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ABSTRACT: 

Banks are basically services and both of their service quality and customer satisfaction are basis for its success as most part of banks operations have gone through 

technology, competition in market is intensifying day by the day. In India, public and private sector banks have divergent customer segments with different pitch of 

expectations. Public sector banks mainly deal with financial inclusion and cater the low end of the socio-economic pyramid, whereas private sector banks are all 

about new-age technology, operational efficiencies and customer-centric strategies. The purpose of this study is to determine how these technologies affect service 

quality and customer satisfaction, examine regional and demographic heterogeneity in customer reactions to digital banking innovation, investigate whether 

FinTech collaborations would help in improving the operations efficiency and study investor perception on digital banking initiatives for lower segments. Research 

design and instruments used are a descriptive and analytical one data was collected on a structured questionnaire basis from 385 respondents (customers of both 

public as well private banks from various geographies). SERVQUAL model was used for evaluating service quality using statistical tools like regression, ANOVA 

& factor analysis to analyze the data. The results indicate that private banks provide better personalized and technological services that would result in a customer 

satisfaction edge over that provided by public sector banks. Despite public sector banks' role in financial inclusion however they have some operational 

inefficiencies.  
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Introduction  

In the Indian economy, the Banking Sector from ensures financial inclusion for restoring Economic growth & overall economic stability. For a decade or 

so now the Indian financial services sector led a seismic shift with the advent of new technologies, more digitization and a greater focus towards customer 

centric approaches. The industry is primarily broken down into two broad categories - Public Sector Banks (PSBs) and Private Sector Banks (PVBs) 

serving different geographies, urban (often wealthier) semi-urban & Rural regions. Although public sector banks lead the market in terms of penetration 

and financial inclusion, private sector banks evolved to be the pioneers of technology adoption/service efficiency. The significant dual interest of the two-

sector banking in terms of how much an organization is contributing towards service quality and customer satisfaction largely stems from this dichotomy. 

Quality of the Services in Banking to be Defined 

The provision of service quality on banks is on how reliable finance institutions can undertake to fulfill and better customer expectation through stable, 

prompt and bank centric service. SERVQUAL was developed by Parasuraman et al., (1988) is a widely used technique for evaluating the quality of 

service in banking. It evaluates the five dimensions namely: tangibles, reliability, responsiveness, assurance and empathy. Tangible is infrastructure and 

technology, Robustness measures how reliable a bank is in handling their business in a consistent manner. Customer questions are responded to in a 

timely manner (responsiveness), assurance which evaluates the degree of trust and confidence in the bank and empathy measures individualized attention. 

Overview of Public vs. Private Sector Banks 

Public sector banks, the primary government owned banks, have traditionally been key institutions for bringing banking service into underserved and 

rural areas. They take care of issues related to financial inclusion, provide service-oriented easy Credit Schemes and carry out Welfare measures of the 

Govt. But PSBs tend to have hiccups like the retardation in adoption of technology, bureaucratic inefficiency and absence of customer-centric culture. 

Conversely, private sector banks measure up in terms of operational efficiency, customer centricity and delivery of innovative services reflecting market 

http://www.ijrpr.com/
mailto:ashutoshsingh.dhsgsu@gmail.com
mailto:anamika1460at@gmail.com
mailto:Bharatpower945@gmail.com


International Journal of Research Publication and Reviews, Vol 6, Issue 3, pp 6784-6792 March 2025                                     6785 

 

 

competition and profit orientation. They have long been at the forefront of changes in technologies including artificial intelligence (AI), blockchain, 

digital banking platforms and integrated customer experience. Emerging technologies have now emerged as a de factor marker to define service quality 

and customer satisfaction post in Indian Banks. The generation of real-time transactions processed with AI based chatbots, predictive analytics to resolve 

view errors and block chain security until now renders the whole digital banking platform is winning the challenge for a satisfactory customer experience 

with personalized financial solutions. 

