
International Journal of Research Publication and Reviews, Vol 5, no 5, pp 5775-5782 May 2024 
 

International Journal of Research Publication and Reviews 

 

Journal homepage: www.ijrpr.com  ISSN 2582-7421 

 

 

Customer Satisfaction of Home Loans at SBI 

Junaid Ali  

MBA 4th Sem, School of Finance Commerce Galgotias University 

 

ABSTRACT 

This research paper shows the importance of customer satisfaction in home loan from State Bank of India (SBI). The housing finance industry has witnessed 

significant growth in recent years and SBI is a major player in providing home loan services. The main purpose of this study is to provide insight into improving 

service quality and customer satisfaction by identifying factors affecting customer satisfaction with SBI home loan products. The survey was designed to collect 

data from a large sample of SBI home loan customers with different demographic characteristics such as age, income, occupation and region. Additionally, in-depth 

interviews were conducted with a select group of respondents to gain a deeper understanding of their knowledge, understanding and expectations regarding SBI's 

home loan services. Good review of the loan process, interest analysis, transparency, good customer service, loan process and post-loan services using appropriate 

analytical tools and techniques. Additionally, factors such as trust, reputation, convenience, and perceived value were also investigated to understand their impact 

on overall satisfaction and trust. help. They provide valuable information that helps SBI identify areas for improvement in home loan services, develop business 

strategies and strengthen customer relationships. Additionally, this study improves the understanding of the needs of satisfied customers in the context of the 

financial housing market, facilitating the comparison and sharing of best practices among entrepreneurs. To make recommendations to other stakeholders in the 

real estate finance industry to increase customer satisfaction, create long-term customer loyalty and regain competitive advantage in the market. 

Introduction: 

Customer satisfaction is an important criterion in evaluating the success and effectiveness of the products and services of all financial institutions, 

including mortgage loans. State Bank of India (SBI) is one of the largest banks in India and plays a key role in the country's financial sector, offering a 

wide range of financial products, including home loans. Understanding the high-end customers of SBI Home Loans is important for both banks and 

potential borrowers. we understand the customer satisfaction of SBI Home Loans based on available  data,  customer  feedback  and 

User review Includes review of various aspects of home loan experience such as interests, interest rates, loan procedures,[1][2] 

Benefits: 

Customer satisfaction with SBI home loan can provide many benefits. 

Customer Satisfaction: A satisfied customer will have confidence in SBI and will also be able to recommend home loan products to others. Customer 

retention and acquisition costs. 

Good news spreads by word of mouth: Satisfied customers will share their good experiences with others, which can improve SBI's reputation and attract 

new customers. 

Reduce Customer Churn: Satisfied customers are less likely to switch to competitors, thus reducing customer churn and increasing customer value. 

industry insights. By analyzing these factors, we aim to better understand how customers perceive SBI's home loan products and identify strengths and 

areas for improvement. This analysis helps current and potential customers make informed decisions about their home financing needs. terms and 

conditions Behind the loan transparency, customer service and customer support. SBI's commitment to meeting customer needs and solving problems 

directly impacts its reputation and business competitiveness. In this report, 

More Profit: Satisfied customers will benefit from other banking products and services offered by SBI, which will enable the bank to earn more profit. 

Competitive Advantage: High level of customer satisfaction can provide a competitive advantage for SBI unlike other banks in the market. 

Change image for better: Customers who are satisfied with home loans can improve the overall image of SBI brand, positioning it as the customer brand 

of the company and strive to provide quality service. 

Effectiveness: Satisfied customers rarely complain or need additional support, making SBI efficient. 

http://www.ijrpr.com/
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Advantages 

Benefits of SBI Home Loans Customer Satisfaction: 

Customer Service: Satisfied customers are more likely to remain loyal to SBI, thus reducing customer churn and increasing customer base. 

Good news spreads by word of mouth: Satisfied customers will recommend SBI Home Loans to others, thus increasing referrals and new customers. 

Improve Brand Image: High levels of customer satisfaction can improve SBI's image and reputation, making it more attractive to customers.[1] 

Disadvantages: 

Disadvantages of SBI Home Loan Customer Satisfaction: 

Cost: Improving customer satisfaction will require investment in customer training, technology urine and other equipment that can be expensive. 

Bad feedback: Satisfied customers can still give bad feedback and if this feedback is not addressed promptly and effectively, it can damage SBI's 

reputation. 

High Expectations: High customer satisfaction may lead to higher customer expectations, making it difficult for SBI to maintain long-term satisfaction. 

