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e - AT STeRTT ST ATgeh HATS sl THTTT ot oTet
Hh; Teh AqTUh 37T

Srferar !, =¥, oeg uTew?

el aTforsy o, Teftesrer SR AT T siioTer weryes
2ATRIBTAT T WTEATIe ATOrS forvmey, Tefiesrer R el Taee HiaTer Hersest

L

T ST ST JTT R i & ST TEeh Ty R TIferd S aTeT ShTeeht 3T S AT o ik T STagy YaH e
& TGAT &) ek JOMedt g oht STefeare T H weeaqul s{feht Tt @ S fohfba <=1 o 7T 9TSIR o % | 8] WiKd &,
aTfoTfares SifeRT &t 7 Treeifen ST froft &5 3 dT ok wTfiret 8, e aduT & 28 |rase & o S 3R 27 Fsft am
Sor gaTerd a1 @ B Sk & T U S T1Eeht o |1 STaed d & S i 9ETt YeH R ) 98 A9k ®9 § HIRIT
16 € fof IS Wi A 70 UTeehi o6 foifT Bel-thet Tl Wehell 21 F WY T8t doh, 37U T o 9 o Ug= H %3 5
T &, e o o7 T & TR S T T, e I e o forg wieft han § @ A % forg, i R e o % o
Ot el H SN ot o ToTw) Sifef gt &9 8 Ueh UTesh-37@ Ul JET &, TSredl reeh Heit Uk 9 ferviaeh e o Sfrelt
2 IR T T o 1S 4, Aok I A Aecaqul giEdHT 1 STTE foRT 31 2 € H, 1990 % IR § sreferewen &
ITRIHT S G G TT o AT T FH Foh Siohl o (IfIor o Foter F et afiafer ofr faeerfestt % smmam w
SifefT gl o st fam

H1 A : TTEe WY, ST I, TR

e —

TG Tk Sk ST bl 1949 o sifeb shafert srferfem g ush Vel 3ohtE % w0 § giteiia fohem e 2 i aifeh a6
ST A &," TSI ST & G T ST T MM €, SR < AT o7 o foTg) 2 STHTE T 07 AT ST SToe S A
BT & 3 <k, ST9, AT AT 317 ATeaw| & ehredt ST dend! 81 S 1= fordia S e it agg, sifsh e adam o 75
dehrient, arfeien rfafiraarstt, sl wfaeqet ot asit & HiT 6 arer Treent g forsioaT arer dsft & seerd SIS o1 FrHET
TR 21 T Trohfad T gotT uigee e ol Toh ST ¢ e T 2l Sieht f I8 Hedd T 3% o foa & for Sehr
G TTEeh Wl TR UTEeh S T v et 2, et 37 TTeeh Wil ohi a1gT 371 3T UTeehi o AT Heiell ol HTeld i
3 oI FISTeX ST W 21 Tordiara o WG &, WA H SifehT SehT  Heeaqut aiterd- fohu 81 $7 aiad=T T Srerfish =T Jmeet
T AT TE T ST9ATE T | Foreis &9 & 31t UTeeh, et HARi § SAT L IT ek e W 377k T8 sl i it
o0 ol ol TTEhT o GIUehIvT H I Saeita UETH, B Sfh 3T Sexe Sk 3 forshre & wrer-amer #tdr wmeshi & awarst
T TATU ITAsY U o A1 Bl GAT 8| FASATH] SR o 3T o |1, Sioh Ueh B o =te G SifetT Seare 3 dard ye
U T A TG <, T Teah-ahisid GrEenivr o SR foam STt 21 e ST TR a1 7 SATfle ol o aRomearey, 1<
o Sfeh qehriTeh! TTT S ATEh-ohisd Ol OX ST o &) ATeeh Sqe i STAHeRAT o o g, sl sl 319 TTeehi & a1
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fEoR S =g wely SATC T =Tfen, Hafid &9 & HqfS o & AT SAThA BT AT SeehTicreh Hefe T i 3
ST T S feaeicner AT SHIC T o o aresh i shl aaeT weeaqul € (FAR ST ST, 2006)|

