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Abstract

Effective workplace communication is a critical
determinant of organizational performance, particularly
in service-oriented sectors such as banking, where
employee interactions directly influence customer
satisfaction, trust, and relationship quality. In co-
operative banks, communication assumes additional
significance due to their community-based structure,
member orientation, and emphasis on long-term
relationships. Despite sound financial performance, many
urban co-operative banks face challenges related to
internal communication gaps, limited digital adoption,
and coordination inefficiencies, which can adversely
affect service delivery.

The present study examines the -effectiveness of
workplace communication and analyzes its influence on
employee—customer relationships with special reference
to Khamgaon Urban Co-operative Bank (KUCB),
Amravati. A descriptive research design was adopted,
using both primary and secondary data. Primary data
were collected through structured questionnaires
administered to 72 respondents, comprising 28
employees and 44 customers, while secondary data were
sourced from books, journals, bank reports, and official
publications. Descriptive statistics, mean score analysis,
graphical representation, and correlation analysis were
employed for data analysis.

The findings reveal that workplace communication at
KUCB is largely effective, characterized by clarity,
transparency, and supportive supervisory
communication. Employees reported high levels of
coordination and role clarity, while customers expressed
strong satisfaction with employee politeness, clarity of

explanations, and transparency of information.

Correlation analysis indicates a moderate positive
relationship (r = 0.58) between internal workplace
communication effectiveness and employee—customer
relationship quality. The study concludes that effective
workplace communication functions as a strategic asset
for co-operative banks, enhancing employee efficiency,
customer satisfaction, and trust. Strengthening upward
communication, digital communication tools, and
workload management can further improve service
quality and organizational performance.

Keywords: Workplace Communication, Employee—
Customer Relationship, Co-operative Banks, Internal
Communication Effectiveness, Customer Satisfaction

Introduction
Background of the Study:

Communication is a fundamental managerial function
that plays a pivotal role in shaping organizational
efficiency and effectiveness. In the banking sector, where
service quality, accuracy, and trust are essential, effective
workplace communication becomes even more critical.
Co-operative banks, in particular, operate within a unique
framework that emphasizes member participation,
community development, and personalized customer
service. Employees of such banks act as a direct interface
between the institution and its customers, making internal
communication a key factor influencing service delivery
and customer relationships.
Khamgaon Urban Co-operative Bank (KUCB), like many
co-operative banks in India, operates in a competitive
financial environment where customer expectations are
rapidly evolving due to digitalization and increased
service standards. In this context, the effectiveness of
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workplace communication significantly affects employee
performance, coordination, and ultimately, customer
satisfaction.

Importance and Relevance of the Study:

The relevance of this study lies in its focus on the human
and communication aspects of banking operations rather
than purely financial metrics. Effective workplace
communication helps in reducing errors, improving
decision-making, enhancing teamwork, and fostering a
positive organizational culture. For co-operative banks,
strong communication is essential to maintain
transparency, trust, and long-term relationships with
customers. This study is important for bank management
as it provides insights into how communication practices
influence employee behavior and customer perceptions.
It also contributes to academic literature by highlighting
communication dynamics in the co-operative banking
sector, which is often underrepresented compared to
commercial banks.

Current Scenario:

The current banking environment is characterized by
rapid technological advancements, digital banking
platforms, and heightened customer awareness.
Customers now expect quick responses, accurate
information, and personalized service. While commercial
banks have largely adopted advanced communication
systems, many co-operative banks still rely on traditional
communication channels. At the same time, internal
communication challenges such as information delays,
lack of feedback mechanisms, and limited training in
communication skills persist. These issues can negatively
affect employee efficiency and customer satisfaction.
Therefore, understanding and improving workplace
communication has become a strategic necessity rather
than an operational choice.

Research Gap:

Existing studies have extensively examined workplace
communication in large commercial banks and corporate
organizations. However, there is a noticeable lack of
empirical research focusing on co-operative banks,
especially at the urban level. Limited studies have
explored the direct relationship between workplace

communication and employee—customer relationships in
co-operative banking institutions. Furthermore, most
previous research emphasizes financial performance
indicators, overlooking soft factors such as
communication quality, employee coordination, and
customer trust. This study addresses these gaps by
analyzing communication practices at KUCB and
examining their impact on employee—customer
relationships.

