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Banking and financial services are critical part of the services sector and play an important role in the
economy of developed and developing countries alike. An endeavor to study services marketing and
service quality issues dates back to the mid-1960s, however, within the past two decades or so,
academician, researchers, economist’s, marketer’s, and political people have become increasingly
nterested in the domain and significant researches have been done on the topic and several

W !

J

) W

\

attempts have been made to capture its meaning. The present study attempts to provide a concise
nd thoroughly documented portrayal and interpretation of findings from empirical studies that have
peared in major publications in the context of service quality issues in the banking industry. The
period of review ranges from 1994 to 2011. From a pragmatic viewpoint, it is expected that the

paper will serve as a useful source of information for researchers interested in modeling patterns of

quality service.
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Imrroduction
e service sector is playing an increasingly important
W The economy of many countries in the world and
& mporiance has been stressed in the research
Waries evident from recent studies (e.g. Ostrom et al.
S0 However, an endeavor to study services
Weening and service quality issues dates back to the
mue D960s (Rathmell, 1966). Within the past two
Secaces v oso. economists, marketers, political and
Wi smentists have become increasingly interested in
¢ W=z 2nd 2 ot of research has been reported on
Wi topics (Parasuraman et al., 1985, 1988, 1991,
W& Zethaml et al., 1985, 1990, 1993) and several
WIS fave been made to capture its meaning and
et (Narang, 2010). Banking and financial

=re an important part of the services industry

2001). In line with the trend towards a more
gratied global banking environment, many
ey structural and technological changes have
W miece within the world banking industry (Angur et
. 1999 In the aftermath of globalization, the

e more cynamic and competitive (Kumar et al.,

2010). Banks now know that delivering quality service
to customers is essential for success and survival in
today’s global and competitive banking environment
(Wang et al., 2003). Today, therefore, the topic of
service quality is increasingly recognized as being one
of the key strategic value to organizations belonging to
.both the manufacturing and service sectors (Lewis,
1991).

The subject under review will be of great help not only
to the specialists but also to the scholars because of
intriguing dimensions being associated with the service
quality in banks. Without wishing to appear unduly
restrictive, it should be emphasized at the outset that
the intent and scope of this paper is rather limited. To
the best of knowledge there exist few conceptual
studies that have attempted to exhaustively cover the
topic in Indian context, in contrast to significant
contributions made by researchers from Western
world. Most of the studies to date, have concentrated
primarily on service quality in US and European
banking industries while studies focusing on service
quality in developing countries (Yavas et al., 1997,
Angur et al., 1999; Sureshchandar et al., 2003) are
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Editorial

- feel great in bringing forth the eleventh issue of the “International dJournal of Management
Development and Information Technology” which is annual publication of HIMCS, Mathura. The
wrmal was launched as an annual publication in 2003 to educate and stimulate the minds of business and
7 leaders and academia around the world by keeping them abreast of the latest theories and practices.

£'s been a decade since MDIT was launched. The approach always has been to publish articles which,
Though are scholarly in nature, have a practical orientation towards emerging management issues. Also,
we are keeping up with the trend of previous'years, of dedicating our efforts to a certain theme, like year
2012 we dwelled upon how local entrepreneurship can be further bolstered. Year 2012 witnessed annual
corterence on “Entrepreneurial Challenges” and that we had a special industrial seminar right at the
moeption of the year, annual conference and hence the overall journal theme was also, more or less,
wowen around Entrepreneurial challenges. Similarly, year 2013 witnessed annual conference on “Role of
_eadership in the era of e- commerce” with speakers like Dr Arvinder Singh, Vice President, Lal Path lab
amc Motivational speaker Parikshit Jobanputra. The vear further witnessed a series of discussions,
sramstorming sessions and talk by Shri Girish Pandey, Income tax commisioner, Agra; Mr R. P. Singh,
Wice President, JK cement, Udaipur; Prof Michael Barbas, Sharda University all woven around the theme
“Efective Leadership”.

Wear 2014, will witness a series of discussions on emerging social, economic, environmental, ethical,
poitical issues. HIMCS is all set to initiate a unique concept in 2014 themed "Journey of Youth (JOY)
fior Clean India", that is about to kick off on 25 March, Tuesday from Agra (UP) to Roorkee, Dehradun,
Sarowar, (Uttarakhand) in a bid to spread awareness about current issues. The journey will take the form
o 2 wavelling carnival featuring theme "Clean India" in form of management plays "nukad natak” and
musical performances. Panel Discussion woven around the same theme held with professors from IIT
Soorkee and Petroleum University Dehradun as panelist. Following the journey, the conference on the
Tweme. will present another academic opportunity for IT and management professionals. Readers can
apect gist of research and insightful discussion undertaken during the conference 2014 in our next issue.
Thes sssue depicts various areas of Management & Information Technology and I am more than confident
et mterested students and research scholars as well as teaching fraternity would find it very useful. The
murmal further wants to accomplish lots of milestones in terms of defining and redefining paradigms te
actwewe excellence in the area of applied research.

