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ABSTRACT

Since India’s liberalization, the financial industry has seen remarkable growth, with private sector banks like ICICI Bank
significantly transforming the landscape. This study delves into how satisfied customers are with ICICI Bank’s services—
acknowledging that in today’s competitive banking environment, customer satisfaction is more than just a benchmark;
it’s a vital part of strategy and customer retention.

The primary aim of this research is to explore customer perceptions of ICICI Bank, evaluate the quality and effectiveness
of its services, identify what drives satisfaction, and suggest improvements to enhance the overall customer experience.
A descriptive research approach was used, gathering insights from 50 participants based in the Delhi NCR region. The
data collection relied on a non-probability convenience sampling method, primarily through structured surveys.

The findings show a strong level of satisfaction among customers—=82% expressed that they were pleased with the bank’s
services. Positive feedback was particularly notable in areas like branch cleanliness, staff responsiveness, and the
resolution of concerns. Around 86% of respondents appreciated the staff’s knowledge of products and services, while
80% believed that the bank genuinely considers customer feedback.

When it comes to why customers opt for insurance policies through ICICI Bank, tax benefits emerged as the top motivator
(40%), followed by security (32%) and investment or savings opportunities (28%). Additionally, the data highlighted that
Direct Selling Agents (42%) play a major role in creating awareness about the bank’s offerings.

Despite these strengths, the study uncovered some challenges. About 28% of customers felt that the premiums were too
high, while 34% wanted greater transparency in the communication of terms and benefits. There was also some
dissatisfaction regarding financial returns and delays in policy processing.

Overall, the research suggests that ICICI Bank has managed to create a loyal customer base through strong service delivery
and brand presence. However, continued focus on clear communication, streamlined procedures, reasonable premiums,
and responsive grievance handling will help the bank further strengthen customer relationships. The study concludes that
trust, consistent service quality, and meaningful customer engagement are crucial for maintaining a competitive advantage
in the insurance and financial services industry.
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CHAPTER -1
INTRODUCTION

1.1 Background: Why This Project is Important

In today’s competitive market, the concept of customer satisfaction plays a central role in shaping business strategies.
It's more than just a buzzword—it's a critical measure of how well a company is meeting or surpassing customer
expectations through its products or services. Essentially, customer satisfaction tells us how happy and content customers
are with what a company offers.

Satisfied customers are vital to a business’s long-term success. When people are happy with a product or service, they're
more likely to return, stay loyal, and even recommend the brand to others. This makes customer satisfaction a key driver
of customer retention and brand growth. It’s not just about keeping people happy—it’s about building lasting relationships.

Organizations like the Marketing Accountability Standards Board (MASB) have emphasized the importance of
customer satisfaction in business metrics. According to a study of over 200 senior marketing professionals, around 71%
agreed that tracking customer satisfaction helps them better manage and monitor business performance. As a result, many
companies now include customer satisfaction as a core component of their balanced scorecards—a strategic tool used to
track and improve organizational outcomes.

Regular customer feedback—whether through surveys or ratings—gives companies insights into what they’re doing well
and where they need to improve. By listening to their customers, businesses can adapt, grow, and innovate based on real
needs rather than assumptions.

1.1.1 Situational Analysis

Customer satisfaction can be simply described as the emotional response a person feels after comparing their expectations
with the actual experience they had with a product or service. If what they receive meets or exceeds their expectations,
they’re likely to be satisfied. This could mean anything from how well a service performs, to how easy it is to use, or how
helpful the staff is.

However, the definition of customer satisfaction isn’t always straightforward. Some experts argue that real satisfaction
isn’t just about meeting expectations—it's about aveiding disappointment. For instance, after enjoying a delicious meal
at a restaurant, most people won’t just say, “That was satisfactory.” They'll express delight or praise the experience. On
the other hand, if the food or service falls short, dissatisfaction becomes instantly noticeable.

This highlights a crucial point: satisfaction may often be subtle, but dissatisfaction is glaring. That’s why companies must
continuously aim to delight customers rather than just avoid complaints. Understanding this difference is key to building
strong customer relationships and achieving long-term success.

While this guide won’t dive deeply into the technical or semantic debates, it’s important to keep one thing in mind: the
real goal for any business should be to turn customers into enthusiastic promoters—not just offer a run-of-the-mill
experience.

Customer satisfaction is all about how well a business meets (or even exceeds) its customers’ expectations. This applies
to every interaction a customer has with the company—whether it’s before the sale or after. In simple terms, it reflects
how happy or content people feel when engaging with your brand, buying your product, or using your service.

