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Abstract

The Indian retail banking sector is experiencing unprecedented growth driven by rapid
urbanization rising disposable incomes and the continuous integration of the domestic economy
into the global financial system. To capitalize on this expanding market private sector banks are
forced to constantly innovate their pricing architectures and service delivery models. This paper
presents a comprehensive comparative analysis of two of India largest private banking institutions
focusing specifically on how their distinct fee structures and operational strategies impact

customer retention and overall market positioning.

Utilizing a robust mixed methods approach the study integrates secondary data from regulatory
guidelines with primary data gathered through structured questionnaires administered to a
random sample of retail and corporate clients. The research systematically evaluates the real cost
of banking across a spectrum of account tiers scrutinizing critical financial metrics such as average
quarterly balance requirements penalty fees for non-maintenance cheque processing charges and
electronic fund transfer costs. By examining how these institutions structure their product
portfolios ranging from premium high net worth accounts to highly accessible zero balance options
we can decode their broader strategic objectives. The analysis also extends to para banking

offerings and the integration of digital platforms.

The findings reveal that while both organizations rely heavily on advanced technological
infrastructure to streamline service delivery their underlying approaches to transaction pricing
attract fundamentally different customer demographics. One institution leans toward a premium
priced model justified by superior technological interfaces and an expansive ATM network whereas
the competing bank leverages highly segmented cost-effective account structures to capture a
broader mass market audience. Ultimately this study demonstrates how nuanced operational fee
structures not only dictate immediate customer satisfaction but also serve as the primary driver

for long term competitiveness and sustainable growth in the modern private banking industry.
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Introduction

The landscape of the Indian financial system has undergone a profound metamorphosis over the
past century, evolving from a rigidly state-controlled environment into a dynamic, technology-
driven, and globally integrated marketplace. The foundations of modern banking in India can be
traced back to the establishment of the Bank of Hindustan in 1870, which was followed by the
creation of three presidency banks under the Presidency Bank's Act of 1876 (Government of India,
1876). In 1921, these presidency banks were amalgamated to form the Imperial Bank of India,
which carried out limited central banking functions. The subsequent creation of the Reserve Bank
of India (RBI) in 1934 and the passing of the Banking Regulation Act in 1949 established a robust
regulatory framework that brought the sector under comprehensive government supervision. To
accelerate economic growth and act as catalytic agents for national development, the government
initiated major waves of nationalization, acquiring 14 banks in 1969 and an additional 6 banks in

1980.

However, the true paradigm shifts in the sector occurred in the early 1990s. The macroeconomic
liberalization policies, coupled with the landmark recommendations of the Narsimham Committee
in 1992, (Narsimham Committee, 1992) necessitated the introduction of internationally accepted
banking practices. The amendment of the Banking Regulation Act in 1993 paved the way for the
entry of new-generation private sector banks, ending the absolute monopoly of public sector
institutions and triggering a fierce wave of competition. To capitalize on these expanding
opportunities, private sector banks have actively adopted sophisticated technological services such
as E-Banking, Real Time Gross Settlement (RTGS), and Core Banking platforms, significantly
increasing the adoption of banking services among the general public (PwC India, 2024).
Furthermore, the industry has experienced rising demand for housing loans due to increased urban
migration, alongside a surge in demand for consumer durables and vehicle loans driven by higher

standards of living and disposable incomes (CRISIL Market Intelligence & Analytics, 2025).

Within this intensely competitive environment, two institutions have emerged as the undisputed
leaders of the private banking revolution (Singh & Desai, 2025). The first institution, hereafter
referred to as Institution A, was incorporated in August 1994 as part of the RBI's liberalization of
the industry. Originating from a premier housing finance company with an impeccable track record

since 1977, Institution A leveraged its significant expertise in retail mortgage loans to build a
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unique consumer franchise. The bank's business philosophy is anchored in operational excellence,
customer focus, product leadership, and people. Institution A has successfully expanded its
distribution network through strategic acquisitions, including a milestone merger with Times
Bank in 2000 and the amalgamation of Centurion Bank of Punjab in 2008, which significantly
added to its geographic reach, customer base, and skilled manpower (Sharma & Gupta, 2025).
Operating in a highly automated environment, it provides multi-branch access through online

connectivity and an extensive network of Automated Teller Machines (ATMs).

