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Abstract

Banks are the most important part for the modern economy. It is essential
for each and every person to meet their financial needs in person or for
business. Nowadays, banks provides many banking and financial services
of different kinds along with routine banking services of saving and
withdrawal under same roof to make the life of the people simpler and
easier like insurance, loan, investment, advisory etc. Universal banks can
be defined as the banks cum financial institutions which provides vast
variety of financial products or services under one shelter that are
available in the market. In this paper, we have tried to study as whether
people are aware regarding different services or products which their
banks offer them and do they know that their own bank is a universal
bank or not. Two universal banks ICICI and SBI have been taken.
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1. INTRODUCTION

Universal Banks can be defined as those banks which provides a wide range of financial
services, along with commercial banking services like Mutual Funds, Auto loans, Factoring,
Credit Cards, Retail loans, Investment banking, Merchant Banking, Housing Finance, Insurance
etc.

In Universal Banking, a big bank operates with an extensive network of branches, provides
variety of banking and financial services, participates directly in the Corporate Governance of
firms etc. In a nutshell, the term. This concept is most common in European countries. It is a
place where all financial products are available under one roof. The topic of universal banking
first came up in 2000, when ICICI spoke to the RBI on the timeline and potential choices for
becoming such a bank.

2. REVIEW OF LITERATURE

George Benston’s (1994) study was the first one in the field of universal bank. The study
covered a distinguishing study of European and US. The best performer is Germany when it
comes to UB. The reason behind is that, permit was given to all the financial institutions to start
their working in all the EC countries. On the contrary, US were having and served by specialised
banks. There were primary laws in US like Glass- Steagall Act of 1933 which restricts universal
banking in US.

Berger, Allen N. And Gregory F. Udell (1995) found out that when banks become more complex
and large in size then they are becoming by and large like a universal banks. They can also
decrease the supply of credit to small scale businesses. Thus, with the help of this, Williamson-
type of diseconomies can be decreased. The data supported the fact that large banks will not
going to provide financial assistance to small scale businesses.

Calomiris (1995) had postulated 3 queries in his paper. These queries were: elaborated Universal
Banking, why it is an effective measure for enterprises framework for financial institutes and
proof that supports or contrasts the view of universal banking which reduces financing costs for
the economy. Universal banking is elaborated as a financial system which is composed of large
scale banks and they work in a network.

3. SCOPE OF STUDY
i.  Comparative position of two universal banks i.e. ICICI Bank and STATE BANK OF

INDIA is studied in this paper, to understand the difference between the working of both
the banks.

ii. = The research would highlight the customer’s perceptions and awareness regarding
different kinds of products and services which are available in their respective banks.

iii. 50 ICICI Bank customers and 50 clients of a public sector bank (SBI Bank) participated in
the study.

iv.  Only Noida city was used for the sampling for the study.

4. OBJECTIVE OF RESEARCH
m  To study the concept of universal banking in India for selected public sector bank i.e. SBI
and private sector bank (ICICI).
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m  To examine the risk exposure of banks.
m  To do a comparative study of ICICI bank and SBI as an Universal banks.
m  To study the position of banks in terms of the progress made in the direction of Universal
Banking.

5. RESEARCH METHODOLOGY
The study is a mixture of exploratory and descriptive research work in which main focus is to do
a comparative study between ICICI bank and SBI. The data studied is mainly primary in nature.

6. RESEARCH HYPOTHESIS
HO: There is no significant difference in the working of ICICI bank and SBI as universal bank.
H1: There is a significant difference in the working of ICICI bank and SBI as universal bank.

7. LIMITATIONS OF THE RESEARCH
m  For the sake of protecting the privacy of their data, some respondents may not have
provided truthful answers.
m  Only samples from Noida city were used to gather the primary data needed for the study.
m  Non-response from the respondents can be ruled out in primary research.

8. SAMPLE OF THE CUSTOMERS
100 questionnaires were distributed and responses are studied from the data collected.

9. DATA ANALYSIS AND INTERPRETATION
L. Analysis of ICICI bank and SBI on the basis of the BANKING AND FINANCIAL
services available
Table: 1, for ICICI Bank

SI | Banking and Financial | Yes (Knows | NO (Knows | Cannot Say (does
No. | Services that the | that the services | not whether the
services are | is not offered) bank provides the
Provided) services or not)
1 Education Loans 44 4 2
2 Pension Payments 45 0 5
3. Locker Facility 49 0 1
4. Agriculture and Rural Credit 40 2 8
5 Loan against Gold 0 0 50
6 Housing Loans 50 0 0
7 Loan against
Share/Debentures g 50 0 0
8. Any NRI Services 32 8 10
9. Wholesale Banking Services 44 0 6
10. | Tax Payment 49 0 1
11. | Project Finance 50 0 0
12. | Telephone & Electricity Bills 50 0 0
Payment
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13. | Internet Banking 50 0 0
14. | Gold Banking Services 45 0 0
15. | Letter of Credit 39 4 7
16. | Pre-paid cards for payment 40 0 10
disbursements (Smart Card)
17. | Microfinance 40 0 0
18. | Credit Card 50 0 0
19. | ATM Card 50 0 0
20. | Investment Banking 45 0 5
21. | Internet Banking 50 0 0
22. | Insurance (Life & General) 46 0 4
23. | Mutual Funds 49 0 1

Source: iostjournals.org, Universal Banking in India: A Comparative Study between the Selected

Private Sector and Public Sector Banks. (Author: Ruchi Jain and Ardra R Nair).