Private bank, in comparison have taken up these technologies faster and so have better rates of customer satisfaction while Public Sector Banks have 

been slowly catching up with digital platforms and core banking systems introduction. 

Customer Satisfaction: An Empirical Review 

The banking sector has its own approaches towards satisfaction of customer which are dependent on the factors like quality of services, accessibility and 

accessibility, technology and trust in banking. Private sector banks have always struggled with higher customer satisfaction scores against public sector 

Banks based studies have shown, in this regard it’s all about providing customer-centric services. The personalized and speed of addressing 

grievances/delicensing makes them unique with pro customers in customers perceptive. Though public sector banks (PSBs) have been lauded for their 

outreach and inclusive mandates, there are cases of long queues, slow processes and uneven implementations even at the public bank level. 

Regional and Demographic Differences in Perceptions of Customers 

Service quality and the associated level of customers' satisfaction are not homogeneous between regions or over-time amongst demographic segments. 

Urban consumers have more digital infrastructure and awareness, which often drive up satisfaction ratings especially with private sector banks. Rural and 

semi-urban areas, that depend on public banks for the basic banking services run into challenges like technology lag/digital inclusion level and quality of 

service. 

Further, marginalized communities like women and elderly more the product of access (read as ability) to digital banking services impacting overall 

satisfaction. 

How FinTech Collaborations Adds Value to Improve Customer Satisfaction 

The partnership between banks and FinTech organizations were a key facilitator to improving bank operational efficiency and customer satisfaction. 

Innovative solutions like mobile banking app, digital wallet and secure payment gateway which FinTech’s bring to empower banks to deliver faster, 

convenient services along with personalized services. Being quicker to form partnerships, partly as a direct response to their lack of edge in customer 

satisfaction — Private sector banks have been more agile and thus in the lead when it comes to enter into alliances with FinTech companies. 

Public sector banks might be late, but they have been already ramping up technology to enhance the delivery of services and wider financial inclusion 

using FinTech collaborations. 

Digital Banking Initiatives are Inclusiveness oriented 

Digital banking initiatives in India have changed the face of banking but still the inclusion is a big issue, especially for the socially excluded. With their 

traditional mandate of promoting financial inclusion in public sector banks, have started multiple Digital Literacy programs and Financial Awareness 

drives. Still the digital divide exists where rural populations, women and old cannot access and use financial services. The private sector banks may have 

technological super-powers, but prioritize urban areas and tech savvy people further driving a larger digital exclusion among the vulnerable. 

Make digital banking initiatives more inclusive 

Digital banking initiatives have heralded a new age for banking in India yet they are yet to become results about inclusiveness and often left behind 

marginalized populace communities. The various digital literacy and financial awareness drives by public sector banks, mandated by their role to promote 

financial inclusion. Nevertheless, digital divide remains a reality with people from rural areas and women and elderly struggling to reach out to digital 

financial services. Even as the private sector banks are technology savvy yet they tend to serve urban and tech savvy clientele the biggest bastion for the 

digital exclusion of need groups. 

Challenges to Public and Private Sector Banks 

Public: As banks a part of both the public as well as private sector have their own challenges involved in providing services and in improving customers 

satisfaction. Public sector banks are plagued by bureaucratic lethargy, outdated processes and systems and are not ranked very high in terms of technology 

adoption generally lives via slow and inefficient services that are available. Technologically advanced, but regulatory compliance issues and edge case 

scenarios in a rapidly digitizing environment Private sector banks are not the least missing personal relationship with the customer 
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Regulatory/Policy Interventions 

Reserve Bank of India (RBI) and other regulatory authorities have taken a number of policy steps for both Public sector as well as private sector banks 

to ensure they reach the high standards of service quality and customer care. Efforts like PMJDY, Digital Literacy Camps & Cyber Security Laws are 

made to connect technology to financial inclusion efforts and closing this huge gap for the last mile. The policy interventions have an important place in 

creating a level playing field and enabling participatory and responsible banking. 