It may sound straightforward, but actually measuring how satisfied your customers are can be tricky. It’s easy to assume
that if a customer is smiling or hasn’t left a bad review online, they must be satisfied. But that’s not always the case.
Sometimes, people are just being polite—they may not speak up even if they’re not truly happy with their experience.
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That’s why businesses need more than just assumptions or surface-level feedback. Understanding customer satisfaction
requires deeper insight, active listening, and a willingness to keep improving.

1.1.2 Need for the Study

When we talk about customer satisfaction, one word stands out: "measure." It’s not enough to assume that customers are
happy—we need solid data to back it up. That’s where customer satisfaction surveys come into play. These tools help
businesses understand what customers truly think about different aspects of the service they receive.

But satisfaction isn’t the only thing that matters. Metrics like customer loyalty and retention rates also paint a bigger
picture of how well a company is doing. By measuring these factors, businesses can uncover gaps in their service and
make meaningful improvements that lead to a better customer experience—and ultimately, more satisfied customers.

1.1.3 Purpose of the Study

It’s easy to lose sight of customers once they walk out of your store or leave your website. But why is it so important to
follow up with them and understand how satisfied they are? There are some compelling reasons why customer satisfaction
should never be overlooked:

1. Increase Customer Lifetime Value

Many businesses underestimate the cost of acquiring new customers. In reality, it’s far more cost-effective to retain
existing ones. Happy customers are much more likely to return and make future purchases, which increases their overall
value to your business over time. When customers keep coming back, your return on investment improves—and your
business becomes more profitable.

2. Reduce Customer Churn

Customer churn, or the loss of clients over time, can be a serious problem—especially when those customers leave after
only one or two interactions. Every time a customer stops doing business with you, it means more effort and expense to
attract new ones. On the other hand, satisfied customers are more likely to stay, helping reduce churn and ensuring a
more stable customer base.

3. Boost Brand Image through Positive Word of Mouth

Word of mouth is one of the most powerful tools for building (or breaking) a brand. Unhappy customers often take their
frustrations online, leaving negative reviews or recommending your competitors instead. But when customers are satisfied,
they’re more likely to share their positive experiences, recommend you to others, and leave great reviews on platforms
like Google, Facebook, or Yelp. This kind of organic promotion is invaluable.

4. Drive Revenue Growth

Every business wants to grow and increase revenue—but not all have the resources to make big investments. That’s where
customer satisfaction can make a big difference. A solid customer experience strategy can lead to sustainable growth
without constantly needing new marketing pushes. Satisfied customers are more likely to spend more, refer others, and

contribute to a steady revenue stream—all while you focus on improving other areas of the business.

In short, keeping your customers happy is one of the smartest, most efficient ways to grow. But to do that, you need to
regularly assess their satisfaction—because what gets measured, gets managed.

1.1.4 Literature Review
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Over the years, researchers and industry experts have shown consistent interest in understanding what drives customer
satisfaction, especially in service-oriented sectors like banking and insurance.

Kotler and Keller (2016) define customer satisfaction as the extent to which a product’s performance matches a buyer’s
expectations. If the product performs below expectations, the customer is dissatisfied; if it exceeds expectations, the
customer is delighted.

Similarly, Oliver (1997) explains satisfaction as the feeling a customer gets when a product or service delivers a level of
fulfilment that matches or surpasses what they had hoped for. This emotional reaction significantly influences whether
customers will recommend the service to others, stay loyal, or make repeat purchases.

In the context of the insurance industry, J.D. Power (2020) points out that factors like transparency, responsiveness,
efficient claims processing, and access to digital services play a vital role in shaping customer satisfaction. Companies
like ICICI Bank must excel in these areas to maintain customer trust and encourage long-term retention.

Anderson and Sullivan (1993) add another layer by stating that customer satisfaction depends on perceived quality and
how closely the actual experience aligns with expectations. For services like insurance, where you can't physically touch
the product, managing customer expectations becomes even more crucial.

To assess service quality, the widely recognized SERVQUAL model (Parasuraman, Zeithaml, & Berry, 1988) is often
used. This model looks at dimensions such as assurance, empathy, responsiveness, and tangibility—all of which contribute
to the customer's overall satisfaction.

Mittal and Kamakura (2001) further suggest that satisfied customers are more loyal, especially when it comes to high-
involvement services like insurance. They emphasize the importance of personalization and trust as key drivers of
satisfaction in financial services.

In the Indian context, Gupta and Agarwal (2018) discovered that fast service, clear communication of policy terms,
courteous behaviour from staff, and hassle-free claims processing are the top factors that affect customer satisfaction in
the banking sector.

Lovelock and Wirtz (2011) argue that strong service quality combined with relationship-building strategies is essential
in the insurance sector to maintain long-term customer satisfaction.