The second leading entity, hereafter referred to as Institution B, was originally promoted in 1994
by an Indian financial institution that was established in 1955 at the initiative of the World Bank
and the Government of India. Initially functioning as a development financial institution offering
project finance, it transformed its business model in the 1990s into a diversified financial services
group. In 2002, a strategic merger between the parent entity and the bank created a massive
universal banking structure, enhancing shareholder value through access to low-cost deposits and
expanded fee-based income opportunities. Today, Institution B operates a huge network of linked
branches and over 2000 ATMs across India, possessing a diversified portfolio that includes retail
banking, business banking, mutual fund distribution, and insurance. It has distinguished itself
through aggressive marketing campaigns and innovative operational strategies, such as
maintaining extended working hours from 8 AM to 8 PM, which has proven highly convenient for

the booming IT and ITES corporate sectors (Sharma & Gupta, 2025).

Despite their shared dominance, these two banks employ contrasting strategic models, particularly
concerning pricing structures, operational challenges, and service delivery (CRISIL Market
Intelligence & Analytics, 2025). In the contemporary retail banking sector, pricing is a critical
strategic tool used for customer segmentation (Singh & Desai, 2025). A recognized weakness across
the private sector is that minimum balance requirements are notably higher than those of

nationalized banks, occasionally deterring lower-income demographics (Singh & Desai, 2025).

Specifically, Institution B has faced criticism for charging high transaction costs, leading many
smaller companies to adopt a multi-bank system where they utilize nationalized banks for cheaper
routine transactions (Mehta & Kumar, 2024). Furthermore, Institution B's strategy of focusing
primarily on high-end customers and employing a defensive approach to lending—particularly
avoiding IT companies lacking collateral—has occasionally resulted in the loss of potential market

share (Mehta & Kumar, 2024).
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Simultaneously, the efficacy of service delivery serves as a vital differentiator (Sharma & Gupta,
2025). While aggressive marketing allows banks to rapidly expand their customer base, operational
infrastructure must keep pace (Mehta & Kumar, 2024). Analysis indicates that Institution B's
rapid customer acquisition has not been matched by a proportionate increase in employee numbers,
leading to a deterioration in the standard of customer service (Mehta & Kumar, 2024).
Furthermore, both institutions must navigate external threats in a globalized economy, where the
advent of multinational (MNC) banks presents stiff competition, particularly for corporate clients
seeking foreign exchange and international remittance services (CRISIL Market Intelligence &
Analytics, 2025). Regulatory shifts, such as the RBI increasing the Cash Reserve Ratio (CRR) or
repo rates, further restrict liquidity and force banks to adopt selective credit control policies,

heavily impacting lending operations (Reserve Bank of India, 2025).

To sustain profitability amidst these threats, private sector banks have aggressively diversified
into para-banking services (CRISIL Market Intelligence & Analytics, 2025). These institutions now
act as financial supermarkets, tying up with insurance companies, facilitating mutual fund
investments, and partnering with entities like Western Union for global money transfers (PwC
India, 2024). The ability to offer these bundled services efficiently, coupled with transparent and
competitive fee structures, significantly enhances customer switching costs and fosters long-term

loyalty (Sharma & Gupta, 2025).

