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ABSTRACT
The Indian banking sector plays a pivotal role in the economic development of the country, with both public and private banks contributing to financial inclusion, economic growth, and customer service delivery. In recent years, the distinction between public and private banks has become more pronounced, particularly in terms of operational efficiency, technological integration, and customer satisfaction. This study seeks to conduct a comparative analysis of public and private sector banks in Kanyakumari District, Tamil Nadu, to understand their performance across key parameters such as service quality, customer perception, loan disbursement practices, financial inclusion, and digital banking initiatives. The research employs a mixed-methods approach, combining quantitative data collected through structured questionnaires distributed among bank customers. Secondary data from existing journal articles and RBI reports and annual banking statistics further support the analysis. The findings suggest that private banks outperform public banks in areas like technology adoption, customer service, and responsiveness, while public banks retain an edge in accessibility, trust among rural populations, and participation in government-led financial inclusion programs. This comparative study highlights the strengths and weaknesses of both sectors and recommends strategies to enhance service delivery, customer engagement, and financial reach. The insights from this research are relevant for policymakers, financial institutions, and academicians interested in regional banking dynamics and service improvement. 
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Introduction

India's economy is undergoing significant transformation, driven by the anticipation of progressive policy measures. Improved business sentiment, rising consumer confidence, and better-controlled inflation are expected to contribute positively to economic growth. Increased investment in infrastructure, faster project execution, and ongoing reform efforts are likely to further accelerate development. This economic momentum is also benefiting the banking sector, as expanding businesses increasingly rely on banks for credit and financial support, leading to rapid growth in banking activities. At the same time, advancements in technology have brought mobile and internet banking to the forefront. Indian banks are increasingly prioritizing enhanced customer service and have upgraded their technological systems to improve user experience and gain a competitive advantage in the evolving financial landscape. (Virk and Mahal, 2012)
.

The Reserve Bank of India (RBI) regulates and oversees the functioning of all banks in the country. Indian banks are broadly categorized into public sector and private sector banks. Public sector banks are owned and operated by the Government of India and have a long-standing history of delivering reliable and affordable banking services to the public. These banks dominate the Indian banking landscape, accounting for nearly 78% of the total loans and advances. In contrast, private sector banks hold approximately 18% of the market share but have made significant progress in recent years. Their growth is largely attributed to the effective use of modern technology and a focus on innovative banking solutions. (Razzak and Gomatheshwaran, 2019)

Objectives
· To observe customer satisfaction towards public and private banks.

· To analyze the technical advancement adopted by the customer offered by the public and private banks. 

· To examine the challenges faced by the customer while using the services from public and private banks

Hypothesis
H01:
There is no significant mean difference among the satisfaction level towards the services provided by public banks and private banks.

H02:
There is no significant difference between customers’ age and the customer oriented technological advancements provided by public banks and private banks.

H03:
 There is no significant mean difference among the challenges faced while banking with public banks and private banks.

Research Methodology

For the purpose of this study, the researcher adopted a convenience sampling method to collect data from 180 banking customers living in Kanyakumari District. Primary data was gathered through a structured questionnaire, while secondary data was obtained from relevant journals, books, databases, and official transcripts. The collected data was analyzed using a range of statistical tools, including Percentage Analysis, Paired t-Test, One-Way ANOVA, and the Friedman Test. All statistical analyses were carried out with the help of SPSS software to ensure accuracy and reliability of results.

Review of Literature

Nayar and Rathod (2021)
 examined "Cyber Security Challenges in Indian Banks," aiming to explore the cybersecurity issues encountered by both public and private sector banks in India. The study revealed that public sector banks were more vulnerable to cyberattacks due to obsolete IT infrastructure and weak security protocols. In contrast, private banks, although equipped with advanced cybersecurity systems, faced increasingly complex hacking attempts and data breaches. The findings underscore the need for both sectors to strengthen their cybersecurity frameworks to effectively combat threats and maintain customer confidence.


Chaddha and Jain (2024)
 explored the topic "Digital Transformation of the Financial Sector in India – Evolution, Issues, and Challenges," with a focus on the digitalization journey of both public and private sector banks. The study analyzes the extent of digital adoption, the obstacles encountered, and their operational implications. Findings revealed that public sector banks faced significant challenges such as bureaucratic delays, outdated IT infrastructure, and a shortage of skilled professionals, which hindered their digital transformation efforts. In contrast, private banks, while more technologically advanced, grappled with increased cybersecurity threats and issues related to customer trust, affecting the execution of their digital strategies.