According to Zeithaml, Berry, and Parasuraman (1996), customers in financial services value responsiveness and
assurance the most, making these qualities essential for gaining and keeping their trust.

Rust and Zahorik (1993) reveal that even a small increase in customer satisfaction can significantly boost a company’s
profitability, particularly for recurring service providers like ICICI Bank.

Reichheld and Sasser (1990) famously showed that retaining existing customers is much more economical than acquiring
new ones—making customer satisfaction not just a marketing goal, but a financial necessity.

Gronroos (2007) underlines the need for service providers to offer emotional as well as functional value, especially in
intangible service sectors like insurance.

Malik et al. (2011), in their study on Indian consumers, found that clearly worded policies, smooth claim settlements, and
affordable premiums are key elements that enhance satisfaction.

Kavitha (2007) highlights how personal interactions with insurance agents influence both trust and satisfaction—
customers appreciate a human touch in financial matters.
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Singh and Aggarwal (2011) point out that efficient grievance redressal systems directly impact whether customers renew
their policies with the same insurer.

Das and Jain (2014) emphasize how digital innovations, like real-time claim updates and paperless policies, enhance
transparency and improve the overall customer experience.

Nandan and Saurabh (2017) found that private insurers offering personalized solutions and frequent policy updates tend
to have higher customer satisfaction scores.

Bawa and Chattha (2013) compared public and private insurers and concluded that ICICI Bank leads in customer
satisfaction due to its better service efficiency and faster response times.

Chakrabarty (2006) argues that emotional trust—more than policy terms—plays a pivotal role in keeping customers
loyal to their insurer.

Mishra and Kumar (2011) observed that quick claims processing, fairness, and approachable staff are what customers
expect most from life insurers.

Bhat (2025) adds that brand reputation and the company's track record significantly influence a customer’s satisfaction
levels.

Tripathi (2007) believes that financial literacy helps customers better understand insurance products, which in turn
increases their satisfaction with their choices.

Vyas and Raitani (2014) suggest that providing personalized financial advice helps build confidence and trust, improving
satisfaction among insurance customers.

Gupta (2020) found that promotional strategies and marketing campaigns by private insurers like ICICI Bank play a
strong role in shaping how customers perceive the brand and its offerings.

Rao and Kiran (2024) showed that regional and cultural differences also matter—customers feel more satisfied when
services are tailored to their language and cultural context.

Semwal et al. (2025) discuss how there’s been a clear shift from traditional transactional marketing to relationship
marketing. Technologies like Al and analytics now allow for greater personalization and customer segmentation,
enhancing loyalty.

Finally, researchers like Gurcan et al. (2023) and Kini & Basri (2022) highlight how digital marketing tools, including
social media, Al, and FinTech platforms, have revolutionized customer interactions, allowing businesses to offer more
targeted and efficient services—improving customer satisfaction in the process.

1.1.5 Exploratory Research

Before constructing the structured questionnaire for this study, an exploratory phase was undertaken to gain a deeper
understanding of the key challenges, user behavior, and expectations surrounding digital transformation within ICICI
Bank's retail and commercial banking operations. This preliminary stage involved informal interviews, analysis of
secondary data, and insights drawn from internal operational experiences to shape the direction of the primary research.

As part of this exploratory effort, informal in-depth interviews were conducted with five ICICI Bank professionals from
various branches and digital innovation teams. These individuals were directly involved in implementing and managing
digital solutions such as iMobile Pay, Corporate Internet Banking (CIB), InstaBIZ, and other mobile and online platforms.
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Their insights revealed recurring themes, including the difficulties in onboarding customers to digital channels, resistance
to change in specific commercial banking segments, and the growing necessity for employee upskilling in digital tools
and processes.

To incorporate the voice of the end-user, two long-standing ICICI Bank customers—one from the retail banking side and
another from the SME/commercial segment—were also interviewed. They emphasized the advantages of digital banking
such as ease of access, speed, and convenience. However, they also pointed out areas for improvement, such as occasional
disruptions in service, limited personalized assistance for complex needs, and difficulties faced by less tech-savvy users.

A review of secondary sources—including RBI publications, ICICI Bank’s official digital strategy documents, industry
whitepapers by EY and McKinsey, and financial news portals—was also conducted to validate the market context. These
sources highlighted that the Indian banking landscape has seen an accelerated shift towards digitization, especially
following the COVID-19 pandemic, with ICICI Bank frequently at the forefront of innovation through services like Al-
based support, API integrations, and digital lending platforms.

The findings from this exploratory phase played a pivotal role in shaping the structured questionnaire for the main study.
This ensured the survey addressed practical challenges and reflected both customer and employee realities in the digital
transformation journey.