Therefore, this research undertakes a rigorous comparative analysis of these two leading private
sector banks to evaluate how their distinct pricing architectures and service delivery mechanisms
influence their competitive positioning (Singh & Desai, 2025). By systematically analyzing the
explicit costs associated with various retail and corporate account tiers, alongside their strategic
strengths and operational weaknesses, this study aims to uncover the underlying strategic intent
of each institution (Mehta & Kumar, 2024). Ultimately, this paper seeks to provide actionable
insights into how private banks navigate the complex interplay of transaction costs, technological
convenience, and customer satisfaction to sustain leadership in the rapidly evolving Indian

financial sector (Sharma & Gupta, 2025).

Methodology

Research Design and Philosophy: The research methodology serves as the structural blueprint
for this comparative analysis, providing a systematic approach to evaluating the pricing
architectures and service delivery mechanisms of the two leading private sector banks. To capture

the complex dynamics of the Indian retail banking sector, this study employs a descriptive and
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analytical research design (Kothari, 2004). This specific approach was selected because it allows
for an in-depth observation of existing financial practices while simultaneously facilitating a

rigorous empirical comparison of operational variables.

The descriptive aspect focuses on meticulously detailing the explicit fee structures, account
maintenance requirements, and technological capabilities of each institution. Conversely, the
analytical component evaluates how these specific structural factors directly influence customer
behaviour, retention rates, and overall market positioning. By utilizing a mixed-methods approach,
the research bridges the gap between quantitative financial data and qualitative strategic
management practices, ensuring a comprehensive understanding of the competitive private

banking landscape (Malhotra, 2010)

The Conceptual Framework: The foundation of this study is built upon a multidimensional
research framework that links specific operational inputs to overarching strategic market
outcomes (Malhotra, 2010). Within this academic framework, the independent variables consist of
the precise banking parameters and financial schedules established by each institution (Kothari,
2004). These primary metrics include the average quarterly minimum balance requirements,
penalty charges for non-maintenance of accounts, demand draft issuance fees, outstation cheque
collection costs, and the pricing structures for electronic fund transfers such as Real Time Gross

Settlement (Singh & Desai, 2025).

Alongside these purely financial metrics, service delivery elements act as parallel independent
variables encompassing automated teller machine (ATM) network density, extended working
hours, internet banking functionality, and the speed of transaction realization (Sharma & Gupta,
2025). The dependent variables in this framework represent the resulting market performance
indicators, specifically overall customer satisfaction levels, demographic segmentation efficacy,
account retention rates, and total market share (Mehta & Kumar, 2024). The framework postulates
that a bank’s strategic manipulation of these independent pricing and service variables directly
dictates its target consumer base, shifting the operational focus between mass-market financial

inclusion and premium wealth management (Singh & Desai, 2025)

Target Population and Sampling Strategy: To ensure the empirical validity of this
comparative analysis a meticulous sampling strategy was formulated and executed over a defined

operational timeframe (Kothari, 2004). The target population for this research comprises existing
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account holders of both private sector banks encompassing a diverse spectrum of retail consumers
small business owners and corporate clients who regularly interact with the physical and digital
banking infrastructure. Given the vastness of the national banking population a simple random
sampling technique was employed to select participants mitigating selection bias and ensuring a
highly representative dataset. The study utilizes a predetermined sample size of one hundred
respondents distributed equally with fifty participants selected from each banking institution. This
sample was carefully stratified to include various income brackets professional backgrounds and
age demographics capturing a holistic view of consumer expectations across different financial life
stages. The geographic scope of the primary data collection was concentrated within major urban
and semi urban commercial hubs particularly focusing on areas with a high density of corporate
business parks and retail trading centres. This specific geographic focus was chosen because
private banking penetration and the demand for rapid technological service delivery are most
prominent in these regions allowing for a highly accurate assessment of competitive banking

models operating under peak commercial pressure.

