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ABSTRACT:

ICICI Bank is one of India’s leading private sector banks, offering a range of home loan products designed to cater to diverse customer segments. This literature
review examines various aspects of ICICI Bank’s home loan services, including eligibility criteria, interest rates, customer satisfaction, loan processing efficiency,
and regulatory influences. Studies indicate that the bank’s competitive interest rates, digital-first approach, and customer-centric schemes, such as Pradhan Mantri
Awas Yojana (PMAY), have strengthened its position in the mortgage market. While ICICI Bank’s digital innovations have significantly improved loan approval
and disbursal times, some borrowers have raised concerns about hidden charges and complex documentation. Additionally, government policies, RBI regulations,
and real estate laws such as RERA play a crucial role in shaping the home loan landscape. A comparative analysis highlights ICICI Bank’s advantages in digital
banking while noting that public sector banks often provide slightly lower interest rates. As the home loan sector continues to evolve, fintech integration and Al-

driven credit assessments could further enhance ICICI Bank’s offerings, improving accessibility and customer experience.

Introduction

The objective of this paper is to understand the conceptual frame work of home loan in India and to undertake the empirical study on home loan industry.
In this regard secondary data is being used. The various issues related to drivers of demand in housing, evolution of home loan.Housing in India,
importance and types of home loan have been discussed. Through this paper the basics of housing loan addressed. Home is an integral part of a human
being, who since his childhood, dreams tohave living space of his own. Once in a lifetime investment requires loan to do itand that is how the home loan
comes into scheme of things. Buying a home isdream for everyone. Due to the rising price of properties, it has almost become impossible for an average
earning person to buy a home through lump sum payment. Therefore, the concept of home loan has come into existence. There are plethora of housing
finance institutions and banks both in public and private sector which offer home loans. Choosing one institution and one offer for homeloan amidst the
thousands available options have become a very complex task inour country. Apart from this, there are intricate business jargons and technicalities that
make this job more tough and difficult. Through this study, I propose to identify the critical factors impacting the growth and distinguishing the growth
pattern in home loan portfolio particularly in public sector banks in India.

I1. Literature Review:

Buying a home is a dream for many, and a home loan is often the key to making that dream a reality. ICICI Bank, one of India’s leading private banks,
offers a variety of home loan options to suit different needs. With competitive interest rates, flexible repayment options, and digital innovations, ICICI
Bank has positioned itself as a strong player in the home loan market. This review explores research and studies related to ICICI Bank’s home loan
offerings, focusing on eligibility criteria, interest rates, customer satisfaction, loan processing, and regulatory influences.

ICICI Bank offers home loan products catering to different customer groups, including salaried professionals, self-employed individuals, and NRiIs.
Interest rates generally start from around 8% per annul but can vary depending on RBI policies. A key highlight of ICICI Bank’s home loan services is
its specialized schemes, such as the Pradhan Mantri Awas Yojana (PMAY) for first-time home-buyers, balance transfer facilities, and top-up loan options.
Studies suggest these features make ICICI Bank an attractive choice for borrowers looking for flexible and convenient loan solutions.

Problem Statement:

The demand for home loans in India is growing, and banks are constantly competing to offer better services, lower interest rates, and quicker approvals.
ICICI Bank has successfully positioned itself as a leader in digital home loan processing, but challenges still exist. Many borrowers struggle with hidden
fees, complicated paperwork, and fluctuating interest rates, making the loan process less transparent. Additionally, frequent changes in government
policies and regulations affect home loan affordability and accessibility. This study aims to dive into ICICI Bank’s home loan services, analyzing what
works well and what needs improvement. By understanding customer concerns and the role of regulatory policies, this review will highlight ways in
which ICICI Bank can improve customer trust, simplify loan processes, and remain competitive in the home loan market.
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Buying a home is a dream for many, and a home loan is often the key to making that dream a reality. ICICI Bank, one of India’s leading private banks,
offers a variety of home loan options to suit different needs. With competitive interest rates, flexible repayment options, and digital innovations, ICICI
Bank has positioned itself as a strong player in the home loan market. This review explores research and studies related to ICICI Bank’s home loan
offerings, focusing on eligibility criteria, interest rates, customer satisfaction, loan processing, and regulatory influences.