1.2 Research Questions

Building upon the exploratory research and preliminary insights from stakeholders, the study aims to address the following
core questions:

1.2.1 General Research Questions

1. How has digital transformation influenced the operational efficiency of ICICI Bank in both retail and
commercial banking?

2. What is the extent of customer adoption and satisfaction with ICICI Bank’s digital services?

3. What are the primary challenges faced by ICICI Bank in deploying digital initiatives across different

banking segments?

1.2.2 Specific Research Questions

1. Which digital tools (e.g., mobile apps, internet banking, chatbots) are most commonly used by retail and
commercial customers?

2. How do customers rate ICICI Bank’s digital platforms in terms of ease of use, security, and
responsiveness?

3. What is the role of employee training and preparedness in the successful implementation of digital
services?

4, Are there significant differences in the rate of digital adoption between retail and commercial banking
users?

5. How efficient are ICICI’s digital onboarding processes, such as online KYC, account opening, and loan
applications?

6. What feedback mechanisms are currently in place for users of digital services?

7. How do internal stakeholders, like branch managers and digital teams, assess the return on investment
(ROI) and scalability of digital tools?

8. What pain points or service limitations continue to exist despite the adoption of digital channels?

9. What improvements or innovations do customers and employees suggest for enhancing ICICI’s digital
experience?
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1.2.3 Expected Relationships Between Variables

Drawing from the exploratory insights, the study anticipates the following patterns and correlations:

. Customer Age vs. Digital Adoption: Younger clients (ages 18-35) are expected to exhibit higher
engagement with digital banking, with a majority preferring mobile apps for transactions.
. Training Exposure vs. Employee Confidence: Employees who have undergone digital training are

more confident in supporting and promoting these tools. Branches with frequent training sessions report smoother
digital transitions.

. Digital Usage vs. Customer Satisfaction: Customers who regularly use services like iMobile Pay, CIB,
or WhatsApp banking tend to express higher levels of satisfaction.

. Retail vs. Commercial Adoption Patterns: Retail customers are likely to adopt digital solutions more
readily, while commercial clients often favor hybrid models that combine digital efficiency with personalized
service.

. Backend Integration vs. Complaint Resolution: Enhanced digital infrastructure—such as integrated
CRM systems and Al support—correlates with quicker and more effective resolution of customer complaints.

. Platform Used vs. Perceived Security: Customers using official mobile apps or secured portals report
greater trust in transaction safety compared to those using third-party apps or indirect channels.

o Frequency of App Use vs. Preference for Digital Banking: Frequent users of digital platforms are more
inclined to prefer digital banking over visiting physical branches.

1.3 Research Objectives

The overarching aim of this research is to evaluate how digital transformation has influenced ICICI Bank’s retail and
commercial banking operations. The study seeks to understand the effectiveness, adoption trends, and challenges
associated with digital banking tools from the perspectives of both customers and employees.

Specific Objectives:

To analyse the demographic and behavioural profile of customers engaging with digital banking services.
To identify key digital services that contribute most to customer satisfaction and loyalty.

To explore employee perspectives regarding the usability, integration, and training related to digital
latforms.

To compare the adoption of digital tools between retail and commercial banking clients.

To assess the perceived ease of use, functionality, and customer experience across digital platforms.

To uncover operational or behavioural barriers to successful digital implementation.

N L RT W~

To evaluate the broader impact of digital tools on customer satisfaction, operational performance, and
service efficiency.

8. To gather feedback from both customers and employees on how ICICI Bank’s digital ecosystem can be
enhanced further.

CHAPTER -2
RESEARCH DESIGN AND METHODOLOGY

RESEARCH METHODOLOGY
Research methodology refers to the systematic approach used to solve a research problem. It serves as the foundation for

understanding how research is conducted and why specific techniques are chosen. Essentially, it is the science of studying
how research is done scientifically.
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In this study, various research strategies were evaluated to determine the most effective way to gather and analyse data
relevant to digital transformation at ICICI Bank. The researcher carefully considered the logic behind the selection of
methods and the tools used in the investigation. Understanding the purpose, process, and tools of research was essential
to developing a clear and practical methodology for the study.

Types of Research
The research draws upon various established forms of research. The main types include:

1. Descriptive Research

This type aims to describe characteristics or functions through tools like surveys and questionnaires. It helps in
identifying and understanding what is happening in a specific setting, with minimal control over the variables.

2. Analytical Research

This method involves using existing data or information to make critical evaluations. The researcher analyses past
information to reach meaningful conclusions.

3. Applied Research

Applied research is directed at solving real-world problems. It is practical in nature and relevant to organizations,
industries, or society at large.

