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Abstract 

PANDIAN GRAMA BANK sponsored by 

Indian Overseas Bank, first of its kind in 

Tamilnadu, was established as 43rd Regional Rural 

Bank on 9th March 1977 with Headquarters at 

Sattur, having Ramanathapuram (undivided) and 

Tirunelveli (undivided) districts as its area of 

operation. Central Government, State Government 

and Indian Overseas Bank are the joint owners, 

having pooled the capital of Rs.25 lakhs in the ratio 

of 50:15:35. Pandian Grama Bank is a scheduled 

Commercial public sector bank, right from its 

inception. It enjoys all the privileges extended to 

other nationalized banks by Reserve Bank of India 

and renders all kinds of services provided by a 

Commercial Bank, with an eye on the upliftment of 

small farmers, marginal farmers, agricultural 

labourers and rural artisans in agriculture, trade 

and commerce. Nearly twelve years have elapsed, 

since the establishment of Regional Rural Bank at 

Sattur in Tamilnadu. . 

A bank cannot exist without its customer. 

A customer is not dependent on the bank but the 

bank is dependent on the customer. A customer is 

not an outsider. He is part of the bank. A bank is 

not doing a favour by serving its customer. 

Increases in the variety and volume of business of 

bank he is directly dependent on the bank. This in 

turn is reflected from the services provided. 

Customer expectations from the bank have gone up 

and a decline in customer service will adversely 

affect the business of the bank. The rates of  

 

commission vary from bank to bank as also among 

different branches of the same bank. Banks are now 

entering a new phase of development, shifting the 

emphasis towards improvement into the quality of 

customer service in rural areas and there by 

achieving operational efficiency and profitability. 

Hence the attempt is made to analyse the customers 

attitude towards Pandiyan Grama Banks in 

Madurai. It is found that Pandian Grama Bank 

offers valuable services by its pioneering work in 

Madurai. The management is taking all the steps to 

satisfy their customers. It is found that they are 

regularly trying to improve their efficiency in 

providing services, adding more and more services 

and facilities with Technological development.    

Keywords: Customer Service, Operational 

efficiency, Regional Rural bank 

I. INTRODUCTION 

The Regional Rural Banks were started to 

strengthen the banking system in rural areas. These 

banks combine the advantage of rural atmosphere, 

local feeling, practices of co-operative institutions 

and modern banking practices of commercial 

banks. The Narashimham committee has 

recommended the establishment of Regional Rural 

Banks on the ground that they would be better 

suited than the commercial banks or co-operative 

banks in meeting the credit needs of rural areas. 

They “combine the local feel and familiarity with 

rural problems which co-operative possess and the 

business organization ability to mobilize deposits”.  
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  In India, the banking sector has received 

from time to time definite orientations, and it has 

come to occupy a predominant position among the 

infrastructural factors of economic development.  

In a country where 74.2 per cent of population lives 

in rural areas, banks are relied upon to play a key 

role in rural uplift. An efficient system of 

purveying institutional credit in rural and semi-

urban areas is an essential ingredient of any viable 

strategy for the removal of poverty and 

modernization of the economy at base level.  

Pandian Grama Bank 

PANDIAN GRAMA BANK sponsored by 

Indian Overseas Bank, first of its kind in 

Tamilnadu, was established as 43rd Regional Rural 

Bank on 9th March 1977 with Headquarters at 

Sattur, having Ramanathapuram (undivided) and 

Tirunelveli (undivided) districts as its area of 

operation. Central Government, State Government 

and Indian Overseas Bank are the joint owners, 

having pooled the capital of Rs.25 lakhs in the ratio 

of 50:15:35. Pandian Grama Bank is a scheduled 

Commercial public sector bank, right from its 

inception. It enjoys all the privileges extended to 

other nationalized banks by Reserve Bank of India 

and renders all kinds of services provided by a 

Commercial Bank, with an eye on the upliftment of 

small farmers, marginal farmers, agricultural 

labourers and rural artisans in agriculture, trade and 

commerce. Nearly twelve years have elapsed, since 

the establishment of Regional Rural Bank at Sattur 

in Tamilnadu. 

Functions of Pandian Grama Bank 

The "Pandian Grama Bank", apart from its 

regular banking function, undertakes the following 

type of business:  Granting of loans and advances 

to farmers individually or in groups and to co-

operative societies including agricultural processing 

societies, cooperative Farming societies, primary 

Agricultural societies or Farmers Service Societies 

for agricultural purposes or agricultural operations 

of for such other activities connected therewith. 

