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Introduction
A bank is an organization that provides 
various services to customers like financial 
services, banking services and non-financial 
services. Many fundamental services are 
like accepting the deposits and giving loans 
and other banking services. In the financial 
system of India, banks are the essential part 
of financial institutions. There are many 
other non- banking organizations that give 
some banking services without completing 
the basic formalities of banks. Several kinds 
of opportunities and services are offered by 
banking sector to the customers. 

The Indian banking sector is the most 
competent sector of economy that generates 
wealth and moves the flow of money from 
Saver to Investor. All money and valuables in 
economy is safeguarded by the banks. There 
are various kinds of loans with different 
and attractive interest rates provided by 
banks. There are other services like money 
order, cheques of cashier and accounts 
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checking. The banks also provide the credit 
and payment services to the customers. 
Investment and other products such as 
insurance are offered by banks. According 
to the Banking Regulation Act, 1949, 
banks are incorporated for the purpose of 
accepting the deposits and lending of money 
to the customers. The banking sector mainly 
performs following functions:
• Opens banks account for customers 

of various types like current account, 
recurring deposits, fixed deposits and 
accepts deposits and savings.

• A proper credit delivery system is 
provided by banks to enhance the 
transactions of loan. The transaction 
functions of banks consist of lending 
the money to customers.

• Form one place to another, money can 
be transferred through the banks. To 
foster this function, demand drafts, 
money orders and cheques are issued 
by banks.

• The tele-cash and transfer of 

telegraphic facility are provided by 
banks to increase the fast transfer of 
cash.

• Trustworthy operations for the specific 
purposes.

• Safe custody of money and other 
valuable items of customers.

• Locker facility has been offered by 
banks to keep the valuables of public 
safe. The lockers are made into strong 
small boxes in cupboards with system 
of double locking. The lockers are 
kept in the strong room of banks. 

• To accept the tax and non-tax 
receipt, banks act on behalf of the 
Government. The various government 
disbursements such as pension 
payments and tax refunds find place in 
banks. 

There are many kinds of banks that create 
difference in the services they are providing 
and customers they are servicing to. 
Moreover, the basis of creating differences 
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is the diversification and expansion of range 
in services they are offering and some 
other features. The Indian banking sector 
constitutes a variety of banks with different 
facilities and variety of products and services 
provided by them. The banks are commercial 
banks, global banks, money banks, regional 
banks, community banks, savings banks and 
credit unions.

The various services provided by banks are 
technological and many others used by the 
customers. The customers should be aware 
about the services of banks and it depends on 
the promotional tools and active participation 
of banks on the social media. It has been 
checked in the present study at what extent, 
customers of public sector and foreign banks 
are aware about the same. On the other hand, 
it has been measured whether the awareness 
levels among the customers of public sector 
banks is more than those of foreign banks.

Banks provides various kinds of services 
safety of funds, depository, phone banking, 
innovative services, other IT based services, 
one step banking, etc. In the era of technology, 
all banks are providing the efficient services. 

There are various popular services provided 
by banks including:
1.  Automated Teller Machines
2.  Credit Cards
3.  Debit Cards
4.  Smart Cards
5.  Electronic Funds Transfer (EFT) 

System
6.  Cheques Truncation Payment System
7.  Mobile Banking
8.  Internet Banking
9.  Telephone Banking etc.

The customers who are familiar with all the 
services provided by banks are generally 
satisfied ones and will be the retained by the 
banks the time over. It is very harmful for 
the banks to avoid these customers. Banks 
should always maintain a good relationship 
with the customers. The bank should focus on 

increasing the awareness of banking services 
if they want to retain these customers for 
long time.

Review of Literature
Gudep and Elango (2006) concentrated with 
the service quality and customer satisfaction 
amongst the private, foreign and public 
banks in India. The survey mechanism 
included various dimensions pertaining to 
the quality of customer services in terms 
of convenient working hours, banking 
personnel, web-based services, error-free 
value-added services and efficient grievance 
redressal mechanism. Panelia (2008) study 
attempted for measuring and comparing the 
service quality and customer satisfaction 
among private, public and foreign banks. 
The results show that service quality has 
been considered as the fundamental activity 
of customer satisfaction. Tooraj Sadeghi 
(2010) developed the evaluation methods 
for analyzing the customer satisfaction 
estimation that was generally focused on the 
quality of methods and also had provided 
methods including the variables for some 
dimensions such as convenience, access, 
accuracy, security, usefulness, image of 
bank and design of web site. Shamsher 
Singh (2011) examined the adoption and 
effect of ATM, internet banking and tele-
banking services on customer satisfaction 
and retention by top Indian banks. 

