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ABSTRACT

The success of the banking sector and general customer satisfaction are interrelated. Customer satisfaction
is an important parameter for the success of banking companies. Customer satisfaction is of utmost
importance for the growth of a banking company and expansion of their services. Some of the main factors
related with customer satisfaction are customer service, interest rate, calculation of interest, unbiased
decision making ability, availability of investment options and other services. If the customer satisfaction
is good, he is more enthusiastic and also gives necessary tips to enhance his services. Whereas if the
customer satisfaction is less then they usually think of changing their services and move to other companies.
State Bank of India (SBI) is the largest public sector bank in India with a wide network of branches and a
significant presence in rural and semi-urban areas. SBI has received favorable ratings in terms of customer
satisfaction in various surveys conducted by independent organizations.

According to the annual Banking Ombudsman report released by the Reserve Bank of India (RBI) for the
financial year 2020-21, SBI had the lowest number of complaints per branch among the top five banks in
India. The report also states that SBI has resolved the maximum number of complaints as compared to
other banks. Apart from the Banking Ombudsman report, SBI has also received positive ratings in several
other customer satisfaction surveys. For example, SBI was ranked as the second most trusted brand in India
in the Brand Trust Report 2021 published by TRA Research. In addition, SBI was ranked highest in the
"Large Banks" category in the 2021 Customer Satisfaction Index published by the Indian Banks'
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Association. SBI has also taken several initiatives to enhance customer satisfaction, such as improving its
digital banking services, enhancing its grievance redressal mechanism and increasing its focus on financial
literacy and education. Overall, SBI has received positive ratings and feedback from customers, and the
bank has taken several steps to enhance its customer satisfaction levels. However, there is always room for
improvement, and the bank must continue to focus on providing excellent customer service to maintain and
improve its customer satisfaction rates.

HRET

SIfST &3 ST FETAT ST UTEehi T AHT-=T HqfE T qHL & Heiferd &) sifef shufet o asherar & fog
TTEh! ol T(Y Ueh Hecdqul HIUES BidT ol UTEeh EqS Teh sifertT Ut o forehr 371t 37eh daratt &
o o FoTT, STRIT HEaUl ol TTEehi o TS o BT Hel (4 %S & e & Sl TTeeh HalT, ST
T, ST 1 7orT, ooy ot o <t aamar, ferer foehedt sht Sucteydn 3R 311 9aTd) afd amew
HAMY 371 8, A1 I8 AT IeaTd BId & ST O] HATSAT b1 TS o6 (7T SRy foed ot 3 8| Teifeh
3R ATES TS FH Bl &, Al I8 STHAR X G HTAT hl sraer A Gal shaf-iai # S o7 foreme
LA T | AT T Sk (SBI) WA ST Wl SIST HTAST -1k &1 31 sieh &, Toreehl ITmameit 1 ush foeqa
Aeereh & I Ao 3T 37ef-3redl & § wecaqul Subuf 81 TaeleTs shi Ed= €31 g1 fah 71g
foTSr=T Soiegolt # TTehi ol HqMY o HIHCT | STThd (e fiel 2

forefter a9 2020-21 o foIQ Wit fstel s (RBI) SR ST A1fvieh sifeT Arshret Rt o STER, SBI
% T W % IS ai= seht § Yid e ge@ s Rerrrd off| fae 8 ag ot o 7 @ o wasiers
1 37 Sfehi shl T H T Hereh fRrerrarei 1 GHTET fora 21 sifehrt wrehurel Ruié o e, SBI
1 3 3T UTEH T8 HA&T § Wi HepRIcweh (1T fieft 21 38TeX0 o [T, TRA = g1 Jentfira
siie Z&e aTe 2021 # SBI %! WA # GHL Herd SEHS 1S o & H T fe311 7T o) 38feh STefra,
SBI & 2021 H AR sieh €l g TohTIRT UTeeh HqfS Gerehish H oIS ofehi" 20 § Hafiod € faa
AT 1| THSI3ATS o ATEhi ol HAE ST o 7T 3 ueet oft st &, 56 foh sereht fefsreat ifeh damatt
T GUW, 3Eh! R Hemor & i g1 SR forfir arerdr S e o s1omt e semn A
fircTTeRt, THefIaTTE ot TTeent & ehRTcH (et ST Sfafsran fireft 7, 3t S T 970 Teent 1 wiqfe &
T ! qGH o6 7T 3 HeH 33T 7| BTAToh, THII G hT TSITERT T 8, I ook I 3T TTeh
A T T ST T ST TG S o6 o IhE AT HaT & i T S ST SIRT WHT =11y
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L iropy