Providing loans and advances to persons engaged 

in trade, commerce or rural industry and other 

productive activities within the notified area of the 

bank.   

Literature Review 

Sonara (2010) conduct a study on the 

customer attitude and growth of RRBs in Gujarat in 

organizational setup of the banks and discussed 

also the financial resources mobilization, lending 

operation, credit-deposit ratio, and recovery 

performance of five selected RRBs after explaining 

various components of income and expenditure.   

Kaushik (2010) in his article attempted to 

examine the customer attitude and role of RRBs in 

the poverty alleviation in Haryana by the 

functioning of two RRBs namely Haryana 

Kshetriya Grameena bank and Bhiwani and 

Gurgongrameena Bank. He found that low level of 

pre-credit income of the people, credit inadequacy, 

lack of co-operant factors of production, lack of 

skill and infrastructural facilities and marketing 

constraints are the main reasons which blocks the 

RRBs objectives to alleviate poverty, particularly in 

the study region. His findings revealed that income 

generation effect is significant in agricultural 

subsidiary activities such as animal husbandry, 

rural industry and small business.  

Pariyan (2010) in his study has made an 

attempt to reveal the customer attitude and the 

performance of RRBs in India in general and 

ShekhawatiGramin Bank in particular. The study 

indicated that the impact of the bank‟s loan 

operations on the transformation of rural economy 

is modest but significant.   

Srivasthava, Prakash and Lal (2011) in 

their article state the customer attitude and role of 

Regional Rural banks in supplying rural credit, 

have examined the economic viability of Pandian 
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Grama Bank, rural credit provided by the Pandian 

Grama Bank and constraints responsible for losses. 

They found that out of 196 RRBs, 150 have been 

continuously running at a loss. Till the end of 

March 1993, the cumulative figure of deficit was 

930 cores.   

Roy BPS (2011) has made an attempt to 

evaluate the customer attitude and functioning of 

the RRBs in West Bengal. The study after tracing 

the evolution of RRBs in India, attempted to test 

how far the objectives of RRBs have been 

achieved. He has reviewed the progress of RRBs in 

respect of capital, deposits, advances, income, 

expenditure, recovery performance and profit or 

loss.  

Kumar Raj (2011) carried out a study on 

the topic customer attitude and growth of RRBs in 

Haryana.” On the basis of the study of all the RRBs 

of Haryana, it was found that there was an 

enormous increase in deposits and outstanding 

advances. The researcher felt the need to increase 

the share capital and to ensure efficient use of 

distribution channels of finance to beneficiaries.  

Velayudam and Sankaranarayanan (2012) 

examined the various aspects of Pandian Grama 

Bank like consumer attitude, growth performance, 

problems of recovery, mounting losses, viability, 

management problems, etc. After examining these 

aspects they drew inferences to aid policy 

formulation in the light of the recommendations of 

various committees like Kelkar Working Group 

1986, Khusro Committee1987etc. The study 

highlights the need for setting up of Pandian Grama 

Bank in under banked and unbanked regions of the 

country. This means that Pandian Grama Bank are 

to function in remote rural areas which lack basic 

amenities like education, medical help, transport 

and communications.  

Kalkandrikar (2012) has made a study to 

review the customer attitude towards RRBs and to 

evaluate the contribution of these institutions for 

economic development of Karnataka state. The 

study used survey technique and case study 

method. While tracing the genesis and rationale of 

RRBs scheme, the features of the scheme including 

the objectives, functional aspects and its role in the 

rural credit market are documented in the study. 

The performance of RRBs in the state has been 

reviewed with quantified parameters like branch 

expansion, deposit accretion, credit deployment and 

profitability and their comparison with RRBs in the 

nation is also made.  

Bapna (2013)
 

 studied the customer 

attitude and organization of RRBs in Rajasthan. 

The study revealed that the number of branches, 

deposits, and advances were found to be in an 

increasing trend. The credit deposit ratio of RRBs 

was higher than that of commercial banks. The 

study also disclosed that the recovery performance 

was better in non-agricultural sector as compared to 

agricultural sector.  

Singh and Upadhaya (2014) in their study 

on customer attitude towards loan recovery of 

Regional Rural Banks in Bihar found that 

inadequate arrangement for recovery of loan 

amount was the main reason for low recovery. 

They also found wilful default on the part of the 

borrowers, crop failure, expenditure on marriage 

and other social functions in the family were 

considered the important factors for non-repayment 

of loans.  