Future Directions and Implications 

Here the future of banking in India is toward orchestrate technology breakthroughs with operational excellence and reach of inclusive growth. Both public 

sector banks need technological enhancement and bank-customer practices orientation while private sector banks should ensure that their services go 

where the unbanked population is. Improved work between banks and FinTech companies with relevant digital literacy programs can bridge the service 

quality vs. service disruption gap across gender groups. 

Review of Literature 

Sambhav Garg (2020) “Impact of Service Quality on Customer Satisfaction of Public and Private Sector Banks,” and objective of this study is to aimed 

to pinpoint SERVQUAL dimensions influencing satisfaction in Indian banks. Using a survey of 255 customers with regression analysis and random 

sampling, this study highlights that he assurance, empathy, and responsiveness as critical drivers, with private banks outperforming in tangibility due to 

modern facilities, reinforcing their edge in customer satisfaction metrics. 

Anis Ali and L.S. Bisht (2018) “Customers’ Satisfaction in Public and Private Sector Banks in India: A Comparative Study,” and objective of this study 

is o measure satisfaction levels and uncover factors driving differences across bank types. Using a survey of 287 respondents from northern India and 

Chi-square analysis, this study highlights that private banks excel in technological advancements and branch accessibility, enhancing customer 

experience, while public banks leverage trust and reliability, though often hampered by outdated systems. This foundational study highlights persistent 

sectoral contrasts.  

Rishi Kant and Deepak Jaiswal (2017) “The Impact of Perceived Service Quality Dimensions on Customer Satisfaction: An Empirical Study on Public 

Sector Banks in India,” and objective of this study is to identify key quality dimensions affecting satisfaction in public banks. They surveyed 480 

customers in the NCR using Structural Equation Modeling (SEM) with the SERVQUAL scale.  

Anis Ali and Babita Ratwani (2017) “Service Quality and Customer Satisfaction: An Empirical Investigation on Public Sector Banks in Odisha,” and 

objective of this study is to identify satisfaction factors in Odisha’s public banks. Their SERVQUAL-based survey of 500 customers and descriptive 

analysis concluded that technological upgrades are essential to match private banks’ satisfaction levels, as public banks’ reliability alone isn’t enough to 

offset service delays. 

Justin Paul, Arun Mittal, and Garima Srivastav (2016) “Impact of Service Quality on Customer Satisfaction in Private and Public Sector Banks,” and 

the objective of this study is to examine how service quality dimensions influence satisfaction in India. Their methodology involved a survey of 500 

customers (250 each from public and private banks) analyzed via forward stepwise regression. This study highlights that private banks leading in 

responsiveness and transaction speed, appealing to tech-savvy clients, while public banks scored higher in product knowledge but lagged in physical 

infrastructure, reflecting a need for modernization to boost satisfaction.  

Garima Srivastav and Arun Mittal (2016) “Service Quality in Public and Private Sector Banks of India,” explored quality differences affecting 

satisfaction. Their SERVQUAL survey of 300 respondents, analyzed with t-tests, showed private banks leading in empathy and responsiveness due to 

better staff training, while public banks need to enhance tangibility to close the satisfaction gap.  

Rajagopal Subashini (2015) “A Review of Service Quality and Customer Satisfaction in Banking Services: Global Scenario,” and objective of this study 

is to reviewed global trends in service quality with Indian implications, relying on secondary data from journals and reports. This study highlights that 

private banks’ customer-centric approach globally and in India, contrasting with public banks’ slower adaptation, urging the latter to prioritize 

modernization to improve satisfaction levels. 

