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ABSTRACT:

This study aims to evaluate customer perception toward loan products offered by the State Bank of India (SBI),
with a focus on understanding factors such as awareness, satisfaction, ease of application, clarity of terms, and
interest rates. The research uses a mixed-methods approach combining quantitative surveys and qualitative
interviews. Findings indicate that while customers generally trust SBI due to its public-sector status, there are
gaps in communication, application processing time, and customer service. This report offers actionable insights
for SBI to enhance its loan offerings, strengthen customer trust, and improve competitive positioning.
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I. INTRODUCTION
1.1 Background
Customer perception plays a pivotal role in the banking industry, especially in India where public sector banks
like the State Bank of India (SBI) hold significant market share. In a competitive landscape, understanding how
customers perceive various aspects of SBI’s loan services—such as application procedures, interest rates, and
service experience—is essential to retain and attract customers.

1.2 Significance of the Study
The study identifies key factors influencing customer choices and satisfaction with SBI loan products. It aims to
bridge the gap between customer expectations and the actual services delivered.

1.3 Objectives of the Study

e Toevaluate customer awareness and perception of SBI loan products.

e To analyze customer satisfaction regarding the loan application process, interest rates, and customer
service.

e To offer recommendations for improving SBI’s loan services based on customer feedback.

II. REVIEW OF LITERATURE
2.1 Customer Perception in Banking
Customer perception is shaped by direct experiences, brand image, and communication. Previous research
suggests that public sector banks often lag behind private banks in service delivery but compensate with trust
and reliability (Kumar & Gulati, 2020).

2.2 Loan Products and Service Quality
According to Sharma et al. (2019), the ease of access to loans, clarity in terms and conditions, and post-loan
service significantly affect customer satisfaction.

23 SBI's Position in the Market

SBI, as India’s largest public sector bank, offers a variety of loan products including home, education, and
personal loans. However, literature notes the need for modernization in customer handling and quicker response
mechanisms (Rao & Singh, 2021).
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III. RESEARCH METHODOLOGY

3.1 Research Design

This study adopts a mixed-methods research design, combining both quantitative and qualitative
techniques to gain a comprehensive understanding of customer perception toward SBI loan products. The
quantitative component involves the use of structured questionnaires designed to capture measurable customer
opinions and experiences. This allows for statistical analysis of patterns and trends across different customer
segments. Meanwhile, the qualitative component employs semi-structured interviews, providing deeper insights
into customer attitudes, motivations, and expectations that may not be fully captured through closed-ended
questions. The integration of both methods ensures triangulation of data, enhancing the reliability and validity of
the research findings.

3.2 Sample Design

The target population for this study comprises existing and potential SBI customers who have availed or
inquired about SBI loan products. To ensure representation across demographic and geographic variables,
stratified random sampling was used. The sample was stratified based on location (urban and semi-urban areas)
to reflect varying customer experiences.

3.2.1  Sample Size: A total of 150 customers were selected, which includes both male and female
respondents from different age groups, educational backgrounds, and income levels.

3.2.2  Sampling Technique: Stratified random sampling was employed to ensure balanced representation
of customer segments. This approach helps to avoid sampling bias and enhances the generalizability of the
results.

33 Data Collection Tools

Data was collected through a combination of tools designed to gather both quantitative and qualitative
information:

3.3.1  Structured Questionnaire: A pre-tested and structured questionnaire was administered to the
respondents. The questions were based on a 5-point Likert scale (ranging from "Strongly Disagree" to
"Strongly Agree") and covered various aspects such as product awareness, ease of application, clarity of terms
and conditions, interest rate satisfaction, and overall service experience.

3.3.2  Semi-Structured Interviews: To supplement the quantitative data, in-depth semi- structured
interviews were conducted with a select group of 20 respondents. These interviews allowed participants to
elaborate on their responses, share personal experiences, and offer suggestions for improvement. The interviews
were recorded and later transcribed for analysis.

34 Data Analysis Tools

To analyze the collected data, the following tools and techniques were employed:

3.4.1 Quantitative Analysis: Data from the questionnaires was coded and entered into SPSS (Statistical
Package for the Social Sciences) software. Descriptive statistics (mean, standard deviation, frequency) and
inferential statistics (correlation, chi- square test) were used to identify patterns and test relationships between
variables.

