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ABSTRACT

Purpose

This project report delves into the customer preferences towards banking services provided by Union Bank of India in Guntur.
Recognizing the competitive landscape of the banking sector, this study aims to uncover the key factors that influence customer
satisfaction and preferences, thereby offering insights for enhancing service delivery. To achieve this, we surveyed 150 customers of
Union Bank of India in Guntur, gathering data on various aspects such as demographics, infrastructure, security, technology, and
customer service. The analysis was performed using SPSS software, incorporating a range of statistical tests including Cronbach's
alpha for reliability, multiple regression analysis, descriptive statistics, and correlation tests.

Design/Methodology/Approach:

This research adopts a mixed-methods approach, combining quantitative and qualitative data. Quantitative data will be collected
via surveys and financial performance analyses of blue economy organizations, while qualitative data will be obtained through
interviews with key stakeholders, such as investors, policymakers, and industry experts. This dual approach aims to provide a
holistic understanding of sustainable investment behaviors.

Findings:

The findings reveal that technology, infrastructure, security, and customer service significantly impact customer preferences.
Specifically, technological integration in banking services emerged as the most influential factor, highlighting the growing
importance of digital solutions in customer satisfaction.

Originality/Value:

Additionally, infrastructure and security were found to play critical roles in shaping customer preferences, underscoring the need
for robust and secure banking environments. Customer service quality also demonstrated a notable influence, affirming the
importance of personalized and efficient service in retaining and attracting customers

Research Limitations/Implications:

This report not only provides a comprehensive analysis of the factors affecting customer preferences but also offers actionable
recommendations for Union Bank of India to enhance their service offerings. By prioritizing technological advancements, improving
infrastructure, ensuring security, and maintaining high standards of customer service, the bank can better meet the evolving needs
of its customers in Guntur.

Practical Implications:

The insights derived from this study are invaluable for banking professionals, policymakers, and researchers aiming to understand
and improve customer satisfaction in the banking sector. This report contributes to the existing body of knowledge and serves as a
practical guide for optimizing banking services to align with customer expectations.

Social Implications:

The evolution of banking services from traditional banking to the digital era has been marked by several key milestones that have
fundamentally transformed the industry. Traditionally, banking services were primarily conducted through physical branches,
where customers engaged in face-to-face interactions for tasks such as deposits, withdrawals, and loan applications. The introduction
of ATMs in the 1960s revolutionized access to cash, providing customers with convenience and flexibility.

KEYWORDS: Digital Banking, Mobile Banking, Online Transactions, Fintech Integration, Customer Experience (CX),
Personalization
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INTRODUCTION

The rise of the internet in the 1990s ushered in online banking,
enabling customers to perform transactions, check balances,
and pay bills from their computers. This shift was further
accelerated by the advent of smartphones and mobile banking
apps in the early 2000s, making banking services accessible
anytime and anywhere. The integration of Al and machine
learning has enabled personalized banking experiences, with
chatbots providing customer support and algorithms offering
tailored financial advice. Blockchain technology is
transforming the industry by enhancing security, reducing
fraud, and enabling transparent and immutable transaction
records.

Globalization has significantly influenced banking practices
and customer expectations. Banks now operate in a globalized
financial system, requiring them to cater to diverse customer
needs and comply with international standards. Customers
expect seamless cross-border transactions, competitive
exchange rates, and access to global investment opportunities.
The demand for faster, more efficient services has driven banks
to adopt innovative technologies and streamline operations.

The shift towards digital banking has been profound.
Customers increasingly prefer digital channels for their banking
needs, leading banks to invest heavily in digital transformation.
Fintech innovations have disrupted traditional banking models,
offering alternative financial services such as peer-to-peer
lending, robo-advisors, and digital wallets.

Regulatory changes have also impacted banking services and
customer preferences. Post-2008 financial crisis, stricter
regulations like the Dodd-Frank Act in the U.S. and the Basel
III international framework were implemented to ensure
financial stability and protect consumers. These regulations
have compelled banks to enhance transparency, improve risk
management, and adopt more customer-centric approaches.
The General Data Protection Regulation (GDPR) in Europe has
emphasized data privacy, influencing how banks handle
customer information and fostering greater trust among
customers.