SIfeRTT &1 shY HehetdT I AT UTeeh HqfY o1 ST TTeq Haier ) sffef shufai o forshrar 3
foredt o foTe Timeeh | qfE U wecaqul UHTHT 21 UTEehi <Al SIS W Heiferd o3 SHE e €, S e
T, SIS &L, sATsT TToET, fsaer fofa o it ermar, faeT faehedt i Suctsyar 37K 3= 8] e
TTEehT shl (Y SAfereh 8, 1 UTeeh ek SeATe! Bl & SN AT U1 Rl &AL M oh (1T STerwreh
YA o &) 3Ed AR, A ATehi T HME &, A o STHAR T AT ST Bl Saer SR 3=
FAfRIT § S R e R 8 areent A §qfE @ defa o oft €, S e awe, wmeew
IFET ST T UTEhT bl TR NG FHLAT| FE UTeh forelt fore sfsh sht el 1 STFRT ST 1@,
O oh SHehT STTAT L A TET oh foh gl ATersh T freret st ohl EiTeT T &) sk SAfafteh,
T TTEh o Sk GRT AT STEe fafafer & s o i s1fires @remT 2, S S o 376t
STELAT b FEH SR TETHR 73 Sareit ohi forehfird s § 7ag o wehar 81 et iR, Sk & <y
BT o fTT reehi shl HqfE T HEeaqUl Sk 2| siehl i 3T UTEeh! ohl T T 3R 7Y ATEehi
T TR B o FoTT Sepe Tresh T, Ufaredeft st g, el o fower fofa o ofit faer
forshedt 3t Uk ST Y& S W ST o Sl STTagareha 2

e S S (TaetaS), Wo

WA €T s (TES13TTS), AL YA 1 ok THE o g ST 937 9 H sl 3K THud 1 Heareh
HATIOT AT 2| THTATS HX o6 T o Faier o e o fofg 36 Torm &:

® SIS fEEBarr: sifehT & § Heca Ul SIS [EEHaT o | THSATE YA ol Hodl 151 sieh €|
WY H, SBI GaUT slfehtt T H Ueh Hecaqul fedT TaaT & 31T STHT, 3807 S 310 o Hioed §
3Toft St 5 & U

® T Heaeh; THSTSATS HYU H IETSA! T ok GEATIIT Heaeh &, S 36 &1 H UTeehi 3! st
STECCT Y T S e ST 21 Sok oY qe # o s ¥, S amesh st fafe s
IeTE SR HATE W& Lt 2

o EfiThl shl HUAHT: THSTSATE UTesh FTHA hi Sgal ST ST {aiter sifehr Sad 3o it
o fore Shenfirehl F it frareT ot TaT 81 SBI W 3 TTeh A1 Gferelm YaH & o foIg getie
sifskT, Hrase ST iR fefStea syram S v stenfireh-sr=nfera wmment st s 2
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® IS WEHIFTAN: THSfIHATE HYU srerd @il <ATe] @Tdl, K0T, shise e 3 ST Ieqral Sie

ST Icaret ST Taratt it Ueh forqd et YaH AT 21 S Sarrsdy sifeh, smw foa
IR I T | elford Hamd oft Te T 2

® e UdT: THSHATS HYT T UTEh-shisd IV o foIq STHT STl & ST Iche UTeeh Hell

YT LT 21 sioh o UTE Ueh GATUC SHECHT It S1H & ST UTEh! shl 3T SifehtT 20T § Hee sl
2 3T I7hT RIS hT 9T O FHT FLd] 2l

SffehTT & W TTEehi 3 (8 H ANTEH S ATt g I & D T FRF o

1.