4. Fundamental Research

Often referred to as basic or pure research, it focuses on developing theories or understanding deeper principles
without immediate practical applications.

5. Qualitative Research

This research emphasizes understanding human behavior, experiences, or social contexts. It deals with meanings,
definitions, and characteristics rather than measurements.

6. Conceptual Research

This form revolves around abstract ideas or theoretical concepts. It is often used in philosophical or theoretical
studies to propose new frameworks or perspectives.

7. Empirical Research

Empirical research relies on observations or experiments to draw conclusions. It involves collecting measurable
evidence that can be validated through direct or indirect experiences.

RESEARCH DESIGN

The research design serves as the blueprint for conducting the study. It outlines the procedures for collecting, analysing,
and interpreting data in a structured and logical manner. For this project, a combination of primary and secondary research
approaches was used to ensure a comprehensive analysis.

Types of Research Used

This study incorporated both primary and secondary research methods.

Primary Research

Primary research involves the direct collection of data by the researcher. It includes first-hand investigation through tools

such as:
. Structured questionnaires
o In-person or telephone interviews
o Online or offline surveys
. Focus group discussions
o Observational visits

© 2025, IJSREM | www.ijsrem.com DOI: 10.55041/I)SREM50413 | Page 8



http://www.ijsrem.com/

oo
hewon 82 International Journal of Scientific Research in Engineering and Management (IJSREM)
W Volume: 09 Issue: 06 | June - 2025 SJIF Rating: 8.586 ISSN: 2582-3930

For this study, a well-designed questionnaire was shared with selected respondents to gather primary data, focusing on
their experiences and views regarding digital banking tools at ICICI Bank.

Primary research is typically categorized into:

1. Exploratory Research
Open-ended and informal in nature, this involves deep interviews with a few individuals to gain insights into the

problem.
2. Specific Research
This involves more formal methods and structured questions to address specific issues identified in the exploratory

phase.

While primary research is time-consuming and often more expensive, it provides data that is current, relevant, and tailored
to the research objectives.

Secondary Research

Secondary research uses data that has already been collected, published, or compiled by other sources. It includes:

. Research reports from consultancy firms

o Government publications

. Industry whitepapers

. Company records

o Journal articles

. Online databases and financial news portals

In this research, secondary data helped validate insights from primary research and provided context for current digital
banking trends, especially those related to ICICI Bank’s strategic direction.

Data Collection Methods

Data collection is a critical step, as the quality and accuracy of the data directly influence the reliability of the research
findings. In this study, data was collected from two sources:

1. Primary Data

Collected through a structured questionnaire distributed to selected ICICI Bank employees and customers. The
aim was to understand their views on digital transformation and the use of digital banking tools.

2. Secondary Data

Sourced from internal company documents, published journals, annual reports, RBI bulletins, and industry
research reports from firms like EY and McKinsey. This data provided a broader industry context and helped
confirm the trends identified during primary research.

There are two methods of data collection:
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Types of Data

Primary Data Secondary Data

Primary Data: -

° Questionnaire

Secondary Data: -

° Text Books
° Websites

Selection of sample design: -

Sample Size: - 50
Sampling Area: - DELHI NCR

Sampling Technique Used-

Non-Probability sampling method is used. Simple convenience sampling one of the variants of the non-probability
sampling method is to be used.

Statistical Technique Used-

Questionnaire Tables
Pie charts Bar diagram
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DATA INTERPRETATION AND ANAYLYSIS

PROFILE OF RESPONDENTS
1.  Is the Branch being clean and well maintained?
Table 1
Parameter No. of Respondents Percentage
Good 7 14
Satisfactory 2 4
could be Better 1 2
Total 50 100
Maintainance

45

40

35

30

25

20

15

10

5 n
0 | —
Very good Good Satisfactory could be Better
Interpretation

The results of the study showed that, out of 50 respondents, 80% thought the branch cleanliness was very good,

14% thought it was good, 4% thought it was sufficient, and only 2% thought it might be better.
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2.  Are you satisfied with ICICI Bank?

Table 2

Parameter No. of Respondents Percentage

Yes 41 82

No 9 18

Total 50 100

Satisfied with ICICI Bank
M Yes
H No
41, 82%
Interpretation

Out of 50 respondents, 82% expressed satisfaction with the survey, while 18% expressed dissatisfaction.
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3. Is the branch personnel were aware of Product and Services and responded to your

queries?

