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EXECUTIVE SUMMARY

1. This project was undertaken at Jammu & Kashmir Bank Ltd (ANANTNAG)

2.  The project was done for the Jammu & Kashmir Bank Ltd.

3. The Jammu & Kashmir Bank Ltd is one of the leading financial   institutions 
from banking sector.

5. The project was done to find out what is the current SERVICES MARKETING 
OF J&K BANK 

6.  The  objective  behind  this  project  work  was  the  marketing  strategy  for  its 
SERVICES by J&K Bank.

7. To help J&K bank how to improve quality of services and increase customer 
satisfaction
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Company profile

THE GENESIS OF ORGANISATION

The Jammu and Kashmir Bank Ltd. Incorporated on October 1st, 1938 commenced 

business on July 4th, 1939. From a small beginning the bank has grown to become a 

giant with a wide network of branches spread over the length and breadth of India. 

A significant contributing factor for this growth is the solid founding principles, 

which are dedicated to the cause of transforming the bank not only as a financial 

heart but also as a social heart of the community.

The Jammu and Kashmir Bank Ltd. is the first state owned bank of the country and 

53% of the equity is held by the Govt. of J&K. The bank has a consistent track 

record of growth and profitability. It has a unique distinction of being banker to the 

J&K State  Govt.  and  has  also  been  appointed  by  RBI  as  its  agency  in  J&K, 

responsible for carrying general banking business of the Central Government and 

collection of taxes pertaining to the Central board of Direct Taxes.

The landmark achievements in the diversification of the Banks functions include 

the  sponsoring  of  the  two  Regional  Rural  Banks  viz.,  Kamraz  Rural  Bank; 

permission  for  dealing  in  the  foreign  exchange,  holding  the  lead  bank 

responsibilities  in eight  of  the fourteen districts  in J&K, Governorship of  State 

Level Export Promotion Committee (SLEPC). The bank is the only one in non-

nationalized sector, having been entrusted with such assignments and has come up 

to the expectations of RBI and other agencies, like CBDT.

The bank has been swift in responding to the need for technology adaptations in 

meeting its commitment to customers and offers the best of services and a wide 

range of products.  The bank has been forerunner in responding to the need for 
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technology up-gradation in meeting its commitment to the customer to offer the 

best of services and wide range of products. The bank is investing in a big way in 

information  technology.  Nearly  400  branches  have  been  either  or  partly 

computerized covering 90% of the total business of the bank. The bank has already 

installed around 220 ATMs at vital installations of the country. The ATM share 

interconnected and thus provided the customer convenience and 24 hour banking 

facilities.  Bank has also introduced “Global Access Card” in collaboration with 

Master Card International recently, thus increasing the acceptability of card to all 

maestro locations throughout the globe. Bank has also commissioned Anywhere 

Banking  facilities  at  around  103  branches  through  the  country.  The  bank  has 

already made available the EFT and E-mail  facilities at  all  of its  computerized 

branches and also Tele-banking facilities at most of these branches. The bank has 

launched Internet Banking with wide appreciation. The bank holds the distinction 

of being only bank in providing these services in the state of Jammu & Kashmir. 

The Jammu & Kashmir Bank Ltd. has been one of the few banks in the country, 

which  showed  exemplary  performance  in  adjusting  to  the  rigorous  prudential 

norms that came into force during 1992-93.

The  bank  is  the  fastest  growing  bank  in  India  with  a  network  of  more  than 

577branches spread across the country offering world class banking products and 

services to the masses. Today bank has a status of value driven Organization and is 

always working towards building trust with Shareholders, employees, customers, 

borrowers, regulators and other diverse Stakeholders, for which it has adopted a 

strategy  directed  to  developing  a  sound  foundation  of  relationship  and  trusted 

aimed at achieving excellence, which of course, comes from the womb of good 

Corporate Governance. Good Governance is a source of competitive advantage and 

critical input for achieving excellence in all pursuits. Jammu and Kashmir Bank 
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considers  good  Corporate  Governance  as  the  sine  quo non of  a  good  banking 

system and has adopted a policy based on all the four pillars of good Governance- 

transparency,  disclosures,  accountability,  and  value,  enabling  it  to  practice 

trusteeship,  transparency,  fairness  and  control,  leading  to  stakeholders  delight, 

enhanced shareholder value and ethical corporate citizenship. It also ensures that 

bank is  managed by an  independent  and highly qualified  board  following best 

globally  accepted  practices,  transparent  disclosures  and  empowerment  of 

shareholders,  besides  also  ensuring  that  shareholders  aspirations  and  societal 

expectations are met, following principles of management’s executive freedom to 

drive  the  bank  forward  without  undue  restraints  but  within  the  framework  of 

effective accountability.  The excellence  achieved by the  bank in  its  operations 

stemming  from  the  roots  of  voluntarily  good  Governance  has  not  gone 

unrecognized  and  bank  has  recently  bagged  three  very  prestigious  awards  for 

following fair business practices and commitment to social obligations.

Jammu & Kashmir Bank is  going from strength to strength.  Bank has touched 

business turnover of US$10 Billion by which the impact on the economy of Jammu 

& Kashmir State that has gross domestic product of US$ 6 billion is enormous. 

Bank is in a strong position to meet the challenges of the future wherein due to 

liberization the foreign banks will be able to freely expand their branch network as 

well as acquire Indian Banks after March 2009. Banks strategy pressed ahead with 

the customer-, innovative methods to optimize business processes consolidate IT 

systems and simplify customer services, while complying with regulatory norms 

and enhancing security. By delivering on these banks will  continue to generate 

significant cash flow, and that will allow it to radically change business and invest 

in the future. The drive behind banks strategy is to grow top line revenue. Bank is 

doing this by focusing on customers need and through invests in new distribution 

channels.  Bank  will  also  continue  to  improve  cost  efficiency,  by  radically 



                                                                                      10

developing business and by embracing e-commerce. To do this, bank will explore 

new  business  opportunities,  invest  heavily  in  new  markets  and  also  improve 

business infrastructure and processing efficiency. Bank will continue to do this to 

move forward.

In short,  Bank seems tremendous revenue growth opportunities  in  all  business. 

Bank will continue to invest to increase revenue and enhance shareholder value 

through  appropriate  means,  including  organic  development,  acquisitions,  joint 

ventures and partnerships. Bank will continue to improve operational efficiency, 

building on success to date, the bank will not hesitate to reinvest these savings in 

new propositions, new initiatives and new business – especially if they allow bank 

to  exploit  profitable  growth  opportunities.  Jammu  and  Kashmir  Bank  has  a 

powerful set of brands that people trust. During the course of the year, Jammu & 

Kashmir  Bank  has  become  factory  of  innovation  in  product  design.  Bank  has 

proven products and services, an integrated distribution network that delivers the 

financial  strength.  This  is  a  tremendous  base  on  which  to  grow  business 

profitability. Bank is confident to continue to be a winner.
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The landmarks achievements of the Bank in some important fields 

of operations since its inception to March 2007 are detailed below:-

1.  SHARE CAPITAL

The Bank was incorporated with the authorized capital of two lakh shares of Rs. 