TTEh HelT: STETRUT A8 HT Y& i AT siehi shl ATk Eq S 3 372k Bidll &1 §AH 3 Ied T
HIT THR FHHAT, T2 oh THI T ST, 3 FRISA Rehrrd GHre i &

gfore: TTeeh I bl il TS A & S TS Aok, HiaTse ek 3 Tem SiEft
GioreTSieh HaTC YEH d 2| 36 UTesh 370 WAl e T8 Hehd & 11 Sieal S @M §
A TR T

JaftheRtul; UTeeh HAfthehd el shl W1 A &l oo Sl sARhTd UTeehi shi foIfRre
HTTTIHATS i U L ATt I SCATaT 3 HATSAT ShT IR L &, of Soef G LT
3fid o &

IcATE ST BT T UTeRIT: ok ST IcqTaT ST TaraTi 6l Uk foreqa e 6t UerehsT i <,
ST TR ST=Id @, Shige TS, SR0T T THowT forehicy, TTeehi i e AT Bidi ol 3696 TTeh
AT |l foreftar STt hi e &t T O T o Eehl &l

qRERIT: TTEh 3 Sohi hl TUEHT FLd & S 3T HTer, [eeh ST Yokl H TREIT & of
fofer=r Scamal ST Hersdl & (St SATST oW, [eohi S SHI o S H T STHRRT STH HLA h
Y& T &

HUET: UTesh ST MURIAT T HEed o & SR Sfohi § Y& Fd € o IAeh! AR 3R
ferefter STTehrit <kt et o fore gufera somferat S ishamd &l

T 37T G&TAT; TTGeh I siohi ehl TTEHT Shid & ST WTd Wiei, K0T SATAEHT bl T i 3T
TG U |ied ST SToRaTstT 7 Ot 3 90 o

SRATTHERTIT: Sieh SIT A Tehahd el hl URTHRT A &, ST foh SAThfer et Tt T ST ferd
R IS, I ATEeh €Y 1@ 8
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9. ST TTEH 3 Sfohl 3h! AT L & ST IToh! SaAd STl bl T LA o6 [TT 75 qohrt 1oh
TR BT T TR A & SR AT S| o ST AoheATehl ST o |1 TeTd & SR T g
ST A &, STehT UTeeh WY 3T 3Afereh el 2

10. wfereaeff weer Frerfor. ek gaem 1o 89 % Yoo i qae § Ted €, safa s St
fore wicreaeff qear ot 3t IeTehsT AT ATEhi o EqME T U el e o

T THRTTSR, SifehTT &1 H TTeehi shl FfS Wl i TToTariT, Glor, Icq1a ohl URTehsT, TRERTAT, g, mid
ST 28T, ST FATHRLT Ffed HRehT o SIS H GTITd BIdT 81 Sioh ST § ShTiehl YT ST ohigd ohid
&, I 7Y TTEhT Bl ST TG I AT A bt ST L hl 37Ty THTEAT Tard 2| gHRT adu
3T O oI e W © AT ST ST AT bt HqfY oh T o sife Heeli o gl W e 2

TR T2 o (SBI) WRT T Ta8 ST WIS &1 31 oioh & TR 36ehT TTeeh TR I5a oIS 2
TTEh! <l HAfS ST o oA oo TITA 7o+t Samat § gom sht fa=mm # 1 o Tt 8| forfsr araiegolt
3 Tedtel o STTET, THellaATs o @1 OTeehi ohl 6qre o€ i3 W 8, F© UTee €qe 8 Stafh 337 3
STEAY =<k Toham 81 A SuvichT Sagfy v, St uTer g for U ue wiferar gaeror #, wasfiams
=1 1,000 § | 793 1 Uresh €S T 9TH g8, ST SN 6 H1ed 834 ¥ HH 2l BT, o o Uset
Y T qET 7 ST LT H GUR TR 81 7 I § AMET o aTel D e el 9 dh TAre
T, T I A H H HioATs R TSfed el o @ 3 Fqre oA graiten, SBI 30
fefSTeat ereneti 31 Tesh AT § YR ek 37 HR] ol 8 L o (078 1o T T&T 2l S o TTSeh! hl
gforerm SR HfE a5 o forg Taetars o€, weeiars AT iR qestans foeeh Seft ueet off e ol
Tl S, THTSATS T ToriTa quTeRT o i 7ot Sfergar o fore ATt &t 775 €, 3ehl Smanstt
T AEcaqul et arior &t o feor 21 o 1 fefSea sifs =it sreran & 31t 3=1a skt ot
O o ST o Qo wT=rar et 81 et e, STet gam 1 emsw €, J 98 UTesh TR
3R TETeAT TR TUn % AT Jeadh o A1y THETSATE YA § SRt Jaredl & foe v Al
forshea =T g1 81 e TTeeht ot Y H YU o foIq e 331 7T & 3T Irie @ fob wforsr o off sroeft
TATSTT ol T i FIwT | 1 AT SR Tl
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56 MY 0 T J&T Ie3d UTeeh Hell 37T UTesh T o Tl oh st T shi ST 2| TTeeh Wil ol
YIERI TTEehT ohl HTE o &L T ¥ 31 § T AT 8, Toh 3T FAAfTed 339 ST o Nfcedelf
T T8 Tl sh1 AT TeRAT hl ST T 2