Othman, Nagina, and Samdrup (2024)
 evaluated the performance of the banking sector through their study titled “A Comparative Study Between Public and Private Banks.” The primary objective was to identify the top-performing Indian public and private banks and to analyze differences in their financial performance. The findings indicated that all banks met the mandatory minimum Capital Adequacy Ratio (CAR) of nine percent. However, the study also revealed that public sector banks demonstrated lower efficiency in managing advances and assets, leading to higher levels of Non-Performing Assets (NPAs) compared to their private sector counterparts.

Thapliyal, Sharif, and Nautiyal (2024)
 conducted an analysis titled "Role of Private Banks in the Growth of the Indian Economy." The study aims to advocate for supportive policies and regulatory frameworks that enhance the contribution of private banks to India’s economic development, with a focus on promoting inclusive and sustainable growth. The findings highlight the significant role private banks play in expanding access to credit and financial services, particularly in underserved and rural regions. Additionally, the study emphasizes how the adoption of digital banking solutions has greatly improved accessibility, thereby reinforcing the relevance and competitiveness of private banks in today’s evolving financial landscape.
Analysis and Interpretation
Demographic Profile

A demographic profile is a summary of the characteristics of a specific group of people, including age, gender, education, profession, income, marital status, and location. It helps businesses, researchers, and policymakers understand the traits and preferences of different population segments. Table 1 reveals the demographic profile of the respondents. 

Table 1: Demographic Profile

	Particulars
	Frequency
	Percent

	Age 
	18-27
	84
	46.7

	
	28-37
	27
	15.0

	
	38-47
	12
	6.7

	
	48-57
	24
	13.3

	
	58 and Above
	33
	18.3

	
	Total
	180
	100.0

	
	
	
	

	Gender
	Male
	54
	30.0

	
	Female
	126
	70.0

	
	Total
	180
	100.0

	
	
	
	

	Educational Qualification
	High School
	21
	11.7

	
	Under Graduate
	75
	41.7

	
	Post Graduate
	60
	33.3

	
	Diploma Programs
	12
	6.7

	
	Professional Courses
	12
	6.7

	
	Total
	180
	100.0

	
	
	
	

	Annual Family Income
	Rs. 3,00,000 and Below
	85
	47.2

	
	Rs. 3,00,001 to 6,00,000
	33
	18.3

	
	Rs. 6,00,001 to 9,00,000
	15
	8.3

	
	Rs. 9,00,001 to 12,00,000
	33
	18.3

	
	Above Rs. 12,00,000
	14
	7.8

	
	Total
	180
	100.0

	
	
	
	

	Marital Status
	Married
	63
	35.0

	
	Unmarried
	117
	65.0

	
	Total
	180
	100.0

	
	
	
	

	Number of Member
	Less than 3 members
	33
	18.3

	
	3-6 members
	141
	78.3

	
	Above 6 members
	6
	3.3

	
	Total
	180
	100.0

	
	
	
	

	Taluk
	Agastheeswaram
	132
	73.3

	
	Thovalai
	6
	3.3

	
	Vilavancode
	12
	6.7

	
	Thiruvattar
	12
	6.7

	
	Kalkulam
	9
	5.0

	
	Killiyoor
	9
	5.0

	
	Total
	180
	100.0


Source: Primary Data


The majority of the respondents, 46.7 per cent (84), fall within the age group of 18–27 years. This is followed by 15.0 per cent (27) in the 28–37 years’ category, 13.3 per cent (24) in the 48–57 years’ group, 18.3 per cent (33) aged 58 and above, and only 6.7 per cent (12) are in the 38–47 years’ category. A larger proportion of the respondents are female, comprising 70.0 per cent (126), while males account for 30.0 per cent (54). Most respondents are undergraduates, making up 41.7 per cent (75). This is followed by postgraduates at 33.3 per cent (60), high school graduates at 11.7 per cent (21), and those with diploma programs and professional courses each at 6.7 per cent (12). Nearly half of the respondents, 47.2 per cent (85), have an annual family income of Rs. 3,00,000 and below. 18.3 per cent (33) earn between Rs. 3,00,001 and Rs. 6,00,000, 8.3 per cent (15) fall in the Rs. 6,00,001 to Rs. 9,00,000 range, another 18.3 per cent (33) earn between Rs. 9,00,001 and Rs. 12,00,000, and 7.8 per cent (14) have an income above Rs. 12,00,000. The majority of respondents are unmarried, constituting 65.0 per cent (117), while married individuals make up 35.0 per cent (63). Most households have 3–6 members, accounting for 78.3 per cent (141). This is followed by 18.3 per cent (33) with fewer than 3 members, and 3.3 per cent (6) with more than 6 members. A significant majority of the respondents, 73.3 per cent (132), reside in Agastheeswaram Taluk, indicating a strong concentration of participants from this region. This is followed by Vilavancode and Thiruvattar, each contributing 6.7 per cent (12) of the total respondents. Additionally, Kalkulam and Killiyoor each account for 5.0 per cent (9), while the least number of respondents, 3.3 per cent (6), are from Thovalai Taluk.