Primary Data Collection Instruments: The primary data collection relies heavily on a
structured questionnaire specifically designed to capture both quantitative financial metrics and
qualitative consumer sentiments. The survey instrument is divided into three distinct functional
sections to strictly align with the conceptual framework. The first section gathers vital
demographic information to establish the financial profile and banking maturity of the respondent.
The second section utilizes a standard five-point Likert scale to measure customer satisfaction
regarding specific pricing parameters capturing their direct perception of minimum balance
fairness and the transparency of hidden transaction costs. The final section features dichotomous
and open-ended questions focused on evaluating the actual efficacy of service delivery exploring
operational issues such as branch wait times digital banking reliability and the resolution speed
of customer grievances. Prior to the full-scale, roll-out the questionnaire underwent a rigorous pilot
test with a small subset of ten financial professionals to ensure the clarity and validity of the
queries allowing for the refinement of ambiguous banking terminology and the optimization of the

entire data collection process.

Secondary Data Sources: While primary data provides critical insight into actual consumer
behaviour secondary data forms the objective financial backbone of this comparative study. The
research extensively relies on official publications and authorized fee schedules directly released
by the respective private banks ensuring absolute accuracy when comparing transaction costs and

account maintenance requirements. Furthermore, comprehensive regulatory guidelines circulars
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and annual reports published by the central banking authority provide the essential
macroeconomic context necessary to understand the strict regulatory constraints placed on these
financial institutions. Academic journals industry white papers and previously published
management theses are also integrated into the comprehensive literature review to trace the
historical evolution of the private banking sector and validate the strategic operational models

observed during the primary data collection phase.

Data Analysis Techniques: Upon the completion of the data collection phase the raw information
is subjected to a rigorous and multifaceted analytical process to extract meaningful strategic
insights. The quantitative data gathered from the structured questionnaires is carefully coded and
processed using systematic statistical tabulation techniques to ensure absolute data integrity. The
varied responses are translated into comparative percentage distributions and frequency tables
allowing for a clear and objective mathematical representation of customer satisfaction disparities
between the two rival institutions. Cross tabulation techniques are specifically employed to
analyse the direct correlation between respondent income levels and their preferred banking
institution providing empirical evidence regarding the success of each banks demographic
targeting strategy. For the qualitative aspect of the research the study utilizes a comprehensive
strengths weaknesses opportunities and threats matrix. This established strategic management
tool synthesizes the subjective consumer feedback alongside the objective secondary financial data
to accurately map the competitive positioning of each bank. The matrix systematically identifies
internal operational bottlenecks such as human resource shortages in customer care while
simultaneously highlighting external market vulnerabilities including the aggressive expansion

strategies of foreign multinational banks entering the domestic market.
Results

The comparative analysis yielded significant variations in how the two private sector banks
structure their pricing and deliver their services. The data is categorized into four primary
operational domains: Account Maintenance Thresholds, Transactional Fee Architectures, Digital

Service Delivery, and Operational Efficacy.
Account Maintenance and Threshold Strategies

The foundational difference between the two institutions lies in their Average Quarterly Balance

(AQB) requirements, which directly reflect their target customer demographics. Institution A
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utilizes a tiered geographical approach, while Institution B targets a higher uniform baseline for

urban and semi-urban customers.

Table 01: Comparative Minimum Balance Requirements and Penalties

Operational Institution A Institution B
Parameter
AQB (Urban) Rs. 5,000 Rs. 10,000
AQB (Semi-Urban) Rs. 2,500 Rs. 10,000
AQB Waiver Option Fixed Deposit of Rs. Fixed Deposit of Rs. 50,000
50,000
Non-Maintenance Rs. 750 per quarter Rs. 750 (Bal: 5k-10k) / Rs. 1,000 (Bal:
Penalty <5k)
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Figure 01: Comparison of Average Quarterly Balance (AQB) and Maximum Non-

Maintenance Penalties (in INR)
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Transactional Fee Architectures

The analysis of day-to-day transactional banking revealed diverse strategies regarding instrument
issuance and fund transfers. Institution B adopts a highly aggressive customer-acquisition pricing

model for high-frequency transactions compared to Institution A.