3.4.2  Qualitative Analysis: Interview transcripts were subjected to thematic analysis. Common themes and
sub-themes were identified using coding techniques. This helped in uncovering nuanced insights related to
customer emotions, expectations, and perceived service gaps.

3.5 Limitations

While the study aims to offer valuable insights, it is important to acknowledge certain limitations:

3.5.1 Limited Geographical Scope: The sample is confined to selected urban and semi- urban locations,
which may not fully capture rural customer perspectives where SBI has a strong presence.

3.5.2  Self-Reported Data: The findings are based on self-reported responses, which can be influenced by
memory bias, social desirability bias, or misinterpretation of questions.

3.5.3  Time Constraints: Due to time limitations, the sample size was restricted, and longitudinal data could
not be collected.

3.54 Language Barrier: Some participants required translation assistance, which may have slightly
affected the interpretation of nuanced responses in interviews.

IV.  DATAANALYSIS AND INTERPRETATION
This chapter presents a detailed analysis of the data collected through structured questionnaires and
interviews. The purpose is to interpret customer responses on various dimensions related to their experience with
SBI loan products. The analysis includes both descriptive statistics and thematic insights to understand customer
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awareness, satisfaction, and perception in-depth.

Iv.i1 Awareness of SBI Loan Products

A significant 82% of respondents reported being aware of at least one loan product offered by the State Bank of
India. These products include personal loans, education loans, car loans, and home loans. Among these, home loans
were the most recognized, followed by personal loans. This high level of awareness can be attributed to SBI’s
strong brand presence, widespread branch network, and periodic marketing campaigns. However, the remaining
18% of respondents lacked awareness of available loan schemes, indicating a need for more targeted awareness
campaigns, especially in semi-urban regions.

IV.2  Ease of Application Process

Only 58% of respondents agreed that the loan application process was smooth and quick. Many customers
expressed that the application procedure involves multiple stages and documentation, which can be confusing
and time-consuming. Some respondents appreciated the digital loan portal but felt that branch-level execution
lacked consistency. Delays in approval and lack of proactive communication were frequently cited concerns.
Customers suggested that better guidance during the application process and quicker decision-making could
improve their overall experience.

Iv.3 Clarity of Terms and Conditions

Only 40% of participants felt that the terms and conditions of the loan were communicated clearly. The
remaining 60% either found the language complex or felt that certain charges and clauses (e.g., prepayment
penalties or interest rate revisions) were not adequately explained. This gap in communication poses a risk to
customer trust and can lead to dissatisfaction post-loan disbursal. Customers expect transparency in terms such
as EMI structure, tenure, interest type (fixed/floating), and repayment schedule.

Iv4 Interest Rates and Associated Fees

Approximately 65% of respondents perceived SBI’s interest rates as competitive in comparison to other public
and private sector banks. Many participants noted that SBI’s government affiliation and reliability often justify
slightly longer processing times if the rates are reasonable. However, a small portion of respondents expressed
concern over hidden charges, such as processing fees or insurance add-ons, which were not disclosed clearly
during initial consultations. There is a need for clearer disclosure and standardized fee structures to build greater
confidence.

Iv.sS Customer Service Experience

Responses regarding customer service were mixed. About 40% of the participants reported satisfaction with the
assistance received, especially at metro or urban branches. Meanwhile, 35% remained neutral, often citing
inconsistent service quality or delayed responses to queries. Around 25% were dissatisfied, highlighting issues
such as long waiting times, unresponsive staff, and lack of follow-up communication. These findings suggest
that while SBI has a generally positive service image, branch-level differences in staff training and customer
handling impact the overall experience.

IV.6  Overall Satisfaction

When asked about their overall satisfaction with SBI’s loan services, 62% of the respondents said they were
satisfied, 28% were neutral, and 10% expressed dissatisfaction. Customers who were satisfied appreciated the
bank’s trustworthiness, long tenure options, and affordable interest rates. On the other hand, neutral and
dissatisfied customers pointed out issues like procedural delays, lack of clarity, and unhelpful interactions with
bank staff. These aspects have a direct bearing on customer retention and loyalty.