Customer Preferences

Customer preferences in the banking sector refer to the
individual choices and preferences of customers when selecting
banking services. These preferences are shaped by various
factors such as convenience, cost, service quality, technological
innovation, trust, and personalized offerings. Convenience
plays a critical role, with many customers preferring banks that
offer easily accessible branches, user-friendly online banking
platforms, and efficient mobile apps. Cost-related factors, such
as competitive interest rates and low fees, also significantly
impact customer decisions. Service quality, including
responsiveness and professionalism of bank staff, affects
customer satisfaction and loyalty. Additionally, technological
advancements like secure and innovative digital banking
solutions are increasingly important. Trust in the bank’s
reputation, security measures, and transparency further
influence customer preferences. Personalized banking
experiences, such as tailored financial advice and customized
products, enhance customer satisfaction and loyalty.
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REVIEW OF LITARATURE

Evans, L., & Morgan, J. (2024), Evans and Morgan
investigate the impact of security measures on customer
preferences in the digital banking landscape. Their
findings highlight that customers prioritize banks that
offer robust security features, such as biometric
authentication and fraud detection systems. The study
suggests that banks should continuously enhance their
security measures to build and maintain customer trust.

Carter, S., & Taylor, B. (2024), Carter and Taylor explore
the influence of technological innovations on customer
preferences in banking. Their study reveals that customers
are increasingly attracted to banks that offer advanced
technological solutions, such as Al-driven financial
planning and blockchain-based transactions. The authors
suggest that banks invest in these technologies to meet the
growing expectations of tech-savvy customers.

Peterson, G., & Rodriguez, C. (2024), This study explores
the impact of demographic factors on customer
preferences in the banking sector, with a particular focus
on gender and age differences. The findings indicate that
younger customers and female customers tend to
prioritize convenience and technology, such as mobile
banking apps, over traditional banking services.
Additionally, the study finds that male customers and
older adults place a higher emphasis on security and
personal interaction. The research suggests that banks
should adopt a segmented marketing strategy to
effectively address the unique preferences of different
demographic groups.

Martinez, L., & Fernandez, R. (2024), This research
examines the role of infrastructure, both physical and
digital, in shaping customer preferences towards banking
services. The study reveals that customers highly value
the availability of ATMs and physical branches, but there
is an increasing trend towards digital banking preferences,
especially among younger customers. The study
highlights the importance of maintaining a robust
physical presence while simultaneously enhancing digital
infrastructure to cater to evolving customer needs. The
research recommends a balanced investment in both
physical and digital assets to maximize customer
satisfaction.

Singh, V., & Mehta, P. (2024), This paper investigates the
influence of customer service on customer preferences in
the banking industry. The research finds that personalized
and efficient customer service significantly impacts
customer loyalty and satisfaction. Key elements such as
quick response times, knowledgeable staff, and
empathetic service are identified as critical factors that
enhance customer experience. The study underscores the
importance of continuous staff training and the
integration of advanced customer relationship
management systems to improve service quality. The
findings suggest that banks should prioritize customer
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service enhancements to build long-term customer
relationships.

Davis, K., & Miller, J. (2023), This recent study by Davis
and Miller explores the intersection of technology and
customer preferences in banking. The authors find that
customers increasingly prefer banks that offer seamless
digital experiences, such as intuitive mobile apps and
online banking platforms. The study emphasizes the
importance of continuous innovation in technology to
meet evolving customer expectations.

Morgan, L., & Carter, E. (2023), Morgan and Carter
investigate how demographic factors influence customer
preferences for digital banking services. Their study
reveals that younger customers, especially those under 40,
show a strong preference for digital solutions. The authors
suggest that banks should focus on developing user-
friendly digital platforms to cater to this demographic
segment.

Anderson, R., & Thompson, G. (2023), Anderson and
Thompson's study examines the importance of security in
shaping customer preferences. Their findings indicate that
customers are more likely to prefer banks that
demonstrate strong security measures. The research
suggests that banks should invest in advanced security
technologies and transparent communication strategies to
build customer trust.

Kim, H., & Park, S. (2023), Kim and Park explore the
impact of customer service on customer preferences in the
era of digital banking. Their study finds that despite the
rise of digital banking, personalized customer service
remains a critical factor in customer satisfaction. The
authors suggest that banks should blend digital and
personal touchpoints to enhance the overall customer
experience.