Jagdish Prasad and Sunil Kumar (2015)
 
 in 

their study on customer attitude towards Regional 

Rural Banks in Bihar found that the role of bank in 

covering the weaker sections of borrowers was 

satisfactory. The study also revealed that the bank 

had covered larger number of small and marginal 

farmers while lending to the farming community. 

Another important finding of the study was that 

loans given to the poor were generally accepted as 
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a dole or relief programme which was pointed out 

as the main reason for poor repayment.  

Research Gap 

A large volume of literature is available 

on various aspects related to banks in India. Studies 

were made on Pandian Grama Bank in Madurai 

city regarding their customer attitudes. Since the 

inception of the Pandian Grama Bank in 1975, the 

Pandian Grama Bank and the various aspects of 

their performance have attracted the attention of 

academicians, researchers and policy makers from 

time to time in the country.  Various studies have 

been done generally with Regional Rural Banks, 

Customer attitude on different banking services and 

operational efficiency of Regional Rural Banks. 

However there is no special study done on the 

customer attitude on Pandiyan Grama Bank 

especially in the Madurai. Hence the researcher has 

made an attempt to analyse the Study on Customer 

Attitude towards Pandian Grama Bank in Madurai. 

Scope of the Study 

This study analyzes only the customer 

attitude towards Pandian Grama Bank. It does not 

cover commercial banks and other Regional Rural 

Banks functioning in Madurai.  

Limitation of the Study 

      The nature of the study is not free from 

limitations the following are important limitation of 

the study.  

 The limitation of time restricted the researchers 

to study only 100 samples.  

 The period of study was limited upto six 

months. 

 A lack of initiative and interest on the part of 

the respondents in answering questions was a 

difficulty faced by the researcher.  

 Since the sample size is small, this may not be 

the actual representation of the whole 

population.  

 

II. OBJECTIVE  

1) To analyze the attitude of customer towards 

Pandian Grama bank in Madurai.  

2) To study the origin growth and development of 

Pandian Grama bank in Madurai.  

Methodology 

 This study is based on empirical research 

by conducting survey method. It is purely based on 

primary data from 100 respondents following 

convenience sampling method. A well-structured 

and pre tested questionnaire was administered to 

analyse the customers attitude towards Pandiyan 

Grama Banks in Madurai. Chi square test, Garret 

ranking and one way ANOVA were the important 

statistical tools used for this study. 

Analyse of the study, Chi-Square Test  

Hypothesis 1 

There is no relationship existing between monthly income and no of years the respondents holding an 

account. 

Income 

No of Years Holding An Account 

Total Less than 

1year 

1-2 

Years 

2-3 

Years 

3-4 

Years 

4-5 

Years 

More than 

5years 

BelowRs.10000 7 6 4 2 3 3 25 

Rs.10000-Rs. 20000 7 6 3 - 2 4 22 

Rs.20000-Rs. 30000 3 6 6 1 2 - 18 

Rs.30000-Rs.40000 11 5 1 2 1 2 22 

Above Rs50000 3 3 1 1 3 2 13 

Total 31 26 15 5 11 12 100 
(Source: Primary data) 
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The calculated value of X
2 

is (66.11) more 

than the table value (39.997)hence the hypothesis is 

rejected. There is a significant relationship between 

monthly income of the respondents and no of years 

of holding an account.  

Hypothesis 2 

There is no relationship existing between 

occupation of the respondents and types of 

accounts.  

Qualification 
Deposits 

Total 
By Cheque By Cash By DD 

Below 10th 2 3 1 6 

SSLC 1 9 2 12 

HSC - 15 7 22 

UG 4 10 6 20 

PG 4 24 8 36 

OTHERS 1 2 1 4 

Total 12 63 25 100 
(Source : Primary data) 

The calculated value of X
2 is

 (14.24) less 

than the table value (25.18) the hypothesis is 

accepted. Hence, there is no significant relationship 

between educational qualifications of the 

respondents and depositing their money through 

cheque, cash and demand draft.  