High Competition: If competitors offer better home loan products or services, it will be difficult for SBI to maintain customer satisfaction. 

All in all, although there are some challenges in terms of customer satisfaction, the results mostly outweigh the negatives for SBI. Investing in customer 

satisfaction leads to trust, profitability and competitive business. 

Advanced Analytics: Greater use of analytics, including predictive modelling and machine learning, to analyze customer feedback and predict future 

satisfaction. This helps SBI try to solve customers' problems and increase their satisfaction. 

Instant Feedback: Use instant feedback tools such as chatbots or mobile apps to collect customer feedback immediately following a critical interaction 

(such as a loan application, customer inquiries). This provides SBI with timely information to respond quickly and resolve issues. 

Revenue Increase: Satisfied customers are more likely to purchase other banking products and services offered by SBI, thus further increasing the bank's 

profitability. 

Competitive Advantage: Customer satisfaction can be a competitive advantage that differentiates SBI from other banks in the market.[2] 

Literature Review: 

Evaluating customer satisfaction with home loans is important to understand the effectiveness of lending in financial institutions. Many studies 

investigating the factors affecting customer satisfaction in the context of housing loans shed light on the field. The following is a summary of the relevant 

literature: 

Interest rates and credit conditions: A study by Zhang et al. (2018) found that interest rates and loan conditions significantly affect consumer mortgage 

loan satisfaction. Low interest rates and favourable loan terms are associated with higher interest rates among borrowers. 

Lending time and efficiency: A study by Li and Lalwani (2019) shows the importance of lending efficiency to increase customer service satisfaction. 

Delays in loan payments or payments may unsettle the borrower and negatively affect interest. 

Observation and Communication: A study by Chen and Zhang (2020) highlights the role of transparency and effective communication in improving 

consumer mortgage credit. Open and transparent communication about loan terms, fees, and information requirements can increase trust and satisfaction. 

Good customer service: Many studies, including Wang and Zhang (2017), have highlighted the importance of good customer service in influencing home 

loans. The answer is knowing that customer service representatives can resolve borrowers' questions and concerns, so be satisfied. 

Post-loan support and services: A study by Nguyen et al. (2021) suggest that post-loan support and service play an important role in maintaining customer 

satisfaction throughout the life of the loan. Quick resolution, access to online money management tools, and good communication help increase overall 

satisfaction. 

Comparison with competitors: A study by Kim and Kim (2018) examines the impact of competing products on consumer loans. Understanding how SBI's 

products compare to its competitors' products can provide insight into areas that may need improvement to remain competitive. 

Customer trust and recommendations: A study by Hennig- 

Thurau et al. (2019) found that mortgage lenders were more likely to demonstrate credit honesty and recommend their services to others. The right tips 

can help you win new customers and achieve long- term results. 
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This research builds on previous research by examining available data on consumer satisfaction with home loans and identifies high-level influences, 

particularly in the context of SBI's home loan products. 

Survey Research: 

A mixed method combining quantitative and qualitative studies will be conducted to investigate customer satisfaction on home loans offered by State 

Bank of India (SBI). There are several stages of this process listed below: 

Survey Design: A suitable survey will be designed to collect quantitative data on SBI home loan borrowers. The survey will include Likert-scale questions 

to measure satisfaction with various aspects of home loans, such as interest rates, loan terms, customer service and overall satisfaction. 

Sampling Strategy: Random sampling method will be used to select respondents from SBI customer database. This sample will represent various ethnic 

and geographical characteristics of SBI home loan customers. 

A suitable survey will be designed to collect comprehensive information about SBI home loan customer satisfaction. The survey will include Likert-scale 

questions to measure satisfaction with various aspects of home loans, such as interest rates, loan terms, customer service and overall satisfaction. 

Data Collection: The survey will be conducted electronically through an online survey or email invitation to reach an audience of SBI home loan 

customers. Participants will be guaranteed anonymity and confidentiality to encourage honest responses. 

Quantitative Analysis: Descriptive statistics, including means, frequencies, and percentages, will be calculated to analyze quantitative research data. The 

chi-square test or analysis of variance can be used to identify significant differences across different customer demographics or levels of credit 

characteristics. 

Qualitative interviews or focus groups: In addition to quantitative analysis, qualitative interviews or focus groups can also be conducted with respondents 

asking questions to gain a deeper understanding of their experience and understanding of SBI home loan products. Open questions will be used to explore 

specific topics.[3] 

Research: Monitor the implementation of action plans and conduct regular surveys to measure the impact of changes in customer satisfaction over time. 