Iv.7 Summary of Interpretation
The analysis reveals that while SBI maintains strong customer trust and offers attractive loan schemes,
operational inefficiencies and communication gaps continue to hinder the full customer experience. To improve
perception and satisfaction, SBI must focus on simplifying processes, enhancing transparency, and delivering
consistent service across all branches.

V.FINDINGS AND DISCUSSION
This chapter summarizes the key findings of the study and provides a discussion in the context of existing
literature and industry practices. It highlights major themes that emerged from the data analysis, aligning
customer perceptions with the realities of SBI’s loan services.
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V.1 Trust vs. Efficiency

One of the most consistent findings from the survey and interviews was the high level of trust customers place
in the State Bank of India. Being India’s largest public sector bank with a longstanding history, SBI benefits
from a strong brand image and perceived reliability. Many respondents mentioned that they chose SBI over
private banks because of its government backing, financial stability, and familiarity.

However, this trust is often undermined by the lack of operational efficiency, particularly in digital services and
process speed. Customers expect the same level of seamless experience they receive from private or digital-first
banks. Several participants expressed frustration over lengthy application procedures and manual verifications,
despite using the bank’s online portals. The discussion points toward a critical gap between legacy- driven trust
and the growing demand for modern, technology-enabled services.

V.2 Communication Gaps

Another significant finding is the lack of clear communication regarding loan terms, conditions, and
documentation requirements. While some customers were satisfied with the explanations given at the branch
level, a large proportion indicated that they were either unaware of certain charges (like processing fees or
penalties) or confused by the technical language used in official documents.

This communication gap leads to unrealistic expectations and potential dissatisfaction during the repayment
phase. Clear, consistent, and customer-friendly communication— both online and in person—is crucial. The
need for more accessible informational materials and trained staff to guide applicants through each stage was
emphasized in multiple interviews.

V3 Interest Rates and Processing Time

A majority of respondents felt that SBI offers fair and competitive interest rates compared to other banks.
Especially for home and education loans, customers acknowledged the advantage of lower rates and longer
tenures. This aligns with SBI’s reputation for affordability.

However, despite attractive interest rates, customers frequently pointed out delays in processing and disbursal.
Many said that while they were happy with the loan terms, the time taken to approve and release funds caused
inconvenience. This delay, in many cases, led customers to consider alternatives, even if those came with
slightly higher rates but faster service. This trade-off between low cost and processing speed is a recurring theme
that needs strategic attention.

V4 Customer Service Experience

The study found inconsistent experiences in customer service across different branches. While some
respondents praised the helpfulness and professionalism of SBI staff, others complained of impersonal service,
delays in communication, and lack of follow-up.

Customers, especially younger and tech-savvy ones, now expect personalized and prompt service, both online
and offline. The findings highlight that service quality varies significantly based on location, staff
training, and resource availability. Implementing centralized training programs, feedback systems, and
performance monitoring tools can help standardize and elevate the service experience across the network.

V.5 Alignment with Previous Studies

The findings of this study are consistent with earlier research in the Indian banking sector, which suggests that
public sector banks enjoy higher trust levels but lag in agility and responsiveness (Sharma et al., 2019; Rao &
Singh, 2021). Similar studies have shown that customers value affordability and security, but are increasingly
prioritizing convenience and speed in financial services.

This research reinforces the understanding that while SBI continues to lead in trust and accessibility, there is an
urgent need to modernize operations, simplify customer journeys, and enhance digital service delivery.

V.6 Implications for SBI
The findings point toward several actionable areas for improvement:
e Invest in digital transformation to match evolving customer expectations.

e  Simplify and streamline the loan application and approval process.

e Train branch staff to communicate clearly and offer proactive support.

e Standardize service delivery to ensure consistency across all branches.

e Promote awareness campaigns to educate customers on loan products and procedures.
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VI.CONCLUSIONS AND RECOMMENDATIONS
VI.1 Conclusion

This study set out to explore and analyze customer perception toward loan products offered by the
State Bank of India (SBI). The findings reveal that while the bank enjoys a high degree of trust and reliability,
primarily due to its public-sector status and long- standing presence in the Indian banking sector, there are several
critical areas that require improvement.

