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Abstract 
The study highlights the service quality of HDFC Bank. 

The main reason behind conducting this study is to check 

the satisfaction level of customers of HDFC Bank 

regarding those services which is provided by the bank. 

And also give suggestion to Bank if customers are not 

satisfied with the services of HDFC Bank. A lot of surveys 

have been done in the past to understand the aspect of 

customer satisfaction and to find out the customer friendly 

banks. My research is conducted to find out “SERVICE 

QUALITY OF HDFC BANK”. For checking the customer 

satisfaction and service quality of HDFC Bank there are 5 

dimensions are included in service quality. 

Keywords: Service Quality, tangibles, reliability, 

responsiveness, empathy, assurance etc. 

Introduction 

Today‟s finicky banking customers will settle for 

nothing less. The customer has come to realize 

somewhat belatedly that he is the king. The 

customer‟s choice of one entity over another as his 

principal bank is determined by considerations of 

service quality rather than any other factor. He wants 

competitive loan rates but at the same time also 

wants his loan or credit card application processed in 

double quick time. 

So does HDFC bank meet these heightened 

expectations? What are the customers‟ perceptions of 

service quality of the banks? Which dimension of 

service quality of HDFC bank is performing well? To 

find out answers to these questions I undertook a 

survey of 2 branches of HDFC bank. 

A lot of surveys have been done in the past 

to understand the aspect of customer satisfaction and 

to find out the customer friendly banks. My research 

is conducted to find out “SERVICE QUALITY OF 

HDFC BANK”. 

 

Literature Review 

1. A Research Article entitled “Housing Credit 

Situation in Eighties” by Lall Vinay (1984): 

He has focused attention upon „formal factor‟ 

(Permanent Construction) which served mainly 

to the HIG and MIG, the loan meets only 47% of 

the price of the house, forcing the borrowers to 

make very large down payments. 

 

2. The Research Study entitled “Housing in the 

New Millennium: A Home Without Equity is 

Just a Rental with Debt” by Joshua Rosner 

(2001): He studied the prospects of the U.S. 

housing / mortgage sector over the next several 

years. Based on his analysis, he believes that, 

there are elements in place for the housing sector 

to continue to experience growth well above 

GDP. 

 

3. A research article entitled “Housing Problem 

and Public Action: Continued Incompatibility 

Experience from a South Indian State” by M. 

Mahadeva (2004): In this article, the author has 

analyzed the nature and distribution of the 

housing problem in Karnataka and examined 

how the state has addressed this issue. In 

particular, it considers the strategies adopted 

during the 90s and identifies a number of failures 

including the task force on housing. 

 

4. A study entitled “Performance of Housing 

Finance Companies” by Brar Jasmindeep 

et.al. (2005): The objectives of this study were: 

to study the operational performance, and the 

financial performance of the selected 

institutions. 

 

5. A Research Paper entitled “Risk in Real 
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Estate Financing” Authored by Bagchi S. 

(2008) : The author has analyzed the factors 

affecting risk and suggests that real estate 

financing will be the order of the day in a new 

age bank / Institution lending in the interest of 

the development of the country. Real estate 

financing is no longer “untouchable” as it used 

to be before 1990‟s. 

 

6. A Research Paper entitled “Prospects and 

Problems of Housing Microfinance in India: 

Evidence from “Bhavanashree” Project in 

Kerala State” Authored by Manoj P.K. 

(2010): The Objectives of this study were: To 

make an overall study of the housing 

microfinance initiatives the world over their 

performance track record, trends and patterns. 

To critically study the extent and nature of 

housing problem in India, and to examine the 

need for alternative financing models.  

Objectives 

 To examine the essential dimensions of service 

quality i.e. RATER- Reliability, Assurance, 

tangibles, empathy and responsiveness of HDFC 

bank and its effect on customers Satisfaction. 

 

 To know which service quality dimension of the 

bank is performing well. 


 

 To identify which dimension of service quality 

needs improvement so that the quality of service 

of HDFC banks is enhanced.


Research Methodology 

Data Source 

Primary Data–The primary data was collected by 

means of a survey. Questionnaires were prepared and 

customers of the banks at two branches were 

approached to fill up the questionnaires. 

Secondary Data-In order to have a proper 

understanding of the service quality of bank a 

depth study was done from the various sources 

such as books; a lot of data is also collected from 

the official websites of the banks and the articles 

from various search engines like Google, yahoo 

search and wikkipedia.com. 

Research Design 

Research Design of this project is Exploratory cum 

Descriptive. 

Sample Design 

Sampling Plan: 

 

Since it is not possible to study whole universe, 

it becomes necessary to take sample from the 

universe to know about its characteristics. 

 

 Sampling Units: Customers of HDFC bank 




 Sample Technique: Random Sampling. 




 Research Instrument: Structured 
Questionnaire. 




Sampling Area: 

 
The survey was conducted in the city of Delhi NCR 

and Jhajjar with two branches of HDFC Bank. 

 

Sample Size: 
 

50 customers of HDFC Bank as respondent 

Limitations of the Study  

 The study is only for the HDFC Bank 

confined to a particular location and a 

very small sample of respondents.  

 The study can also not be generalized for 

public and private sector banks of the 

country. 

 Respondents may give biased answers for 

the required data. 