Satisfaction towards both Banks


Level of satisfaction towards the services provided by public and private banks refers to how customers perceive and evaluate the quality, efficiency, and overall experience of banking services offered by both public sector banks and private sector banks. To analyses the level of satisfaction, Paired t-Test is used for comparison in Table 2.
H01: 
There is no significant mean difference among the satisfaction level towards the services provided by public banks and private banks.

Table 2: Satisfaction towards both banks

	Satisfaction
	Mean
	Std. Dev.
	t
	df
	Sig. (2-tailed)

	Wide range of financial services
	-0.03333
	1.11315
	-0.402
	179
	0.688

	Affordable project financing
	0.61667
	1.25638
	6.585
	179
	<0.001**

	Community focused
	0.55000
	1.31291
	5.620
	179
	<0.001**

	Financing during economic crisis
	0.38333
	1.24297
	4.138
	179
	<0.001**

	One shop for financial affairs
	0.48333
	1.35149
	4.798
	179
	<0.001**

	Dedicated Employees
	0.35000
	1.34320
	3.496
	179
	0.001**

	Favorable discount rate
	0.23333
	1.33747
	2.341
	179
	0.020*

	Perks and privileges
	0.10000
	1.07848
	1.244
	179
	0.215

	Better Interest Rates Schemes
	0.48333
	1.27492
	5.086
	179
	<0.001**


Source: Primary Data

** denotes significant at 1%, * denotes significant at 5%


The results indicate that there is no significant difference in satisfaction with the wide range of financial services (p = 0.688) and perks and privileges (p = 0.215), suggesting that respondents perceive both public and private banks similarly in these areas. However, highly significant differences (p < 0.001) were found in satisfaction related to affordable project financing, community focus, financing during economic crises, one-stop financial solutions, and better interest rate schemes, leading to the rejection of the null hypothesis for these variables. Additionally, dedicated employees (p = 0.001) also showed a highly significant difference, while favorable discount rates (p = 0.020) exhibited a significant difference, both supporting the acceptance of the alternate hypothesis. These findings imply that, for most banking services evaluated, there is a notable difference in customer satisfaction levels between public and private banks, with private banks likely outperforming in key service dimensions.
Customer Oriented Technological Advancement

Customer-Oriented Technological Advancement provided by the bank refers to the innovative digital solutions and technological improvements introduced by banks to enhance customer experience, convenience, and security. Hence, in Table 3 and 4, the customer oriented technological advancement provided by both the bank through the aid of One-Way ANOVA is used to find if there is a significant difference due to age.

H02:
There is no significant difference between customers’ age and the customer oriented technological advancements provided by public banks and private banks
Table 3: Customer Oriented Technological Advancement Provided by the Public Bank

	Technological Advancements
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	Robo-Advisors
	Between Groups
	34.182
	4
	8.546
	9.302
	<0.001**

	
	Within Groups
	160.768
	175
	0.919
	
	

	
	Total
	194.950
	179
	
	
	

	Chatbots & Virtual Assistants
	Between Groups
	29.854
	4
	7.463
	8.540
	<0.001**

	
	Within Groups
	152.946
	175
	0.874
	
	

	
	Total
	182.800
	179
	
	
	

	Predictive Analytics
	Between Groups
	32.982
	4
	8.246
	9.699
	<0.001**

	
	Within Groups
	148.768
	175
	0.850
	
	

	
	Total
	181.750
	179
	
	
	

	Instant Account Opening & e-KYC
	Between Groups
	35.705
	4
	8.926
	9.918
	<0.001**

	
	Within Groups
	157.495
	175
	0.900
	
	

	
	Total
	193.200
	179
	
	
	

	Voice & Gesture-Based Transactions
	Between Groups
	41.130
	4
	10.283
	10.722
	<0.001**

	
	Within Groups
	167.820
	175
	0.959
	
	

	
	Total
	208.950
	179
	
	
	

	QR Code Payments
	Between Groups
	35.714
	4
	8.929
	10.537
	<0.001**

	
	Within Groups
	148.286
	175
	0.847
	
	

	
	Total
	184.000
	179
	
	
	

	Facial Recognition & Fingerprint Authentication
	Between Groups
	39.651
	4
	9.913
	10.010
	<0.001**