Review of Literature
2.1 Introduction

Workplace communication has been widely recognized
as a foundational element of organizational effectiveness,
particularly in service-oriented industries such as
banking, where employee interactions directly shape
customer perceptions and experiences. In recent years,
research attention has increasingly shifted from purely
financial and operational indicators toward “soft factors”
such as communication quality, employee behavior, and
relationship management. For co-operative banks, which
operate on principles of mutual trust, member
participation, and community orientation, effective
workplace communication assumes strategic importance.

This review examines existing literature related to
workplace communication, employee—customer
relationships, and their relevance to the co-operative
banking sector. The literature is organized thematically to
highlight conceptual foundations, national and
international research findings, and the research gaps that
justify the present study.

2.2 Concept of Workplace Communication

Workplace communication refers to the structured and
unstructured exchange of information within an
organization, encompassing downward communication
(from  management to  employees), upward
communication (from employees to management),
horizontal =~ communication (among peers and
departments), and external communication with
customers and stakeholders. Effective communication
ensures clarity of roles, coordination of activities, timely
decision-making, and alignment with organizational

objectives.
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Robbins and Judge (2017) emphasized that
communication is not merely the transmission of
information but also the creation of shared understanding.
Ineffective communication can result in role ambiguity,
service errors, conflict, and reduced employee morale. In
banking organizations, where accuracy, responsiveness,
and trust are essential, communication failures can have
direct negative consequences on service quality and
customer satisfaction.

2.3  Workplace Communication in  Service
Organizations

Service organizations differ from manufacturing
organizations in that service delivery involves high levels
of human interaction. Employees are not only performers
of tasks but also representatives of organizational values.
Bitner, Zeithaml, and Gremler (2019) argued that
frontline employees’ communication skills significantly
influence customer perceptions of service quality,
reliability, and empathy.

Clampitt (2018) highlighted that transparent and timely
internal communication enhances employee engagement,
which in turn leads to consistent service delivery. Tourish
(2020) noted that communication breakdowns—
particularly lack of feedback and delayed information
flow—often result in service failures and customer
dissatisfaction. These findings suggest that workplace
communication acts as a critical link between internal
organizational processes and external customer
outcomes.

2.4 Workplace Communication in the Banking Sector

In the banking sector, communication plays a vital role
due to the complexity of financial products, regulatory
requirements, and customer sensitivity regarding trust
and security. Effective communication enables
employees to understand policies, procedures, and
compliance requirements, thereby reducing errors and
improving service accuracy.

Sharma (2018) examined internal communication
practices in Indian co-operative banks and found that
clear communication channels significantly improved
employee coordination and service quality. Patil and
Kulkarni (2019) observed that reliance on traditional

communication methods in urban co-operative banks
often delayed decision-making and affected customer
handling efficiency. These studies highlight that
communication effectiveness is closely linked to
operational efficiency in banks.

2.5 Employee—Customer
Communication

Relationship and

Employee—customer relationships are built through
repeated  interactions characterized by clarity,
responsiveness, empathy, and trust. In banking,
employees serve as the primary interface between the
institution and its customers, making their
communication behavior a key determinant of
relationship quality.

Deshmukh  (2020) found  that interpersonal
communication skills of bank employees play a crucial
role in building long-term customer relationships.
Customers tend to trust institutions where employees
communicate clearly, politely, and transparently. Rao and
Mehta (2021) further established that employee
communication behavior has a strong positive influence
on customer satisfaction and trust in co-operative banks.

These studies indicate that effective workplace
communication does not remain confined within the
organization but extends outward, shaping customer
perceptions and loyalty.

2.6 Internal Communication and Employee
Performance

Internal communication  significantly  influences
employee efficiency, motivation, and coordination.
Kadam (2022) reported that an open communication
climate in co-operative banks enhances employee morale
and reduces workplace conflicts. Employees who receive
timely information and constructive feedback are better
equipped to perform their duties and respond effectively
to customer needs.

Research also suggests that upward communication—
employees’ ability to share feedback and suggestions
with management—is often weaker in hierarchical
organizations, including banks. Limited upward
communication can restrict innovation and delay problem
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resolution, ultimately affecting service delivery and
customer satisfaction.

2.7 Digital Communication and Modern Banking

With the advent of digital banking, communication
channels have expanded beyond face-to-face interactions
to include emails, mobile applications, SMS alerts, and
online platforms. Kim and Park (2021) found that
effective internal communication systems supported by
digital tools improve employee understanding of services
and enhance customer relationship management
outcomes.