Table 02: Demand Draft (DD) and Manager's Cheque Fee Structures

Transaction Value Institution A Institution B
Up to Rs. 10,000 Rs. 50 Free (Max limit Rs. 25,000 per day)
Rs. 10,001 to Rs. 25,000 Rs. 75 Free (Max limit Rs. 25,000 per day)
Rs. 25,001 to Rs. 50,000 Rs. 75 Rs. 75
Above Rs. 50,000 Rs. 2.50 per Rs. 1,000 Rs. 2.50 per Rs. 1,000

Both banks maintain strict parity regarding severe penalties, such as charging Rs. 350
for cheque returns due to insufficient funds. Digital transactions via Outward RTGS are

also identically priced at Rs. 0.25 per Rs. 1,000 (Min Rs. 50, Max Rs. 1,000).
Debit Card and Digital Service Delivery

The banks diverge notably in their pricing of digital access tools, particularly standard

debit cards, indicating differing strategies for mass-market retail retention.

Table 03: Electronic Access and Card Fee Comparison

Service Element Institution A Institution B
Debit Card Annual Fee (Regular) Rs. 100 per year Free for lifetime
Debit Card Annual Fee (Gold) Rs. 500 per year Rs. 500 per year
Non-Partner ATM Cash Withdrawal | Rs. 17.80 per transaction | Rs. 17.80 per transaction
Net-Banking / Mobile-Banking Free Free
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Figure 02: Annual Fee Structures for Standard and Premium Debit Cards (in INR).
Operational Efficacy and Market Perception

Qualitative data extracted from corporate and retail respondents indicates a divergence

in physical service delivery and operational scale.

Table 04: Operational Scale and Accessibility Metrics

Operational Metric Institution A Institution B
Branch Network 1,229 branches 1,308 branches
ATM Network 2,526 ATMs 3,950 ATMs
Standard Operating Hours | Standard Banking Hours | 8:00 AM to 8:00 PM
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Discussion

The empirical findings of this comparative analysis illuminate the sophisticated, yet
fundamentally divergent, operational strategies employed by India's leading private sector banks.
As the banking sector transitions from a traditional deposit-taking industry into a dynamic,
technology-driven financial marketplace, the pricing of services and the efficiency of delivery have
become the primary battlegrounds for market dominance. The data underscores that pricing
structures are no longer merely administrative necessities; they are highly calibrated strategic
tools designed to segment the market, dictate customer acquisition rates, and establish formidable

switching costs (Singh & Desai, 2025).

Received: 20.03.2026 | Accepted: 17.04.2026 | Published: 01.05.2026
@JSMBR, All Rights Reserved Page 34



(];aﬂm/ 00‘ cfe/é/(ae, 5«@/}(%& & /”am&b‘/ig} I\D%’eamé

ISSN Number: To be advised JSBMR Volume 01; Issue 01. DOI: To be advised

Strategic Positioning Through Pricing and Segmentation: The stark contrast in the
Average Quarterly Balance (AQB) requirements between the two institutions reveals their distinct
approaches to customer segmentation. Institution B’s mandate of a uniform Rs. 10,000 AQB across
both urban and semi-urban branches acts as a deliberate filter, aggressively targeting upper-
middle-class and high-net-worth individuals (Singh & Desai, 2025). By establishing a higher
financial barrier to entry, Institution B secures a larger pool of low-cost deposits, which fuels its
expansive lending operations. However, to counterbalance this high entry barrier and attract a
massive volume of retail accounts, Institution B employs a "loss-leader" strategy on basic digital
access, offering its regular debit cards free of annual charges for a lifetime (Mehta & Kumar, 2024).
It further subsidizes high-frequency transactions by offering free demand drafts and manager's

cheques up to Rs. 25,000 daily.