qrfeex bt aHter

T U i dAR LA H g TEdehl, TR, e O GRehiel, ol 31T §334¢ |15el § TR 3R
GEfTedT T T3 81 S0 W STTUehisT Teaehi 3 ARRTSAT o TT8eh Wl 37 TTeeh |q(s o Tl o sftal eeli
i Tt fomam 2

feratarfer

SIS e O 3l IR A o fore, Serfiven Uet faefiare @ € |t ot SnT foRa T 21 et
e Ed % &9 Rt R T € Nt wEetetrs i anfier Ruid ofit areafin | & w9 °
T we e & TRt foRarT T B SATeREe AU J1d i o fTg e Ut |ifereh i Suehrtut
EIRRIUACRIRIDIN

ST <hi THTE

AT T T SATRR G ATeT b1 wfffere T ot weha 2

e

TR ST &1 H 8Tet o 91 H Hecaqul Uied 8T &, S §tehr ol fifcra, dehiteh! STl {1 amgent
I ueTeAl °§ dedd ¥ NG 7| fefSea sfd, foxfia quEay™, aue, ures Jar, Teuwdt &
gfaegert 3R e afedat W s1fier e 39 % |, I ST e oSt 9 faesfia & wr Rl
TIOTTHEREY, TTEhi o HaTatl i T foeqa Jiae deh T8 8, 37K S e TTeen-shisd, e 3R
T B ST 38 8| TRAT ST STl § o TE el § i a:

o " O\

1. fefoea sife et foram: fefstea Sfsm 3 frse 7o ot & vyra § wecayf 9fs 3wl 2, T
FefSTee AT o GTaT & W & ST S UTEeh! o TS i SIgaL ST o [o1q T8 Tohri1ohi ohi
YT & 2| S WA sieh 3T HTAATS Sk, HIsTSe sifeT 37K fefsiest dicie 9eM id €,
o ameeni o fore gl AR g d afg g8 2
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2.

forefter EoTare™: YRA TR A ot FHTeT S SfoT Qamstl deh ug= sl Serdl &+ & g
3 AT 33T 2| S & ATSHT, TR 3N HiaTset STk St Teett = i Jarstt s afd
S TTHYOT ST o Ug H HeE i B

SfehT =T THeFHA: 2019 H, THT = T&IAT SGH, GSTHTUT H FUR SN AN HH L o foTq 76
SIS & o siehi ohi TR S SEATST H Torery it shl ATSHT Shl 0T 3| FHeFA § Fleld
b s <t Srtg © ST ST &5 3 Sient o Y SEaR SRt oht Tehd & ST TTEeh i dg
TITE YT T Hohdl 2

& BT TR A M Sfehi 3 TTEehT T TS o Haed I Hegy foraT & 37T 7o} dameft
T YR % TG SITH 3 T 2| % ok 3T AT 8T <all i a1GT o 1o1q STENfiehl 7 famT
R 8, AR F o UTeh T4 AR Rohrral i Swre o g aufia aresh o foreT «ff
Terrfua forw &)

