI for other purposes. 

 
Majority of the respondent customers of ICICI Bank (24.66 per cent) have raised loans to meet expenses of their personal 

needs in the name of personal loans, followed by 16 respondents of ICICI Bank raising loans to purchase/construct houses, 12 
respondent customers to take up agricultural activities,10 respondent customers for the establishment of industries, 8 respondent 
customers for purchasing vehicles, 7 respondent customers for starting small businesses and 2 respondent customers of ICICI Bank for 
other purposes.  

Based on the analysis given above one can infer that majority of the respondent customers of SBI (25.64 per cent) raised 
housing loans with their respective banks whereas majority of the respondent customers of ICICI Bank (24.66 per cent) raised loans to 
meet their personal expenses in the name of personal loans with their bank. Based on the informal discussion held with customers of 
both the banks, it is understood that the customers who raised loans with the SBI responded that they raised loans with their bank 
because their bank charged the interest rationally on the loans that they raised. 
Length of the Period for which The Sample Respondent Customers are Holding Accounts  

Details pertaining to length of the period for which the respondent customers of SBI and ICICI Bank are holding bank 
accounts in their respective banks are presented in table 5: 
Table 5: Distribution of Sample respondent customers of SBI and ICICI Bank over the length of the period for which they are holding 
bank accounts 

Length of the period they are holding bank account SBI ICICI Bank 

Less than 1 year 13 
(10.83) 

10 
(8.33) 

Above 1 to 3 years 24 
(20.00) 

36 
(30.00) 

Above 3 to 5 years 32 
(26.67) 

30 
(25.00) 

More than 5 years 51 
(42.50) 

44 
(36.67) 

Total 120  
(100) 

120 
(100) 

χ2 =3.3718@ 

         Source: Field Survey 
        Note: @Not significant  
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Table 5 shows the distribution of sample respondent customers of SBI and ICICI Bank over the length of time over which 
they are holding bank accounts in their respective banks. It is understood from the table above that majority of the respondent 
customers of SBI (42.50 per cent) are holding an account for a period of more than 5 years, followed by 32 respondent customers of 
SBI holding an account for a period ranging from 3 to 5 years, 24 respondent customers of SBI holding an account for a period from 1 
to 3 years and 13 respondent customers of SBI holding an account for a period of less than one year.  Majority of the respondent 
customers of ICICI Bank (36.67 per cent) are holding an account for a period of more than 5 years followed by 36 respondents of 
ICICI Bank holding an account for a period ranging from 1 to 3 years, 30 respondent customers of ICICI Bank having an account for a 
period ranging from 3 to 5 years and 10 respondent customers of ICICI Bank having an account for less than one year. 

 
Since the calculated value of χ2-test statistic (3.3718) is much less than its critical value (7.815), the null hypothesis may be 

accepted at 5% level of significance. It can be inferred that there is no significant association between the length of the period for 
which the sample respondents holding an account of SBI and ICICI Bank.  

 
From the foregoing analysis one can infer that majority of the respondent customers of SBI (42.50 per cent) and ICICI Bank 

(36.67 per cent) were holding an account with their respective bank for more than 5 years. Majority of the respondent customers of 
those who said that they were holding accounts for more than five years were representing SBI. The least respondent customers of SBI 
(10.83 per cent) and ICICI Bank (8.33 per cent) were holding an account for less than one year. 

 
Reasons Stated by the Respondent Customers for Choosing Their Banks 
Reasons expressed by the sample respondent customers of SBI and ICICI Bank for choosing their bank are presented in table 6: 
 
Table 6: Distribution of Sample respondent customers of SBI and ICICI Bank over the reasons stated by them for choosing their bank 

Reasons for  
choosing their Bank 
 

SBI ICICI Bank 

Traditional bank account with the same bank 12 
(10.00) 

20 
(16.67) 

Brand Name 19 
(15.83) 

15 
(12.50) 

Making Excellent service  28 
(23.33) 

27 
(22.50) 

ATM Service 23 
(19.17) 

22 
(18.33) 

Net Banking facility 21 
(17.50) 

18 
(15.00) 

Location advantage 16 
(13.34) 

14 
(11.67) 

Any Other 01 
(0.83) 

04 
(3.33) 

Total 120  
(100) 

120 
(100) 

Source: Field Survey 
               Table 6 shows the distribution of sample respondent customers of SBI and ICICI Bank over the reasons they specified for 
choosing their respective banks. It is very clear from the table above that majority of the respondent customers of SBI (23.33 per cent) 
have responded that they have chosen their respective bank to open an account because their bank has been offering excellent service, 
followed by 23 respondent customers for ATM services, 21 respondent customers for net banking facility, 19 respondent customers 
for its brand name, 16 respondent customers because it is located in a strategic area, 12 respondent customers for traditional bank 
account and 1 respondent customer for other reasons. 
 
