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ABSTRACT

ORIGINAL ARTICLE The banking and finance sector in India is
undergoing innovative changesin response to the
Government of India’s financial inclusion initiative.
Several other initiatives have been launched by
the Gover nment that focuses on smart and simple
banking methods. Small Finance Bankisonesuch
innovative solution with the potential to transform
India’s banking landscape. Small finance banks are
a particular subset of banks that offer basic
banking servicesincluding accepting depositsand

Authors making loansin India. The primary goal of Small
MonicaNirolia Finance Banks is to increase access to financial
Monika, Ph.D. services in rural and semi-urban areas. The

purpose of thisresearch isto ascertainthelevel of
customer satisfaction with AU Small Finance
Banks. This research relies on primary data
gathered through the use of a structured
guestionnaire. Satistical approacheswere used to
analyse the data, which was done with SPSS 20
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Recg vedgg +-22/01/2024 (Satistical Programfor Social Sciences) software.
Revised on - Ay The survey reveals that the majority of customers
Accepted on 1 23/03/2024 are satisfied with the services provided by AU Small
Overall Similarity : 04% on 15/03/2024 Finance Bank & the majority of customershavea

positive attitude towards AU Small Finance Bank.
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INTRODUCTION
Overall Similarity: 4%

Small Finance Banks are banksthat provide

Date: Mar 15, 2024 . . . «
Statistcs: 108 words Plaglarized / 2880 Total words financial inclusion to underserved groups such as
Remarks: Low similarity detected, check with your supervisor If changes are required mi Cr'O' gnd | , ar]d mwi um_g' Zw bug' nm’ %Wd I
as other unorganised sectorsthat are not served by
other banksand financid indtitutions. In 2015, the RBI
launched afinancia inclusion policy inour country by
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establishing anew type of bank. On September 17, 2015, the RBI granted ten companies a provisional
licence to operate as small finance banks in India. Capital Finance Bank was the country’s first bank, beginning
asasmdl financebank. OnApril 24, 2016, they began operationswith 47 branches. Initidly, teninstitutions
were granted permission to conduct businessinthe group of small finance banks.

List of Small Finance Banksin India
AU Smadl Finance Bank.

Equitas Smdl Finance Bank.
ESAF Smdl Finance Bank.
Fincare Small Finance Bank.
JanaL akshmi Small Finance Bank.
Capital Small FinanceBank.
Ujjivan Smal Finance Bank.
Utkarsh Small Finance Bank.
Suryoday Small Finance Bank.

10. North East Smal Finance Bank.

Guiddines for license to Small Finance Banks

L

© © N o g bk~ w Db

» TheRBl issuedfinad guiddinesfor licencing Small Finance Banks based on performance throughout
theyear.

The capital requirement for new entrants hasbeen raised to 1 200 crorefrom* 100 crore previoudly.
Therequired minimum paid-up voting equity capital / net worth is* 200 crores.

It will be granted scheduled bank status as soon asthey begin operations.

From the commencement of their processes, SFBswill havegenera approval to open banking outlets.

YV V. V VYV V

Paymentsbanksthat ared so €ligibleunder these guidelines can apply for transformation into SFB after
5yearsof process.

AU Small Finance Bank

AU Small FinanceBank Limited isJaipur based Indian smal finance bank. It wasstarted in 1996 as
AU Financiers(India) Ltdasavehicle finance firm & transformed to a Smal Finance BankonApril 19,
2017.AU Small Finance Bank provideslow and middieincomeindividuas, aswell asmicroand small firms,
with restricted or no per mission to mainstream banking and finance channel. The bank providesloans,
deposits, aswell aspayment goods and services.

Literature Review
Therelevant literaturerelaing to thetopicisreviewed asunder:

Chaturvedi (2022) examined the s gnificance of financial inclusion for ahigh-priority sector inIndia
that iscurrently unbanked or under banked. The study isbased on secondary sources. Asaresult, itisworth
repeating that Small Finance Banks play an important role in strengthening rural people’s economic and social
position.

Nandhini & Rathnamani (2021) learned about Small Finance Banks’ contributions to the Indian
economy aswell astheir performancein contrast to other types of banks. Theresearch designisdescriptive

January to March 2024  www.shodhsamagam.com
A Double-Blind, Peer-Reviewed, Referred, Quarterly, Multi Disciplinary
and Bilingual International Research Journal

197



) MonicaNirolia, Monika
ISSN : 2581-6918 (E), 2582-1792 (P)
Year-07, Volume-07, Issue-01 SHODH SAMAGAM Page No. 196 - 203

innature. Itisadvised that the concerned authorities cons der merging such SFBswith nationdised bankswith
headquartersin the respective areas of the registered offices or in the State where the presence of SFB
branchesispredominant.