Obijectives of The Study

1. Understand the eligibility criteria, interest rates, and loan options ICICI Bank offers to different customer segments.
Examine how ICICI Bank’s digital innovations, such as paperless processing and Al-driven eligibility checks, have improved the loan
application experience.

3. Assess customer satisfaction levels and highlight common concerns such as hidden charges and complex documentation.

4.  Analyze the impact of government policies, RBI regulations, and schemes like PMAY on ICICI Bank’s home loan offerings.

5. Compare ICICI Bank’s home loan services with those of other major banks, identifying what sets it apart and where it lags behind.

6.  Explore future trends in the home loan sector, including the role of fintech and Al in making the process more efficient and borrower-friendly.

7 Identify the key factors influencing home loan approval rates and loan repayment behaviors among ICICI Bank borrowers.

8.  Evaluate the effectiveness of ICICI Bank’s customer service and grievance redressal mechanisms in resolving borrower issues.

9.  Assess the impact of economic fluctuations and inflation on ICICI Bank’s home loan interest rates and customer affordability.

10. Investigate how ICICI Bank’s marketing and outreach strategies contribute to its brand positioning in the home loan segment.

11. Examine the effectiveness of ICICI Bank’s collaboration with government housing initiatives and financial institutions in increasing home
loan accessibility.

Hypothesis

e  H1: ICICI Bank’s digital innovations, such as paperless processing and Al-driven credit assessments, have significantly improved customer
satisfaction and reduced loan processing time.

. H2: ICICI Bank’s interest rates and loan policies are competitive compared to other banks, making it a preferred choice for home loan
borrowers.

e  H3: Borrowers perceive ICICI Bank’s home loan application process as more efficient and user-friendly compared to public sector banks.

. H4: Government policies and RBI regulations play a crucial role in influencing ICICI Bank’s home loan approval rates and interest rates.

. H5: Customers who opt for ICICI Bank’s home loan services experience challenges related to hidden charges and complex documentation.

. H6: Economic factors such as inflation and repo rate fluctuations significantly impact ICICI Bank’s home loan interest rates and borrower
affordability.

. H7: ICICI Bank’s home loan offerings are more attractive to salaried professionals than to self-employed individuals due to stricter income
verification norms.

. H8: Customer trust and satisfaction with ICICI Bank’s home loan services can be enhanced through greater transparency and better
communication regarding loan terms and charges.

Research Methodology

This study follows a structured research approach, combining both qualitative and quantitative methods to provide a well-rounded analysis. The research
is descriptive in nature, aiming to explore ICICI Bank’s home loan services, customer perceptions, and industry trends based on existing literature,
customer feedback, policy analysis, and market reports.

V1.1 Research Design

The research design for this study is structured to provide a thorough and objective evaluation of ICICI Bank’s home loan services. A descriptive research
approach is employed to understand customer experiences, loan approval trends, and the bank’s competitive position. Both primary and secondary data
sources will be utilized to ensure comprehensive findings.

V1.4 Population

This study focuses on people who have experienced ICICI Bank’s home loan process firsthand. It includes salaried employees who rely on home loans
to buy their dream houses, self-employed professionals who often face stricter approval criteria, and NRIs looking for financial solutions to purchase
property in India. Additionally, this research also takes into account the perspectives of banking professionals and financial analysts who understand the
complexities of home loan offerings. By capturing a wide range of borrowers and industry experts, this study aims to provide a complete picture of how
ICICI Bank’s home loan services are perceived and where improvements may be needed.



International Journal of Research Publication and Reviews, Vol (6), Issue (4), April (2025), Page — 2698-2705 2700

V1.5 Sampling Method

The researcher has used their convenient method for sampling or to collect responses from the samples.

V1.6 Data collection Instrument:

The study purposed to collect primary data through a questionnaire using the survey method to give precise, accurate, realistic, and relevant data.
V1.7 SAMPLE SIZE:

Up to 256 Responses Are Collected.

Data Analysis and Interpretation:
Graphic illustration

TWhat is your age group?