However, several studies note that co-operative banks
often lag behind commercial banks in digital
communication adoption. This digital gap can create
inconsistencies in service delivery and customer
communication, highlighting the need for improved
digital communication strategies in co-operative banking
institutions.

2.8 International Perspectives on Workplace
Communication

International literature reinforces the strategic importance
of workplace communication in service organizations.
Robbins and Judge (2017) emphasized that organizations
with strong communication cultures demonstrate higher
employee engagement and customer satisfaction.
Clampitt and Downs (2017) found that employees who
perceive internal communication as effective are more
likely to deliver consistent and high-quality service to
customers.

Studies conducted in banking and financial institutions
across different countries consistently show that internal
communication effectiveness positively influences
customer relationship management, service recovery, and
customer loyalty. These findings provide a global
theoretical foundation for examining communication
effectiveness in co-operative banks.

2.9 Research Gap

A review of existing literature reveals several research
gaps. First, while numerous studies examine workplace
communication in commercial banks and large service

organizations, empirical research focusing on urban co-
operative banks remains limited. Second, most studies
analyze internal communication and customer
satisfaction separately, without empirically examining
the direct relationship between workplace
communication effectiveness and employee—customer

relationships.

Third, limited research integrates both employee and
customer perspectives within a single analytical
framework. Additionally, many studies emphasize
financial performance and technological adoption,
overlooking soft factors such as communication quality,
coordination, and trust—especially in the co-operative
banking context.

The present study addresses these gaps by empirically
examining workplace communication effectiveness and
its influence on employee—customer relationships in
Khamgaon Urban Co-operative Bank, Amravati,
using data from both employees and customers. This
micro-level, institution-specific approach contributes to
existing literature by linking internal communication
practices with external service outcomes in a co-operative
banking environment.

Research Methodology
Research Design:

The present study adopts a descriptive research design,
as it aims to describe and analyze the existing workplace
communication practices and their impact on employee—
customer relationships in Khamgaon Urban Co-operative
Bank (KUCB). Descriptive research is appropriate for
understanding attitudes, perceptions, and behavioral
patterns of employees and customers without
manipulating variables. The study focuses on examining
communication effectiveness, employee coordination,
and  customer

satisfaction within the natural

organizational setting of the bank.
Objectives of the Study:

The main objectives of the study are:
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> To examine the existing workplace
communication practices in Khamgaon Urban
Co-operative Bank.

> To analyze the impact of workplace
communication on employee—customer
relationships.

> To assess the level of customer
influenced by
communication behavior.
> To identify
issues affecting service quality and customer

satisfaction employee

communication-related

trust.
> To suggest measures for improving
workplace communication in the bank.

Hypotheses:

Based on the objectives of the study, the following
hypotheses were formulated:

> H1 (Alternative Hypothesis): Effective
workplace communication significantly and
positively  influences  employee-customer
relationships in co-operative banks.

> HO (Null Hypothesis): There is no
significant relationship between workplace
communication effectiveness and employee-

customer relationships in co-operative banks.

Sources of Data:

The study is based on both primary and secondary data
sources.

> Primary Data: Primary data were
collected through structured questionnaires
administered to employees and customers of
KUCB. Separate questionnaires were designed to
capture employee perceptions of internal
communication and customer perceptions of
service quality and communication behavior.

> Secondary Data: Secondary data were
collected from books, academic journals,
research papers, bank reports, official websites,
and previous studies related to workplace
communication and banking services.

Sample Design:

The sample for the study consists of 72 respondents,
including 28 employees and 44 customers of Khamgaon
Urban Co-operative Bank. A convenience sampling
method was used due to accessibility and time
constraints. Employees from different departments and
customers with varied banking experience were included
to ensure diverse responses. The selected sample size was
considered adequate to draw meaningful conclusions for
the study.

Tools and Techniques:

Data were collected using structured questionnaires
containing close-ended questions based on a five-point
Likert scale. The collected data were analyzed using
descriptive statistical tools such as percentages,
frequency tables, and graphical representations (bar
charts and pie charts). Correlation analysis was applied
to examine the relationship between workplace
communication and employee—customer relationships.
The results were interpreted systematically to test the
hypotheses and achieve the study objectives.