Table 3
Parameter No. of Respondents Percentage
Very good 43 86
Good 3 6
Satisfactory 3 6
could be better 1 2
Total 50 100

Knowledge of the product

il

Very good Satisfactory could be Better

Interpretation

According to the poll, out of 50 respondents, 86% said that branch staff knew about the product and services and

answered their questions in a very excellent way, 6% said that they were good, and 6% said that they were satisfied.
It may be better, according to just 2%.

4.  Are you interested in the products offered by ICICI Bank?
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Table 4

Parameter No. of Respondents Percentage

Yes 30 60

No 12 24

Can’t say 8 16

Total 50 100

Intrested

HYes
® No

m Can’t say

Interpretation

According to the poll, out of 50 respondents, 60% are drawn to ICICI goods, 24% are not, and 16% are unable to express
their feelings.

5.  What is your main concern while taking an insurance/loan?

Table 5
Parameter No. of Respondents Percentage
Tax Benefit 20 40
Security 16 32
Investments/Savings 14 28
Total 50 100
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No. of Respondents

® Tax Benefit
B Security

® Investments/Savings

Interpretation

Of the 50 respondents, 40 percent expressed anxiety about tax benefits, 32 percent expressed concern about security,
and 28 percent expressed concern about investments or savings, according to the study.

6.  Does this policy satisfy your financial needs? (Please rate on the scale of 1 to 5 with 1 being
least satisfied).

Table 6

Rating No. of Respondents Percentage
1 9 18

2 9 18

3 8 16

4 10 20

5 14 28

Total 50 100
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Interpretation

3

= Rating

Out of 50 respondents, 18% expressed high dissatisfaction, 18% expressed dissatisfaction, 16% expressed
moderate satisfaction, 20% expressed satisfaction, and 28% expressed high satisfaction, according to the

study.

7.  Please express your opinion for the premiums paid for the above policy of ICICI Bank?

Table 7
Parameter No. of Respondents Percentage
Very High 14 28
High 11 22
Moderate 13 26
Low 8 16
Very Low 4 8
Total 50 100
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No. of Respondents

4,8%

\

11,22%

= Very High =High m=mModerate =Low =VeryLow

Interpretation

It was discovered from the survey that, out of 50 respondents, 28% believe that the premium is Very High, 22%
believe that it is High, 26% believe that it is Moderate, 16% believe that it is Low, and 8% believe that it is Very
Low.

8.  How do you come to know about the product & services of ICICI Bank?

Table 8
Parameter No. of Respondents Percentage
Advertisements 10 20
Friends and Relatives 12 24
Direct Selling Agents 21 42
Others 7 14
Total 50 100
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No. of Respondents

0,
7,14% 10, 20%
B Advertisements
M Friends and Relatives
® Direct Selling Agents

H Others

12,24%
21,42% ]

Interpretation

Out of the 50 respondents, the poll revealed that 20% of them learned about it via advertisements, 24%
from friends and family, 42% from direct selling agents, and 7% from other references.

.Are you satisfied with the incentives (tax benefit or Bonus) associated with your policy?

Table 9

Rating No. of Respondents Percentage
Highly Satisfied 9 18
Satisfied 12 24
Moderate 10 20
Unsatisfied 11 22

Highly Unsatisfied 8 16

Total 50 100
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No. of Respondents

B Highly Satisfied

W Satisfied

= Moderate
Unsatisfied

B Highly Unsatisfied

Interpretation

According to the study, out of 50 respondents, 18% are Very Satisfied, 24% are Satisfied, 20% are Moderate, 22%
are Unsatisfied, and 16% are Highly Unsatisfied.

9. Is ICICI Bank books into the feedback provided by you and takes necessary action if

required?
Table 10
Parameter No. of Respondents Percentage
Very good 41 82
Good 5 10
Satisfactory 2 4
could be Better 2 4
Total 50 100
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No. of Respondents

Satisfactory could be Better

Interpretation

Out of 50 respondents, 82% stated that ICICI Bank considers input and is very excellent, 10% said it's good, 4% said
it's adequate, and 4% said it might be improved, according to the study.

10. According to you, in what areas should the Banking sector company work upon?

Table 11
Parameter No. of Respondents Percentage
Easy Procedures 14 28
Fewer Premiums 10 20
More Returns 9 18
Transparency 17 34
Total 50 100

© 2025, IJSREM | www.ijsrem.com DOI: 10.55041/I)SREM50413 | Page 20



http://www.ijsrem.com/

e
" IJSREM - = = gvm = = =
g deurat International Journal of Scientific Research in Engineering and Management (IJ]SREM)
w Volume: 09 Issue: 06 | June - 2025 SJIF Rating: 8.586 ISSN: 2582-3930

No. of Respondents

14

Easy Procedures Fewer Premiums More Returns Transparency

Interpretation

Out of the 50 respondents, the poll revealed that 28% of them desire simple processes, 20% want less premiums,
18% want higher returns, and 34% want transparency.