256 responses

® a) 1825
@ b)26-35
® c)36-50

- @® d) 51 and above

68.4%

Analysis: From the above chart researchers have found that the age group responds were 18-25 were 68.4%, 26-35 were 14.5%, 36-50 were 11.3%, 51
and above were 5.8% out of total number of responds.

2.What is your employment status?

256 responses
@ =a. Salaried (Private Sector)
55.9% @ b. Salaried (Government)
@ c. Self-employed
® d. Retired

Analysis: From the above chart researchers have found that the salaried (pvt.) are 27.7% and salaried (government) are 13.3% and self employed are
55.9% , Retired are 3.1% out of the total number of responds.

3.What is your monthly income range?

256 responses
@ a. Below 30,000
@ b. 330,000 - 260,000
17.6% @ c¢. 60,000 - 1,00,000
46.1% @ d. Above 21,00,000
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ANALYSIS: The survey respondents belong to the monthly income range of the respondent, from the above chart the 34% of the respondent have below
30,000 monthly income and 46.1% were have income between 30,000-60,000 and 17.6% have income between 60,000-1,00,000 and 2.3% of the
respondent have income more than 1,00,000.

4, Have you ever taken a home loan?

250 responses

®a. Yes
@ b. No

71.2%

ANALYSIS: The responses to the question are have you ever taken a home loan in which the 71.2% of the respondent said yes and 28.8% of the
respondent were said no.

5. What is your preferred loan tenure?
254 responses

@ 2. Less than 5 years
@ b. 5-10 years

@ c. 10-20 years

@ d. More than 20 years

ANALYSIS: The responses of our research are what is your preferred loan tenure in which the 39.8% of the respondent were respond less than 5 years
and 24% of the respondent said 5-10 years and 31.1% of respondent were said 10-20 years and 5.1% of the respondent were said more than 20 years.

6. Which type of interest rate do you prefer?
253 responses

@ a. Fixed Interest Rate
@ b. Floating Interest Rate
@ c. No Preference

ANALYSIS: The majority of respondents 71.1% were respond fixed interest rate and 22.5% response floating interest rate and 6.4% said no preference.

7. What is your preferred loan amount?
256 responses

@® a. Less than 210 lakh
@ b. %10-25 lakh

@ c.325-50 lakh

@ d . Above 350 lakh
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ANALYSIS: The above chart shows the responses of the question what is your preferred loan amount in which the 26.2% of the respondent go with less
than 10lakh and 25% of the respondent are between 10-25lakh and the majority respondent are 25-50lakh which is 37.9% and above 50lakh are 10.9%.

8.Which type of lender do you prefer for a home loan?

253 responses

@ 2. Public Sector Bank
@ b. Private Sector Bank

@ c. Non-Banking Financial Company
(NBFC)
@ d. Housing Finance Company

ANALYSIS: The majority of respondents 43.5% chooses public sector bank as the preferred lender for home loan and 35.6% are chooses private sector
bank and 13% are go with non banking financial company and 7.9% are go with housing finance company.

9.What is the biggest challenge in getting a home loan?
253 responses

@ a.High-interest rates
@ b. Lengthy approval process

© c. Strict eligibility criteria
@ d. High down payment requirements
. (]

ANALYSIS: The majority of respondents 44.7% of the respondent are go with the high interest rates and 27.7% of the respondent were go with lengthy
approval process and 19% of the respondent were strict eligibility criteria and high down payment requirements are go with 8.7% of the respondent.

10.How do you prefer to apply for a home loan?
252 responses

@ 2.0nline application
@ b.Visiting the bank/NBFC in person
@ c. Through an agent/broker

ANALYSIS: The above chart shows the response of the how do you prefer to apply for a home loan and from the above respondent 51.6% of the
respondent go with the online application and 35.7% of the respondent prefer visiting the bank/NBFC in person and 12.7% of the respondent prefer
through an agent/bank.

11.Have you ever faced rejection for a home loan?
254 responses

a. Yes 70 (27.6%)

193 (76%)
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ANALYSIS: The above chart shows the respondent of the question have you ever faced rejection for a home loan and 27.6% of the respondent said YES
, rest of the respondent 78% said NO.