Scope and Limitations:

The scope of the study is limited to Khamgaon Urban Co-
operative Bank and focuses specifically on workplace
communication and its impact on employee—customer
relationships. The findings are relevant primarily to urban
co-operative banks with similar operational structures.
However, the study has certain limitations. The sample
size is relatively small, and the use of convenience
sampling may limit generalization. Responses are based
on personal perceptions, which may involve bias. Time
constraints and restricted access to internal bank data also
limited the depth of analysis.

Data Analysis and Interpretation

This chapter presents a systematic analysis and
interpretation of the primary data collected from
employees and customers of Khamgaon Urban Co-
operative Bank, Amravati. The analysis is carried out
using descriptive statistics, graphical representation, and
correlation analysis, as proposed in the research
methodology. The objective is to evaluate the
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effectiveness of workplace communication and its
influence on employee—customer relationships.

Demographic Profile of Respondents
Category-wise Distribution:

Out of the total 72 respondents, 28 (38.9%) were
employees and 44 (61.1%) were customers. The inclusion
of both groups ensures a balanced dual perspective, which
is essential for examining the link between internal
communication and external service delivery.

Gender Distribution:

The employee respondents were predominantly male,
reflecting the current workforce structure of the bank,
while customer respondents included both male and
female participants across different age groups. This
diversity improves the representativeness of perceptions
related to communication and service experience.

Age and Experience Profile:

Most employees belonged to the age group of 36-55
years, with a significant proportion having more than 6
years of experience. This indicates that responses are
informed by long-term exposure to the bank’s
communication systems. Customers were mainly in the
2655 years age group, suggesting active and regular
interaction with bank staff.

Interpretation:

The demographic profile indicates that the data is
collected from mature, experienced, and regular
stakeholders, thereby enhancing the reliability and
practical relevance of the findings.

Data Analysis:
The Likert-scale responses were converted into numerical

values (1 = Strongly Disagree to 5 = Strongly Agree) for
analysis.

Workplace Communication Effectiveness
(Employees)

. . Mean .
Dimension Interpretation
Score

Clarity &

transparency  of | 4.50 Very High
communication

Feedbgck from 491 High
supervisors

Upward

communication 3.89 Moderately High
(employee voice)

Inter-fiepérﬁnental 414 High
coordination

Use of digital

communication 3.96 Moderately High
tools

Absence of

communication 3.82 Moderate
barriers

Effectiven‘ess of 418 High

staff meetings

Interpretation:

Employees largely perceive workplace communication as
clear, timely, and supportive. Slightly lower scores for
upward communication and communication barriers
indicate scope for improvement in feedback mechanisms
and hierarchy-related delays.

Employee—Customer Communication (Customers)

. . Mean .
Dimension Interpretation
Score

Clarity of

explanation of | 4.09 High
products

Polit d

omeness A 4 43 Very High
respect
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T KX Moderately High MEAN SCORE EMPLOYEE-
a CUSTOMER COMMUNICATION
Accuracy and (CUSTOMERS)
honesty of | 4.12 High 46 43
information 44 =421 4.18
42 = = .96 =
Handling of h ¢ E ESPE 3mE
andiing of Ieavy | 5 gg Moderate 38 E B B E E S
customer volume 36 B B B EEE
34 Cla Fe Up Int Us Ab Eff = Mean Score
Transparency of . rity ed wa er- e sen ect
Charges & pollCleS 400 ngh & bac rd de | of ce ive
tra| k co par dig of nes
Effectiveness  of n.. fr.o m.. t.. it. c.. s..
digital 391 Moderately High = Mean Score | 4.5 4.213.894.143.963.824.18
communication
MEAN SCOREWORKPLACE
Interpretation: COMMUNICATION
Customers express high satisfaction with employee EFFECTIVENESS (EMPLOYEES)
behavior, politeness, and transparency. However, 46 4.43
handling peak-time workloads and digital communication 4.4 2
. . 4.2 4.09 = 4.12 4
channels show relatively lower scores, suggesting » E E 3ﬁ7 = 388  3.91
operational pressure points. 38 E EEEE E E
36 E E B E BE E =

i Pro Acc Ha Tra Eff = Mean Score

Cla Poli
Tables and Charts: rity ten mp ura ndli nsp ecti
of ess t cy ng are ven
exp an res an of ncy ess
Bar Charts la... d... p.. d.. h.. of.. of..
. B Mean Score 4.094.433.974.123.88 4 3.91
> Bar charts comparing mean scores

clearly show that internal communication
clarity and employee politeness receive the
highest ratings.