Overall, customers hold a positive perception of the bank's loan products, especially in terms of
interest rates and the variety of offerings. However, issues such as complex application processes, inadequate
digital support, unclear communication of loan terms, and inconsistent customer service experiences affect
overall satisfaction levels. As expectations continue to rise with increasing digital literacy and service awareness
among banking customers, SBI must modernize its systems, invest in staff training, and prioritize customer
engagement strategies to retain and enhance its market position.

In conclusion, while SBI is perceived as trustworthy and affordable, it must evolve operationally to
meet contemporary customer expectations. A more streamlined, transparent, and responsive system is necessary
to sustain and grow customer loyalty in a competitive financial services environment.

VI.2  Recommendations
Based on the research findings and customer feedback, the following recommendations are proposed to improve
SBI’s loan services and enhance customer perception:
1. Simplify and Digitize Loan Application Processes:
o Streamline the end-to-end loan application and approval system to reduce paperwork and processing
time.
o Upgrade the digital infrastructure and integrate advanced features such as real-time loan tracking,
automated document verification, and Al-powered eligibility calculators.
2. Enhance Communication and Transparency:
o Provide easy-to-understand brochures, infographics, and multilingual resources explaining loan
terms, repayment structures, and hidden charges.
o Ensure staff members are trained to explain all aspects of loan agreements clearly and accurately.
3. Strengthen Customer Service Training and Standardization:
o Implement customer service training programs across all branches to ensure uniformity in service quality.
o Introduce a customerrelationship management (CRM) system to personalize and track
customer interactions for better service delivery.
4. TImplement a Robust Feedback and Grievance Mechanism:
0 Create a well-structured and easily accessible platform for customers to provide feedback or raise
concerns.
o Regularly analyze feedback data to identify pain points and make strategic improvements.
5. Promote Financial Literacy Programs:
o Organize community outreach, webinars, and workshops focused on financial education.
o Help customers better understand loan products, EMI structures, credit scores, and repayment
strategies.
6. Leverage Social Media and Digital Marketing:
o Use digital channels to communicate updates about new loan products, eligibility changes, and
special interest rate offers.
o Engage younger audiences and tech-savvy consumers through targeted content and real-time
support.

VI3 Future Research

While this study provides meaningful insights, future research can be expanded to offer a more holistic view of
customer perception across different banking environments. Some suggestions include:

. Comparative Analysis: Conduct comparative studies between SBI and private banks to evaluate how
public and private sector banks differ in terms of customer perception, service quality, and digital
transformation.

. Rural Customer Perception: Explore customer satisfaction and expectations in rural areas, where SBI
often serves as the primary banking institution. Understanding the rural perspective can uncover unique
challenges and opportunities in loan servicing.

. Segment-Based Analysis: Analyze customer perception based on demographics such as age,
occupation, income level, and education to develop more targeted strategies for improving loan product
offerings.

Prudence'25 Two Days International Conference "Innovation and Excellence: Managing the 28 | Page
Digital Revolution (IEMDR-2025), DOI: 10.9790/487X-conf2429



Customer Perception Toward State Bank India (SBI) Loans

. Longitudinal Studies: Carry out longitudinal studies to measure the effectiveness of implemented
changes and track the evolution of customer perception over time.

REFERENCES
[1]. Kumar, A., & Gulati, R. (2020). Customer Satisfaction in Indian Banking Sector.
[2]. Sharma, N., Verma, P., & Singh, R. (2019). Loan Services and Customer Perception.
[3]. Rao, V., & Singh, M. (2021). Public Sector Banks and Customer Service Challenges.
[4]. Narang, A. (2018). Role of Digitalization in Enhancing Bank Efficiency.
[5] Iyer, S., & Joshi, M. (2022). Transforming Customer Experience in Indian Banks: A Comparative Approach.

Prudence'25 Two Days International Conference "Innovation and Excellence: Managing the 29 | Page
Digital Revolution (IEMDR-2025), DOI: 10.9790/487X-conf2429