Interpretation: This table demonstrates whether or not individuals are aware of the banking and
financial services and products offered by the bank. The above table demonstrates that not all
items, such as loans secured by gold and gold banking services, which received 0% in favour of
them while being offered by ICICI Bank, are known to the public.

Table: 2, for SBI Bank

SI Banking and Financial Yes (Knows | NO (Knows that | Cannot Say (does
No. Services that the the services is not whether the
services are not offered) bank provides the
Provided) services or not)

1. Education Loans 50 0 0

2. Pension Payments 50 0 0

3. Locker Facility 50 0 0

4. Agriculture and Rural Credit 44 0 6

5. Loan against Gold 0 0 50

6. Housing Loans 50 0 0

Loan against

7 Share/Debentures >0 0 0

8. Any NRI Services 46 0 4

9. Wholesale Banking Services 48 0 2

10. | Tax Payment 48 0 2

11. | Project Finance 49 0 1

12. Telephone & Electricity Bills 50 0 0

Payment

13. | Internet Banking 50 0 0

14. | Gold Banking Services 0 19 31

15. | Letter of Credit 23 12 15

16. | Pre-paid cards for payment 23 15 12
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disbursements (Smart Card)
17. | Microfinance 22 8 20
18. | Credit Card 50 0 0
19. | ATM Card 50 0 0
20. | Investment Banking 46 1 3
21. | Internet Banking 50 0 0
22. | Insurance (Life & General) 50 0 0
23. | Mutual Funds 45 5 5

Source: iosrjournals.org, Universal Banking in India: A Comparative Study between the Selected
Private Sector and Public Sector Banks. (Author: Ruchi Jain and Ardra R Nair).

Interpretation: The aforementioned table clearly demonstrates that despite being clients of one of
India's most well-known banks, the consumers still aren't aware of the services and products
offered by the bank (as the clients chosen were primarily less educated than the clients of ICICI
BANK).

II.

II1.

Analysis of ICICI Bank and SBI on the basis of Awareness on the Concept of Universal

Banking

ICICI Number of People Responded

SBI Number of People Responded

18%

= Yes

Analysis on the basis of Diversifies Services being Provided by the Bank will help in
Optimum Utilisation of Resources - Both Manpower and Infrastructural.

10%

m Strongly Agree
" Agree
u Indifferent

Disagree

ICICI Number of People Responded

= Strongly Disagree

SBI Number of People Responded

4%
u Strongly Agree

\ m Agree
w Indifferent

Disagree

= Strongly Disagree

=
-544- A/
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IV. Analysis on the basis of a Bank who Provides All Kind of Banking and Financial

Services Under one Roof

ICICI Number of People Responded

H Strongly Agree

u Agree

= Indifferent
Disagree

u Strongly Disagree

SBI Number of People Responded

B Strongly Agree
10% 5V 38
u Agree

= Indifferent

Disagree

m Strongly Disagree

V.  Analysis on the basis of the Degree of Fast and Efficient Customer Services of the Bank.

ICICI Number of People Responded

B Very High

= High

= Slow
Very Slow

= Can't Say

SBI Number of People Responded
4% 2%

E Very High

= High

u Slow
Very Slow

u Can't Say

VI. Analysis on the basis of Ability to Meet Changing Needs of the People by Bank.

ICICI Number of People Responded

B Yes

= No

SBI Number of People Responded

HYes

= No

L
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10. FINDINGS

From the analysis it is found that the awareness regarding the concept of universal banking is less
in SBI. It might be possible that some people are not aware about universal banking term but
knows regarding the various products and services which are provided by the bank. The concept
of offering wide range of products and services under one-roof is a recent concept. It is initially
started by ICICI bank in the year 2002. The ICICI bank's greater customer focus and more
courteous and well-trained staff contributed to the increased customer satisfaction.

11. CoNCLUSION

It is found that the concept of universal banking is not very popular among people. Many
customers are not even aware about the wide range of products and services provided by their
own bank. Due to this ignorance the banks may also lose customers to competitor bank. ICICI
bank is more customers oriented and is promoting their products and services well comparatively
to that of SBL
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