            Majority of the respondent customers of ICICI Bank (22.50 per cent) have responded that they have chosen their respective 
bank to open an account because their bank have been offering excellent service, followed by 22 respondent customers for ATM 
services, 20 respondent customers for traditional bank account, 18 respondent customers for net banking facility, 15 respondent 
customers for its brand name, 14 respondent customers for locational advantages and 4 respondent customers for other reasons.  
 
           From the foregoing analysis one can infer that majority of the respondent customers of SBI (23.33 per cent) and ICICI Bank 
(22.50 per cent) had chosen their respective banks because their bank had been rendering excellent services to them. Majority of the 
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respondent customers stated that the services offered by SBI were excellent and therefore had chosen SBI as their bank for operating 
their business transactions. 
 
Reasons for Visiting the Bank Branch of Customers 

Responses of the sample respondent customers of SBI and ICICI Bank on the reasons that they specified for their visit to 
their respective banks are presented in table 7: 
Table 7: Distribution of Sample Respondent customers of SBI and ICICI Bank over the reasons they stated for visiting their bank 
branches 

Reasons for 
visiting the bank branch SBI ICICI Bank 

Make deposit 59 
(49.17) 

55 
(45.83) 

Get advice for investment options 10 
(8.33) 

18 
(15.00) 

Enquire about a balance 25 
(20.83) 

20 
(16.67) 

Withdraw cash 21 
(17.50) 

24 
(20.00) 

Others 05 
(4.17) 

03 
(2.50) 

Total 120 
(100) 

120 
(100) 

 Source: Field Survey 
         Table 7 depicts the distribution of sample respondent customers of SBI and ICICI Bank over the reasons which they stated for 
their visit to their respective bank branches. Majority of the sample respondent customers of SBI (49.17 per cent) have responded that 
they usually made visits to their respective bank for depositing their money, followed by 25 respondent customers (20.83 per cent) for 
the purpose of making enquiry about their bank balances, 21 respondent customers (17.50 per cent) for the purpose of withdrawing 
money from their bank accounts, 10 respondent customers (8.33 per cent) for the purpose of getting advice from the bankers of their 
bank for keeping their funds in their respective bank in the form of investments and only five respondent customers (4.17 per cent) for 
other purposes. 
 
           Majority of the sample respondent customers of ICICI Bank (45.83 per cent) have responded that they usually made visit to 
their respective bank branches for depositing their money, followed by 24 respondent customers (20.00 per cent) for the purpose of 
withdrawing money from their accounts, 20 respondents (16.67 per cent) for the purpose of making enquiry about their bank balances, 
18 respondent customers (15.00 per cent) for the purpose of getting advice for keeping their funds in their respective bank in the form 
of investments and only three respondent customers (2.50 per cent) for other purposes. 
 
              Based on the analysis given above one can infer that more number of customers of SBI (59 out of 120) and ICICI Bank (55 
out of 120) made their visit to their respective banks for the purpose of depositing their money into their accounts. Majority of 
respondent customers of those who said that they visited their respective bank branches for the purpose of depositing their money into 
their account were representing SBI. More number of respondent customers of those who said that they were visiting their bank 
branches for the purpose of taking advices from the bankers concerned for investment and withdrawal of cash were representing ICICI 
Bank.  
 
Opinions of The Respondent Customers on Cheque Collection Charges 
            Opinions of the sample respondents of SBI and ICICI Bank on cheque collection charges collected by their respective banks 
are presented in table 8; 
 
Table 8: Distribution of sample respondent customers of SBI and ICICI Bankover their opinions on cheque collection charges 

Cheque collection charges SBI ICICI Bank 

Low 41 
(34.17) 

36 
(30.00) 

Medium 54 
(45.00) 

68 
(56.67) 

High 25 
(20.83) 

16 
(13.33) 



 www.ijmer.in 
INTERNATIONALJOURNAL OF MULTIDISCIPLINARYEDUCATIONALRESEARCH 

  ISSN:2277-7881; IMPACT FACTOR :6.514(2020); IC VALUE:5.16; ISI VALUE:2.286 
Peer Reviewed and Refereed Journal: VOLUME:9, ISSUE:12(8), December:2020 

 

 
25 

 

Total 120 
(100) 

120 
(100) 

χ2 =3.9068@ 

      Source: Field Survey 
       Note: @Not Significant 

Table 8 depicts the distribution of select sample respondent customers of SBI and ICICI Bank over their opinions on the 
cheque collection charges collected by their respective banks. It is clear from the table above that majority of the sample respondent 
customers of SBI (45.00 per cent) are under the opinion that their banks collect moderate charges for collecting their cheques, 
followed by 41 respondent customers (34.17 per cent) have responded that the cheque collection charges in their respective bank are 
low and 25 respondent customers (20.83 per cent) have responded that the cheque collection charges in their respective bank are high. 