11. Do you think that services have improved after allowing private player in Banking
sector?
Table 12

Parameter No. of Respondents Percentage

Yes 40 80

No 10 20

Total 50 100
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No. Of respondents

= Yes = No

Interpretation

According to the poll, out of 50 respondents, 80% believe that services have improved, while 20% disagree.

FINDINGS

1. Limited Awareness About Insurance as a Savings Tool

A majority of respondents view insurance primarily as a means of gaining tax benefits or fulfilling policy
requirements, rather than as a tool for long-term savings. This highlights a gap in awareness about the broader
financial advantages that insurance can offer.

2. Continuous Introduction of New Schemes

ICICI Bank is actively engaged in rolling out new policies and schemes to enhance customer satisfaction and
meet evolving needs.

3. Purchase Motivated by Need Over Brand

While some respondents are influenced by the ICICI brand, most individuals choose insurance products based on
necessity, such as securing financial stability or complying with regulatory requirements.

4, Positive Customer Relationships

Customers generally expressed satisfaction with ICICI Bank’s services, especially appreciating the responsive
and relationship-oriented approach of the staff.

5. Information Primarily Shared by Direct Selling Agents (DSAs)

Direct Selling Agents remain the key channel through which most customers receive information about insurance
products.

6. Satisfaction with Incentives and Benefits

Most policyholders are content with the incentives and benefits linked to their insurance plans, which positively
influence their perception of value.

7. Customer-Centric Mission

ICICI Bank is seen as committed to its mission of exceeding customer expectations by offering high-quality
services and innovative financial solutions.

8. Mixed Feedback on Service Quality

Although a few respondents voiced dissatisfaction with specific service experiences, the overall feedback was
largely positive, indicating general satisfaction with the insurance services offered.
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9. Proactive Problem Solving and Feedback Collection
The bank actively addresses customer concerns, gathers regular feedback, and adapts its strategies to improve
service quality.

CHAPTER -3

Limitation
C. Limitations

While this study offers meaningful insights into the role of digital transformation at ICICI Bank, especially within its
retail and commercial banking divisions, there are several limitations that should be acknowledged. These help in
understanding the context of the findings and the extent to which they can be generalized.

i. Understanding the Results in Light of Limitations and Assumptions

The study was conducted under the assumption that all participants gave honest responses based on their actual
experiences with ICICI Bank’s digital services. It was also assumed that the chosen sample fairly represented ICICI’s
wider customer and employee base. However, due to time constraints and limited access, the study was conducted with a
relatively small and geographically limited group of participants. As a result, the insights may not fully reflect the diversity
or experience of ICICI Bank’s nationwide or global clientele.

ii. Validity, Reliability, and Research Caveats

The research primarily involved structured questionnaires and a small number of interviews. While these methods
provided valuable insights, they may have limitations in terms of accuracy and consistency. Key considerations include:

o Sample Size: The number of participants was limited, making it difficult to draw conclusions that are
statistically significant or universally applicable.

. Sampling Bias: Most of the responses came from urban or semi-urban participants, where digital
infrastructure is more advanced. This may have led to an overly positive reflection of digital services.

. Response Bias: Some respondents may have given socially acceptable answers, especially when asked
about their satisfaction with digital banking. Others may have left questions unanswered, affecting the
completeness of the data.

. Short Timeframe: The study was cross-sectional, conducted over a brief period, and hence does not
capture how digital transformation outcomes evolve over time.

iii. Challenges Faced and How They Were Addressed
Several hurdles were encountered during the research process:

. Difficulty Accessing Bank Employees: Securing interviews with ICICI Bank’s mid- or senior-level staff
was challenging due to their busy schedules. This was addressed by using LinkedIn and personal contacts to set
up informal discussions.

. Customer Hesitation: Some customers were reluctant to openly discuss sensitive issues like service
dissatisfaction or data security. To encourage openness, the survey guaranteed anonymity and used neutral, non-
judgmental language.

. Lack of Public Data: Some performance-related data, like ROI from digital products, was not readily
available in public sources. To manage this, the study relied on triangulating data from financial statements, expert
commentary, and industry benchmarks.
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iv. Learnings for Future Research

This research experience provided valuable lessons that can improve the quality of similar studies in the future:

. Broader and More Diverse Sampling: Future studies should include a larger and more varied set of
participants across regions, age groups, and professions to strengthen the validity and generalizability of the
findings.
. Use of Mixed Methods: Combining quantitative tools with qualitative techniques such as focus groups
or detailed case interviews can offer deeper insights into user experiences and expectations.
. Long-Term Observation: A longitudinal study over an extended period could better capture the evolving
effects of digital transformation on customer satisfaction and operational efficiency.
. Incorporation of Digital Analytics: If possible, including real-time usage data from ICICI’s digital
platforms (such as app usage metrics and customer engagement statistics) would offer more objective and reliable
evidence.