25/- each amounting to Rs. 50.00 lacs. The first value issue comprised 80,000 

shares amounting to Rs. 20.00 lacs. A total number of 62716 shares of the value 

of Rs. 15,67,900 were authorized and Rs. 7.65 lacs paid up as on 30.06.1940. 

The  authorized  capital  was  subsequently  reduced  to  nearly  1  lacs  shares 

amounting to Rs. 30.00 lacs in 1958 and later enhanced to 4 lacs shares in 1992 

and 80 lacs shares in 1993 amount to Rs. 10.00 crores and Rs. 20.00 crores 

respectively.  The issued capital of Rs.  28.00 lacs shares amount to Rs.  7.00 

crores stands subscribed and paid up as on March 31, 1997.

In order to further strengthen its capital base and related ratios, Bank floated its 

maiden public issue in March 1998, which received overwhelmed response and 

was subscribed by 2 ½ times. Till March 2009, the share capital stood at 48.49 

crores.

2.  DEPOSITS

The Public has reposed its confidence in the standing of the bank from its very 

inception and the same has been growing ever since that date, despite many 

odds and shocks, it received because of partition due to loss of two branches 

within  eight  years.  In  the  first  year  of  operation,  the  Bank  succeeded  in 

mobilizing deposits  to the tune of  Rs.  14.00 lacs after which there was no 
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looking back. The deposits which stood at just over one crore in 1949 and less 

than 100 crore in 1978, grew with amazing pace within a considerable span of 

time. The growth rate has been more than national average, doubling 1n 1991-

94 (in just four years) despite slack economic trends in the state due to turmoil 

and difficult working conditions. The aggregate deposits of the bank increases 

by Rs. 1709.66 crore to Rs. 25194.29 crore as on 31st March 2007 recording a 

growth of 7.28%.   

3.  PROFITABILITY 

     Except for the first year of business, when Bank suffered a loss of Rs. 0.07 lacs 

as  on  30.06.1941,  the  Bank  has  a  consistent  track  record  of    growth  and 

profitability. In just the second year of commencement of business, it recorded an 

impressive profit of Rs. 0.48 lacs and wiped out the losses of previous year. With 

excellent fund management, the profits of the Bank jumped from Rs.177 lacs in 

1990  to  Rs.  1251  lacs  in  March  1994  after  providing  for  all  statutory  and 

mandatory provisions. During the last eleven years the net profit of the Bank have 

increased at impressive rate and were recorded at Rs. 176.84 crore in 2005-06 and 

Rs. 276.49 crore for the year 2006-07 registering an impressive growth of 55.22%. 

Despite  adverse  market  conditions prevailing in the state,  Jammu and Kashmir 

Bank has registered a business turnover of Rs 51,975.56 crore during the quarter 

ended June and operating profit of Rs.256 crore, recording a 41 per cent increase 

over the same period last year.The Bank made a net profit of Rs 117.05 crore, an 

increase of 24 per cent over Rs 94.56 in the corresponding period of the previous 

year.

 The journey of the Bank since its inception to date can be summarized in the 

following tabulated data. 
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                 J & K Bank since inception

                                     (Rs. in LRS: Lakhs of Rupees)

 

     Year      Deposits      Advances No. of Branches 

   1939               13.71                   --                   2

   1949             101.78             39.99                   6

   1959             270.59             56.69                 12

   1969            6135.16             174.75                 22

   1979          16050.24         4664.69                196

   1989          81029.17       41602.09                 311

   1999        644402.72     295095.75               426

   2000        942208.72     351806.96               441       

   2001      1116808.26     476289.58               454

   2002      1291111.17     642388.51               456 

   2003      1467489.96     801094.95               464 

   2004      1866138.38     928493.62               475

   2005      2164497.27   1151714.13               503   
   2006      2309660.27   1401755.60               530
   2007      2519429.17   1708000.03               550

Unique Characteristics & Services
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• J&K Bank carries out banking business of the Central Government

• Inspite of a government equity holding of 53 per cent, Jammu & Kashmir 
Bank (J&K Bank) is regarded as a private sector bank

• J&K  Bank  is  the  one  and  only  banker  and  lender  of  last  resort  to  the 
Government of J&K

• Plan and non-plan funds, taxes and non-tax revenues are routed through the 
J&K Bank

• J&K Bank claims the distinction of being the only private sector bank that 
has been designated as agent of RBI for banking

• The services of J&K Bank are utilized for the purposes of disbursing the 
salaries of Government officials

• J&K Bank collects  taxes pertaining to Central  Board of  Direct  Taxes,  in 
Jammu & Kashmir

Products & Services
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Support Services

• Anywhere Banking

• Internet Banking

• SMS Banking

• ATM Services

• Debit Cards

• Credit Cards

• Merchant Acquiring

Depository Services

• Demat Account

• Other Services

Third Party Services

• Mutual Funds

• Insurance Services - Life & Non Life

• Remittance Services

Cash Management Services

• Real Time Gross Settlement (RTGS)

• National Electronic Fund Transfer (NEFT)



                                                                                      16

J&K Bank outlines new business strategy

SRINAGAR,  – J&K Bank, which has started a new chapter with its brand re-

launch,  will  shore  up its  lending in  its  home market  of  Jammu & Kashmir  to 

leverage the economic rebound in the state.  In addition, the Bank is putting in 

place a strategy that will make it a super specialist bank focusing on high-potential 

emerging commodity  sectors  around the  country.   J&K Bank’s  board has  also 

approved a proposal to increase the limit for foreign institutional investments in the 

bank to 40 percent from 33 percent earlier.  The Bank will continue to strengthen 

its  balance  sheet  and  increase  provisioning  for  bad assets  to  international  best 

practices by the year ending March 2008. J&K Bank already boasts one of the 

strongest  balance sheets  in the Indian banking sector,  following proactive asset 

quality  management  practices  followed  over  the  past  5  quarters,  under  the 

leadership of Dr. Haseeb A. Drabu.  “The change in our logo reflects the bank’s 

new business thinking and attitude. We are taking proactive steps in leveraging the 

recovery  in  our  home  market,  as  well  as  by  identifying  emerging  niche 

opportunities in the national market, both of which can bring us higher returns. 

This summarises J&K Bank’s twin strategy going forward,” said Dr. Drabu, the 

Bank’s  Chairman  &  CEO.   “Simultaneously,  the  Bank  will  follow  rigorous 

prudential norms to ensure that growth and expansion is along sound lines, and that 

business risks are absorbed without any significant dent to the Bank’s business 

outlook. The bank has proactively strengthened its balance sheet by aggressively 

providing for bad assets over the past 4-5 quarters,” Dr. Drabu added.  The initial 

results of the new strategy are encouraging; profits rose by 54 percent for the year 

to March 2006; net interest margins were up 3.04 percent. The asset quality has 

seen a further improvement and the gross NPA levels declined to 2.5 as a percent 
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of the gross advances of the Bank. The Bank aims to increase provisioning for bad 

assets to 80 percent by the year ending March 2008.