	
	Within Groups
	173.299
	175
	0.990
	
	

	
	Total
	212.950
	179
	
	
	

	Wearable Banking
	Between Groups
	38.554
	4
	9.638
	9.954
	<0.001**

	
	Within Groups
	169.446
	175
	0.968
	
	

	
	Total
	208.000
	179
	
	
	

	Smart ATMs
	Between Groups
	12.958
	4
	3.240
	2.999
	0.020*

	
	Within Groups
	189.042
	175
	1.080
	
	

	
	Total
	202.000
	179
	
	
	

	On-Demand Banking Services
	Between Groups
	39.651
	4
	9.913
	9.068
	<0.001**

	
	Within Groups
	191.299
	175
	1.093
	
	

	
	Total
	230.950
	179
	
	
	


Source: Primary Data

** denotes significant at 1%, * denotes significant at 5%

The One-Way ANOVA results reveal significant differences between customers’ age groups and their perceptions of various technological advancements provided by public banks. For most technologies—including Robo-Advisors, Chatbots & Virtual Assistants, Predictive Analytics, Instant Account Opening & e-KYC, Voice & Gesture-Based Transactions, QR Code Payments, Facial Recognition & Fingerprint Authentication, Wearable Banking, and On-Demand Banking Services—the p-values are less than 0.001, indicating a highly significant difference across age groups. This means that different age groups perceive and engage with these technologies in distinctly different ways. Additionally, Smart ATMs showed a significant difference with a p-value of 0.020, confirming that age also influences customers’ interaction with this technology, though to a slightly lesser extent. Overall, the null hypothesis is rejected for all variables, supporting the alternate hypothesis that there is a significant or highly significant relationship between customers’ age and their acceptance or use of customer-oriented technological advancements in public banks.

Table 4: Customer Oriented Technological Advancement Provided by the Private Bank

	Technological Advancements
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	Robo-Advisors
	Between Groups
	40.182
	4
	10.046
	11.359
	<0.001**

	
	Within Groups
	154.768
	175
	.884
	
	

	
	Total
	194.950
	179
	
	
	

	Chatbots & Virtual Assistants
	Between Groups
	34.883
	4
	8.721
	8.995
	<0.001**

	
	Within Groups
	169.667
	175
	.970
	
	

	
	Total
	204.550
	179
	
	
	

	Predictive Analytics
	Between Groups
	44.282
	4
	11.071
	12.457
	<0.001**

	
	Within Groups
	155.518
	175
	.889
	
	

	
	Total
	199.800
	179
	
	
	

	Instant Account Opening & e-KYC
	Between Groups
	43.258
	4
	10.815
	14.700
	<0.001**

	
	Within Groups
	128.742
	175
	.736
	
	

	
	Total
	172.000
	179
	
	
	

	Voice & Gesture-Based Transactions
	Between Groups
	21.004
	4
	5.251
	5.701
	<0.001**

	
	Within Groups
	161.196
	175
	.921
	
	

	
	Total
	182.200
	179
	
	
	

	QR Code Payments
	Between Groups
	27.812
	4
	6.953
	8.692
	<0.001**

	
	Within Groups
	139.988
	175
	.800
	
	

	
	Total
	167.800
	179
	
	
	

	Facial Recognition & Fingerprint Authentication
	Between Groups
	32.854
	4
	8.213
	10.198
	<0.001**

	
	Within Groups
	140.946
	175
	.805
	
	

	
	Total
	173.800
	179
	
	
	

	Wearable Banking
	Between Groups
	38.754
	4
	9.688
	11.140
	<0.001**

	
	Within Groups
	152.196
	175
	.870
	
	

	
	Total
	190.950
	179
	
	
	

	Smart ATMs
	Between Groups
	17.979
	4
	4.495
	3.936
	0.004**

	
	Within Groups
	199.821
	175
	1.142
	
	

	
	Total
	217.800
	179
	
	
	

	On-Demand Banking Services
	Between Groups
	30.782
	4
	7.696
	9.239
	<0.001**

	
	Within Groups
	145.768
	175
	.833
	
	

	
	Total
	176.550
	179
	
	
	


Source: Primary Data

** denotes significant at 1%


The One-Way ANOVA results reveal that there is a highly significant difference between customers’ age groups and their perceptions of various customer-oriented technological advancements provided by private banks. For all the technologies studied—including robo-advisors, chatbots and virtual assistants, predictive analytics, instant account opening with e-KYC, voice and gesture-based transactions, QR code payments, facial recognition and fingerprint authentication, wearable banking, and on-demand banking services—the significance values are less than 0.01, leading to the rejection of the null hypothesis and acceptance of the alternate hypothesis. This indicates that age plays a crucial role in how customers perceive and interact with these technologies. Additionally, smart ATMs also show a significant difference with a p-value of 0.004, which is less than 0.01, further confirming the influence of age on customers’ acceptance of technological innovations in banking. Overall, these findings suggest that banks should consider age-related preferences and adapt their technology offerings to better meet the needs of different customer age groups.