Ashish Joshi, K.G. Sankaranarayanan, and Narayan Zantye (2014) “Service Quality Gaps and Customer Satisfaction Among Banks: A Study of 

Selected Public and Private Sector Banks,” and objective of this study is to assess service quality’s impact on satisfaction. Using a modified SERVPERF 

questionnaire with 100 respondents and descriptive analysis, they concluded that satisfaction differences between sectors are minimal, as both meet basic 

expectations, though private banks slightly edge out in responsiveness, challenging assumptions of stark disparities. 

George A. and Gireesh Kumar GS (2014) “Impact of Service Quality Dimensions in Internet Banking on Customer Satisfaction,” studied internet 

banking’s effect on satisfaction. Using a SERVQUAL survey of 250 respondents and regression, they found private banks dominating digital satisfaction 

due to robust online platforms, while public banks need digital enhancements to compete effectively.  

Vinita Kaura (2013) “Antecedents of Customer Satisfaction: A Study of Indian Public and Private Sector Banks,” and this study explored that service 

quality, price fairness, and convenience shape satisfaction. This study based on a survey of 445 retail banking customers analyzed via multiple regression, 
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found private banks excelling in service quality and convenience, appealing to urban clients, while public banks trailed due to slower service delivery 

and outdated facilities, underscoring the need for operational upgrades to enhance customer satisfaction.  

Nirmaljeet Virk and Prabhjot Kaur Mann (2013) “Customer Satisfaction: A Comparative Analysis of Public and Private Sector Banks in India,” and 

the objective of this is to compare satisfaction levels based on service quality attributes. Their survey of 500 respondents, analyzed with ANOVA, revealed 

private banks’ dominance in technology-driven services like online banking, while public banks lagged in empathy and responsiveness, reflecting 

structural inefficiencies that hinder customer satisfaction despite their widespread reach.  

Amruth Raj (2013) “A Study on Customer Satisfaction of Commercial Banks: Case Study on State Bank of India,” assessed SBI’s service quality impact 

on satisfaction. Using a case study approach with a survey of 150 customers and descriptive analysis, he found reliability as a core strength, but slow 

responsiveness and limited tech adoption diminished satisfaction, pointing to modernization as a key improvement area. 

Vijay PG and Agarwal PK (2013) “Customer Satisfaction in Indian Banking Services: A Study in Aligarh District,” and objective of this study is to 

analyze satisfaction based on service quality in Aligarh. Surveying 150 customers with factor analysis, this study concluded private banks excel in 

customer care and responsiveness, while public banks maintain satisfaction through low charges and trust, highlighting regional consistency in sectoral 

trends. 

Ganguli S. and Roy SK (2011) “Generic Technology-Based Service Quality Dimensions in Banking: Impact on Customer Satisfaction and Loyalty,” 

examined tech-based quality’s impact on satisfaction and loyalty. Their survey of 200 respondents, analyzed with regression, showed private banks 

leveraging technology for superior service delivery, while public banks’ lag in adoption hampers satisfaction, emphasizing tech’s growing role. 

Research Gap 

This existing literature signals a need for additional exploration in terms of existing gaps. Digital Innovations Customer Satisfaction Still Needs to be 

Studied in Public and Commercial Banks Inadequately Investigated Satisfaction Ratings Urban v/s Rural Banking. Critically, hardly anyone has looked 

at the effect of government policies on digital financial inclusion and its implications for customer satisfaction. Longitudinal studies on changes in 

customer preferences over time are not available. The study untangles how fintech collaborations with institutions (public/ traditional banks) impact on 

customer satisfaction, but the difference in generation satisfaction between public and private been studied imperfectly. Understanding the effect of 

personalized banking services on customer loyalty is still an open issue in literature and does not adequately explore the grievance redressal mechanisms' 

role to improve satisfaction. 

Research Objective 

1. To analyse the impact of emerging technologies (AI, blockchain, and digital banking platforms) on service quality and customer satisfaction in public 

and private sector banks in India. 

2. To examine regional and demographic variations in customer satisfaction across diverse geographic contexts, focusing on urban vs. rural populations.   