LEVERAGING J&K’S ROBUST GROWTH:

Dr. Drabu’s vision is for the Bank to further strengthen its dominant position in its 

home  market  of  J&K,  both  benefiting  from and  feeding  the  economic  revival 

underway in the state. Traditionally, the Bank has raised low-cost deposits within 

the State  but  lent  about  60 percent  of  its  advances  outside of  J&K. But  peace 

initiatives  of  the  past  two  years  have  facilitated  positive  socio-economic  and 

political developments, supporting an economic boom in Jammu & Kashmir. The 

state’s economic growth has outpaced that of the country as a whole. The J&K 

economy has expanded by an average of 10 percent over the 3 years to March 

2006, bettering the Indian economy’s average of 8.1 percent. 

The national and state governments are also committed to reviving the economy by 

supporting  the  development  of  key  infrastructure  including  power,  roads  and 

telecommunications through fiscal incentives. Consequently, the demand for funds 

is rising, and margins are more attractive than they are outside the state.

“Over  the  past  decade,  J&K Bank has  followed the model  of  raising  low-cost 

deposits within the state and lending outside of the state. The focus will now be on 

increasing lending within the state at relatively higher rates,” said Dr. Haseeb A. 

Drabu,  Chairman  &  CEO,  J&K  Bank.  By  increasing  this,  the  bank  enhances 

margins and boosts  the  virtuous cycle  of  savings  and lending,  Dr.  Drabu said. 

“This macro aspect combined with the micro reality of advances yield being much 

higher in J&K than outside gives the shift in business composition an unassailable 

and compelling logic.  At the macro-level,  it  gives the Bank a self-perpetuating 

business growth and at the micro-level it is margin-enhancing for the bank,” said 
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Dr. Drabu.  J&K Bank is unveiling products and services, tailoured for reviving 

sectors  such as tourism,  carpet  making,  horticulture,  and leather.   The Bank is 

uniquely positioned. It is J&K’s premier business institution and banker to the state 

government.  With a  near 80 percent  market  share in  J&K, it  is  best  placed to 

benefit from the economic boom sweeping the J&K economy. The Bank is also 

classified  as  a  private  sector  bank,  which  allows  it  flexibility  in  raising  and 

allocating funds.

SUPER SPECIALISATION AT NATIONAL LEVEL 

In the  national  market,  the bank will  implement  a  strategy to  become a super 

specialist bank. It is setting up a chain of super-specialist branches in key centres, 

which  will  offer  products  and  services  designed  for  specific  industries.  Such 

products will  command better premiums and yield higher margins as compared 

with plain vanilla products commonly offered in the market.   Accordingly,  the 

bank  is  looking  at  a  leather  chain  in  Chennai,  Kanpur,  Agra  and  Kolkatta. 

Similarly, spice branches in southern India and castor branches in western India are 

in  the  process  of  being  set  up,  Dr.  Drabu  said.   “Depending  on  the  way  the 

experiment shapes up, the bank can become a super-speciality bank focusing on 

financing  commodities.  In  addition  to  creating  an  identity  outside  J&K,  this 

strategy will have forward linkages with large corporate businesses as most large 

Indian companies are essentially commodity corporates,” Dr. Drabu said.  Bank 

profits grow 41% with focus on new strategy.

Despite  adverse  market  conditions prevailing in the state,  Jammu and Kashmir 

Bank has registered a business turnover of Rs 51,975.56 crore during the quarter 
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ended June and operating profit of Rs.256 crore, recording a 41 per cent increase 

over the same period last year.

The Bank made a net profit of Rs 117.05 crore, an increase of 24 per cent over Rs 

94.56 in the corresponding period of the previous year, a bank spokesman said 

today.

The spokesman reasoned the growing profits "vet our renewed strategy where we 

have  focused  on  J&K and  our  investment  strategy  in  a  declining  interest  rate 

scenario."He said the bank had tailored a wide range of financial products to suit 

various sectors of the economy which contributed to the healthy performance of 

the  Bank.This  initiative  had  resulted  in  "tapping  the  unexplored  areas  of  our 

economy and enhanced our outreach to unbanked areas in the state," the official 

added.The spokesman said the bank had also leveraged technology to maximise 

efficiency  and  bring  down  the  operating  expenses.The  bank  announced  the 

unaudited financial results for the quarter, following the approval of its Board of 

Directors.The spokesman said the Gross NPAs and the Net NPAs as a proportion 

of the Gross and Net Customer Assets for the quarter ended June, were at 2.44 per 

cent and 0.77 per cent respectively.

The NPA Coverage Ratio, which is an indicator of safety and shows the level of 

provision a bank has for its bad assets, has gone up to 68.79 per cent from 59.53 

per cent a year ago.

It is now amongst the highest in the industry. As a result of efficient leveraging of 

its assets, the Bank has been able to bring down its Cost to Income ratio to 32.79 

per cent from 37.66 per cent a year ago.
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The Return on Assets has improved to 1.29 per cent (annualised) compared to 1.16 

per cent a year ago.Due to improvement in yield on advances from 10.37 per cent 

in quarter one Financial Year 2008-09 to 11.55 per cent for the current quarter, the 

interest income on advances went up by 19 per cent on a Year on Year basis.

Despite increase in Interest expenses by 20 per cent Year- on-Year, attributed to 

rising cost of deposits, bank has been able to maintain its margins at 3.10 per cent 

due to a concurrent increase in the lending rates, he said.

Operating Income (Net Interest Income plus Other Income) stood at Rs. 381.67 

crore for the quarter as against Rs. 291.13 crore for the corresponding quarter of 

last fiscal, registering an increase of 31 per cent.

The Other Income of the Bank has gone up by 78 per cent to Rs. 115.68 crore from 

Rs 64.88 crore a year ago, largely on account of trading income.The Bank has 

restructured loans during the quarter to the extent of around Rs 100 crore mostly 

by way of realignment of interest  rates.  The Capital Adequacy Ratio under the 

Basel I norms stands at 14.33 per cent at the end of June 30 and Tier I capital 

amounted to 13.63 per cent. Net Worth of the Bank stood at Rs.2739.91 crore as on 

June 30 compared to Rs. 2403.49 crore a year earlier, registering a growth of 14 

per cent, the spokesman said.
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Vision and mission

J&K Bank enjoys a very unique status in the Indian banking sector. That of being 

the only State Government owned commercial bank in the country. The Bank with 

a national footprint of more than 560 branches is presently the fastest growing old 

generation private sector bank in the country.

Almost seventy years ago, the then Maharaja of the State of Jammu & Kashmir, 

Maharaja Hari Singh started thinking about setting up of State Bank of J&K with 

the sole purpose of overall development of his subjects.