TSIk forefter shafeart (THeuwe): CHeUwHT WRd § JiuiE sl o e weh wecr
it o &9 39 & F 3 ThR o foreia Scaral ST el sl USrehsT ohid ©, S fob 3T,
ST 3T & Teie, 3T 3T UTEhT oh s AT AT BT ah & ST ST{ereh ST 3T A1
foreftr wumen <t aermsr @ E

frames ufad T widt fiotd S (RBI) 3 URERidT ot sgrar o, Sfaeqet sem 37T ureehi &
fedt sl Ter e o fore forfimT frames afterds e fore 21 sifshr fafram (d@emem) fagees
2020 st &I 1 IeT SifehTT & o oA Hfereh Feqaftard S it fHames gt Jam
FTT R

TehiTehT AT RS sieh 3 LA STohTT, HiaTge sitehT 37 fefoeat dicie St 48 aehieht
I ST 31 6 ST Faratl =l Treehnt o forg 23ferek gforemsien 3 gy o faam &,
Rt sifehT o e o fore fefsteat =matt o Smam # afg gs 2l

forfter ToTar: YT TR 3 foreir THTEe ol Serar o o foTe S e ST St &8 Tt
3T 1 €, TSkt Sev ofsh Tfed SATEEl ot sifehtT el W T 21 AftSia, S H o @
AT QAT 2T AT H hThT NG T3 &, ST ST AN hl ST ST STl qe T84
ST T TIS7t SfehT 3T ForaefT siehi oh ST o AT BT o AN H WA 1 SiTohTT &1 & Facar o
SARHT TT 71 30 & H Wioeqet ST Teiar et 8, e mgent sl s daret 31K
ERIH ARSI At I
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10. R-fremfea aiwataat (o) s i e fomis w9 & ardeiies & & S § 39 11
frreaTfea afeafert (et 2 @are T i FHE shT AT R TET 8] FRT | 36 08 Ed
0 o T g SuTer fory &, S feermer o feanferamam @i, foraen sewa wdie amet a6t
STeal ¥ & T 8

1. Torerr SR He: T ST A S 3T AT Tlad ofeh ST o [T ATeisT(+eh & o siehl
3 forera I wen Y =wom < @ S s Raernfea & arer foeast & gend &)

T THAITeRt, WA ST &1 5 BTeT o a1 § Haca Ul e 8¢ €, 3R fefSeatieantor, Tamm it
foreir THTEYE W e o T 21 A & AT A gfe 3R feme & forg dem 2, ok e faenteat &
T SIS # ST 3t ST At B o 8 SO | HRATT T2 ofeh (THIIATS) o |1 UTehi sh1 6
T o3 STl S8 ST T, Sfoh SRT Y& ohl ST ATt §aTAl 6l TUrarT, sieh o el o are
TTE o STHE 3T sieh G TEH Al ST STt Giereim o T o TG 9 13T &1 Tl 21

TR, 2020 & T THR ZRT T TTC T o & STEW, SBI H1 76.05% 1 TTeeh wqfe (T
SITH &3 &, ST A H ATeiST e &1 o siehl ol STTEd UTeeh Tq(e Y A2k 2l 36t Taeqor & o8 off o
=T & Toh THEITSTS o ATk STH AL 0T seh ohl Harstl S ST @, /0T 3R shise IS ¥ |qE 8
T3S 1 AT oh STV ST TS § AR A o YATET o [oTQ H SFATia FoRaT 71T 31 IaTeeT
% foTT, SBIA SBI YONO (I 31t fie o) T Sreft fafir fefsret wae it et 1 &, St omeeht
I AT TIETEA TFI X T ST Sareat s ST i sh1 AN Sdt 8| 6k SN,
THE3TE  UTehi ol fefsreet sifeh o s & Rifard st o forg 3 stfrrm +ff 3 foru & i st
FHATAT T TRTEAT FeH Fleh UTeeh Hall sh1 TUrEdl § GaR A 1 A a1 81 3q 1, Sfh
TEsaTTS % Aoy FTeeh! <t wfy foarfire skt 3 strem ot i & weRdt 2, wEefiend ¥ e dit w
HHRICH TTeeh HfD LT ITH 3 & TR 37T Harl ohi sIgal s STR UTE WS i g o fo1g