 
Majority of the sample respondent customers of ICICI Bank (56.67 per cent) are under the opinion that their banks collect 

moderate charges for collecting their cheques, followed by 36 respondent customers (30.00 per cent) have responded that the cheque 
collection charges in their respective bank are low and 16 respondent customers (13.33 per cent) have responded that the cheque 
collection charges in their respective banks are high. 

 
Since the calculated value of χ2-test statistic (3.9068) is much less than its critical value (5.991), the null hypothesis may be 

accepted at 5% level of significance. It can be inferred that there is no significant association between the opinions of the respondent 
customers on the cheque collection charges of SBI and ICICI Bank. 

 
Out of the analysis made above it can be inferred that majority of the respondent customers of ICICI Bank (56.67 per cent) 

and SBI (45.00 per cent) responded that the cheque collection charges in their respective banks were moderate. The number of 
respondent customers of those who said that the cheque collection charges in their respective banks were moderate was more in SBI. 
Majority of the customers of those who said that the cheque collection charges were high in their bank were representing SBI. 

 
Demand Draft Charges of Respondent Customers 
           Opinions of the sample respondent customers of SBI and ICICI Bank on the demand draft charges levied by their banks 
towards issuance of Demand Draft are presented in table 9: 
 
Table 9: Distribution of Sample Respondents of SBI and ICICI Bank over their opinions on the payment charges they made towards 
Demand Draft 

Demand Draft charges 
 SBI ICICI Bank 

Low 31 
(25.83) 

30  
(25.00) 

Medium 63 
(52.50) 

61  
(50.83) 

High 26 
(21.67) 

29 
(24.17) 

Total 120 
(100) 

120 
(100) 

        Source: Field Survey 
Table 9 shows the distribution of respondent customers of SBI and ICICI Bank over their opinions on the commission that 

their respective bank charges for the issuance of the demand draft are high, medium and low. It is understood from the table above that 
majority of the respondent customers of SBI (52.50 per cent) are under the opinion that their bank commission charge for issuing the 
demand draft is medium followed by 31 respondent customers (25.83 per cent) are under the opinion that their bank collects low 
commission for the issuance of demand draft and 26 respondent customers (21.67 per cent) are under the opinion that their bank 
charges heavy commission for the issuance of demand draft.  Majority of the respondent customers of ICICI Bank (50.83 per cent) are 
under the opinion that the commission bank collects for issuing the demand draft is medium followed by 30 respondent customers 
(25.00 per cent) are under the opinion that their bank collects low commission for the issuance of demand draft and 29 respondent 
customers (24.17 per cent) are under the opinion that their bank charges heavy commission for the issuance of demand draft.  

 
From the foregoing analysis one can infer that majority of the respondent customers of SBI (52.50 per cent) and ICICI Bank 

(50.83 per cent) respectively responded that their respective banks collected medium commission charges for the issuance of demand 
drafts. Majority of the respondent customers of those who said that they paid medium commission for obtaining demand draft were 
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representing SBI. The least number of respondent customers of those who said that they paid high commission for obtaining the 
demand draft were also representing SBI. 

 
Conclusion 

The development of new product should be according to the customer need. A regular service should be given to the 
customer through the department website, Brochures and other by conducting regular survey, the result can be used by the department 
to come up with a new excellent product such as quality of printing or documentation for delighting their customer. Although overall 
both public and private sector bank customers are satisfied with their banks but due to wide difference of response, both public and 
private sector banks should concentrate on their weak areas in order to meet their customer expectations and this study provides sort of 
guidelines to managers of banks to take suitable decisions to get more satisfied responses from their customers. Bankers in SBI and 
ICICI Bank shall create a sense of safety and security in the customers for the money they deposited into their bank. Both the banks 
viz., SBI and ICICI Bank shall come forward and initiate steps for the issuance of debit and credit cards to their customers. The SBI 
and ICICI Bank shall expedite the work relating to the collection of cheques and realize the money and credit to the customers of their 
respective branches at a quicken pace. The cheque collection charges of both the banks must be reasonable. Commission charges for 
the issuance of demand drafts in both the banks shall be moderate. 
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