Gupta(2021) studied to comprehend the notion of microfinance activities provided by small finance
ingtitutions, aswell asthevision of microfinancein India The collecting of Wikipediainformation, study of
economicjournals, study of bankinglegidation, reportsof the RBI, top of mind viewsof senior executivesof
new small finance banks, & other informative write ups were used in this project’s research method. According
to the study, the new small financing banks are projected to reshape the country’s banking sector, with a
bigger number of firmscompeting intherura financia serviceslandscape.

Sukumar an (2020) attempted to investigate a new experiment in India’s financial inclusion environment
- Differentiated Bank. The paper’s technique isa combination of a literature study and a map of the development
of several trials. The paper’s findings give valuable information to policymakers, practitioners, and civil society
about theground redlity and implicationsof implementinginclusivefinancepolicies.

Dhanya & Banudevi (2019) Small Finance Bank’s primary goal is to give financial inclusion to
thosewho are underserved by other banks. The study made use of both primary and secondary data. According
to thefindingsof the survey, respondentshaveahigh level of avareness& apositiveattituderegarding SFB.

Abijith & Raghavendra (2018) attempted to quantify the obstaclesfaced by Small Finance Banks
& toexaminethelevd of knowledge of Small Finance Banksamong Micro, Small, and Medium Enterprises.
The current investigation was conducted using both primary and secondary data. Datawas gathered from 60
MSME. According to the findings of the survey, the mgority of respondents were unaware of the phrase
financid inclusion. Despitethefact that it wasassumed that MSME ingtitutionswerewd |-versed inthe Small
Finance Bank’s functions.

Jain & Mukherjee(2018) determined thereationship between conversion and profitability € ements
inanAU small finance bank. The study isdescriptivein nature, and secondary dataisused to perform al of
theanalyses. It isrecommended that adequate return on assets and return on equity ratiosbemaintained in
order to maintain Net Profit Growth.

Viswan (2017) attempted to investigate the transformation of Micro Finance Ingtitutionsinto SFBs,
with a focus on ESAF Small Finance Bank & its degree of awareness in rural parts of Kerala’s Thrissur
district. The study made use of both primary and secondary data. The sample sizewas 50 people. According
to thefindingsof the survey, respondentshave ahigh level of avarenessand afavorable opinion toward
ESAF. Thereare numerous prospectsfor NBFC-MFIsto convert in Small Finance Banks.

Research Gap

Most of the studies conducted by the various researchers about the Small Finance Banksbut were
found of conceptual nature. But no study wasfound on customer satisfaction towardsAU Small Finance
Bank. Thesebanksare arecent initiation taken by RBI asapart of Financial Inclusion. Hence, thiscurrent
study ismadeto look into thefinancial servicesoffered by AU Small Finance Bank, alsoto evaluatethe
customer’s satisfaction towards AU Small Finance Bank.

Satement of the Problem

Inthe current scenario customer satisfactionisthemagjor problem for the banking industry. Itisvery
difficult toidentify the customer needsand wants. Dueto which serving the customer becomesdifficult. Itis
very difficult for marketersin retaining current customer and attracting future customers. To havealarge
market shareattai ning and retai ning customersisimportant.

Objective of the Sudy
To eva uatethe customers satisfaction onAU small finance bank in Rohtak city.
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Research Methodology

Research methodol ogy is systematic collection and analysis of data so asto find the necessary
conclusons.
Research Design

Research Design can bethought of asthe structure of research. It isthe conceptual structurewithin
which research isconducted. The proposed research would be exploratory cum descriptivein nature. Both
primary and secondary datawere used for the study. A Questionnaireisused to collect required datafrom the
respondentsin Rohtak city.

Sample Unit

Thedataof the present study would be collected from the customersof AU small financebank & the
areasdlected for researchisRohtak city, Haryana.
Sample Size

Thesample sizewas 100 respondentsfrom AU small finance bank.
Hypothesis
H,. Thereisnosgnificant difference betweenthedemographic variablesand customerssatisfaction towards
AU small finance bank.
Thereissignificant difference between the demographic variables and customers sati sfaction towards
AU small finance bank.
Data Analysis & Interpretation

Collection of datais most important part of thisstep but after collecting datait isvery necessary to
anayzeand interpret it properly for final resultsand findings. The collected dataare anaysed with the help of
SPPS 20 software. For thisresearch study, nonparametric test isused. Thesetestsareused wheredistribution
is not normal in study; it has been observed that study’s population was not normally distributed. The statistical
toolsused inthe study are Mann-Whitney Test and Kruskal-Wallis Test.

