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HANDLING CUSTOMER’S GRIEVANCES -  
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(Dr.R.Gayathri, HOD, Department ofCommerce,  

Guru Shree Shantivijai College for Women, Chennai) 

 

State Bank of India (SBI) is the largest public sector banks in India. It was the first bank established in India 

as Bank of Calcutta in 1806.  SBI offers a plethora of products and services such as savings account, credit 

cards, fixed deposits, personal loan, home loan, business loan, debit card, loan against property, car loan, 

gold loan, mudra loan and 

more.ACustomerComplaintisanexpressionofdissatisfactionfromaCustomer,requiringaresponse,aboutbusiness

activitiesor services performedbySBI 

Thecustomeristhefocusoftheorganization’sproducts,servicesandpeople.Thebusinessgrowthdependsentirel

yonthesatisfactionofthecustomers. 

Agrievancegenerallyoccursonaccountofvariousreasonsincluding:- 

➢ Inadequacyofworking/operationalgapsinstandardsofservicesoffered,expectedandactualser

vicesrendered. 

➢ Technologicalissues in ATM 

➢ Bank Charges issues 

➢ Other Operational Issues 

➢ Cheque book  

Customerhastherighttoregisterhiscomplaint/grievanceifheisnotsatisfiedwiththeservicesprovided by SBI . A 

suitable mechanism is a must for receiving and redressingcustomer grievancescourteously, 

promptlyandsatisfactorily.  

GUIDELINESOFHANDLINGGRIEVANCES 

ACustomerComplainthandlingprocesshasbeenputinplacetoensureadequacyofresponse,responseti

me,promptclosure,entryintoatrackingsystemandanalysisofrecurringissuesandtrends. 
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Whilehandlingthecomplaintsrecordkeepingrequirementsandlocallawsandregulationsmustalsobeadheredt

o.Allcustomerinteractionrelatedtothecomplaints/requestshouldbepreservedfor 

futurereferenceaspertheCompany’sdata/documentsretentionpolicy. 

 

1. Allcomplaints/grievancearerecordedinCRMsystem 

2. CustomersareprovidedwiththecustomerreferenceIdtofacilitatefollow-

up,ifrequiredandfuturereferences 

3. Acknowledgmentshould be providedtothecustomerforcomplaintsreceived 

4. Timelinesaredefinedfortheresolution 

5. Closeloopingisdonebycommunicationofresolutiontothecustomer 

6. CRMisupdatedwitheverycommunication–email/lettersenttothecustomer 

7. Periodicreportingandreviewbyseniormanagement 

8. Analysisofrecurringissuesandtrends 

GRIEVANCE&COMPLAINTSCLASSIFICATION 

Thecategoriesofcomplaintsarebroadlyclassifiedasunder:- 

I. Technologyrelated:-

Accountinformationonwebsite,issueswithtimelydeliveryoftransactionSMS,ITbreakdown

leadingtoprocessdelays. 

II. Transactionrelated:-Disputeontransactiondone. 

III. Deliveryrelated:-Delayindeliveryofcard(s)/statements. 

IV. Offersoncard:-Delay/disputeonfulfillmentofoffers. 

V. Paymentrelated:-Delayinclearing/postingofcheques/levyofcharges. 

VI. Staffrelated:-Allegedharassment,misbehavior/useofrudelanguage 

OBJECTIVES OF THE STUDY  

1. To identify the customer’s services provided by the SBI   

2. To analyses the problems faced by the customer’s in services provided by SBI 

3. To compare the services provided by SBI. 

PERIOD OF STUDY  

The Period of the study for comparing the customer services provided by SBI is 3 years from 2019-2020 to 

2021-2022 
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DATA ANALYSIS & INTERPRETATION : 

Particulars 2019-2020 2020-2021 2021-2022 

ATM 114230 64100 65097 

Bank Charges  667 4016 3766 

Cheque Book  585 3459 8339 

Other Operational 

Problems 

585 660 1694 

 

• ATM Services 

Year ATM 

2019-2020 114230 

2020-2021 64100 

2021-2022 65097 

 

 

BANK CHARGES  

Year Bank Charges  

2019-2020 667 

2020-2021 4016 

2021-2022 3766 

 

2019-2020 2020-2021 2021-2022
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CHEQUE BOOK  

Year  Cheque Book  

2019-2020 585 

2020-2021 3459 

2021-2022 8339 

Cheque Book Problems  

 

 

OTHER OPERATIONAL PROBLEMS  

Year Other Operational 

Problems 

2019-2020 585 

2020-2021 660 

2021-2022 1694 

Other Operational Problems  

2019-2020
2020-2021

2021-2022

2019-2020 2020-2021 2021-2022
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CORRELATION BETWEEN ATM & BANK CHARGES: 

Year  ATM Bank 

Charges  

2019-2020 114230 667 

2020-2021 64100 4016 

2021-2022 65097 3766 

 

 

As per the Correlation study the problems araised to the customers due to ATM Services and Banks 

Charges are negatively correlated and this shows that there is strong inverse relationship between 

the ATM & Bank charges. 

CHEQUE BOOK & OTHER OPRATIONAL PROBLEMS 

Year Cheque Book Other Operational 

Problems 

2019-2020 585 585 

2020-2021 3459 660 

2021-2022 8339 1694 

Correlation : 0.950862126 

As per the Correlation study the problems araised to the customers due to Cheque book services 

and other operational problems are positively correlated and this shows that there is strong 

relationship between the Cheque book services and other operational problems. 

 

 

 

2019-2020
2020-2021

2021-2022

Correlation -0.998767251 
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CONCLUSION : 

The successof the  bank  mainly  depends  on  its customers.  Being  a  service industry,  all  

banks  should  aim at  meeting  the customer  effective grievance redressal system to  its 

customers and monitor  recurrently the  current degree  of customer  satisfaction.. Thus, some 

remedial measures are vivacious for the banks to conquest over customers. After the above study 

the maximum grievencesrecorded by the customers is Cheque book . But this problems can be 

overlooked we are moving towards digital world (Online services). 
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