Challenges Faced While Banking with Public Banks and Private Banks

Challenges faced while banking with public and private banks refer to the difficulties and issues customers experience when using the services of public bank and private banks. Table 5 examines the most faced challenge along with whether there is a significant difference among the mean values within the challenges through Friedman Test.

H03: 
There is no significant mean difference among the challenges faced while banking with public banks and private banks. 
Table 5: Challenges Faced While Banking with Public Banks and Private Banks

	Challenges
	Public Banks
	Private Banks

	
	Mean Score
	Rank
	Mean Score
	Rank

	Customer Service Issues
	5.07
	I
	4.76
	II

	Less institutional expertise
	4.48
	V
	4.53
	V

	Mismanagement of fund
	4.63
	IV
	4.54
	IV

	Digital Banking Challenges
	4.66
	III
	4.25
	VII

	Delays in fund transfers
	4.40
	VI
	3.96
	VIII

	High loan interest rates and unfavourable terms
	4.13
	VII
	4.68
	III

	Limited availability of ATMs
	3.96
	VIII
	4.37
	VI

	Frequent changes in banking policies
	4.68
	II
	4.92
	I

	N
	180
	180

	Chi-Square
	47.597
	34.196

	df
	7
	7

	Asymp. Sig
	<0.001**
	<0.001**


Source: Primary data

** denotes significant at 1%


In public banks, the most significant challenge is customer service issues, with a mean score of 5.07, ranking first. Frequent changes in banking policies follow closely, ranking second with 4.68, while digital banking challenges are third at 4.66. Mismanagement of funds and less institutional expertise rank fourth (4.63) and fifth (4.48) respectively. Delays in fund transfers and high loan interest rates with unfavorable terms are ranked sixth (4.40) and seventh (4.13), while limited availability of ATMs is the least concerning issue, ranking eighth (3.96).


In private banks, the biggest challenge is frequent changes in banking policies, ranked first with a mean score of 4.92. Customer service issues come next, ranking second (4.76), followed by high loan interest rates and unfavorable terms in third place (4.68). Mismanagement of funds is fourth (4.54), while less institutional expertise ranks fifth (4.53). Limited availability of ATMs and digital banking challenges rank sixth (4.37) and seventh (4.25) respectively. Delays in fund transfers are the least concerning challenge, ranking eighth (3.96).


The Chi-square test results indicate that for both public and private banks, hence, there is a highly significant difference in the challenges faced (p = <0.001) for the both cases. Hence, the null hypothesis is rejected. 

Findings and Conclusion

The study reveals that the majority of banking customers in Kanyakumari District are young adults aged 18–27 years, with females constituting a larger proportion of respondents. Most customers are undergraduates with lower to middle annual family incomes. There is a significant concentration of respondents from Agastheeswaram Taluk. Satisfaction analysis shows no significant difference between public and private banks in offering a wide range of financial services and perks, but private banks outperform public banks in areas such as affordable project financing, community focus, and interest rate schemes. Additionally, age significantly influences customers’ acceptance and perception of technological advancements in both public and private banks. Regarding challenges, customer service issues are the most critical problem in public banks, whereas frequent changes in banking policies are the primary challenge for private banks. The Chi-square test confirms significant differences in the challenges faced by both types of banks.

Banks should focus on enhancing customer service quality, especially in public sector banks, to improve customer satisfaction and loyalty. Both public and private banks need to stabilize their banking policies to reduce customer confusion and build trust. Since age significantly affects the adoption of banking technologies, banks should design tailored digital solutions and user-friendly platforms that cater to different age groups’ needs and preferences. Moreover, increased investment in training and technological infrastructure is recommended for public banks to overcome operational inefficiencies and digital challenges. Private banks should prioritize transparent loan terms and competitive interest rates to address customer concerns effectively.


This study highlights notable differences in customer satisfaction, technological adoption, and operational challenges between public and private banks in Kanyakumari District. Private banks tend to perform better in customer-focused services and technological advancements, while public banks face more operational hurdles and service issues. Age is a critical factor influencing the use of digital banking technologies, underscoring the need for banks to adopt age-sensitive strategies. Addressing the identified challenges and leveraging technological innovations will enable banks to enhance customer satisfaction and strengthen their competitive position in the evolving financial landscape.
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