After prolonged deliberations and discussions, the assignment for establishment of 

“The  Jammu  &  Kashmir  Bank  Limited”  was  given  to  the  late  Sir  Sorabji  N 

Pochkhanwala,  the  then  Managing  Director  of  the  Central  Bank  of  India.  Mr. 

Pochkhanwala formulated a scheme on 24.09.1930, suggesting establishment of a 

bank with participation in capital by State and the public but under the control of 

State Government. Thus, was born the J&K Bank, which commenced its business 

from  4th  July  1939  from  its  Registered  Office,  Residency  Road,  Srinagar, 

Kashmir.

The arduous but illustrious journey that spans over almost seven decades has been 

a real story of commitment and enterprise. Today J&K Bank is one of the very few 

banks that combine the best of public ownership; stability and safety with the best 

of private functioning; growth and efficiency.

 Having an almost exclusive geographical area of operations and supported by a 

dedicated community, the bank enjoys an almost monopolistic postion in the state 

and a sizeable presence in the rest of country.
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All these aspects accord unparalleled financial and non-financial advantages to the 

bank making it one of the best and most profitable old generation private sector 

banks.

Being the flagship Institution of the state the bank aspires to lead by example by 

delivering outstanding performance in growth and profitability, catalyse growth in 

the state economy and create enabling conditions for the financial empowerment of 

the people of J&K.

Accordingly the Vision of J&K Bank is to engender and catalyse the economic 

transformation of  Jammu and Kashmir and capitalize  from the growth induced 

financial prosperity.

The bank’s overriding mission is to use its core competence to serve and empower 

the  people  in  general  and  entrepreneurs  in  particular.  The  bank  identifies 

empowerment as a process of enhancing the capacity of individuals or groups to 

make choices and to transform those choices into desired actions and outcomes. 

The bank is set to demonstrate that people with lesser means can be reached and 

reached profitably.

J&K Bank is going from strength to strength as it witnesses tremendous revenue 

growth  opportunities  in  all  its  businesses.  The  Bank  has  financial  strength, 

powerful  set  of  brands  that  people  trust,  proven  products  and  services,  an 

integrated distribution network that delivers. This is a tremendous base on which to 

grow business profitably. 

Besides,  customer  centricity  has  been  the  raison  d’etre  for  the  operational 

framework of  the bank which has  proved as a  catalyst  for  business  innovation 

driving, thereby, top line and bottom line growth. In recognition of its excellent 

customer  service,  fair  business  practices,  total  operational  efficiency,  overall 
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performance, etc. the bank has been felicitated so many times during the last few 

years.

J&K  Bank  sees  itself  as  a  Bank  with  a  regional  focus,  a  national  reach  and 

international standards of operations. With an annual turnover of more than US$ 

10 billion, J&K Bank is on its way to become the universal bank in Jammu & 

Kashmir, a super specialist bank in India and world-class services bank within the 

global banking space.
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SIGNIFICANCE OF THE STUDY

The  new  competition  is  not  between  what  companies  produce  in  their 

factories but between what they add to their factory output in the form of 

services, advertising, customer advice, financing, delivering arrangements, 

warehousing and other things that people value.

The aim of this study was to find out the  service provided by j&k bank, their 

perception regarding Jammu and Kashmir bank.

Customers  satisfaction  towards  the  services  provided  by  the  bank.  To 

purpose  new  strategy  for  the  bank  in  order  to  improve  in  present 

competitive environment. 
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Service marketing

Services marketing is  marketing based on relationship and value. It may be used to 

market  a  service or  a  product.  Marketing  a  service-base  business  is  different  from 

marketing a goods-base business. There are several major differences, including:

1. The buyer purchases are intangible

2. The service may be based on the reputation of a single person

3. It's more difficult to compare the quality of similar services

4. The buyer cannot return the service

The  major  difference  in  the  education  of  services  marketing  versus  regular 

marketing  is  that  instead  of  the  traditional  "4  P's,"  Product,  Price,  Place, 

Promotion, there are three additional "P's" consisting of People, Physical evidence, 

and Process. Service marketing also includes the servicescape referring to but not 

limited to the aesthetic appearance of the business from the outside, the inside, and 

the general appearance of the employees themselves. Service Marketing has been 

relatively  gaining  ground  in  the  overall  spectrum  of  educational  marketing  as 

developed  economies  move  farther  away from industrial  importance  to  service 

oriented  economies.  What is  marketing? Marketing  is  the  flow of  goods and 

services from the producer to consumer. It is based on relationship and value. In 

common parlance it is the distribution and sale of goods and services. Marketing 

can be differentiated as:

• Marketing of products

• Marketing of services.

http://en.wikipedia.org/wiki/Product_(business)
http://en.wikipedia.org/wiki/Service_(economics)
http://en.wikipedia.org/wiki/Marketing
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Marketing includes the services of all those indulged may it be then the wholesaler 

retailer,  Warehouse  keeper,  transport  etc.  In  this  modern  age  of  competition 

marketing of a product or service plays a key role. It is estimated that almost 50% 

of the price paid for a commodity goes to the marketing of the product in US. 

Marketing  is  now said  to  be  a  term which  has  no  particular  definition  as  the 

definitions change everyday.

"Managing the evidence" refers to the act of informing customers that the service 

encounter  has  been performed successfully.  It  is  best  done in  subtle  ways like 

providing examples or descriptions of good and poor service that can be used as a 

basis  of  comparison.  The  underlying  rationale  is  that  a  customer  might  not 

appreciate the full worth of the service if they do not have a good benchmark for 

comparisons.

However, it is worth remembering that many of the concepts, as well as many of 

the  specific  techniques,  will  work  equally  well  whether  they  are  directed  at 

products or services. In particular, developing a marketing strategy is much the 

same for products and services,  in that  it  involves selecting target  markets  and 

formulating a marketing mix. Thus, Theodore Levitt suggested that "instead of talking of 

'goods' and of 'services', it is better to talk of 'tangibles' and 'intangibles'"Levitt also 

went on to suggest that marketing a physical product is often more concerned with 

intangible aspects (frequently the `product service' elements of the total package) 

than with its  physical  .  sales  after  service is  very imporatant  in  service sector. 

properties.  Charles  Revson made a  famous comment  regarding the  business  of 

Revlon  Inc.:  `In  the  factory  we  make  cosmetics.  In  the  store  we  sell  hope.' 