ST ek ST-HRaTiGT AT ST 2| e TR d © foh Afies 7T afareaeff sife ardrerer § awerar 37t s1fidea o fag
TTEehT T TUTEATUT ST TG ST STTEYae & (I, T 3T 3, 2003)| IeT & FaT <era @ 36 TTeeh |qfe 5 a1 (1,
2010), TTEe TFTETOT (A9 3 A, 2008) TR FH o foreflr Tee (I, 2006) i Fecaqul €9 & TH1fod Fdl 2| T8
TEITHT HacaqU @ fof Teent Y 35T, STEEd TR STUEITE Asft & Saet weohd! 8] oISt O T8t TTSehT 3hi T T oL |ehalT T,
T8 SIS 3 TP T o wehaT & (Rardw i s, 2008))

I TATE TG A o T, Sfehi i TTeeh STULITST ohl THEHT AMMET (TaRH 3TR fTesiet, 2006)| 37 T9&TsTl § Sfagry
SITH 3 o ToTC T8 | o WL 1 I S & (AW SR @M, 2009)| AT, TTEF TS I AT 6 T8 37 Hiahi bl
TR AT SATEYI & S 36 TTIrd R §, 1ok {7 37 shiiehl o1 e 3789 31Tevash 2|

IR ST ST 5 ST o6 918 g @ TE < €| BT &1 H, 1990 3 31 H AAeTET 3 TR S T g
Sfat o Torsfiertor & frofert & aftorreeed weaet ST gar gu 2 o fordir Sameit i ate, ST sam off st & sead
TSI T HTEHT 3L &1 2, AT & =t it anfeler siffaraarnsit si st wioreast s e s a1 31 78 aareor st It
I AT & (SAeeien, 2001) 3R AR SfRT &5 3 hid Tt § T 0T 2

U fcrerell aRgeer , Toh TR UTeeh AT ST TEHT Hecd ol 2l 38 916 o ST AT SIS Reerfer 3T amsiean § gan
T 3 oI, T 3 Sfeht 1 TTEh WY o TR T 9G  Ievd § W S ifore it forepfr s g staa:, foret of
HITS 2hl dElehTcTeh WheTdT o foTT UTesh HqfY Hecaqul § (Yo ST USTH, 2005)]

e wHte -

e TqTY T U HEcaqUl W foret e i wfersr st GeperT o Her Hecaqul Hehaehi § § U ol 36k ST, e
BT W § I oh foTq Ueh o Fehel WalTe Yiierd il 81 Uqy UTeeh et 1 hiHd-Haeeiel eid & 37T 3
ITATET TR AT G hi hl TG T & S 3rai Taet STSTHTIT 3T TR | $6eh STaTTal, SATaaie dere # feerdt o
frmtor T BT 2 Fifoh T HehTIcHe TUredT ST HISET HTeehi & foTt ARTA T % L Tehdl @ (Matzler, Hinterhuber,
Bailom & Sauerwien, 1996)|

T SR (2011) T weteqor fafer 3 mresm & e wRdRr Ifraec siohi § TTee Wi i THTfod i aTel HRehT bl Ted™
T ST I ITETATSAT o Teh A & Toh 3o @ o T ST b1 ST shleh At fofall T ofT| Ieh S Tkt &
AT =T foh TTEe S HTd HIehi & THTIod BIdt & AR TR, Hifsh dred 1 Sureafd, s fSmTem, e Tam=m,
RN YE-313, Fam 3T forgerfiaan sgxef sfame fsgwer & ufomt & wera fiear @ o amfses feer,
HHRTH He-3168 I forg@-fiar i =1 9o TTeeh HqfY W U TE T STed 3