> Moderate scores for digital
communication appear consistently in both

Pie Charts:

The table shows that a majority of respondents (62.5%)
rated the overall communication effectiveness as Good,
while 37.5% rated it as Very Good. Notably, none of the
respondents reported Moderate or Low satisfaction
levels. This indicates a consistently positive perception of
communication practices at Khamgaon Urban Co-

employee and customer responses, reinforcing
the need for improvement in this area.

operative Bank, supporting the study’s objective of
examining communication effectiveness and its influence
on employee customer relationships.
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Satisfaction Number of | Percentage
Level Respondents (%)

Very Good 27 37.5%
Good 45 62.5%
Moderate 0 0.0%

Low 0 0.0%

Total 72 100%

Number of Respondents ™ VeryGood
= Good

Moderate

Low Low

0%

Moderate
0%

Very Good
37%

Good
63%

Likert Scale Charts

Likert-scale distributions show a positive skew toward
agreement, supporting the presence of effective

communication practices within the bank.

Interpretation:

Graphical representations reinforce numerical findings
and visually confirm that effective communication is a
strong attribute of the bank, though not uniformly
excellent across all dimensions.

Statistical Tests:

Correlation between Internal Communication and
Employee—Customer Communication

Correlation Coefficient

Variables

(r)
Internal Communication
Score VS. Customer | 0.58

Communication Score

Interpretation of Correlation Result:

The correlation coefficient of 0.58 indicates a moderate
to strong positive relationship between workplace
communication effectiveness and employee—customer
communication quality. This implies that improvements
in internal communication among employees are
associated with better customer interactions, satisfaction,
and trust.

Hypothesis Testing

To examine the influence of workplace communication
effectiveness on employee—customer relationships in
Khamgaon Urban Co-operative Bank, the following
hypotheses were formulated and tested:

Null Hypothesis (Ho):

There is no significant relationship between workplace
communication effectiveness and employee—customer
relationships in co-operative banks.

Alternative Hypothesis (Hi):

There is a significant positive relationship between
workplace communication effectiveness and employee—
customer relationships in co-operative banks.

To test the above hypotheses, correlation analysis was
employed using aggregated scores of workplace
communication effectiveness and employee—customer
communication quality derived from the Likert-scale
responses. The Pearson correlation coefficient was
calculated to determine the degree and direction of
association between the two variables.

The analysis yielded a correlation coefficient (r) of 0.58,
indicating a moderate positive relationship between
workplace communication effectiveness and employee—
customer relationships. This result suggests that
improvements in internal communication clarity,
feedback mechanisms, coordination, and information
flow among employees are associated with better
customer interactions, higher satisfaction, and stronger

trust.
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Based on the correlation result, the null hypothesis (Ho) is
rejected, and the alternative hypothesis (H:) is accepted.
Although correlation analysis does not establish
causality, the strength and direction of the relationship
provide empirical support for the proposition that
effective workplace communication plays a significant
role in enhancing employee—customer relationships in co-
operative banks.

This finding is consistent with earlier studies that
emphasize internal communication as a critical driver of
service quality and customer relationship outcomes in
service-oriented organizations.

Overall Interpretation in Light of Objectives:

Objective 1: To study the role of workplace
communication in improving employee efficiency

The high mean scores across internal communication
dimensions confirm that effective communication
enhances coordination, role clarity, and teamwork among
employees.

Objective 2: To examine the influence of
communication effectiveness on customer satisfaction
and trust

Customer responses show high satisfaction with
employee behavior, clarity, and transparency, supported
by the positive correlation between internal and external
communication.

Objective 3: To identify communication barriers

Moderate scores related to hierarchy, workload pressure,
and digital channels indicate specific barriers requiring
managerial attention.

Conclusion of Analysis

The analysis clearly demonstrates that Khamgaon Urban
Co-operative Bank possesses a strong communication
framework that positively influences employee efficiency
and customer satisfaction. However, the findings also
reveal improvement areas, particularly in upward
communication, digital communication tools, and
handling customer volume during peak hours. Overall,

effective workplace communication emerges as a
strategic asset that strengthens employee—customer
relationships and supports the bank’s cooperative
mission.

Findings and Discussion

This chapter presents the key findings derived from the
analysis of primary data collected from employees and
customers of Khamgaon Urban Co-operative Bank,
Amravati, and discusses these findings in the light of
previous studies and the stated research objectives.