Arguably,  service industry marketing merely approaches the problems from the 

opposite end of the same spectrum

http://en.wikipedia.org/wiki/Theodore_Levitt
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Problems and strategies in service marketing

We have already mentioned that the treatments for the service providing firms are 

quite  different  from that  of  goods marketer.  Researchers  identified four unique 

characteristics  of  services:  Intangibility,  inseparability,  heterogeneity and Perish 

ability

Fundamental and unique characteristics of service are described below:

i) Intangibility feature of service depicts that the service can’t be touched or seen 

thus one can’t store and display the services. The patients in a psychiatrist’s office 

can  not  know the  exact  outcome before  treatment.  This  unique  feature  creates 

problem in setting the price of services.

ii)  Inseparability  of  production  and  consumption  involves  the  simultaneous 

production and consumption which characterizes most services. Whereas goods are 

first produced, then sold and then consumed, services are first sold, then produced 

and  consumedsimultaneously.  Since  the  customer  must  be  present  during  the 

production of many services (e.g. hair cuts), inseparability forces the buyer into 

intimate contact with the production process 

iii) Heterogeneity concerns the potential for high variability in the performance of 

service. Service quality varies from producer to producer, customer tocustomer and 

even  day  to  day.  Service  provider’s  performance  fluctuates  depending  onthe 

environment, mood of the service provider and so on. Unless the company is using 

a

machine (e.g. use of internet banking), there must  be a variability in providing 

services tothe customers. In some cases intimacy with the customer (e.g. in beauty 

parlors) may reduce the degree of variability but can not eliminate the fluctuation 

total
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iv) Perishability  means that services cannot be saved or stored. Hotel rooms not 

occupied and telephone line capacity not used cannot be reclaimed. For this reason 

the  service  providers  find  it  difficult  to  synchronize  supply  and  demand. 

Sometimes too much demand exists (e.g. withdrawal of deposit increases before 

the Eid) and sometimes too little demand  exists.

The literature suggests that each unique characteristic of services leads to specific 

problems for service marketers and require specific and specialized strategies for 

dealing with them.

v) Irrevocability  feature of service depicts that once rendered, service can not be 

revoked.
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Problems and Strategies in Service Marketing:

6. 
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Recommendations

We have analyzed the problems and strategies of the service providing firms from 

different  point  of  view like  the  primary  customer  group,  geographic  scope  of 

operation, duration of benefit etc and that’s why depending on their specific nature 

the different service firm requires different set of strategies. It may not be wise to 

provide a specific policy paper for every kind of service firm. Still we have listed a 

number of strategies below that in much extent fit with all categories of service 

firms under consideration:

1. Use a combination of cost and competition based costing system as gradually 

competition based costing might be popular in the industry due to increment in the 

number of competitors.

2. Syncro-pricing may be a better strategy to cope with the fluctuating demand in 

service firms .

3. It will be better for the service firms to provide more customized services to the 

customers  which  in  turn  will  permit  them  to  follow  demand  based  pricing 

(Minimizing Gap-1 & 7).

4.  Use heavy informative advertisement to show how the service can be better 

utilized. But the firms whose benefit of service is long should practice more of 

reminder advertisement (to minimize Gap1 & 2).

5. Encourage the existing customers to promote services to the new customers and 

use newspaper as the prime media for advertisement to educate the customers in 

using services (Minimizing Gap-5).

6.  As  the  institutional  service  provider,  empower  customers  by  close  contact 

through sending mail and knowledgeable sales personnel (Minimizing Gap- 3 & 

4).
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7. Whatever the category of service firm you belong to, choose service providing 

employees  very  carefully,  train  them  highly  to  make  them  knowledgeable 

regarding the service standards (Minimizing Gap-3 & 6).

8. Use technology to keep in touch with customers even after sales.

9. Service providers (e.g. universities,  hospitals)  must be concentrating on their 

physical infrastructure and wide distribution facilities (Minimizing Gap 3).

10. Use technology to maximize the service quality and to reduce the fluctuation in 

service quality. Provide service above standard as promised to the customers to 

reduce the service gaps (Minimizing Gap 5 & 6).

11.  Do marketing  research  through field level  marketing executives  to  prepare 

customer driven services and make marketing decisions participatory (Minimizing 

Gap 1, 2 & 7).

12. Revision of service and service delivery mechanism are required according to 

marketing research result and activities of the competitors.

13.  A  formal  demand  management  plan  should  be  prepared  incorporating  the 

strategy  to  motivate  customers  to  shift  their  service  demand to  non-peak  time 

(Minimizing Gap 4).

14. Service providers should employ extra part-time employees in peak demand 

time. Or transfer full-time employees from the branch where the demand is low to 

the high demand branches.

15. Show target market the benefit of services with sales promotional
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MAJOR PRODUCTS AND SERVICES

JKBANK  offers  various  financial  services.  The  major  products  offered  by  the 
company include the following:

Products:

LOANS:

Home Finance

Educational Finance

Automobile Finance

Other Finance

Specialized Finances

INSURANCE:

Life Insurance

Non Life Insurance

SAVINGS and DEPOSITS:

Saving Bank Deposits

Term Bank Deposits

Value Added Schemes

Gift Cheque Scheme

Current Accounts
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CARDS:

Global Access Card

Empowerment Credit Card

Merchant Acquiring

Mutual Funds

Tax Saver Term Deposit Scheme
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Laptop/PC Finance
Nature of Facility  

Term Loan

________________________________________

 Purpose  

To provide loans for purchase of Laptops/PC’s to students pursuing Post- Graduate 
degree courses in any of the UGC recognized universities of J&K State.

________________________________________

Eligibility

o Student should be an Indian National. 

o The student should be pursuing regular postgraduate degree course at the 
university. 

o The student should have passed first semester of the course or must have 
completed at least 6 months of the course as a regular student. 

o Finance shall be granted in the name of Student with Parent/ Guardian as 
Co-borrower. 

o Co-borrower should have a regular source of income. 

o  Since purchase of computers is covered under our Educational loan scheme, 

finance under this product shall not be available to those students who have already 

availed education loan from our bank. In case student has availed loan under this 

product and subsequently applies for Education Loan, purchase of computers shall 

not be considered for estimating the total amount of education loan to be provided 

to the student. 

________________________________________
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 Quantum of finance  

• Maximum Rs.50,000 with 10% margin. 

________________________________________

 Margin  • 10%.

________________________________________

 Security  • Primary

: Hypothecation of article financed. 

• Collateral

: Guarantee of the co-borrower 

________________________________________

 Processing Charges  • Nil.             

________________________________________

 Rate of Interest 

• 11.50% p.a fixed rate of interest with quarterly rests 

________________________________________

 Repayment  • 18 Equal Monthly instalments 

________________________________________

 Prepayment  • There shall  be no penalty  on Prepayment  of  the 
loan 

________________________________________

 Moratorium Period • Nil 



                                                                                      36

Educational Fianace

Education Loan Scheme

Term Loan For B.Ed/ M.Ed. Courses

Budshah Primary EducationFinance

Education Loan Scheme

 Scale of Finance  

• Rs.10.00 Lacs for studies in India  • Rs.20.00 Lacs for studies abroad . 

________________________________________

Courses Financed (India) 
• Graduate  /   Courses  in  :BA,  B.Com.,  B.Sc.,  etc.  Medicine,  Surgery, 

Engineering,  Hotel  Management,  Design,  Architecture,  Bio-chemistry, 

Agriculture, Veterinary etc. 

• P.G Courses  in  :  Business  Management,  Chartered or  Cost  Accounting , 

Company Secretaryship, Masters & PhD. 