Tt ST T (201 1) T WA TR ST &5 5 UTEe WY T T i ATt e T U SR {6 3 ST
ST oh1 TEa o (A Teh HATATS T ST T STANT {ehaT| STTATHT hl TE=IT i o6 178, T @ISTUT b1 fersoT
(EFA) T3 T, 360eh SI1E 39 ShIeh! ol forgefirar ST Jerar wifud st o forg qfernes sk forsdwor (CFA) fora 1|
3T FENfehl-SATai sifehm Sl o = FHE TR hl Te= hl: Uresh HT, SeNfiiehl Feer SR g1 o,
STenfireht gferen, SR Senfireht Swai 1R forgerfierdr § stramh frshst & wona firerar 2 for aTes S it Senfireht e
I forg@riierdT & ST o1 ATk EqfY T HehRIcHe 3T Heca Ul STHTe T 8

I (2000) 3 STTER, TS T Th WIGHT AT STUHITCTF IV o & F aReaiva fomam i wehar & ST fafvm uftfafi
FRT TEA HhelT &, S IeqTe forhed, RTehmerd a1 qeiie Sy sTaciie-ia saeri & IRafard i 81 s (1992) = deh faar
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o sifefm & 7 fceetcres T T8 &G o foTT TTeesh-HTierd ST Wecaqul 81 $6eh STTa, WY (1994) 3 36 &1d W SR
T fof Tesh ©qfe T8 o o foT, Skt ot &aT T SST-RITT & Sret fRTe it o ST shisid S qeh foIfsie STehtoT ot
SN AT =TT HAE ITHIHT 3h1 I8 STUETTAT (T et 31771 FaxH AiES) SR @Ud o 18 AW FohT T arefereh 3cdma
SR o6 st oh{oret fereiTicl o Hetieret o Wi Tfafsham 8 (Tse & Wilton, 1988)| S8 S3T9e: &9 ¥ Yai-Tig HAUETS! & AT
T 3T VAT o @G o S o Hed o o &9 H AU T ST HehdT § (Anderson & Sullivan, 1993)]

viter wfarfer - agfar o &t smerfires <o smfier &:

1. TeEe EqfE o S o ffde s

2. T sifehT 5 UTeeh HqfE # ANTEH S aTet SRehi hl WIS AT

ek wAqY o S ot fafde s -

TITEe Ty i foreft ScuTe a1 Har o Wity TTeh o gfSentor o w9 & g fora ST wehar 81 meeh wqfE ot el & & AT
& TTT, Terehatstl 3 Tiie ¥ U8 UTeehi ohi STULTTSTT o HT-ETY IcdTe IT HAT T IUANT hi oh 18 STeh! TlcshareTl ol
HTH AT LI T A TREATereh TR STUTRT FaRT T T FIAT & AT I AT &, Al UTeeh e WA ST
58 ool afe sedfereh el STuerTsTl § 4 €, A1 UTeeh AU 2l FAfey, UTesh Hqfe o S H freferfad e &:

. e o e s

o 3IcUTE IT WA o AR faeh SUANT o I UTeh ohl IO

o ICUTE AT HAT % THIT o W o HedohT

At Tilie o STe qedishd TR SFUETSAT § 3Tfereh €, A1 UTeeh e 81 e I A €, 1 UTesh STEqE 2| ANeehaisi 4 UTeeh
HATE o S AT TTEl G § SHTLTON TR TR o ToTe HISTET |ifec & Tmet i o Heed i i ag= Tl

TTeeh HATY H ATET S STl HWEhT <l TN —

T SR ATe HqfE o S i (S e o a1, xiaeratett § a8 it o o 38 S &1 wifad e aret et
QIS AT ST 2| 36 T § GIeol STae forkiy &9 & STt 31 FHRh! 1 e AETEHR, HIFE T8 TR weeaut
AT qehrAoh! ST Torferil o HTEad | S foram ST wreha &, o &t o foru ommeneh forsgbwor <ht strereareha @il 21 36 TR
o Torsewor o foTq, Uk Heara ™ TUTTesh SUehUvT TTSSE At (GT) 2