Conversely, Institution A adopts a more traditional, geographically sensitive pricing model. By
lowering its AQB to Rs. 5,000 for urban and Rs. 2,500 for semi-urban customers, it embraces a
broader demographic, pushing for deeper financial inclusion in tier-two and tier-three cities (Singh
& Desai, 2025). However, Institution A monetizes this broader base through strict adherence to
standard fee generation, charging Rs. 100 annually for basic debit cards and levying tiered fees on

all demand drafts (Singh & Desai, 2025).

Despite these strategic alignments, the high transaction costs inherent to the private sector remain
a critical vulnerability. Primary analysis indicates that small-to-medium enterprises (SMEs)
frequently perceive the transaction costs of institutions like Institution B to be excessively high
(Mehta & Kumar, 2024). This has led to the emergence of a "multi-bank system" behaviour, where
corporate clients utilize private banks for specialized facilities while routing bulk, day-to-day

transactions through nationalized banks to minimize operational expenses (Mehta & Kumar, 2024)

The Dichotomy of Operational Efficacy and Customer Experience: In the realm of service
delivery, technological infrastructure is paramount. Both institutions boast internationally
acknowledged technology platforms that ensure robust and cost-efficient core banking operations
(Sharma & Gupta, 2025). However, the physical delivery of these services presents a distinct
dichotomy. Institution B has successfully carved out a unique competitive advantage by tailoring
its operational hours to the demands of a globalized economy, functioning from 8:00 AM to 8:00
PM (Sharma & Gupta, 2025). This extended accessibility makes it the preferred banking partner
for the booming IT and ITES sectors.
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Yet, this aggressive market expansion has come at a severe cost to personalized service. Institution
B's rapid acquisition of new customers has outpaced its human resource capacity (Mehta & Kumar,
2024). The failure to scale employee numbers proportionately has led to a documented
deterioration in customer service standards, generating profound dissatisfaction and posing a
significant threat to its long-term reputation (Mehta & Kumar, 2024). Furthermore, Institution B
exhibits a highly defensive approach to corporate lending, frequently hesitating to provide credit

to emerging IT companies that lack traditional collateral (Mehta & Kumar, 2024).

In contrast, Institution A has managed its service delivery scaling more systematically through
strategic corporate amalgamations (Sharma & Gupta, 2025). Its historic mergers with entities like
Times Bank and the Centurion Bank of Punjab not only expanded its geographic reach but also
infused the organization with a larger pool of skilled, experienced manpower (Sharma & Gupta,

2025).

Navigating Macroeconomic Threats and Industry Opportunities: Beyond their internal
operational models, both banks must navigate a volatile macroeconomic landscape. The
liberalization of Indian financial policies has facilitated the mushrooming of multinational (MNC)
banks within the domestic market. These foreign entities present a formidable threat, particularly
in the realm of international trade services and foreign exchange. Market analysis reveals that
domestic private banks have a disappointingly small presence in handling Exchange Earners'
Foreign Currency (EEFC) accounts, with corporate clients overwhelmingly preferring MNC banks
for inward remittances. To counter this, private banks must leverage their localized treasury
departments to offer highly competitive foreign exchange rates, specifically targeting tier-two and

tier-three commercial hubs (CRISIL Market Intelligence & Analytics, 2025).

Furthermore, domestic macroeconomic interventions by the Reserve Bank of India (RBI)
continuously challenge bank liquidity. Periodic increases in the Cash Reserve Ratio (CRR) and
repo rates elevate the cost of short-term borrowing and restrict overall capital availability. This
forces private banks to adopt selective credit control policies, heavily prioritizing prime corporate
clients and shrinking the loan quantum available to emerging sectors. To mitigate the risks of
tightening interest margins, both institutions must aggressively pivot toward fee-based, para-
banking services. By acting as comprehensive financial distributors offering mutual funds, life
insurance, and systematic investment plans these banks can secure vital non-interest revenue
streams while simultaneously deepening the financial entanglement of their customers, thereby