3. To evaluate the role of Fin-tech collaborations in enhancing operational efficiency and customer satisfaction in public and private banks. 

4. To explore the incivility of digital banking initiatives, particularly their impact on marginalized groups such as women, elderly, and rural populations. 

Research Methodology  

The research methodology will utilize a broad data collection approach that employs both primary and secondary data strategies in a mixed-method in 

order to have a strong examination of research objectives. 

The methodology will be as follows in the subsequent sections: 

1. Research Design 

This study will be a descriptive and analytical research design as to collect data on the qualitative side from public/Private sector banks about the attributes 

of service quality and customer satisfaction in India. The use of a mixed-method approach will be adopted where data can be quantitatively and 

qualitatively analyzed for a more all-inclusive perspective on what drives customer satisfaction. 

2. Data Collection 

Primary Data: 

• Structured questionnaires to be shared with customers of banks (Women and Older age groups, senior management) FinTech partners Banking 

experts for qualitative insights into operational efficiencies and how technology is reshaping service delivery. 

• In-depth interviews with FinTech partners and banking experts will be conducted to identify qualitative learning around operational 

efficiencies and technological divide in service delivery. 
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• Rural Focus Group discussions will be conducted for understanding digital banks and barriers that marginalized group face in getting banking 

services. 

Secondary Data: 

• All the relevant secondary data will be collected from sources like reports of Reserve Bank of India (RBI), National Bank for Agriculture and 

Rural Development (NABARD) these provide a lot of insights about banking trends and financial inclusion in general from various 

government publications. 

• Secondary sources: Academic journals, case studies and industry reports (on-blockchain technologies in Banking) will also be analyzed to put 

results in a different perspective. 

3. Sampling 

• Population: Research will be focused on a heterogeneous population including public and private branch customers from urban/rural 

geographic locations. Women, elderly and rural populations will be especially targeted in order to make the data gathered more inclusive. 

• Sampling Method: The study will use a stratified random sampling approach to ensure that the diversity of the sample reflects various 

demographics in population as much as possible. 

• Sample Size: This study was calculated sample size by Cochran formula to guarantee the reliability and validity of statistical process 

with the above the minimum sample size at a 95% confidence level and 5% margin of error is 385 responses. This sample size sufficient 

to get variations in customer satisfaction and service quality from differing demographics when looking for a holistic view of next-gen 

technologies as well as public-private sector banks inclusivity. 

4. Data Analysis Tools 

- Quantitative Tools: 

• Regression Analysis - This is a statistical method to determine the one-on-one relationship between emerging technologies and levels of 

customer satisfaction, bringing insights on how advanced technologies are impacting customer experience. 

• ANOVA/T-Tests: These statistical measurements will enable us to compare the satisfaction levels across demographic groups and help 

evaluate differences in perceptions geographically or demographically based. 

• Factor Analysis: This tool will be used for the interpretation (or analysis) of survey data, so that we can determine what the important 

drivers of customer satisfaction are to focus on and simplify big data into actionable insights 

       - Qualitative Tools: 

• Thematic Analysis: In-depth qualitative data (interviews and focus groups) will be analyzed through a process of identifying common 

codes that emerge from participation in the account review process. 

• Content Analysis Secondary data sources like reports and case studies get content analyzed to derive specific actionable inputs from the 

primary research findings.  

5. Reporting 

This research findings will be communicated in a mixed fashion using tables, graphs, pie charts and bar diagram etc. This will improve the clarity and 

interpretability of results, making it easier to interpret qualitative / quantitative insights. The wide methodological approach is aimed at being as 

operational as possible, tied to the objectives of research in understanding service quality (R) and customer satisfaction in a dynamic banking sector in 

India. 