• Professional Courses: Engineering, Medical, Agriculture, Veterinary, Law, 

Dental, Management, Computer etc. 

• Computer Certificate Courses:  of reputed institutes accredited to Dept. of 

Electronics or institutes affiliated to university. 

• Courses like ICWA, CA, CFA etc. 

• Courses Conducted by IIM, IIT, IISc, XLRI. NIFT etc. 
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• Regular  Degree/Diploma courses like Aeronautical, pilot training, shipping 

etc.,  approved by Director  General  of  Civil  Aviation/Shipping,  if  the course is 

pursued in  India.  In  case  the course is  pursued abroad,  the Institute  should be 

recognized by the competent local aviation/shipping authority. 

• Courses offered in India by reputed foreign universities. 

• Evening courses of approved institutes. 

• Other  courses  leading  to  diploma/  degree  etc.  conducted  by  colleges/ 

universities approved by UGC/ Govt./ AICTE/ AIBMS/ ICMR etc. 

• Courses offered by National Institutes and other reputed private institutions.. 

• Courses  under  Distance  Education/  learning  leading  to  professional/ 

technical certificates/ degree/ diploma courses etc offered/ conducted by reputed 

colleges/ universities/ institutions recognized/ approved by UGC/ Govt./ AICTE/ 

AIBMS/ ICMR etc. 

• Teacher Training Courses/ Nursing Courses/ B.Ed. conducted by institutions 

that  are approved by Central  Government/  State Government provided the said 

courses lead to degree or diploma and not to certification course. 

________________________________________

Courses Financed (Abroad)

• Graduation:  For  job  oriented  professional/  technical  courses  offered  by 

reputed universities. 

• P.G Courses: MCA, MBA, MS, etc. 

• Courses conducted by CIMA- London, CPA in USA etc. 
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________________________________________

 Eligibility  • Should be an Indian National 

• Should  have  secured  admission  to  professional/technical  courses  through 

entrance test/selection process. 

• Should have secured admission to foreign universities/institutions 

• Should have passed the qualifying examination for admission to the courses. 

• Employed person intending to improve their educational qualification and/or 

receive training in modern technology in India or abroad can also be assisted under 

this scheme provided training offers prospects of better placement. 

________________________________________

 Security  • Personal guarantee of borrower/ 's 

• Collateral security equal to amount of loan. 

________________________________________

 Margin  • For loans upto Rs. 4 lacs - nil 

• For loans above Rs. 4 lacs Studies in India - 5% Studies abroad - 15% 

________________________________________

 Rate of Interest              -   11%   

________________________________________

 Payment of interest during the moratorium period:  
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•Optional  Customers have the liberty to decide whether they want to pay interest 

during  the  repayment  holiday  or  want  to  capitalize  the  same.  However,  an 

incentive in the form of 1% concession in rate of interest shall be provided to the 

loanees if the interest is serviced during the study period.

Incentives  

• To provide students an opportunity to pursue higher education from reputed 

institutes like IITs, IIMs and ISB, the requirement of collateral security has been 

waived off for loans upto Rs.10.00 Lacs and a concession of 0.50% in the rate of 

interest shall be allowed for students pursuing their degrees from these institutes.

Repayment  

• Repayment Holiday/ Moratorium: Course period + 1 year or 6 months after 

getting job, whichever is earlier. 

• The loan to be repaid in 5 to 7 years after commencement of repayment. If 

the student is not able to complete the course within the scheduled time, extension 

of time for completion of course may be permitted for a maximum of two years 

________________________________________

Term Loan For B.Ed/ M.Ed. Courses

Purpose  

• To  provide  loan  to  students.  Employed  persons  who  want  to  pursue 
B.Ed/M.Ed courses. 

• For meeting admission / tuition/ examination/ library/ lab Fee. 

Nature of Facility  • Term Loan 
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Eligibility  • Student should be an Indian National. 

• Should be a graduate in any discipline from any recognized university. 

• Should  have  secured  admission  to  the  recognized  Institution/College 
imparting the B.Ed/M.Ed Course. 

• Loan application should be forwarded by the Principal of the college. 

________________________________________

 Quantum of finance  • Maximum: Rs 25,000. 

Margin  • 10%. 

________________________________________

 Security  • Third party guarantee of one person 

________________________________________

 Processing charges  • 0.05% (Minimum: Rs.25/-) 

Rate of Interest  • PLR with quarterly rests. 

________________________________________

Repayment  • 12 equal monthly installments. 
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Budshah Primary Education Finance

Nature of Facility  

• Term Loan

________________________________________

 Objective  • To provide opportunity to children to have good quality 
primary education. 

________________________________________

 Purpose  • To finance the entire cost of education of a child 
including school fee, uniform, books, etc. 

________________________________________

 Eligibility  • All Children above the age of 3 years. Finance granted in 
the name of  Guardian. 

________________________________________

Quantum of Finance  

Class School Maximum Amount (Rs) 

Pry.Edu. Private 30,000.

Pry.Edu Govt. 2,000.

Sec.Edu Private 25,000.

Sec.Edu. Govt. 5,000.

 Margin  • 10%. 
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________________________________________

 Security  • Personal guarantee of parent/guardian.

Third Party guarantee of one person*. 

*(Third party guarantee shall not apply in case of Government employees drawing 
salary through our branches.)

________________________________________

 Criteria for Selection  

• Child should be 3+ years of age.

• The applicant should produce a Certificate from the concerned school    that 
the child has been granted Admission.

• The loan application should be forwarded by the Principal of the School.

• The parent/guardian should have an independent regular source of income.

• The school should be recognized/ registered. 

________________________________________

 Processing Charges  

• 0.05% of the amount sanctioned with a minimum cap of Rs 25/- to be paid 
upfront 

________________________________________

 Rate of Interest  • PLR quarterly rests. 

________________________________________

 Repayment  • 12  equal  monthly  installments.  There  shall  be  no 
moratorium period 

________________________________________
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Research methodology

Research methodology includes the procedures , techniques and practices adopted 

to  lay foundation  for  the  analysis   to  accomplish  the  objective of  research . 

Methodology  is  away  to  systematically  solve  the  research  problem.  It  may be 

understood as science of studying how research is carried out systematically.

The sources of data shows that designing  a research plan calls for decision on data 

sources  are  research  approaches(  primary  and  secondary),  research 

instrument(observation,survey,experiment),sampling  plan   and   contact 

methods( telephones, mails, personal interview).

Sources of data.

Data collection is an elaborate process in which the researcher  market  planned 
search for all relevant data. Data is the foundation of all marketing research.

There are two data resources:

1. Primary data:   Is the data  which is gathered for the  first  time  by the 

researcher. The various methods used in the collection  of data were:  

- Telephonic interview:  this was not possible  in the bank . so telephone  was 

only usefull  to fix an appointment with the person . It helped in saving the 

time  and the number if visits  went up. 
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Questionnaire .  This was the most  popular  and useful method  for conducting 

survey. It helped in collecting the information from the framed questions, to get 

maximum necessary data.

