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Abstract : This study compares customer perception and satisfaction between public sector banks (PSBs)
and India Post Financial Services (IPFS) in Jodhpur District, Rajasthan. Focusing on key service
attributes—physical facilities, reliability, staff responsiveness, trust, and customer care—the research
evaluates differences in customer experiences. A quantitative approach was employed, collecting data from
200 respondents (100 from PSBs and 100 from IPFS) via a structured questionnaire. Jodhpur District was
chosen for its diverse demographic and economic profile. Analytical tools included Cronbach’s Alpha for
reliability, independent t-tests for mean comparisons, and ANOVA for demographic variance analysis.
Results indicate PSBs outperform IPFS in physical facilities and customer care, driven by superior
infrastructure and personalized interactions. No significant differences emerged in reliability,
responsiveness, or trust. Satisfaction strongly correlated with all service attributes, with physical facilities
and customer care as key drivers. The findings suggest IPFS needs to enhance facilities and engagement to
match PSBs. This study offers insights into service dynamics in semi-urban financial sectors, providing
practical recommendations for improving customer satisfaction

IndexTerms - Customer Satisfaction, Service Attributes, Public Sector Banks, India Post Financial Services,

Jodhpur District, Financial Services, Customer Perception

|. INTRODUCTION

India’s financial services sector is vital for economic development and financial inclusion, especially in
semi-urban areas like Jodhpur District, Rajasthan. Public sector banks (PSBs) and India Post Financial

Services (IPFS) serve diverse populations with products like savings accounts, loans, and remittances.
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Rising competition and customer expectations highlight the need for high-quality service to ensure
satisfaction and loyalty. Customer satisfaction, defined as the alignment of service performance with
expectations, is a key indicator of organizational success (Kotler & Keller, 2016). Assessing service
attributes such as physical facilities, reliability, staff responsiveness, trust, and customer care provides

insights into customer experiences (Dash & Patra, 2024).

In Jodhpur, PSBs leverage established networks and digital advancements, while IPFS utilizes its extensive
postal infrastructure for accessibility. Differences in operational models and resources may create varied
customer perceptions. Understanding these variations is essential for enhancing service delivery and
meeting customer needs. This study compares customer perception and satisfaction between PSBs and IPFS
in Jodhpur District, contributing to the literature on semi-urban financial services. By identifying service

gaps, it aims to offer actionable recommendations for stakeholders (Kant & Jaiswal, 2017).

Review of Literature

Customer perception and satisfaction in financial services have been extensively studied, particularly in
banking and postal financial systems. Kotler and Keller (2016) define satisfaction as a post-purchase
evaluation where service performance meets expectations, driving loyalty (Adhikari & Nath, 2014). Kant
and Jaiswal (2017) found staff responsiveness as a key satisfaction driver in Indian PSBs, while reliability
had weaker impacts. Dash and Patra (2024) noted that modern facilities significantly enhance satisfaction in
Odisha’s PSBs.

Research on IPFS is less extensive. Alagarsamy and Wilson (2013) studied IPFS in Sivagangai District,
finding accessibility and customer care boost satisfaction, but outdated infrastructure limits appeal. Ahmed
(2009) highlighted IPFS’s role in financial inclusion, though it lags in technological advancements

compared to PSBs.

Comparative studies often focus on PSBs versus private banks. Brahambhatt and Panelia (2008) found PSBs
weaker in responsiveness, while Aurora and Malhotra (1997) noted stronger customer care. Comparisons

with IPFS are rare. Kumbhar (2011) suggested PSBs lead in digital services, impacting satisfaction.

Physical facilities and customer care are critical in semi-urban areas. Bhattacharyya and Rahman (2002)
found modern facilities build trust in PSBs. Narayanasami (2006) noted IPFS’s shared postal infrastructure

weakens its appeal. Suvarchala and Narasimha (2018) linked staff competence to satisfaction in PSBs.

Demographic factors influence satisfaction. Shanka (2012) found age and income shape perceptions in
banking. Paul et al. (2015) noted older customers favor PSBs, while younger ones prefer digital services.