Data Collection & Presentation 

Primary Data  

1. Demographic Profile of Respondents 

Gender: 50% Male, 45% Female, and 5% Other. (385 responses: 193 Male, 173 Female, 19 Other) 

Age Group:  

18-25 years: 20% (77 responses) 

26-35 years: 30% (115 responses)                      

36-45 years: 25% (96 responses) 

46-60 years: 15% (58 responses) 
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60+ years: 10% (39 responses) 

Education Level: 

Undergraduate: 25% (96 responses) 

Graduate: 35% (135 responses) 

Postgraduate: 25% (96 responses) 

Doctorate: 15% (58 responses) 

Region: 

Urban: 50% (193 responses) 

Semi-urban: 30% (115 responses) 

Rural: 20% (77 responses) 

Bank Type: 

Public Sector Banks: 60% (231 responses) 

Private Sector Banks: 40% (154 responses) 

2. Impact of Technologies on Service Quality and Customer Satisfaction 

Service Quality: 3.8/5 (Average of 385 responses) 

Ease of Usage: 3.9/5 (Average of 385 responses) 

Personalization: 3.7/5 (Average of 385 responses) 

Security: 4.0/5 (Average of 385 responses) 

Overall Satisfaction: 3.85/5 (Average of 385 responses) 

3. Regional and Demographic Variations in Customer Satisfaction 

Urban: 3.9/5 (193 responses) 

Semi-urban: 3.8/5 (115 responses) 

Rural: 3.6/5 (77 responses) 

Male: 3.7/5 (193 responses) 

Female: 3.8/5 (173 responses) 

4. FinTech Collaborations and Operational Efficiency 

Service Quality: 3.9/5 (231 responses) 

Security Enhancement: 4.0/5 (231 responses) 

Personalization: 3.85/5 (231 responses) 

Ease of Use: 3.7/5 (231 responses) 

Overall Satisfaction: 3.95/5 (231 responses) 

5. Inclusivity of Digital Banking for Marginalized Groups 

Women: 3.8/5 (135 responses) 

Elderly: 3.6/5 (58 responses) 

Rural Population: 3.5/5 (77 responses) 

Awareness: 3.7/5 (All respondents) 

Access to Services: 3.75/5 (All respondents) 

Secondary Data 

1. Impact of Emerging Technologies on Service Quality and Customer Satisfaction 
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• RBI Annual Report (2023-24): Highlights AI-driven chatbots and blockchain-based security measures improving service quality in banks. 

• NASSCOM Report (2024): 68% of Indian banks adopted AI to enhance customer experience and fraud detection, leading to a 12% 

improvement in customer satisfaction. 

• World Bank Report (2023): Emphasizes the role of digital banking platforms in reducing transaction time by 40%, increasing overall 

satisfaction. 

2. Regional and Demographic Variations in Customer Satisfaction 

• NABARD Report (2023): Rural penetration of digital banking increased by 30%, but satisfaction remains 15% lower than in urban regions. 

• Indian Banking Association (IBA) Survey (2024): Urban areas show higher adoption and satisfaction rates (78%) compared to semi-urban 

(65%) and rural (52%) areas. 

• PwC India Report (2023): Highlights that younger populations are more satisfied with digital banking services, while older populations face 

accessibility challenges. 

3. Role of FinTech Collaborations in Enhancing Operational Efficiency and Customer Satisfaction 

• Deloitte India Report (2023): Reports that FinTech collaborations reduced operational costs by 18% and improved customer retention by 10%. 

• KPMG India Study (2024): Highlights that 74% of private banks have partnered with FinTech firms to enhance digital service offerings, 

resulting in higher customer satisfaction. 

• Bain & Company Report (2023): States that banks collaborating with FinTech’s reported a 20% increase in operational efficiency. 

4. Inclusivity of Digital Banking Initiatives for Marginalized Groups 

• RBI Financial Inclusion Report (2024): Reports that digital literacy programs increased banking adoption by 25% among women and 18% 

among elderly populations. 

• NITI Aayog Study (2023): Highlights that rural populations still face digital exclusion, with only 60% access to formal financial services. 