2. Secondary  data  .  This  is  that  which  is  already  available,with  in  the 

company.secondary  data  provides  the  strating  point  for  the  research  and 

offers  the  advantages  of  low cost   and ready  availability.in   the  project 

database already existing in the company,was used as a source of data .

Research  instruments.

Questionnaire:   The  questionnaire   that  was  used  to  collectdata,contains 
questionsrelating to the information and the details  of the organization like

- Name of the organization.

- Address of the organizati.on

- Name of the person met.

- Details of  major products and services.  

- Their current level  of knowledge regarding bank products and services.

-  Which attribute  of the product  and the service  would they rate higher  than 
the others.

-  Their media preference or the way  in which they would like the product to 
be advertised. 
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Use of questionnaire as an instrument for data collection.

It  was  used  as  an  instrument  for  collection  of  primary data,  because  of    the 

following reasons.

- Since the assignment involved studying the customer protection, attributes, 

attitudes, and behavior. The questionnaire offered high versatility and ease 

of administration.

- To avoid the loss of time and to achieve a larger customer database at low 

cost.

- Face to face interaction is possible, which helps in observing and noting the 

finer aspects of the customer body language.

- Queries from the customers can be instantly answered.

- Provides more clarity to the customers regarding the purpose that  avoids 

misinterpretation.    
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A research design is  the detailed  blue print  used to  guide a  research 

study towards its objectives. It helps to collect, measure and analysis of 

data.

•  Type Of Research

    The study undertaken is of “Exploratory Research” in nature.

    Exploratory research studies are those which are concerned

    with new hypothesis.

•     Nature Of Research

            The study undertaken is of “Quantitative” in nature.

            It is structured, standardized, question based interviews.

•  Type Of Question

            The type of questions asked during the study are “Straight forward and 

limited probing”.

•  Type Of Questionnaire

            The type of questionnaire used during the study is “Structured and 

Formalized”.

•  Type Of Analysis:  The type of analysis carried out during the  study is 

“Statistical Analysis”.



                                                                                      47

Sources Of Information

The two sources of information are:-

•  Secondary Sources:

In this study the secondary data is collected from the following.

           Sources:

 Company’s website

 Reports of company

 Discussion with public and official person.

 Books on marketing

 Pamphlets 

 Bank watch from sajad bazaz

•  Primary Sources:

       The primary source of collecting data for research is “Interview type of 

Questionnaire”.
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Research Instrument:

A structured interview type of questionnaire was used containing the following 

mix of questions.

  Close end questions

            a. Dichotomous type

            b. Multiple choices

Close-end questions specify all possible answers and provide answers that 

are  easier  to  interpret  and  tabulate.  They  can  be  grasped  quickly  and 

answered rapidly requiring the minimum possible time of the respondents.

  Open end questions :

Open-end questions allow respondents to answer in their own words and 

often reveal more about how people think. They were used to determine 

reasons for prior chances or to obtain suggestions.
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Primary Data Collection 

•  Research Technique:

     In this study the “Survey Method” is used as a research technique. This 

method helps to obtain right information from respondents.

•  Contact Method:

The  survey  was  conducted  through  “personal  interview”  with  the 

respondents. Respondents were given a copy of the questionnaire and the 

interviewer noted responses down after giving basic instruction about the 

questionnaire. This ensured high response rate and eliminated wrong and 

irrelevant  responses.  Besides  this,  interaction  with  the  respondents  also 

generated a lot of relevant information to specifically interpret the data. 

Sampling Plan:

a) Population:

            The populations interviewed in the research are customers of bank, in 

Anantnag city.

     b)    Sample Size:

Owing to the constraints of time & budget, the sample size was    restricted 

to 100  customers.

c) Sample Element:

            The sample element of the research is  customers of bank .
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d)   Sample Unit:

            Jammu and Kashmir Bank Ltd.

e)   Sample Extent:

            The sample extent is limited to Anantnag .

f)     Sample Duration:

            The sample duration was between June 2009 and August 2009

    g)     Sampling Technique:

            The sampling technique was simple random sampling. 

            Simple random sampling        

In general sampling represents a group of population. Sampling is a cross 

section of  unit,  which represents  the whole universe.  In simple random 

sampling every member of the population has an equal chance of selection. 

For this project simple random sampling technique has been followed. 
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Research objective

- To know the awareness of banking products. 

- To know the awareness of j&k bank and its products /services.

- To recommend a marketing strategy for j&k bank.

LIMITATIONS  OF  THE  STUDY

Although every effort was undertaken to conduct the study as rigorously as 

possible, there are certain limitations of the project as follows: -

1.    Time limit is not sufficient enough to collect all the data to complete the 

project report.

2.   The sample size was limited to 100 respondents.

3.   Some confidential information was not allowed to be analyzed which 

might have more relevance from the study angle.

     4.    The study was limited to Anantnag city.

                   5.   Some of the respondents could not respond due to busy 
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6.   Some of the respondents didn’t take research seriously and   didn’t give 

enough time while filling the questionnaire.. 

7.    Some respondents were reluctant to provide information.  

Data analysis  interpretation  And  findings

Chart –I 

- 53%  of the customers  are banking  with  for over 10 years .

- 33% are banking for  over 5 to years .

-  14 % are banking  for last 5 years 

-

Chart -2   

- About  48 % of the customers think  j&k bank are customer oriented.

- 38% as trustworthy bank .

- 24% as responsive bank .

- Only 5% think it nt up to their expectation.

Chart- 1

BANKING WITH J & K BANK

  5-10 yr 
33%

1-5 yr
 14%

Over 10 yr 
53%
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Chart -2 

Chart 3

- 57% of the respondents took 15 minutes  to deposit cash.

- 24% took 10 minutes .

- 19% took 30 minutes  

- And no one crossed 30 minutes

EXPERIENCE WITH THE BANK

5

24

 48
 38

0

20

40

60

R
E

S
P

O
N

D
A

N
T 

(IN
 %

)

T
R

U
S

T
 W

O
R

T
H

Y
 

B
A

N
K

C
U

S
T
O

M
E
R

 
O

R
IE

N
T
E
D

 
B

A
N

K

R
E

S
P
O

N
S

IV
E
 

B
A

N
K

N
O

T
 U

P
T
O

 
E

X
P
E

C
T
A

T
IO

N
 



                                                                                      54

Chart 4;

- 57% took 10 minutes  to encash / payment instruments 

-  10% took less than  10 minutes 

- 33%  took upto 30 minutes 

-  And no one crossed more than 30 minutes.

Chart 3

  

Chart  4

TIME TAKEN TO DEPOSIT CASH

15 min
 57%

10 min
 24%

30 min
 19%

TIME TAKEN TO ENCLASH 
CHEQUE/PAYMENT INSTRUMENT

15 min
 57%

30 min 
33%

10 min 
10%
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Chart 5 ;

- 5% took 10 minutes  to make a demand draft .

- 19%  took 15 minutes .