Uppal (2010) observed rural IPFS customers value accessibility over responsiveness.
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Islamic and Ali (2011) linked customer care to loyalty in retail banking. Bedi (2010) connected service
quality to positive word-of-mouth in PSBs. Sugunalakshmi (2010) found IPFS’s remittance services

enhance satisfaction but need modernization.

Cronin and Taylor (1992) emphasized performance-based service assessments, while Angur et al. (1999)
noted cultural influences on expectations in Indian banking. Cui et al. (2003) echoed this in Korea. In

Jodhpur, economic diversity and cultural preferences likely shape perceptions (Agarwal, 2015).

Siddiqui (2018) and Sulieman (2019) stressed reliability and trust in competitive markets. Kustina et al.
(2019) highlighted physical facilities in emerging economies. For IPFS, Tanzi (1997) suggested technology
adoption to close gaps. Bhadauriya (2022) found PSBs in the National Capital Region excel in customer

care, a potential model for IPFS.

Anisha and Melvin (2018) noted higher digital banking satisfaction in PSBs. Jindal (2016) observed IPFS’s
digital lag affects younger customers. Al-Tamimi (2003) and Bakar (2007) emphasized staff training for
trust. Sivesan (2012) and Santosh et al. (2018) confirmed service attributes drive satisfaction, underscoring

the need for this study in Jodhpur.

Research Methodology

Research Objectives

1. To evaluate customer perception of service attributes in PSBs and IPFS in Jodhpur District.
2. Tocompare satisfaction levels between PSBs and IPFS.
3. Toanalyze the relationship between service attributes and satisfaction.

4. To explore demographic influences on service perceptions.

Hypotheses

o H1: Physical facilities perceptions differ significantly between PSBs and IPFS.

o H2: Reliability perceptions differ significantly between PSBs and IPFS.

o H3: Staff responsiveness perceptions differ significantly between PSBs and IPFS.
e H4: Trust perceptions differ significantly between PSBs and IPFS.

o H5: Customer care perceptions differ significantly between PSBs and IPFS.

e H6: Service attributes positively correlate with satisfaction.

Research Design

A quantitative approach was used, with primary data collected via a structured questionnaire assessing
physical facilities, reliability, staff responsiveness, trust, customer care, and satisfaction. Items were rated on

a five-point Likert scale (1 = Strongly Disagree, 5 = Strongly Agree).
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Sample Size and Survey Area

The sample included 200 respondents (100 PSBs, 100 IPFS) in Jodhpur District, selected via stratified
random sampling to represent age, gender, and income diversity. Jodhpur’s semi-urban setting and

economic variety made it suitable for comparison.

Research Tools

e Cronbach’s Alpha: Assessed questionnaire reliability (threshold: 0.7).
e Independent T-test: Compared mean scores of service attributes between PSBs and IPFS.

o« ANOVA: Analyzed satisfaction variance across demographics (age, gender, income).

Data Collection

Data were gathered over three months (January—March 2025) through face-to-face surveys at bank branches

and post offices in Jodhpur. Respondents had at least one year of experience with either provider.

Tests Applied

Analyses were performed using SPSS 26.0. Descriptive statistics summarized demographics and attribute
scores. T-tests evaluated differences in perceptions, ANOVA explored demographic effects, and correlation

analysis assessed attribute-satisfaction relationships.

Data Analysis and Interpretation

Demographic Profile

Variable Category PSBs (%) IPFS (%)
Gender Male 58 56
Female 42 44
Age 18-30 32 34
31-50 48 46
51+ 20 20
Income (INR) <20,000 28 32
20,000-50,000 52 48
>50,000 20 20
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Cronbach’s Alpha

Construct Cronbach’s Alpha
Physical Facilities 0.81

Reliability 0.78
Responsiveness 0.80

Trust 0.79

Customer Care 0.82

Satisfaction 0.84

All constructs met the 0.7 threshold, confirming reliability.