George and Sajeev Abraham (2012) presented 
the concepts regarding the study for service 
quality and performance of the public sector 
banks in India. It has been informed that due 
to  economic reforms and new regulations 
in the public sector, banks in the country 
are facing a cut throat competition from the 
private sector banks and the other foreign 
banks. 

Snehal Kumar (2013) made an attempt to 
explore the factors that have affected the 
customer satisfaction in banks and have been 
analyzed the impact on the level of customer 
satisfaction. Banks included the private 

sector bank and public sector bank they have 
to consider the some factors such as increase 
the items of reliability, responsiveness and 
assurance.  

Kaura and Vilakshan (2014) findings are 
indicating that service quality shows the 
proper impact on the level of customer 
satisfaction and customer loyalty. Singh 
(2015) explored that the enhancement of 
service quality will depend on customer 
relationship and human touch or interaction. 
Banks have participated in the study include 
State Bank of India, ICICI Bank, HDFC 
Bank and Punjab National Bank. 

Objectives of the Study
The main objective is:
To compare the awareness levels of the 
customers towards banking services of 
foreign banks and public sector banks. 

Research Methodology
The study is based on descriptive research 
and the present study was based on a survey 
conducted in NCR regions such as Delhi, 
Gurgaon and Sonepat. For the present study, 
responses were collected from customers of 
three major banks of public sector and foreign 
sector. These banks are: SBI, PNB, BOB, 
HSBC Ltd, Deutsche Bank and The Royal 
Bank of Scotland. A total of 200 customers 
have been approached (100 from customers 
of foreign banks and 100 from public sector 
banks). Descriptive statistics have been used 
for analysis.

Data Analysis
The level of awareness of customers of public 
and foreign banks in NCR area regarding 
various banking services has been analyzed. 
Customers were asked to indicate their 
awareness about different banking services. 
The response of customers regarding their 
awareness about banking services has been 
discussed in the following tables:
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1. Awareness Regarding ATM
Table: 1.1

Occupation Foreign 
Banks

Public 
Banks

Business 30 20
Govt. 

Service 20 20

Private 
service 25 30

Unemployed 10 20
Students 15 10

Total 100 100

Figure: 1.1

Interpretation: The above chart shows 
the awareness regarding ATMs. Various 
categories of respondents were taken into 
consideration. 20% service class respondents 
were aware about the ATMs in public sector 
banks. For Foreign Banks,  15% students 
were aware about the ATMs. Other categories 
like business, respondents in government 
service, unemployed people and students 
were aware about the ATMs. The awareness 
level of ATMs was high in case of foreign 
banks. 

2. Awareness about Internet Banking
Table: 1.2

Occupation Foreign 
Banks Public banks

Business 25 30
Govt. 

Service 15 20

Private 
service 40 15

Unemployed 10 15
Students 10 20

Total 100 100

Figure: 1.2  

Interpretation: Above chart indicates 
the awareness about the Internet Banking. 
In foreign banks, 25% of business class 
respondents were aware about the usage of 
internet banking services. The other category 
of respondents like unemployed people and 
others were less aware about the same. In 
public sector banks, 15% of private service 
class, 20% of government service class and 
30% of business class were aware about the 
use of internet banking service.

3. Awareness about Phone Banking
Table: 1.3

Occupation Foreign 
banks Public banks

Business 25 27
Govt. 

Service 15 20

Private 
service 20 33

Unemployed 20 11
Students 20 9

Total 100 100

Figure: 1.3 

Interpretation: Above chart describes the 
respondents’ awareness about the phone 
banking service. In public sector banks, 
27% of business class and 53% of service 

class consisting government services and 
private services were aware about the phone 
banking. Unemployed and other respondents 
were not aware about the phone banking. On 
the other hand, in the foreign banks, 25% of 
business class and 35% of service class, 20% 
of students and unemployed were aware 
about the phone banking service.

4. Awareness of Mobile Banking
Table: 1.4

Occupation Foreign 
banks Public banks

Business 37 26
Govt. 