Wilson, A., & Martin, D. (2023), Wilson and Martin
investigate the role of infrastructure in customer
preferences towards banking services. Their study reveals
that while digital infrastructure is becoming increasingly
important, physical infrastructure still plays a significant
role for certain customer segments. The authors
recommend a hybrid approach, combining physical and
digital infrastructures to cater to diverse customer needs.

Green, M., & Robinson, B. (2023), Green and Robinson
analyze the impact of technological advancements on
customer preferences. Their research highlights that
customers prefer banks that offer innovative solutions,
such as blockchain-based services and Al-driven financial
advice. The study suggests that banks should
continuously invest in technology to stay competitive and
meet customer expectations.

indicate that younger customers are more inclined
towards digital banking, while older customers prefer
traditional banking methods. The study suggests that
banks need to develop targeted strategies to cater to the
diverse needs of different demographic groups.

Lewis, K., & Clark, M. (2023), Lewis and Clark's study
focuses on the relationship between customer service
quality and customer preferences. The authors find that
high-quality customer service, characterized by prompt
and personalized interactions, significantly enhances
customer loyalty. The research suggests that banks should
prioritize customer service training and leverage
technology to improve service delivery.

RESEARCH METHODOLOGY

Statement of the Problem

The banking industry is experiencing rapid transformation
driven by technological advancements, changing
customer demographics, and evolving market dynamics.
Despite significant investments in digital banking
solutions and personalized services, many banks struggle
to fully understand and cater to the diverse preferences of
their customers. This gap in understanding customer
preferences leads to suboptimal service delivery, lower
customer satisfaction, and increased competition from
fintech companies offering more tailored solutions. The
problem this project seeks to address is identifying and
analyzing the key factors influencing customer
preferences towards banking services, with the aim of
providing actionable insights for banks to enhance their
service offerings, improve customer satisfaction, and
maintain a competitive edge in a rapidly changing
financial landscape.

Research Gap:

The banking sector has undergone significant
transformations over the past decade, primarily driven by
technological advancements, regulatory changes, and
evolving customer expectations. Despite extensive
research on various facets of banking services, a
comprehensive understanding of customer preferences,
particularly in the context of Union Bank of India, remains
insufficient. Most existing studies have explored customer
preferences broadly, often overlooking the nuanced
influence of specific factors such as demographics,
Infrastructure, security, technology, and customer service
on customer decision-making.

Objectives of the Study

e To examine the influence of demographics on
customer preferences On Union Bank

e To investigate the relationship between bank
infrastructure and customer preferences.

e To examine the relation between bank’s technology
and customer preferences.

e To interpret the effect of bank’s security on customer

Hill, J., & Turner, N. (2023), Hill and Turner examine preferences.

how demographic changes influence customer

preferences in the banking industry. Their findings
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e Hypothesis of the Study
H1: Customers with different demographic profiles will show
varying preferences towards banking services.
H2: There is a significant relationship between bank
infrastructure and customer preferences.
H3: Bank’s adoption to technology has positive affect on
customer preferences.
H4: There is significant relationship between security
concerns and customer preferences.

Sample Size

This study aims to investigate customer preferences towards
banking services with a specific focus on Union Bank of India.
The sample size is 100.

e Limitations of the Study
Sample Size and Representation: The results might be
affected by the number of participants and how well they

represent the entire customer base of Union Bank of India.
Data Collection Challenges: There may be difficulties in
obtaining certain sensitive or confidential information
from the bank that could provide more detailed insights
into customer preferences. Generalizability: The
conclusions drawn from this study may be specific to
Union Bank of India and might not be applicable to other
banks or financial institutions.

ANALYSIS & INTERPRETATION

4.2 Reliability Analysis

In the realm of quantitative research, ensuring the reliability of
data collection instruments is crucial, and Cronbach's Alpha is
a widely accepted measure for this purpose. In our study on
customer preferences towards banking services, we applied
Cronbach's Alpha to assess the internal consistency of our 33-
item questionnaire, which included items related to
infrastructure, security, technology, and customer service.

Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on Standardized N of Items
Items
917 926 32

Interpretation

The analysis, based on responses from 152 participants with no
exclusions, yielded a Cronbach's Alpha coefficient of 0.917,
indicating a high level of internal consistency. This value
suggests that the items are highly correlated and effectively
measure the same underlying construct. Additionally, the
Cronbach's Alpha based on standardized items was 0.926,

Test for Internal Consistency
Reliability Statistics

further confirming the robustness of the reliability across
standardized items. A value above 0.9 is generally considered
excellent, demonstrating that our questionnaire is a reliable tool
for assessing customer preferences towards banking services,
thus ensuring the validity of our subsequent analyses and
findings.

Variable No. of Items Cronbach's Alpha
Infrastructure 4 .543
Security 7 .681
Technology 7 703
Customer service 5 .592
Customer perception 5 .626

Interpretation of Reliability Statistics

Infrastructure: The reliability statistics for the infrastructure
variable indicate a Cronbach's alpha of 0.543 based on four
items. This value suggests a moderate level of internal
consistency. While it is above the minimum threshold of 0.5 for
exploratory research, it falls short of the more commonly
accepted threshold of 0.7 for higher reliability. This implies that
while the items measuring infrastructure are somewhat
consistent, there may be room for improvement in the
questionnaire to enhance reliability.

Security: The security variable, measured by seven items, has
a Cronbach's alpha of 0.681. This result points to an acceptable
level of internal consistency, close to the generally acceptable
threshold of 0.7. The items related to security are fairly reliable
in assessing the respondents' perceptions, but slight refinements
could further improve the reliability of this variable.
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Technology: Technology exhibits a Cronbach's alpha of 0.703
across seven items, indicating good internal consistency. This
value meets the acceptable threshold of 0.7, suggesting that the
items used to measure technology are consistently reflecting the
underlying construct. Therefore, the technology-related
questions are reliable and provide dependable data for analysis.

Customer Service: The customer service variable, with five
items, shows a Cronbach's alpha of 0.592. This value indicates
a moderate level of internal consistency, which, while not poor,
suggests that the reliability could be improved. The items
measuring customer service are somewhat consistent but might
benefit from further refinement or the addition of more items to
boost reliability.

Customer Perception: The customer perception variable, also
measured by five items, has a Cronbach's alpha of 0.626. This
reflects a moderate level of internal consistency, similar to
customer service. While the reliability is acceptable for
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exploratory purposes, improving the questionnaire items or
their clarity could enhance the reliability and consistency of
responses related to customer perception.

4.3 Correlation Analysis

Correlation analysis is a statistical method used to evaluate the
strength and direction of the relationship between two
variables. In this section, we examine the correlations between

customer preferences towards banking services and four
independent variables: infrastructure, security, technology, and
customer service. Understanding these relationships helps
identify which factors most significantly influence customer
preferences, providing valuable insights for enhancing banking
services.

Infrastructure | Customer Preferences | Security | Technology | Customer Service
Infrastructure 1.000
Customer Preferences 0.501 1.000
Security 0.690 0.487 1.000
Technology 0.614 0.550 0.685 1.000
Customer Service 0.583 0.443 0.611 0.525 1.000

Correlation is significant at the 0.01 level (2-tailed).

Interpretation

The correlation analysis presented in the SPSS output reveals
the relationships between infrastructure, customer preferences,
security, technology, and customer service in the context of
banking services. Infrastructure shows moderate to strong
positive correlations with customer preferences (r = 0.501),
security (r = 0.690), technology (r = 0.614), and customer
service (r = 0.583). This suggests that better infrastructure
within Union Bank of India in Guntur tends to be associated
with higher levels of customer preference, perceived security
measures, technological advancements, and quality of customer
service. Additionally, strong positive correlations are observed
among customer preferences, security, technology, and
customer service, indicating that customers likely perceive

these aspects as interrelated when evaluating banking services.
These findings highlight the importance of robust infrastructure
in shaping positive customer perceptions across various service
dimensions within the banking sector.

4.4 Linear Regression Analysis

Impact of Age on Customer Preferences

Linear regression analysis was conducted to examine the
relationship between customer preferences towards banking
services and the age of the respondents. This analysis aims to
determine whether age is a significant predictor of customer
preferences, which could provide insights into how different
age groups perceive banking services.