TATETT 24N - 1967 H TR 3R T4 W fhfea, TEee LA 1 qTioes STTe § IS fagidl i e & &
ST A g 3t @ISt 3 2l ATSRehdT § ST T 1| $6 IaTeL0T H, GT oh! Frdl IRIeh I0eh 10T HHT 1T ifsh 78 37
TET T ST ohY START 3T & ST Y- R T gl o ST T § (TR, 1995)) GT i o & wsifer st
T I L o I ot STt & (Parry, 2003)) 390 37203 § GT 1 STIART YRA § T ATk AT&ehT o o<t TTeeh 6qfy
1 THTIeT s STt dcall 3hl Toh SI=ITiNeh SHE 2hl Glore SaT T 8| 2 36 Fawl 5 Ureeh | bl TTford i aTet Shiehi
1 TG T o oT STRETATST o AP i il shLdT 8 TOTTeHeh AFHE HX GT shi Teh T dTehd S 2hl ST
¥ (Charmaz, ST T Puddephatt, 2006 ﬁ?@;ﬁ%iﬁw%)l

YTSTS 2T U AT frsypwor —

TT3SE ART ITETATAN shT TTIToRAT o HTIR T SFTUROMSAT o 89 T AR Gl &1 3= TR oh W H A TR 9 AR
STEA ST T AT S o ST, $60 3TE H 5 ST sht STfshamatl o STe o dam fog g o) i< e T
T & ST STETATHAT 8 I T <
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R o

AT 31T T UET 52T 31 A0 L Tehd & STel T TohelT oieh ohl SalTatl & 3T 6qe o
YT sfeh GRT Y& 31 TTE STl & L FT Heqd g1

T SATT Tk UET BT 3T 0T Bt Eohdl @ Stel AT Toheft sfeh ohl el & SAcAfereh S76qe o7
AT ek GRT TG i 5 FaTAl & STHTT 1 7Hedd HLd A7

HTTeh! ST & o ook i feorfer shT St e =fee o

T 317 37} of BT 3 W S ST 82

AT o S1G sieh + ohd Sfcifshar dt?

erehATaT = TATCHR ST Pled THeT o e & S U foram 31 et fersaor fopam)

Frreemet

AT o S, ITETATAT = 7T IeATaT ST Haratt 3t forfvre fererreratl ot =il sh) 39 Hawl #, "7 3cure 37K Hamd”
g 2o % T H S FAT &) 39 20 6 A, fire susifvr st we= ol ;- dfter sreretr, 3ferd e s, =Aan
aETa TR ST &1 3 SuAfore Her qe Seanet iR Saretl ¥ waiferd &, 3R 3 378 uftiva s # weg ! 2

ST SFEREREOT, 3Ferd YR STier 3 =IAcH RISl bl STsRATSAT AT STRATATSAT ST sfehi o sl ST o &9 H <
ST kel 8l T SEeehtuT o Wi foraror shi 210ft 3 ST 81 $HieTy, a1 SHOre - Je Seare/AaTd, SR Gl forewor - 31| o
TSI 8% 81 ST Tt 1 dslt ¥ Wt foRa S &, @ S forawor it amen § U g 2 36k Sfafd, =i o
TEEHTIT T IcTal I Haradt hi T RIS &, 3EfoTq 37 a1 if0RIT o oft=r dfer 1 g fora I &: sigat TR ast
TEEHOT HET ITaT ST H1AT shl TR0 bl SGIdT &, ST T § IR o sl Ioaf ATeeh H(Y sh! S SArar
2

TEh AT, 15T SEEHLOT, I GUTT STl I =TaH SEATISTIHT o ded ST fofaRoT | Faiterd gl ForeT crsit & Seesheor
B, FaT forawor 3o & Seat 2 3fed gea St +ft 36 vee] # Ave Rt 21 | ot g & fo e s o
YT 5 T e GUaT 3T ITGTATSAT o6 Sfiel HalT ToraRor o Wil H FLaT sh ST ohi SeTd &, e o g1 wee
Sl ST STt T3l | ST foram e Rl