Garret Ranking 

Service 
No of Respondents 

Total Mean Score Rank 
1 2 3 4 5 6 7 8 

Short Deposit 26 26 22 10 8 2 3 3 6328 63.28 I 

Recurring Deposit 17 8 9 15 16 14 3 18 5057 50.57 IV 

Servarvaisai Thittam 13 15 11 13 15 12 16 5 5252 52.52 III 

Niitham Valar Nithi 8 7 12 19 9 13 14 18 4688 46.88 VI 

Fixed Deposit 8 27 18 11 13 12 7 4 5568 55.68 II 

Thingal Thorum 

Thiravlam 
8 5 5 16 20 10 21 15 4502 45.02 VII 

Loan Facility 3 7 12 7 6 29 16 20 4233 42.33 VIII 

Locker Facility 19 5 10 8 12 9 13 24 4758 47.58 V 

 

The respondents have given first rank for 

short deposit, second rank to fixed deposits, third 

rank to servarvaisai thittam and last rank given to 

the loan facility provided by the Pandian Grama 

Bank.  

ONE – WAY ANOVA 

Hypothesis 3 

 There is no relationship existing between 

occupation of the respondents and types of 

accounts.  
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MS 
F =   

MS 
MS between - mean sum of square between samples 

MS with in  - mean sum f square within samples. 

Sources of 

Variation 

Sum of 

Squares 

Degrees of 

Freedom 
Mean Square F Ratio 

Between Column 43.4 3 14.467 2.040 

Between Row 28. 4 7.125 1.005 

Residual 85.1 12 7.091  

Total 157 19   

a) Degrees of freedom v1 = 3, v2 = 12 Table value = 3.4903 

b) Degrees of freedom v1 = 4, v2 = 12 Table value = 3.2502 

Since the calculated value is less than the table value at 5% level, the hypothesis is accepted. Hence, 

there is no relationship between occupation of the respondents and types of accounts.  

III.  FINDINGS 

 It is found that 53% of the respondents are 

female.  

 44% of the respondents are in the age group of 

30-40. It is found that 57% of the respondents 

are married.  

 28% of the respondents are known about the 

new services from intimation by post.  It is 

found that from the chi-square test that there is 

significant between the monthly income of the 

respondents and no of years of holding an 

account.  

 It is found that from the chi-square test that 

there is no significant relationship between 

Educational qualifications of the respondents 

and depositing their money through cheque, 

cash and demand draft.  

 It is found that from the Kendall‟s correlation 

coefficient that there is significant relationship 

between occupation of the respondents and 

their deposits. 

 It is found that from the Spearman‟s 

correlation coefficient that there is significant 

relationship between occupation of the 

respondents and their deposits.  

 It is found that from the Garret Ranking the 

respondents are gave first rank for short 

deposit and last rank given to the loan facility 

provided by the Pandian Grama Bank.  

 It is found that from the ANOVA that there is 

no relationship between occupation of the 

respondents and having their types of 

accounts.  

IV. SUGGESTIONS 

 To develop the relationship and personal 

contact with customer PANDIAN GRAMA 

BANK may make arrangement to meet the 

customer periodically and they even from a 

customer‟s service committee,  

 PANDIAN GRAMA BANK may provide 

customers with small booklets in Tamil 

containing different services rendered by the 

bank and as well as additional benefit given by 

them in due course.  

 Customers were not aware of the various 

schemes provided by the bank, so the bank can 

take measure to know the various schemes 

provided for the benefit of the customer.  

 Grievances and queries must be attended 

properly since customer were lacking of proper 

communication. Study on customers 

satisfaction gives the view that the supportive 

services in this bank is functioning effectively 

but the customers need speedy transaction.   

 



Emperor International Journal of Finance and Management Research ISSN: 2395-5929 

                            Mayas Publication IFS- 1.14 | SJIF-2016-3.343 | SJIF -2017- 4.253 | ISI-0.67 Page 213 

V. CONCLUSION  

  Pandian Grama Bank performance in 

respect of some important indicators was certainly 

better than that of commercial banks or even 

cooperatives. RRBs have also performed better in 

terms of providing loans to small and retail traders 

and petty non-farm rural activities. In recent years, 

they have taken a leading role in financing Self-

Help Groups (SHGs) and other micro-credit 

institutions and linking such groups with the formal 

credit sector.  

Pandian Grama Bank should really be 

strengthened and provided with more resources 

with which they can undertake more of these 

important activities. And most certainly they should 

be kept apart from a profit-oriented corporate 

motivation that would reduce their capacity to 

provide much needed financial services to the rural 

areas, including to agriculture. Pandian Grama 

Bank offers valuable services by its pioneering 

work in Madurai. The management is taking all the 

steps to satisfy their customers. It is found that they 

are regularly trying to improve their efficiency in 

providing services, adding more and more services 

and facilities with Technological development.    
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