3 Haq 33T 2|

127
INTERNATIONAL JOURNAL OF PROFESSIONAL STUDIES



International Journal of Professional Studies http://www.ijps.in

(1JPS) 2022, Vol. No. 14, Jul-Dec e-1SSN: 2455-6270; p-1SSN: 2455-7455

=<7 farsyeor 3k fAeendt
Aarfetent-1: e arferent forfr o 2020-21 & oI wHsfias o f¥eRmrd 221 =1 gwiidt @

SNo. | @F-a9 Hafera ToreRTaEat <hr s
0l. CICIRCIE R ) 1127
02. ATRH 453
03. | = o 1 7 BT 316
04. HEiug Gareht ferehrad 261
05. g T 237
06. e | et 1568
07. forgmor 4 foremsr 404
08. | <isit md® 74
09. Torifera | W A 168
10. AT ShT T 413
1. | Tk IS HAT 182
12. | =0k %1 FRYT TR 473
13. | =4S 1 ARY0 Ao 154
14. ferarTiad sk S[eeh 963
15. Tq @ 153
16. Aem/EdE/THNEtg @rdr | 718
17. o o shiee H [aoTve 107
el 7572

Id: TaEtaTTe, ;Tfé%s e
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IR ST T8 & & ffdy o 2 fof Tmeent 1 QMY ueh Hecaul que 1 saferg St & i aree
[T H G R 3R S I T SATawaehdT & e Teehi 1 JqfS &1 & e

ATTCTERT 2: Sieh ZIT & ST ATl HarraAT i s i fezft o1 sTreher e

INTERNATIONAL JOURNAL OF PROFESSIONAL STUDIES

S.N FrEATIRaAT gt @E  wewd w3 ECEECI U
wend FAT(A) | @@ | (D) SrEEHd
(SA) TE (NA) (SD)
§ J% ¥ qfer @G e,
1 | v WeqEE ST aEd | 42 12 10 20 16
T ST 2
2 | H % % qeEAleR -Le 48 17 10 15 10
ST H HIT G
3 | H ook g forted fororm wmdt 54 16 02 18 10
augE )
4 | o O SR S 2l 68 12 05 10 05
T ek o AR rd TeR 9
5 | Gqe g 3 IE Fee 40 30 10 14 06
Fea 252 | 87 37 77 47
(50.4) | (174) (7.4) as4 | 09
129
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ST AT, Ieha! § STTAM T @ fof SRfaferdt sk 50.4 Sfaerd T ggar & wend

ITTEet o S, "eTTse T SR Sl & ANTSe 7okl GaaT § T 68 ST UeHd & 1R 36eh
1e H o g fai foro amft @ SqE § H 54 Ui 81 37 SAE § 9ar =e § R st
JSTETATSAT 68 SIRTA o TAdT & TE & T 25 T ITETATSAT HT Teh =TATS STEIT & ST qar &
STHEH 8| TS Gt H YT hleh & STIRGTT oh T forshrel T T i o1 18 T forarm 1T weha
2| TS T H GUR § 59 o 90 iR ghg 1 off gig et 21

ATFTRT 3: UTesh TS ohl forRIsarstl & forg sofrenes forsdwor

TR HqTY o 0T AT 0T ek feere
I o 31 el & Sl &l =1y 3.6400 1.28330
39 oo SR TEA ol TT5 STHHR 61 & 4.0100 1.31422
TUH 3UTsHdT 3.2000 1.46336
FHAT TTER 3.7800 1.39682
g ofeh UTEeh ol TEqR J&H LT & 3.6300 1.33829
39 S T TR & 4.0500 1.32859
T ook § =T i 8 3.8000 1.44250
S g 3.9100 1.31882
I S TohTT 3.3500 1.43108
HR Sfeh 4.2000 1.37069
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FHHIT UTEehT I oIdT & & 1o JTedd § hid ©1 gaTd 4.0400 1.14521
T STt

| qitehfera greafies 221

e wqfe & U

ST AT & STTHT THITET 7T © foh e €qfe’ ek 47.18 whiwrd, 14.73 Saerd @gdd 3R
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