36 W&, GId Gich o T 3T1a9es SEaTasiiehtor shl A SaT forawor shi eom skt weifera st 21 fSa- v aedrast
STETIhAT BT, T foraor il o 3T &t Hehired e Rt

YT ST ST SATATHT ST <ffer o effelt e T3 BIelt 2, Sretfer ger St <ht ATt e steaferes geferd & srgufard
T BT 8| TEATAISTIHT ohT AT =IATH § STIHAH T8Il 2, H WA FIawer ht oredT @e § 3chT qe el &l &
avft SuAOT STt w9 & Ha foraor e et €, staa: Iwerarstt % fore sed aTee HqfE i SR o ST 2

ekt et

1.

2.

3.

4.

Agarwal, B.P. (1981). Commercial Banking in India after Nationalisation— A study of Their Policies
and Progress, Classical Publishing Company, New Delhi.

Anderson, E., & Sullivan, M. (1993). The antecedents and consequences of customer’s satisfaction for
firms. Marketing Science, 12(2), 125-143.

Bhagawati, P. and Agarwal, D. (1981). Commercial Banking in India after nationalisation — A study
of Their Policies and Progress. Classical Publishing Company, New Delhi. Vol. 272p. 22cm. pp. 332.
Bhaskar, P.V. (2004). Customer Service in Banks. IBA Bulletin, Vol.XXVI, No. 8 (August), pp.9-13.
Bhattacharjee .C “Service Marketing "Excel Books First edition.

IJFMR250345680 Volume 7, Issue 3, May-June 2025 4



https://www.ijfmr.com/

m International Journal for Multidisciplinary Research (IJFMR)

ILJFMR E-ISSN: 2582-2160 e Website: www.ijfmr.com e Email: editor@ijfmr.com
5. Brodeur, M. (1998). Satisfaction, dissatisfaction and complaining behaviour with consumer services

10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

and intangible products. Indiana University Graduate School of Business, DBA dissertation.

Carter, T. (2010). The challenge of managers keeping customers. International Management Review,
6(2), 20- 27.

Casalo, L. V,, Flavian, C., & Guinaliu, M. (2008). The role of satisfaction and website usability in
developing customer loyalty and positive word-of-mouth in the e-banking services. International
Journal of Bank Marketing, 26(6), 399-417.

Chalmeta, R. (2006). Methodology for customer relationship management. The Journal of Systems
and Software, 79, 1015-1024.

Churchill, G. A. (1979). A paradigm for developing better measures of marketing constructs. Journal
of Marketing Research, 16(1), 64-73.

Corbin, J., & Strauss, A. (1990). Grounded theory research: Procedures, cannons, and evaluative
criteria. Qualitative Sociology, 13(1), 3-21.

Customer satisfaction and stock prices: High returns, low risk. Journal of Marketing, 70, 3-14.
Ganguli, S., & Roy, S. K. (2011). Generic technology-based service quality dimensions in banking:
Impact on customer satisfaction and loyalty. International Journal of Bank Marketing, 29(2), 168-189.
Glaser, G. G. (1995).

Dekock, M.H.“Central Banking”, Universal Book Stall. E-retailing by banks: e-service quality and its
importance to customer satisfaction. European Journal of Marketing, 43(9), 1220-1231.

Estiri, M., Hosseini, F., Yazdani, H., & Nejad, H. J. (2011). Determinants of customer satisfaction in
Islamic banking: Evidence from Iran. International Journal of Islamic and Middle Eastern Finance and
Management, 4(4), 295-307.

Flanagan, J. (1954). The critical incident technique. Psychological Bulletin, 51, 327-358. Fornell, C.,
Mithas, S., Morgeson, F. V., & Krishnan, M. S. (2006).