Hypothesis Testing
A hypothesi shasbeen condructed to determinetherd ationshi p between the dependent and independent

variables in this research study. Because the study’s data was not normally distributed, so nonparametric
test wereusedto determinetherelationship between these variablesand andysetheresultscarefully.

1. Tofindout the customer satisfaction on the basis of gender of the respondentstowardsAU Small

H .

1"

Finance Bank.
Table 1: Gender wise Customer Satisfaction Level
Gender of the Respondent N Mean Rank | Sum of Ranks
Customer 1 3e 071 49.30 3500.50
Satisfaction " poge 029 | 5343 1549.50
Total 100

(Source: Primary Data)
In table 1, it can be shows that the mean rank and sum of ranks of males and female
respondents. Themae (71) respondentsare more than femal e (29) respondentsin number. Themean rank of
females (53.43) ismore than the ma es (49.30) respondents.
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Table2: Test Statistics

Test Satisfaction
Mann-Whitney U 944.500
Wilcoxon W 3500.500
Z -.656
Asymp. Sig. (2-tailed) 512

(Source: Primary Data)

In table 2, it can be shows that the difference between customer satisfaction level of malesand
femalesrespondentsissignificant or not. So, theresult showsthat Pvaue=0.512 whichismorethan 0.05
which meansthesatidfactionleve of themaesisnot sgnificantly differ from thefema esrespondents. Therefore,
we accept thenull hypothesisand reject the dternate hypothesis.

2. Tofind out the customer satisfaction onthebasisof maritd satusof therespondentstowardsAU Small

Finance Bank.
Table3: Maritd Statuswise Customer Satisfaction Leve
Marital Status of the Respondent N Mean Rank | Sum of Ranks
Customer ™1 arried 69 46.09 3180.00
Salistaction —jnmarried 31 60.32 1870.00
Total 100

(Source: Primary Data)

Intable3, it can be showsthat the mean rank and sum of ranks of married and unmarried respondents.
Themarried (69) respondents are more than unmarried (31) respondents in number. The mean rank of
unmarried (60.32) ismore than the married (46.09) respondents.

Table4: Test Statistics

Test Satisfaction
Mann-Whitney U 765.000
Wilcoxon W 3180.000
Z -2.304
Asymp. Sig. (2-tailed) 021

(Source: Primary Data)

Intable4, it can be showsthat the difference between customer satisfaction level of married and
unmarried respondentsissignificant or not. So, theresult showsthat Pvaue=0.021 whichislessthan 0.05
which meansthat the satisfaction level of themarried respondentsare significantly differ fromtheunmarried
respondents, that’s why the null hypothesis is rejected and the alternate hypothesis is accepted.

3. Tofind out thecustomer satisfaction onthebasis of age of therespondentstowardsAU Small Finance

Bank.
Table5: Agewise Customer Satisfaction Level
Age of the Respondent N Mean Rank
Customer Upto 20 years 6 63.17
31-40 years 32 42.42
Above 40 years 9 73.50
Total 100

(Source: Primary Data)
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Intable5, it can be showsthat themean rank of different age groups of respondents. Therespondents
of 21-30 years(53) ismorethan other age group respondents. Themean rank of above 40 years respondents
(73.50) ismorethan the other age group respondents.

Table6: Test Satistics

Test Satisfaction
Chi-Square 9.581
df 3
Asymp. Sig. .022

(Source: Primary Data)
Intablesb, it can be showsthat the difference between customer satisfaction level of different age
group of therespondentsissignificant or not. So, theresult showsthat Pvaue= 0.022 whichislessthan 0.05
which meansthat the satisfaction leve of thedifferent agegroup of therespondentsaresignificantly different.
Therefore, null hypothesisisregjected & alternatehypothesisisaccepted.

4. Tofindout the customer satisfaction onthe basis of occupation of the respondentstowardsAU Small

Finance Bank.
Table7: Occupationwise Customer Satisfaction Level
Occupation of the Respondent N Mean Rank

Agriculture 20 42.13
Business/Profession 31 47.79
Customer ™ gy employed 19 49.42
Satisfaction Government/Private employed 30 59.57

Tota 100

(Source: Primary Data)

Intable7, it can be showsthat the mean rank of different occupationa groupsof respondents. The
number of Business/Profession (31) respondentsis morethan other occupationa group respondents. The
mean rank of Government/privateemployed (59.57) isbetter than the other occupationa group respondents.