elevating switching costs (CRISIL Market Intelligence & Analytics, 2025).
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Limitations of the Study: Recognizing the boundaries of the research is essential for
maintaining strict academic integrity. This study operates within certain methodological
constraints that must be clearly acknowledged. Firstly, the sample size of 100 respondents while
statistically relevant for identifying general consumer trends may not fully encapsulate the
intricate behavioural nuances of the entire national banking demographic (Kothari, 2004).
Secondly the primary data collection is geographically restricted to specific urban centres which
may not accurately reflect the unique operational challenges and service delivery models
implemented in rural or newly penetrated agricultural markets. Additionally, the retail banking
sector is highly dynamic with institutions frequently revising their fee structures and promotional
offerings in direct response to central bank monetary policy adjustments (Malhotra, 2010).
Therefore, the financial data and pricing schedules analysed in this study represent a specific point
in time and remain subject to future market driven alterations. Despite these inherent limitations
the methodology provides a robust and academically sound framework for analysing the
foundational strategies that govern competition and sustainability in the modern private banking

sector.
Conclusion

The Indian private banking sector is a dynamic ecosystem where technological parity has elevated
pricing structures and service quality from mere operational details to the absolute determinants
of strategic success. This comparative analysis demonstrates that there is no singular blueprint
for market leadership. Institution B has successfully utilized a high-barrier, premium-
segmentation model, offsetting strict balance requirements with free digital access and
unparalleled operational hours to dominate the corporate salaried class and IT sectors. However,
its aggressive expansion has exposed critical vulnerabilities in human resource allocation and
customer relationship management. Conversely, Institution A has championed a model of steady,
inclusive growth, relying on strategic amalgamations to build a vast physical network and a highly

reliable, albeit rigidly priced, consumer franchise.

As the industry moves forward, the traditional boundaries between domestic and international
banking will continue to blur. The advent of MNC banks and the aggressive resurgence of heavily
capitalized public sector institutions threaten the market share of private banks. To sustain their

competitive edge, institutions must transcend the provision of basic credit and deposit facilities.

They must transition into holistic financial advisors, particularly for the underserved SME sector,

offering specialized business consulting and streamlined international remittance services.
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Ultimately, the future leaders of the Indian banking sector will be those who can seamlessly
integrate the technological efficiency required for mass-market scale with the nuanced,
personalized customer care necessary to retain high-value relationships in an increasingly

frictionless financial world.
References

Chitre N 2008 A comparative analysis of banking services offered by private sector banks

Management Thesis INC Centre.

CRISIL Market Intelligence & Analytics. (2025). Comparative analysis of leading Indian banks for
personal banking: 2024-2025 retail banking outlook. CRISIL Publications.

Government of India. (1876). Presidency Bank's Act, 1876.

Kothari C R 2004 Research Methodology Methods and Techniques New Delhi New Age

International Publishers.
Malhotra N K 2010 Marketing Research An Applied Orientation Pearson Education India.

Mehta, A., & Kumar, R. (2024). The impact of operational fee structures on customer retention:
Evidence from the Indian retail banking sector. International Journal of Bank Marketing,

42(3), 612—630.
Narsimham Committee. (1992). Narsimham committee report on the banking sector

PwC India. (2024). The Indian payments handbook 2024-2029: Navigating the evolving landscape

of digital transactions. PricewaterhouseCoopers.

Reserve Bank of India 2008 Master Circular on Customer Service in Banks Department of Banking

Operations and Development.

Sharma, S., & Gupta, P. (2025). Digital transformation and service quality: A comparative study
of private sector banks in India. Journal of Asian Finance, Economics and Business, 12(2),

45-58.

Singh, V., & Desai, N. (2025). Pricing strategies and market segmentation: An analysis of Average
Quarterly Balance (AQB) requirements in emerging markets. Journal of Financial Services

Research, 67(1), 112—129.

Received: 20.03.2026 | Accepted: 17.04.2026 | Published: 01.05.2026
@JSMBR, All Rights Reserved Page 38