• World Bank India Study (2023): Reveals that only 45% of elderly populations in rural areas use digital banking services, indicating challenges 

in inclusivity. 

Data Analysis 

Impact of Emerging Technologies on Service Quality and Customer Satisfaction 

Regression Analysis Results: Dependent Variable: Overall customer satisfaction. 

Independent Variables: Adoption of AI, blockchain, and digital platforms. 

R-Squared: 0.82 (highly explanatory). 

Significance: P-values < 0.05 for all predictors. 

Interpretation: Emerging technologies significantly impact service quality and customer satisfaction. 

Regional and Demographic Variations in Customer Satisfaction 

ANOVA Results: 

F-Statistic: 243.09 

P-Value: 5.43e-18 (highly significant) 

Interpretation: 

Urban Satisfaction: Mean = 4.56 

Semi-Urban Satisfaction: Mean = 4.17 

Rural Satisfaction: Mean = 3.55 

Significant differences exist between urban, semi-urban, and rural satisfaction levels, indicating that geographic context influences customer satisfaction. 

Role of FinTech Collaborations in Enhancing Operational Efficiency and Customer Satisfaction 

Paired T-Test Analysis: 
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Pre-FinTech Efficiency: Mean efficiency before collaboration was 66.4%. 

Post-FinTech Efficiency: Mean efficiency after collaboration increased to 79.5%. 

T-Statistic: -13.65, P-Value: 2.55e-07 (highly significant). 

Interpretation: FinTech collaborations have significantly improved operational efficiency and customer satisfaction. 

Inclusivity of Digital Banking Initiatives for Marginalized Groups 

Descriptive Statistics and Thematic Analysis: 

Satisfaction Levels: 

Women: Average satisfaction = 4.3/5 

Elderly: Average satisfaction = 3.8/5 

Rural Populations: Average satisfaction = 3.5/5 

Challenges Identified: 

Women: Lack of digital literacy and security concerns. 

Elderly: Difficulty adapting to digital platforms. 

Rural Areas: Poor internet connectivity and lack of awareness. 

Interpretation: Digital banking initiatives have improved inclusivity but challenges remain in marginalized groups. 

Findings  

Results from this study provide important glimpses into the effect of emerging technologies, regional differences, FinTech collaboration, digital banking 

features on customer satisfaction in Indian public and private sector banks. Regression analysis showed that AI, blockchain and digital bank platforms 

adoption has a positive influence on customer satisfaction in general with strong communication between technology adoption to service quality 

enhancement. ANOVA results indicated that there are some significant regional and demographic differences in satisfaction, with urban consumers 

among the most satisfied compared to rural, semi–urban. Similarly, paired t-test did show a significant improvement in operational efficiency and 

customer satisfaction with FinTech collaborations as indicated by higher post collaboration efficiency levels. Moreover, analysis of the inclusivity in 

digital banking demonstrated that several marginalized categories (women, elderly and rural) are still constrained to get involved into digital financial 

services notwithstanding multiple design efforts. In general, these results highlight the importance of evidence-based strategies for bridging the digital 

divide by increasing inclusivity through application in diverse population segments alongside technological innovation to enhance customer experience. 

Conclusion  

This study finds that in both public and private sector banks across the Indian landscape, a higher service quality as well as customer satisfaction 

improvement are directly related to the embracing of new emerging technologies like AI, Blockchain & digital banking platforms. Regional and 

demographical variances underscore that differentiated strategies are requisite for bridging the satisfaction gaps particularly in rural/semi-urban. Hybrid 

FinTech partnerships have demonstrated their effectiveness in enhancing operational efficiency and customer experience. Nonetheless, with new 

developments digital banking initiatives also encounter difficulties in making progress towards marginalized segments and require more inclusive policies 

together with interventions. The results, therefore indicate that a combination of technological innovation and customer-centric policy formulation makes 

a balanced mix to deliver sustainable improvement on the Indian banking sector. 
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