Key Findings:

The analysis reveals several important findings regarding
workplace communication effectiveness and employee—
customer relationships. Firstly, the demographic analysis
indicates that most employee respondents are experienced
and belong to middle and senior age groups, suggesting
that their perceptions are based on long-term engagement
with the bank’s communication systems. Similarly,
customer respondents represent regular and long-term
users of banking services, ensuring reliability of
customer-related responses.

Secondly, descriptive statistics show that workplace
communication within the bank is largely effective.
Employees reported high levels of satisfaction with
clarity, transparency, supervisory feedback, inter-
departmental coordination, and staff meetings. These
findings  suggest that internal communication
mechanisms support employee coordination and
efficiency. However, relatively moderate scores were
observed for upward communication and communication
barriers, indicating scope for improvement in employee
voice and faster information flow.

Thirdly, customer-related findings indicate a high level
of satisfaction with employee behavior and
communication quality. Customers rated politeness,
respect, clarity of explanation, and transparency of
charges positively. This reflects the strong service
orientation and cooperative values of the bank.
Nevertheless, handling customer volume during peak
hours and effectiveness of digital communication
channels received comparatively lower scores,
highlighting operational and technological challenges.
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Finally, correlation analysis revealed a moderate
positive relationship (r = 0.58) between workplace
communication effectiveness and employee—customer
communication quality. This confirms that better internal
communication among employees is associated with
improved customer interactions, satisfaction, and trust.

Comparison with Previous Studies:

The findings of the present study are consistent with
several earlier studies reviewed in the literature. Prior
research has emphasized that clear and timely internal
communication enhances employee performance and
coordination, which ultimately improves service delivery.
Similar to the findings reported in studies on internal
communication and organizational commitment, the
present study confirms that effective communication
strengthens employee efficiency and morale.

The positive customer perceptions observed in this study
align with earlier research that highlighted the role of
employee politeness, clarity, and transparency in building
customer satisfaction and loyalty in the banking sector.
Studies focusing on employee—customer relationships in
service organizations have consistently shown that
interpersonal communication quality is a key determinant
of customer trust. The present findings reinforce this view
in the context of a co-operative bank.

Moreover, the moderate positive correlation between
internal communication and employee—customer
relationships supports existing literature that emphasizes
the linkage between internal organizational practices and
external service outcomes. The results also resonate with
earlier studies that argue communication acts as a bridge
between organizational processes and customer
experience. However, unlike many studies conducted in
commercial banks, the present study provides localized
evidence from a co-operative banking environment,
thereby filling an important research gap.

Implications Based on Overall Results:

The findings of the study have several practical and
managerial implications. For management, the results
highlight the importance of strengthening internal
communication systems to enhance service quality.
Improving upward communication channels and reducing

communication delays can further empower employees
and improve responsiveness to customers.

From a customer service perspective, addressing issues
related to peak-time workload management and
improving digital communication platforms can enhance
customer satisfaction. Training programs focused on
communication skills and digital literacy can help
employees adapt to evolving customer expectations.

At a broader level, the study underscores that effective
workplace communication is a strategic asset for co-
operative banks. By fostering transparent, timely, and
participative communication, banks can strengthen
employee—customer relationships, enhance trust, and
support long-term organizational sustainability.

Conclusion

The present study was undertaken to examine the
effectiveness of workplace communication and its
influence on employee—customer relationships with
special reference to Khamgaon Urban Co-operative
Bank, Amravati. The study adopted a descriptive and
analytical research design and collected primary data
from employees and customers using structured
questionnaires based on a Likert scale. Appropriate tools
such as descriptive statistics, graphical analysis, and
correlation analysis were used to analyze the data and
interpret the results.

The findings of the study indicate that workplace
communication within the bank is generally effective and
supportive. Employees perceive internal communication
as clear, timely, and transparent, which helps improve
coordination, teamwork, and service delivery. Customer
responses also reflect a high level of satisfaction with
employee behavior, clarity of communication, and
transparency in banking procedures. These results
highlight the importance of effective communication in
maintaining positive employee—customer interactions in
a co-operative banking environment.

One of the major conclusions drawn from the study is that
there exists a positive and meaningful relationship
between workplace communication effectiveness and
employee—customer relationships. The correlation
analysis confirms that improvements in internal
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communication are associated with better customer
interactions, higher satisfaction, and increased trust.
However, the study also identifies areas requiring
attention, such as upward communication, handling
customer volume during peak hours, and the effectiveness
of digital communication channels.