Table8: Test Satistics

Test Satisfaction
Chi-Square 5.044
df 3
Asymp. Sig. 169

(Source: Primary Data)
Intable8, it can beshowsthat thedifference between customer satisfaction leve of different occupation
of therespondentsis significant or not. So, theresult showsthat P value=0.169 which ismorethan 0.05
which meansthat the satifactionleve of thedifferent occupation of therespondentsisnot sgnificantly different.
Therefore, theH, isaccepted & theH, isrejected.
5. Tofind out the customer satisfaction on the basi s of Reason for selecting AU Small Finance Bank.
Table9: Reason wise Customer Satisfaction Level

Reason for selecting thisbank N Mean Rank
Services of bank 50 43.62
Customer | |ncentive schemes 23 57.00
Satisfaction | Nearness to office/residence 27 57.70
Total 100

(Source: Primary Data)
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Intable9, it can be showsthat the mean rank of different reasonfor selecting thisbank. The number
of servicesof bank (50) ismorethan other reason of selecting bank but the mean rank of Nearnessto office/
residence (57.70) ismorethan other reason for selecting thisbank.

Table10: Test Statistics

Test Satisfaction
Chi-Square 5.804
df 2
Asymp. Sig. .055

(Source: Primary Data)

Intable 10, it can be showsthat the difference between customer satisfaction level of different reason
for selection thisbank issignificant or not. So, theresult showsthat P value= 0.055whichismorethan 0.05
whichmeansthat thesatisfactionleve of thedifferent reason for selection thisbank isnot significantly different.
Therefore, theH, isaccepted and the H, isrejected.

Findings of the Sudy
Satisfaction of customersregarding AU Small Finance Bank:

» Fromtheanaysis, itisfoundthat thereisno sgnificant disparity hasbeen found between thesatisfaction
level of Md erespondents and Femal erespondents. But the mean score of Femalesi.e. 53.43 ismore
thanthat of Maei.e. 49.30. So, it can be said that Femalesare more satisfied than Maes.

» Itisfoundthat thereisasgnificant differencein the satisfaction level among therespondentsbased on
different marital statuseven whenthemeanrank of unmarriedi.e. 60.32. ismorethanthat of married
respondentsi.e. 46.09.

»  Themean scoreof the respondents bel onging to the age group of above 40 yearsis 73.50 which are
more than that of the age group of upto 20 yearsi.e. 63.17, 21 to 30 yearsi.e. 50.04 and 31 to 40
yearswhich came out to be 42.42. So, from mean score, it can be said that respondents of above 40
years of age aremore satisfied than that of the respondents of the age between upto 20 years, 21 to 30
years and respondents of 31 to 40 years of age. However, statistically, it was found that thereis
significant disparity inthe satisfaction level among the respondents belonging to different age groups.

»  Themean rank of the respondents bel onging to occupation of Government / private employedi.e.
59.57 ismorethan self employedi.e. 49.42, business/ professioni.e. 47.79, and agriculturei.e. 42.13.
However, satistically, it wasfound that thereisno significant disparity in the satisfaction level among
therespondentsbel onging to different occupations.

> Itisfoundthat thereisno significant disparity in the satisfaction level among therespondentsbased on
selecting AU bank even when the mean rank of nearnessto office/ residencei.e. 57.70ismorethan
that of incentive schemesi.e. 57.00 & servicesof bank i.e. 43.62.

CONCLUSION

The primary goal of these Banksistoincrease accessto financial servicesinrura & semi-urban
aress. Thesebankscan perform dmost everything which can do by aregular commercia bank, but onamuch
minor scale. Theprimary goa of Small FinanceBank isto deliver basi c banking servicessuch ascollecting
depositsand lending loansto underserved consumers such astiny businessunits, small & margina farmers,
micro & smal businesses, and even unorgani sed sectors.

Thestudy looked at customer satisfaction about AU small financebank in Rohtak. After going through
theentireresearch process, it was discovered that themgjority of the customers are satisfied with the services
of AU small finance bank, & thisconclusion wasfromtheanaysis, tables, different tool s, tests, and techniques
used in thisresearch study to achievetheresearch objectives.
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Inthisstudy, researcher investigated customer sati sfaction with the various servicesprovided by AU

small finance bank and discovered that thereisno significant disparity in customer satisfaction based on
gender, occupation, and reason for choosing AU bank, but thereisasignificant difference based on marital
status and age of the respondent.
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