 Some of the respondents did not like to 

respond. 

 In our study we have included 50 customers 

of bank because of time limit. 

Findings 

 The Reliability dimension of service quality is 

better as compared to empathy and tangibility. 
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Still the score is low. For most services, 

customer‟s perceptions of whether theService 

has been performed correctly, and not provider-

established criteria, are the major determinants 

of reliability. Customers of the bank hesitate to 

rely on the bank. 

 As score for Assurance is at second place after 

responsiveness, so the customers of HDFC bank 

are very confident and feel safe while transacting 

with the bank. Moreover the Employees of the 

bank have proved to be trustworthy. Employees 

are also educated enough to answer all the 

questions.  

 The score of Tangibility dimension of service 

quality of HDFC bank is the lowest. The service 

quality factor tangible is defined by whether the 

physical facilities and materials Associated with 

the service are visually appealing at the bank. 

These are all factors that customers notice before 

or upon entering the bank. From my study I 

found that Physical facilities and modern looking 

equipment are not sufficient in HDFC bank. 

 According to my findings, the score of Empathy 

is not satisfactory but not unsatisfactory also. 

HDFC bank is unable to give individual attention 

to its customers and is unable to understand 

specific needs of its customers. But still bank has 

taken steps to satisfy its customers by keeping 

operating hours convenient to its customers and 

keeping their interest best at heart. 

 In HDFC bank, the score of Responsiveness is 

highest so they are focusing on prompt service, 

employees are willing to help the customers and 

say the exact time when the services Will be 

performed. Employees at bank give their 

customers first preference and are always ready 

to help them. 

 There is not much gap between all the 

dimensions, this shows that HDFC BANK is a 

better service provider in all the dimensions i.e. 

reliability, assurance, tangibility, responsiveness 

and empathy. As a result of which, the customers 

are satisfied with the service offered by HDFC 

bank.  

Recommendations 

 Reliability is an obvious place to start. 

Customers of the bank want to know their 

resources are safe and within trustworthy 

institutions. 

 Responsiveness, again when associated with a 

well-trained staff and timely answers to service-

related questions, would make significant 

inroads into causing HDFC bank be regarded as 

responsive. 

 Learning to understand customers‟ needs will 

allow bank associates to offer enhanced  

 Services, perhaps lowering customers‟ banking 

costs and increasing their investment potential. 

 Keeping the bank with up-to-date 

technologically are important factors. Modern 

Equipment‟s, new improved technology should 

be replaced with the old ones. 

 Thus, the banking industries must continuously 

measure and improve these dimensions in order 

to gain customers‟ loyalty. 

Conclusion 

Based on the study conducted it can be concluded 

that responsiveness, assurance and reliability are 

the critical dimensions of service quality of HDFC 

bank and they are directly related to overall service 

quality. The factors that may delight customers tend 

to be concerned more with the intangible nature of 

the service, commitment, attentiveness, 

friendliness, care, and courtesy. Customers of the 

bank are dissatisfied with the empathy dimension. 

To satisfy these customers, the management can 

take some attempts, noted earlier as 

recommendations. 
The study brings about the areas which 

require urgent attention of the employees, the 

management, and the policy makers of the industry. 

These are areas in which customers are hugely 

dissatisfied with the services of the banks against 

their expectation. This high degree of Dissatisfaction 

resulting from the services received clearly questions 

the design of services or subsequent response of the 

bank employees. 

The management should understand the 

benefits of service quality. It include increased 

customer satisfaction, improved customer retention, 

positive word of mouth, reduced staff turnover, 

decreased operating costs, enlarged market share, 

increased profitability, and improved financial 

Performance. 
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Questionnaire 

 
Respected Sir/Madam 

 

I am from Ganga Institute of Technology and Management, conducting a survey on “Service Quality of HDFC 

Bank”. The following statements relate to your feelings about the HDFC bank. Please show the extent to which you 

believe HDFC bank has the feature described in the statement. I request you to write the option which in your 

opinion are believed to be true. All data will be kept confidential. 

Name:  and other details: 

The Set of questions: 

 

1. HDFC bank has modern looking equipment. 

2. The bank's physical features are visually appealing. 

3. The bank's reception desk employees are neat Appearing. 

4. Materials associated with the service (such as pamphlets or statements) are visually appealing at the bank. 

5. When the bank promises to do something by certain Time, it does so. 

6. When you have a problem, the bank shows a sincere interest in solving it. 

7. The bank performs the service right the first time. 

8. The bank insists on error free records. 

9. Employees in the bank tell you exactly when the Services will be performed. 

10. Employees in the bank give you prompt service. 

11. Employees in the bank are always willing to help you. 

12. Employees in the bank are never too busy to respond to your request. 

13. The employees of the bank are trustworthy. 

14. The behavior of employees in the bank in stills Confidence in you. 

15. You feel safe in your transactions with the bank. 

16. Employees in the bank have the knowledge to answer your questions. 

17. The bank gives you individual attention. 

18. The bank has operating hours convenient to all its Customers. 

19. The bank has your best interests at heart. 

20. The employees of the bank understand your Specific needs. 
 
Option in answer of these questions: 

 

(i) Strongly Disagree 

(ii) Disagree 

(iii) Neither Agree Nor Disagree 

(iv) Agree  

(v) Strongly Agree   
 

 