Grounded theory. Mid Valley, CA: Sociology Press. Glaser, B. G., & Strauss, A. L. (1967). The
discovery of grounded theory: Strategies for qualitative research. Hawthorne, N.Y.: Aldine de Gruyter.
Herington, C., & Weaven, S. (2009).

Hasanbanu, S. (2004). Customer Service in Rural Banks: An Analytical Study of Attitude of Different
types of Customers towards Banking Services. IBA Bulletin, Vol. XXVI, No. 8 (August), pp. 21-25.
Homburg, C., Koschate, N., & Hoyer, W. D. (2005). Do satisfied customers really pay more? A study
of the relationship between customer satisfaction and willingness to pay. Journal of Marketing, 69, 84-
96.

Jamal, A., & Naser, K. (2002). Customer satisfaction and retail banking: an assessment of some of the
key antecedents of customer satisfaction in retail banking. International Journal of Bank Marketing,
20(4), 146- 160.

Jamal, A., & Naser, K. (2003). Factors influencing customer satisfaction in the retail banking sector in
Pakistan. International Journal of Commerce and Management, 13(2), 29-53.

Jham, V., & Khan, K. M. (2009). Customer satisfaction and its impact on performance in banks: A
proposed model. South Asian Journal of Management, 16(2), 109-126.

Johnston, R. (1997). Identifying the critical determinants of service quality in retail banking:
Importance and effect. International Journal of Bank Marketing, 15(4), 111-116.

Kanning, U. P, & Bergmann, N. (2009). Predictors of customer satisfaction: Testing the classical
Paradigms. Managing Service Quality, 19(4), 377-390.

IJFMR250345680 Volume 7, Issue 3, May-June 2025 5



https://www.ijfmr.com/

m International Journal for Multidisciplinary Research (IJFMR)

ILJFMR E-ISSN: 2582-2160 e Website: www.ijfmr.com e Email: editor@ijfmr.com
23. Kasper, H., Helsdingen, Piet v. and Jr, Wouter de V. (1999), “Services Marketing Management”, West

24.

25.

26.

27.

28.

29.

30.

31.

32.
33.
34.

Sussex, England, John Willey & Sons Ltd.

Kerlinger, F. N. (1973). Foundations of behavioral research (2nd ed.). New York, NY: Holt, Rinehart,
Winston Inc. Kumar, V., & Reinartz, W. J. (2006). Customer relationship management: A databased
approach. Hoboken, NJ: Wiley.

Lovelock C, Wirtz J and Chatterjee J, (2006) “Service Marketing” V Ed. Pearson Education,

Molina, A., Martin-Consuegra, D., & Esteban, A. (2007). Relational benefits and customer satisfaction
in retail banking. International Journal of Bank Marketing, 25(4), 253-271.

Moutinha, L.,Curry, B. (1994). Consumer perceptions of ATMs: An application of neural network.
Journal of Marketing Management, Vol.10 No.1,pp.191-206.

Moutinho, L., & Brownlie, D. T. (1989). Customer satisfaction with bank services: A multidimensional
space analysis. International Journal of Bank Marketing, 7(5), 23-27.

Moutinho, L., and Meidan, A. (1989). Bank customers’ perceptions of innovation and new technology.
International Journal of Bank Marketing, Vol.7No.2, pp.22-7.

Narasimham. (2008). Efficiency, Productivity and Customer Service in Banks. PNB Monthly Review,
February.

Ndubisi, N. O., & Wah, C. K. (2005). Factorial and discriminant analyses of the underpinnings of
relationship marketing and customer satisfaction. International Journal of Bank Marketing, 23(7), 542-
557. Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of satisfaction
decisions. Journal of Marketing Research, 17, 460-469.

Reddy, A., Kumar, A., and Nirmala, (2005) “Services Marketing” Himalaya Publishing House.
Shankar R. (2003)“Services Marketing” Excel Books.

Shekhar K.C.& Shekhar L.,(2004) “Banking Theory & Practices” Vikas Publishing.

IJFMR250345680 Volume 7, Issue 3, May-June 2025 6



https://www.ijfmr.com/