Service 20 35

Private 
service 23 14

Unemployed 10 15
Students 10 10

Total 100 100

Figure: 1.4

Interpretation: The chart depicts the 
awareness levels of mobile banking services 
of the bank. 43% of service class consisting 
private and government service people, 37% 
of business class people were highly aware 
about the mobile banking in foreign banks. 
In public sector banks, 49% of service class 
ones and 26% of business class category 
were aware about mobile banking. The other 
category, unemployed and students were less 
aware about the mobile banking service in 
both public and foreign banks.
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5. Awareness of Plastic Money: Credit 
Card/Debit card
Table: 1.5

Occupation Foreign 
banks Public banks

Business 22 21
Govt. 

Service 25 20

Private 
service 18 35

Unemployed 15 15
Students 20 9

Total 100 100

Figure: 1.5 

Interpretation: The chart reflects the 
awareness levels of respondents about the 
plastic money. Credit card and Debit card are 
the most commonly used services provided 
by banks. 55% respondents belonging to 
service class, 21% of business class were 
aware about plastic money in public sector 
banks. In foreign banks, 43% of service men 
and 22% of respondents belong to business 
category were highly aware about the plastic 
money service. The level of awareness 
regarding plastic money service among 
unemployed, students and other category 
was low in both the category of banks.

6. Awareness of Depository services
Table: 1.6

Occupation Foreign 
banks Public banks

Business 35 24
Govt. 

Service 25 16

Private 
service 24 31

Unemployed 9 20
Students 7 9

Total 100 100

Figure: 1.6 

Interpretation: The chart reveals the 
awareness of depository services provided by 
banks. In case of public sector banks, almost 
all the respondents were highly aware about 
the depository services. The unemployed, 
students and other categories were less 
aware about the depository services. In 
foreign banks, 35% of business category, 
49% of service class were aware regarding 
depository services. The awareness level 
of depository service was low among the 
unemployed, students and others in both the 
categories of banks.

7. Awareness of One Step Banking
Table: 1.7

Occupation Foreign 
banks Public banks

Business 25 18
Govt. 

Service 27 25

Private 
service 15 25

Unemployed 13 12
Students 20 20

Total 100 100

Figure: 1.7

Interpretation: The chart shows the level 
of awareness regarding One Step Banking 
service. In public sector banks, 18% of 
business class, 50% of service class, 12% of 
unemployed and students were aware about 
the one step banking service. In case of 
foreign banks 25% of business class, 42% of 
service class and 20% of students were aware 
about the one step banking service. The 
level of awareness among the unemployed 
persons and students were very low in both 
the banks.

8. Awareness of IT based services
Table: 1.8

Occupation Foreign 
banks Public banks

Business 30 23
Govt. 

Service 26 25

Private 
service 24 27

Unemployed 14 20
Students 6 5

Total 100 100

Figure: 1.8
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Interpretation: The above chart defines 
the level of awareness regarding IT based 
services of banking sector among the 
various category of respondent. In public 
sector banks, 23% of business class, 52% of 
service class, 20% of unemployed and 5% 
of students were aware about the IT based 
services of banks. In foreign banks, the level 
of awareness was high among the business 
class, service class, unemployed people 
and students as 30%, 50%, 14% and 6% 
respectively.

Findings and Conclusions 
The study found out that for the ATM 
services, mostly respondents were aware in 
public sector banks. The higher awareness 
levels were observed in service class 
respondents in public sector banks. As 
compared to public banks, the awareness 
regarding ATMs was higher in foreign 
banks. For the internet banking service, most 
of the respondents were aware regarding this 
service. For the phone banking service, as 
compared to foreign banks, the awareness 
levels of respondents of public sector banks 
was high. For the mobile banking service, the 
awareness levels in service class respondents 
were higher in foreign banks than for public 
sector banks, the ratio of business class 
respondents were same in both the banks. 
The level of awareness regarding the plastic 

money was high in both categories of banks. 
Mainly service class respondents were more 
aware than others in both foreign and public 
sector banks. For the awareness of depository 
service, in public sector banks almost all the 
respondents were highly aware about the 
depository service. The level of awareness 
about the one step banking service in public 
sector banks was more among the business 
class and service class. The foreign banks 
respondents’ of service class category were 
more aware about the one step banking. 

The study has observed that the awareness 
levels regarding banking services was found 
more in the customers of foreign banks than 
in public sector banks. The results of this 
study confirm that customer satisfaction is 
essential for long term survival and growth 
of banking sector. Therefore special attention 
should be given to increase the awareness 
level of customer for banking services.
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