CHAPTER - 4

CONCLUSION

&

RECOMMENDATION

I. Conclusion

The Indian insurance sector has witnessed remarkable growth, largely driven by the government’s initiatives around
liberalization, privatization, and the dismantling of monopolies. Increased competition has led to more competitive pricing
and a broader range of insurance products, ultimately benefiting the consumer.

This study sheds light on the crucial role of trust in shaping customer relationships in the banking sector—especially in
the context of insurance services offered by ICICI Bank. Trust plays a pivotal role in securing long-term customer loyalty.
As digital transformation reshapes customer engagement and service delivery, maintaining and enhancing trust becomes
even more essential. If the suggestions from this study are implemented effectively, ICICI Bank and similar institutions
can further strengthen their customer relationships and market position.

The Insurance Regulatory and Development Authority (IRDA) also deserves credit for its active regulatory oversight,
which has helped build consumer confidence, especially in private insurance companies.

In today’s dynamic market, private insurance players are aggressively competing through marketing and advertising to
attract customers. ICICI is also a key player in this landscape, holding a solid position due to its trusted brand, loyal
customer base, and wide array of offerings. The influx of private and international players has diversified the product
landscape, giving customers more choices tailored to their specific needs.

II. Recommendations

Based on the research findings, several areas for improvement and strategic focus have emerged. The following
recommendations are made to enhance customer experience and ICICI Bank’s competitive edge in the insurance space:

1. Strengthen Marketing Efforts

ICICI Bank should improve the promotion of its insurance and investment products. Leveraging platforms like
television, digital media, and social networks can help the bank reach a broader audience and create greater
awareness about its offerings.
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2. Increase the Value Proposition of Insurance Plans

Customers are looking for better returns on their insurance investments. Enhancing the financial benefits of these
plans can make them more attractive.

3. Reduce Issue Resolution Time

Delays in resolving customer issues can lead to dissatisfaction. Streamlining internal processes and improving
response times will help enhance customer satisfaction and loyalty.

4, Collaborate with Multiple Insurance Providers

ICICI Bank should consider offering a range of insurance products from different companies. This would give
customers the flexibility to choose plans that best meet their individual needs, rather than being restricted to a
single provider.

5. Customer Awareness and Education

Organizing regular seminars, webinars, and workshops can help educate customers about online banking, account
security, data privacy, and how to make the most of digital insurance services.

6. Offer More Choice and Flexibility

Since not all customers prefer a one-size-fits-all solution, giving them a wider selection of plans—from various
providers and with different features—would increase customer satisfaction and attract a broader clientele.
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CHAPTER -6
APPENDIX
Annexure

QUESTIONNAIRE

ICICI BANK

Name:
Age:
Address:

Contact No.:

1) Is the Branch being clean and well maintained?
(a) Very good (b) Good (c) Satisfactory (d) could be better

2)  Are you satisfied with CICI Bank?
(a) Yes  (b)No
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3) Is the branch personnel were aware of Product and Services and responded to your
queries?
(a) Very Good (b) Good (c) Satisfactory (d) Could be better

4) Are you interested in the products offered by ICICI Bank?
(a) Yes (b) No

5)  What is your main concern while taking an insurance policy/Loan?

(a) Tax benefit (b) Security (c) Investments/Savings

6) Does this policy satisfy your financial needs? (Please rate on the scale of 1 to 5 with 1
being least satisfied).

7)  Please express your opinion for the premiums paid for the above policy of ICICI Bank?
(a) Very high (b) High (c) Moderate (d) Low (e) Very low

8) How do you come to know about the ICICI Bank?

(a) Advertisements

(b) Friends and relatives

() Direct selling agents

(d) others (please specify)

9)  Areyou satisfied with the incentives (tax benefit or Bonus) associated with your policy?

(a) Highly satisfied
(b) Satisfied

(©) Moderate

(d) Unsatisfied

(e) Highly Unsatisfied

10. Is ICICI Bank books into the feedback provided by you and takes necessary
action if required?

(a) Very Good (b) Good (c) Satisfactory (d) Could be better
11. According to you, in what areas should the insurance companies work upon?
(a) Less complicated procedures
(b) Fewer premiums
() More Returns
(d) Transparency

12. Do you think that services have improved after allowing private player in Banking sector?
(a) Yes (b)No

Your Comments on ICICI. LTD.
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