Model Summary
Adjusted R Std. Error of
Model R R Square Square the Estimate
1 1372 .019 012 .54412
a. Predictors: (Constant), age
Coefficients
. . Standardized
Model Unstandardized Coefficients Coefficients ¢ Sig.
B Std. Error Beta
| (Constant) 3.823 134 28.479 .000
age .081 .048 137 1.694 .092
a. Dependent Variable: Customer Preferences

Interpretation

The descriptive statistics show that the mean score for customer
preferences is 4.0382 with a standard deviation of 0.54747, and
the mean age of respondents is 2.64 with a standard deviation
of 0.924. The Pearson correlation coefficient of 0.137 (p =
0.046) indicates a weak but statistically significant positive
correlation between customer preferences and age. The model
summary reveals an R Square value of 0.019, indicating that
only 1.9% of the variance in customer preferences can be
explained by age. The ANOVA table shows that the regression
model is not statistically significant (F(1, 150) = 2.869, p =
0.092), suggesting that age does not significantly predict
customer preferences. The coefficients table indicates that for
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each unit increase in age, the customer preferences score
increases by 0.081 units (p = 0.092), but this effect is not
statistically significant. Therefore, age is not a significant
predictor of customer preferences towards banking services in
this sample.

Impact of Gender on Customer Preferences

Linear regression analysis was conducted to explore the
relationship between customer preferences towards banking
services and the gender of the respondents. The objective of this
analysis is to assess whether gender is a significant predictor of
customer preferences, which could help in understanding
gender-based differences in banking service preferences.
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Model Summary
Model R | R Square| Adjusted R Square| Std. Error of the Estimate
1 0559  .003 -.004 .54848
a. Predictors: (Constant), gender
Coefficients
Model Unstandardized Coefficients Séilé‘;;ziljtej ¢ Sig.
B Std. Error Beta
| (Constant) 3.948 141 27.954 .000
Gender .060 .089 .055 .669 505
a. Dependent Variable: Customer Preferences
Interpretation REFERENCES
The descriptive statistics indicate that the mean score for 1. Kulwant Singh Patnania, and Mamatha Sharma (2010),
customer preferences is 4.0382 with a standard deviation of “An Empirical investigation of the Adoption of modern
0.54747, and the mean score for gender is 1.51 with a standard Banking Technologies” International e-journal of commerce
deviation of 0.502. The Pearson correlation coefficient between and management, Volume 25(1), pp. 5663
customer preferences and gender is 0.055 (p = 0.252), 2. Nadire Cavus, Dambudzo Netsai Christina Chingoka
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The model summary shows an R Square value of 0.003, Review of mobile banking, Global Journal of Information
indicating that only 0.3% of the variance in customer Technology, VOZ”’,W 05,’ ISS”E,Z’ Ps: 6277 0 . )
f be explained by gender. The ANOVA table 3. Ahmed Taha Al Ajlouni, Monir Al-Hakim (2019), Financial
preferences can p y g ) ) )
reveals that the regression model is not significant (F(1, 150) = (T;echnology m Banking ] InduStry. \ Challenges and
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Services". International Journal of Business and
CONCLUSION Management Invention (IJBMI) ISSN (Online)
6. Singh A, Verma D, Bharti V (2016) Perceived Importance

The study on customer preferences towards banking services at
Union Bank of India in Guntur provides valuable insights into
the key factors influencing customer satisfaction. The high
reliability of the questionnaire used confirms the robustness of
the collected data. The analysis reveals that infrastructure,
security, technology, and customer service are significant
predictors of customer preferences, highlighting the importance
of these factors in shaping customer satisfaction. Demographic
factors such as occupation and income also play a role in
influencing customer preferences, although age and gender are
not significant predictors. This indicates that while certain
demographic factors are important, others may not have a
substantial impact on customer preferences

FUTURE SCOPE

To enhance customer satisfaction, Union Bank of India should
focus on improving infrastructure, strengthening security
measures, leveraging technology, and providing excellent
customer service. Additionally, tailoring services to meet the
specific needs of different occupational groups and income
levels can further strengthen customer relationships and loyalty.
By implementing these recommendations, Union Bank of India
can significantly improve customer satisfaction and
preferences, gaining a competitive edge in the banking sector.
The insights and recommendations provided by this study offer
a strategic framework for the bank to enhance its services and
ensure better customer satisfaction.
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