W& Bave had an overwhelming response from some very eminent editors and researchers globally te
Suppert as Editorial Team. I thank editorial board and advisory board for their continuous support and
ssuatle mputs. Finally, | thank to each one of the authors for their outstanding contribution to this issue
w0 %0 the reviewers for their punctual and valuable comments.

Prof Naveen Gupta
Editor-in-chief
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comparatively more recent phenomenon and limited in
number and extent. The present paper attempts to
bridge this gap by providing a concise and thoroughly
documented portrayal and interpretation of many of
 the findings from leading empirical studies ranging
from 1994 to 2011. From a pragmatic viewpoint,
then, the paper will serve as.a useful information source
for researchers interested in modeling patterns of
quality service in banking industry. Finally, the
measures employed and key findings of past and
present studies should also prove to be valuable to
researchers involved with the study of understanding
and predicting consumer’s expectations from banks in
terms of service quality.

Literature Review
Service Quality

According to Gronroos (1984) service quality is “the
outcome of an evaluation process, where the
customers compare their expectations with the service
- they have received”. On the other hand Parasuraman
et al. (1988) define quality of service as “the global
overarching judgment or attitude relating to the overall
excellence or superiority of the service”. Thus, the
concept of service quality revolves around a
disconfirmation of expectations about a service
received (Yap et al., 2010).
researchers (Parasuraman et al., 1991; Agarwal et al.
2004; Narang, 2010) have posited that evaluation of
service quality becomes difficult due to three
characteristics that are inherent in services -
intangibility, heterogeneity, and inseparability. Arasli et
al. (2005) and Baumann et al. (2006) concur with each
other that service quality allows the company to
differentiate itself from its competitors by increasing
sales and market shares, it results in the satisfaction and
- retention of customers and employees, thus reducing
turnover rates, it leads to repeat purchase behaviour
and brand loyalty and furthermore, new customers are
attracted through positive word-of-mouth.

Service Quality in Banking Industry

Banking is a high involvement industry and delivering
quality _services and products to the customeér is
essential for success and survival (Wang et al., 2003).
Customers tend to measure a bank’s service quality in
terms of the personal support they receive, rather than
the technical support. Several researchers (Babakus e*

However, several -
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al.1992; Furrer et al. 2000; Aldaigan, et al. 2002 anc
Schneider and White, 2004; Narang, 2010) have
supported that service quality depends on individual
perceptions and connotes different meaning to
different stakeholders such as government, doctors,
medical/technical staff, patients, managers of
hospitals. Arasli et al. (2005) explains that customer
satisfaction is another important aspect for service
organizations and is highly related with service quality.
As service quality improves, the probability of customer
satisfaction increases. Increased customer satisfaction
leads to behavioral outcomes such as commitment,
intent to stay (customer .retention), creation of a
mutually rewarding relationship (bond) between the
service provider and the user, increased customer
tolerance for service failures and positive word-of-
mouth advertising about the organization. Thus,
“service quality is at the root of customer satisfaction
and is linked to such behavioural outcomes as word of
mouth, complaint, recommending, and switching”
(Yavas et al. 2004).

Service Quality Measures

As the services possess the element of intangibility it is
very difficult to have a standardized and scientific tool
for measurement (Parasuraman et al.,, 1991).

" Parasuraman et al. (1985, 1988) developed 22-item

SERVQUAL framework for measuring service quality
to measure service quality along five dimensions:
reliability, responsiveness, assurance, empathy, and
tangibles. The instrument has been revised and used
extensively in a variety of service settings. Although
many studies have used the SERVQUAL model as a
framework in measuring service quality, there has also
been theoretical and operational criticisms directed
towards this model in the service marketing literature.
These criticisms have mainly revolved around the
interpretation, implementation and dimensional
structure of the instrument (e.g. Buttle, 1996; Babakus
and Boller, 1992; Lam Wong and Yeung, 1997; Smith,
1995; Newman, 2001). Cronin and Taylor (1994)
modified the gap-based SERVQUAL scale into
SERVPERF, a performance-only index. Their study
was later replicated by other researchers as well (Elliott,
1994; Angur et al. 1999; Fogarty et al. 2000; Jain &
Gupta, 2004; Lee & Hwan, 2005; Vanniarajan &
Anbazhagan, 2007). Cronin and Taylor (1994) argue
that simply measuring performance provides a better