Action Plan: Create an action plan for improvement areas according to the evaluation results and ensure all customer satisfaction. This may include 

changes to policies, procedures or services. 

Presentation: Prepare a comprehensive report detailing research findings, including methods Understand the importance of improving customer 

satisfaction, trends and recommendations. Reports should be clear, concise and useful for SBI management.[3][4] 

Type 

Quantitative Research: This type of research involves collecting and analyzing numerical data to measure customer satisfaction and identify patterns. 

Surveys using closed-ended questions and statistical analysis techniques such as regression analysis can be used to measure the effects of various factors 

of interest. 

Qualitative Research: Qualitative research focuses on collecting non-numerical data to gain a deeper understanding of customer needs and experiences. 

Techniques such as interviews and focus groups can provide insight into the reasons behind satisfaction or dissatisfaction with SBI home loans. 

Combined Research: Combining quantitative and qualitative research provides a better understanding of customer satisfaction. This approach allows 

researchers to triangulate findings from multiple sources and provide a more comprehensive analysis. 

Cross-sectional research: This type of research collects data from a sample of consumers at a specific point in time. It provides a snapshot of customer 

satisfaction and allows comparisons between different customers. 

Longitudinal Research: Longitudinal research involves collecting data from the same sample of consumers over time. These studies can provide insight 

into how customer satisfaction with SBI home loans changes over time and the factors affecting these changes. 

Descriptive Research: Descriptive research aims to explain the characteristics of a group or phenomenon. Research and analysis can be used to explain 

the factors that make customers happy with SBI home loans. 

Causal Research: Causal research aims to determine cause-effect relationships between variables. These studies can help determine which factors have 

the biggest impact on customer satisfaction with SBI home loans. 

Research Research: Research research aims to discover new ideas and understandings. Techniques such as interviews and focus groups can be used to 

generate insight into the interest of SBI home loan customers for further research. These studies can help determine which factors have the biggest impact 

on customer satisfaction with SBI home loans. 
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Preliminary Data 

To evaluate SBI Home Loans customer satisfaction, you will generally follow the following steps for data analysis and Translation: 

Data Preparation: Clean the data, check for missing values and ensure that the data fits the analysis model that it is true. 

Descriptive statistics: Calculate the mean, median, mode, standard deviation and other statistics of scores of interests to understand the mean difference 

and distribution of information. 

Visualization: Create visualizations such as histograms or boxplots to visualize the distribution of interest scores and identify results or patterns. 

Correlation analysis: Interest points and loan amount, interest rate, usage, etc. Correlation analysis to understand whether there is good agreement between 

other variables. 

Segment Analysis: Segment customers by demographics or other characteristics and analyze satisfaction scores within these segments to identify trends 

or trends. 

Hypothesis Testing: If necessary, perform a hypothesis test (e.g. t-test, ANOVA) to determine whether satisfaction scores differ between groups. 

Text analysis (if necessary): Analyze recommendations or comments from customers to extract important content or opinions. 

Insights and recommendations: Based on analysis, gain a deeper understanding of the impact on customer satisfaction and make recommendations to 

improve the level. 

Visualization and reporting: Communicate with stakeholders using visualization and reporting to present findings and recommendations clearly and 

concisely. 

Continuous Monitoring: Track customer satisfaction over time to track changes and measure the impact of improvements made based on analysis.[4] 

Statement of Limitations: 

Sampling Bias: The results of this study may be affected by bias as the participants were selected from SBI's #1 direct customers. This will not affect the 

overall opinion of potential customers who choose not to take an SBI home loan or have a bad experience and do not use SBI services. This will not affect 

the overall opinion of potential customers who choose not to take an SBI home loan or have a bad experience and do not use SBI services. 

Biased responses: The ability of participants to give biased responses that are expected responses from social or generalizations about their interests. This 

may affect the accuracy of the data collected and the representativeness of the findings. 

Generalizability: Findings may be limited to the specific context of SBI home loan customers. Different banks and financial institutions will have unique 

customer, service and business processes that will impact them at different levels. This may affect the accuracy of the data collected and affect the 

representativeness of the research results. Plate or group analysis may be affected by misinterpretation. The researcher's interpretation of the content of 

participants' responses may influence the analysis and conclusions drawn from the research results. 