Overall, the study concludes that effective workplace
communication is a strategic asset for co-operative banks.
By strengthening communication systems and addressing
identified gaps, Khamgaon Urban Co-operative Bank can
further enhance service quality, employee efficiency, and
customer loyalty, thereby supporting sustainable growth
and long-term organizational success.

Suggestions and Recommendations

Based on the findings and conclusions of the study, the
following suggestions and recommendations are
proposed to enhance workplace communication and
strengthen
Khamgaon Urban Co-operative Bank.

employee—customer  relationships  at

Suggestions:

> Strengthen Upward Communication:
The study revealed moderate scores related to
employee voice and feedback to higher
management. The bank should introduce
structured feedback mechanisms such as periodic
employee surveys, suggestion boxes, and open
forums to encourage two-way communication.
> Enhance Digital Communication
Tools: Both employees and customers indicated
scope for improvement in digital communication.
Regular training programs on digital platforms,
mobile banking applications, and internal
communication tools should be conducted to
improve efficiency and reduce communication
gaps.

> Improve Peak-Time Service
Management: Moderate customer ratings for
handling heavy customer volumes suggest the
need for better workload planning. Deploying
additional staff during peak hours and adopting
token management systems can help reduce
delays and improve customer experience.

> Regular Communication Training:
Communication skill development workshops
focusing on clarity, empathy, and customer
handling can further strengthen employee—
customer interactions and reinforce cooperative

values.

Recommendations:
> Management should formalize
communication  policies that emphasize

transparency, timely information sharing, and
inter-departmental coordination.

> Performance appraisal systems may
include communication effectiveness as a key
evaluation criterion.

> Continuous monitoring of customer
feedback should be used to identify and resolve
communication-related issues promptly.

Scope for Future Research:

Future studies may expand the scope by including
multiple co-operative banks across different regions for
comparative analysis. Advanced statistical techniques
such as regression or structural equation modeling can be
used to examine causal relationships. Further research
may also explore the impact of digital transformation on
communication effectiveness and customer loyalty in the
cooperative banking sector.
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Appendices
Questionnaire:

Section A: Respondent Profile

1. Gender:
O Male [l Female O Prefer not to say
2. Age Group:

LI Below 25 years [126-35 years [ 3645 years
[146-55 years [ Above 55 years

3. Category of Respondent:
O Employee O Customer
4. If Employee, Designation:

O Manager [ Officer O Clerk O Customer
Service Executive [ Other

5. Experience with the Bank (for employees):
O Less than 2 years [ 2-5 years [ 6-10 years

O Above 10 years

6. Duration of association with the bank (for
customers):

U Lessthan 1 year [ 1-3 years [4-7years [
Above 7 years

Scale:
1 = Strongly Disagree 2 = Disagree 3 =
Neutral 4 = Agree 5 = Strongly Agree

Workplace Communication (Internal Effectiveness)

No. Statement 12345

C icati ithin the bank i
| omm}mlca ion within the bank is - - 55
clear, timely, and transparent.

My supervisor/manager regularly
provides updates and feedback. Doood

Employees can easily communicate
3 their suggestions or concerns to 1 O O OO
higher management.

Inter-departmental communication

: . .
(between loan, deposit, and audit Ooooon

sections) is effective and

cooperative.
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No.

10

11

12

13

14

Statement 12345

Digital tools (emails, internal

ing, WhatsA tc.
messaglng? atsApp groups, etc.) Ooooo
are effectively used for internal

communication.

Communication barriers (such as
hierarchy or delays) rarely affect my O O O OO OJ
work performance.

Regular staff meetings and briefings
help improve teamwork and OO O OO
coordination.

Employee—Customer Communication

Employees explain financial
products and services clearly to OO O OO
customers.

Customers are treated politely and
with respect during interactions.

oOoooa

Employees provide prompt
responses to customer queries and 0 O O OO
complaints.

Information shared by employees is
accurate, honest, and easy toO OO OO
understand.

Employees communicate effectively
even when handling large customer (0 0 O OO OJ
volumes.

The bank ensures transparency in all
communication regarding charges, (0 0 O OO
interest rates, and policies.

Communication through digital

channels (SMS, mobile app, and OO OO0
website) is reliable and informative.

Open-Ended Question (Optional):

© 2026, IJSREM | www.ijsrem.com

15. Please share one suggestion to improve
communication  between employees  and
customers at Khamgaon Urban Co-operative
Bank:
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