T-test Results

Attribute PSBs Mean IPFS Mean T-value P-value
Physical Facilities 4.10 3.60 3.50 0.001
Reliability 3.92 3.82 0.85 0.396
Responsiveness 3.88 3.78 0.80 0.424
Trust 4.02 3.94 0.88 0.379
Customer Care 412 3.68 3.28 0.001

ANOVA Results

Variable F-value P-value
Age 2.75 0.066
Gender 1.08 0.300
Income 3.20 0.042

Correlation Analysis

Attribute Satisfaction (r) P-value
Physical Facilities 0.64 0.000
Reliability 0.54 0.000
Responsiveness 0.57 0.000
Trust 0.59 0.000
Customer Care 0.67 0.000
Analysis

T-tests show significant differences in physical facilities (p = 0.001) and customer care (p = 0.001),

supporting H1 and H5. PSBs scored higher, reflecting better infrastructure and personalized interactions. No
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significant differences appeared for reliability, responsiveness, or trust (p > 0.05), rejecting H2, H3, and H4.
ANOVA indicates income significantly affects satisfaction (p = 0.042), with higher-income groups
reporting greater satisfaction, likely due to premium services. Age and gender had no significant impact (p >
0.05). Correlations confirm all attributes positively relate to satisfaction (p < 0.001), supporting H6.
Physical facilities and customer care showed the strongest correlations (r = 0.64 and 0.67), emphasizing

their role in Jodhpur.
Hypotheses Testing Results

o H1: Physical facilities perceptions differ significantly between PSBs and IPFS. Supported (t =
3.50,p=0.001). PSBs’ modern facilities outperform IPFS’s shared infrastructure.

o H2: Reliability perceptions differ significantly between PSBs and IPFS. Not supported (t = 0.85,
p = 0.396). Both providers show comparable reliability.

o H3: Staff responsiveness perceptions differ significantly between PSBs and IPFS. Not supported
(t=10.80, p = 0.424). Responsiveness levels are similar.

e H4: Trust perceptions differ significantly between PSBs and IPFS. Not supported (t = 0.88, p =
0.379). Trust perceptions are consistent.

e Hb5: Customer care perceptions differ significantly between PSBs and IPFS. Supported (t =
3.28,p=0.001). PSBs’ personalized services excel.

e H6: Service attributes positively correlate with satisfaction. Supported (p < 0.001 for all

attributes). Strongest correlations are with physical facilities and customer care.
Discussion

The results align with Kant and Jaiswal (2017), who highlighted physical facilities as a satisfaction driver in
PSBs. PSBs’ modern infrastructure outperforms IPFS’s shared postal facilities (Alagarsamy & Wilson,
2013). Higher customer care scores in PSBs reflect their focus on personalized services, unlike IPFS’s
resource constraints. Similar performance in reliability, responsiveness, and trust suggests both providers

maintain consistent standards, likely due to regulatory frameworks.

Income’s impact on satisfaction supports Shanka (2012), indicating higher-income customers value
enhanced services, more accessible in PSBs. Strong attribute-satisfaction correlations reinforce Kotler and
Keller (2016) on meeting expectations. PSBs hold a competitive edge in semi-urban areas, while IPFS’s

accessibility remains a strength (Ahmed, 2009). Targeted improvements could help IPFS close gaps.
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Conclusion

This study compares customer perception and satisfaction between PSBs and IPFS in Jodhpur District.
PSBs excel in physical facilities and customer care, driven by superior infrastructure and engagement, while
both providers are comparable in reliability, responsiveness, and trust. All attributes correlate with
satisfaction, with physical facilities and customer care most influential. Income affects satisfaction,
highlighting the need for tailored offerings. The findings emphasize service attributes’ role in semi-urban
financial services. IPFS must address facility and engagement gaps to compete. This research fills a gap in

IPFS comparisons and sets the stage for further studies.

Suggestions

IPFS should upgrade post office facilities, such as modern counters and digital kiosks, to improve physical
appeal. Staff training in customer engagement could enhance care, emulating PSBs’ practices. IPFS should
develop affordable products for low-income groups to address income-based gaps. PSBs should sustain their
strengths and expand digital access for younger customers (Jindal, 2016). Both should conduct regular
feedback surveys to monitor perceptions. Policymakers could fund IPFS infrastructure and technology
upgrades to support inclusion without sacrificing quality. Shared digital platforms could benefit both in

semi-urban areas.
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