- 14% took 30 minutes 

-  62%  took more than 30 minutes .

Chart 6 ;

- 19% took 10 minutes  to sent a telegraphic  transfer.

- 29% took 15 minutes 

- 24% took thirty minutes 

-  And 28% took more than 30 minutes
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Chart  5 

Chart 6

TIME TAKEN TO MAKE A DEMAND 
DRAFT

30 min
 14%

15 min
 19%

10 min.
5%

>30 min. 
62%

TIME TAKEN TO SEND 
TELEGRAPHIC TRANSFER

15 min
 29%30 min

 24%

10 min
 19%

> 30 min 
28%
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Chart 7

- 38 % took more than one month  to get a loan.

- 5% took one week 

- 5% took 2 weeks

- 47 5 took one month .

  

Chart  8:

- 19% think  that layout  and other amenities at the branch premises are 
excellent.

- 24% said good.

- 43% said average.

- 10%said poor.

- And 4%  said do not.  

Chart 7

 TIME TAKEN TO GET A LOAN

1 month
 47%

2 week
 5%

1 week
 5%3 days

 5%

> 1 month 
38%
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Chart   8

LAYOUT AND OTHER AMENITIES AT THE BRANCH PREMISES

Good
 24%

Excellent
 19%

Do Not Know
 4%poor

 10%

Average
 43%

Chart  9:  DEPOSIT SCHEMES

- 76 % respondents preferred Saving  Account Deposit Scheme

- 5% preferred Golden Deposit Scheme.

- 5% preferred childcare  deposit scheme  .

- 5% preferred multi benefit saving scheme .

- 19% preferred monthly yield deposit scheme.

- 19% preferred  fixed deposit scheme.

CHART 10: LOAN SCHEMES

- 10% respondents preferred Housing finance scheme.

-  24% preferred consumer loan.
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- 10% preferred educational loan.

- 14% preferred car loan.

-  And 0%  preferred all loans.

Chart 11:

- 33% of the customers  got awareness  of bank’s products/services from 
friends and relatives.

- 10% got information from internet.

- 19% got information from branches.

- 10% got information from electronic media.

- And 28% got information from print media.

Chart 12:

- 10% of the customers  think the bottlenecks in gathering  the product 
information were because of  indifference of branch people.

- 5% think because of difficulty access to branch officials.

- 71%  think lack of advertisement.

- 14 % all of these.

Chart 9
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Chart 10

   Chart 
11

CHANNEL OF AWARENESS OF THE BANK
 PRODUCTS

Internet
 10%

Branch
 19%

Electronic 
media
 10%

Friends/relative
33%

Print Media
 28%

BOTTLENECK IN GATHERING THE 
PRODUCT INFORMATION

Diff icult access 
to branch 
off icials 

5%

Indifference of 
branch people

10%

All of these
 14%

Lack of proper
advertisement

 71%

BOTTLENECK IN AVAILING THE 
FACILITIES OF THE BANK

Indifference of
the branch

people
 14%

other
 0%

Slow  of pace of
processing
applications

 24%

Complicate of 
formalities

62%
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QUESTIONNAIRE

1. How long you have been banking with J&K Bank ?

 a.     1 year 

 b.    1- 5 year

 c.    5-10 years 
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 d.   Over ten years

2. What is your experience   with the bank?

a..     Trustworthy bank  

b.     Customer oriented bank                

c  .    Responsive   bank                                                                                      

               d .    Not to your expectations                                                   

               e.      Any other   (please specify) 
-----------------------------------------------------------------

   3.  Whether the branch   opens at specific time  and works  up to specified   
business hours  ?

              (Yes / no)  ------------------------------------------  

    

4. (i)   How much time  it take   to deposit cash.

   a.     10 minutes           

   b.      15 minutes  

   c.       30 minutes  

  d.     More than thirty minutes   

    (ii).In your opinion   how much time the service should take-------------

5. (i). How much time it takes to encash cheque / withdrawal form/or any other 
payment instrument?

   a.     10 minutes            

   b .    15 minutes  
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   c .     30 minutes  

  d       More than thirty minutes   

   (ii)- In your opinion   how much time the service should take-------------

  6. (i). How much time it takes to make a demand draft?

    a.   10 minutes           

    b .  15 minutes  

    c .   30 minutes  

    d .    More than thirty minutes   

   (ii)- In your opinion   how much time the service should take-------------

   7. (i). How much time it takes to send a telegraphic transfer?

    a.     10 minutes           

    b .    15 minutes  

    c .    30 minutes  

    d .    More than thirty minutes   

   (ii)- In your opinion   how much time the service should take-------------     

8.(i) . How much time it takes to   get  any of the loans ?

 a. one week  . 

b .    Two week.

c .    Three weeks.

d.     One month 

 e.    More than one month

 (ii)- In your opinion   how much time the service should take-------------     

9.  Whether you are being informed, if 
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a.     A cheque is bounced 

b.     Interest rates are revised

c.      New product is produced

10.  J&K Bank offers a number of deposit schemes for general public. Which of 
the schemes have you availed of?  (Tick the relevant ones)

 a.     Savings A/C Deposit scheme 

b.     Golden deposit scheme 

c .     Childcare deposit scheme 

 d.     Multi   benefit   saving Deposit scheme  

e.      Cash certificate scheme 

f.        Monthly yield deposit scheme   

11.    Which one of the loan products have you availed of?

a.      Housing finance scheme 

b.      Consumer loan.

c.      Consumption loan.

d.      Educational loan 

e .      Car loan

f.        All of these   

12. Are you aware of various products / services offered by bank?  Yes   / no    . If 
yes  , from where you have  acquired  the knowledge   about these;

a.      Branch

b.      Electronic media 

c.       Print media.
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d .      Friends /relatives 

e .      Internet.       

 f.       Any other 

13.  Are you availing ATM services (yes/no)

a. If yes, how do you liked the service 
--------------------------------------------------------------------------------------------
--------------------------------------------------------------------

b.  If no, what are the reasons not opting for  the 
services-----------------------------------------------------------------------------------
-------.

14. What do you feel are the bottlenecks in gathering the information  of the bank 
products  ?

a.      Indifference of bank officials 

b.      Difficult access of   to branch officials 

c.       Lack of proper advertisement 

d.      All of these

15.  How do you rate the attitude of bank staff towards you as a customer?

a.      Excellent   

b.      Good.

 c.     Satisfactory

d.      Poor
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e .    Very poor 

                                                                                                                                      

16. Recently RTGS & NEFT SCHEME was introduced by the J & k bank   do you 
have sufficient information about this scheme  ? ( yes / no   )

17.   What is your experience when you complain to the  branch manager or 
frontline staff  regarding your problems?

--------------------------------------------------------------------------

18. Any other suggestion 
----------------------------------------------------------------------------------------------------
----

----------------------------- 

                                                       ----------------------------------

 ----------------------------------

THANK YOU

Signature

Name               ----------------------------                                                                        
Address           --------------------------------                                                                    
Bank /branch --------------------------
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