Time Period: Customer satisfaction may vary from time to time due to changes in the market, regulatory requirements or internal operations of SBI. The 

results of this study only reflect consumer needs at a point in time and cannot capture long-term trends.[5][8] 

Recommendations for Future Research: 

Longitudinal Study: Conducting a longitudinal study to track changes in customer satisfaction over time can provide insight into the sustainability and 

effectiveness of SBI's efforts to improve domestic credit. 

Cross-Cultural Comparison: Comparing customer satisfaction of SBI Home Loans across different regions or cultural contexts can reveal differences in 

tastes and sentiments. This can suggest design strategies that work well for different clients. 

Predictive Modelling: Developing predictive models to predict factors affecting customer satisfaction and customer retention can help SBI identify 

customer risk and implement nature response strategies to protect consumers. 

Qualitative In-Depth Interviews: Conducting in-depth interviews with small samples of customers to explore specific topics or problems in more detail 

can provide greater insight into the drivers of satisfaction and dissatisfaction. 

Digital analysis: With the advancement of digitalization of banking services, future research may focus on measuring the impact of SBI home loan 

customers' channels (such as use of mobile, online portals) and identifying opportunities to improve SBI home loan satisfaction through digital experience. 

Competitive Benchmarking: Comparing SBI's customer satisfaction performance with its competitors provides a useful tool for identifying relative 

strengths and weaknesses and highlighting prudent decisions. 
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By addressing these limitations and following future research directions, SBI can understand customer satisfaction perception, drive continued 

improvements and maintain competitive advantage in home loan industry (SBI). Here are some tips to improve customer satisfaction: 

Streamline Loan Processing: Invest in streamlining and automating loan processes to shorten turnaround time and reduce delays in approvals and 

payments. Using digital solutions for information distribution and verification can increase efficiency and convenience for customers. 

Improve communication: Improve communication to provide customers with  timely updates throughout the loan application process. Use notifications, 

email alerts, and the online portal to inform users about the status of their application and required information. 

Transparency in terms and conditions: Provide clarity in loan terms and conditions to build trust and confidence among customers. Provide clear, 

actionable information about interest rates, fees, down payments and other important information to help customers make informed decisions. 

[8],[11],[12] 

Conclusion: 

State Bank of India (SBI) Customer Satisfaction Survey provides insight into the perception and experience of SBI home loan customers. Through a 

combination of quantitative research and qualitative interviews or focus groups, this research aims to measure satisfaction, identify strengths and 

weaknesses, and offer suggestions for improvement. 

The findings generally show that SBI home loan customers have moderate to high exposure to the bank's products. Key factors affecting satisfaction 

include competitive interest rates, transparent loan terms and customer service. Many customers also appreciate the convenience of online application 

and financial management tools provided by SBI.[17] 

Key factors affecting satisfaction include competitive interest rates, transparent loan terms  and  customer  service.  Many customers also appreciate the 

convenience of online application and money management tools offered by SBI. 

However, the research also identified areas that need improvement. Some customers expressed their dissatisfaction with the loan term and cited approval 

and payment delays as the main problem. Others mentioned the need to improve communication about loan updates and information requirements. 

Addressing these issues can improve the overall experience and satisfaction of SBI home loan customers. 

Furthermore, the study highlights the importance of continuous monitoring and feedback strategies to measure customer satisfaction and make necessary 

adjustments to SBI home loan products. Continuous research, focus groups and feedback help SBI adapt to customer needs and preferences, ensuring 

home loan products remain competitive and people use the products. 

In conclusion, although SBI's home loan products have received positive feedback from customers, there is still room for improvement in areas such as 

lending and communication. By addressing these areas and maintaining a customer-centric approach, SBI can strengthen its position in the lending 

industry and build long-term relationships with its customers. The study is also limited to credit, the facilities provided by the bank to customers, the 

attitude of bank employees and customers' satisfaction with company finances. The study is also limited to credit, facilities provided by the bank to the 

customer, attitude of bank employees and general customer satisfaction of financial institutions. 

This study shows many factors that make borrowers interested in housing loans from public and private financial institutions. We consider some of the 

many factors that affect borrower interest. The study is also limited to mortgage loan policies, the facilities provided by banks to customers, the behavior 

of bank employees and the general customer satisfaction pressure on the departments of financial institutions. Instead, the conclusion is that both public 

and private banks will qualify as mortgage banks. 

This study highlights the importance of continuous monitoring and feedback strategies to measure customer satisfaction and make necessary adjustments 

to SBI home loan products. Continuous research, focus groups and feedback help SBI adapt to customer needs and preferences, ensuring home loan 

products remain competitive and people use the products. 

[14],[15] 
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