12. If rejected, what was the main reason?
256 responses

@ a. Low credit score
. b. Insufficient incocme
c. High existing debts
@ d. Property-related issues

ANALYSIS: In this we have consider the what was the main reason of the rejection if they, from the above respondent 37.1% of the respondent were
said due to low credit score and 25% are due to insufficient income and 24.2% are because of high existing debts and 13.7 are rejected due the property
related issues.

13.Would you consider refinancing your home loan for a better interest rate?

255 responses

® a. Yes
® b. No

c. Not sure
@ d. Maybe
18.8%

ANALYSIS: In this question would you consider refinancing your home loan for a better interest rate the majority of the respondent 41.6% said YES
and 18.8% of the respondent said NO and some of the respondent 28.2% go with NOT SURE and 11.4% are go with MAYBE.

RESULTS AND FINDINGS

e  Whatis your age group:
From the above chart researchers have found that the age group responds were 18-25 were 68.4%, 26-35 were 14.5%, 36-50 were 11.3%, 51 and above
were 5.8% out of total number of responds.

e  What is your employment status:
From the above chart researchers have found that the salaried (pvt.) are 27.7% and salaried (government) are 13.3% and self employed are 55.9% ,
Retired are 3.1% out of the total number of responds.

e  What is your income range:
The survey respondents belong to the monthly income range of the respondent, from the above chart the 34% of the respondent have below 30,000
monthly income and 46.1% were have income between 30,000-60,000 and 17.6% have income between 60,000-1,00,000 and 2.3% of the respondent
have income more than 1,00,000.

. Have you ever taken a home loan :
The responses to the question are have you ever taken a home loan in which the 71.2% of the respondent said yes and 28.8% of the respondent were said
no.

e  Whatis your preferred loan tenure:
The responses of our research are what is your preferred loan tenure in which the 39.8% of the respondent were respond less than 5 years and 24% of the
respondent said 5-10 years and 31.1% of respondent were said 10-20 years and 5.1% of the respondent were said more than 20 years.

e Which type of interest rate do you prefer:
The majority of respondents 71.1% were respond fixed interest rate and 22.5% response floating interest rate and 6.4% said no preference.

e  Whatis your preferred loan amount:
The above chart shows the responses of the question what is your preferred loan amount in which the 26.2% of the respondent go with less than 10lakh
and 25% of the respondent are between 10-25lakh and the majority respondent are 25-50lakh which is 37.9% and above 50lakh are 10.9%.
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e  What type of lender do you prefer for a home loan:
The majority of respondents 43.5% chooses public sector bank as the preferred lender for home loan and 35.6% are chooses private sector bank and 13%
are go with non banking financial company and 7.9% are go with housing finance company.

e  What is the biggest challenge in getting a home loan:
The majority of respondents 44.7% of the respondent are go with the high interest rates and 27.7% of the respondent were go with lengthy approval
process and 19% of the respondent were strict eligibility criteria and high down payment requirements are go with 8.7% of the respondent.

. How do you prefer to apply for a home loan:
The above chart shows the response of the how do you prefer to apply for a home loan and from the above respondent 51.6% of the respondent go with
the online application and 35.7% of the respondent prefer visiting the bank/NBFC in person and 12.7% of the respondent prefer through an agent/bank.

e  Have you ever faced rejection for a home loan:
The above chart shows the respondent of the question have you ever faced rejection for a home loan and 27.6% of the respondent said YES , rest of the
respondent 78% said NO.

. If rejected, what was the main reason:
In this we have consider the what was the main reason of the rejection if they, from the above respondent 37.1% of the respondent were said due to low
credit score and 25% are due to insufficient income and 24.2% are because of high existing debts and 13.7 are rejected due the property related issues.

e Would you consider refinancing your home loan for a better interst rate:
In this question would you consider refinancing your home loan for a better interest rate the majority of the respondent 41.6% said YES and 18.8% of
the respondent said NO and some of the respondent 28.2% go with NOT SURE and 11.4% are go with MAYBE.

Key Findings and Insights:

. Credit Score: A higher credit score demonstrates financial responsibility and increases loan eligibility. Applicants with a credit score above
750 are more likely to receive favorable loan terms.

. Income and Employment Stability: Stable and sufficient income, along with steady employment history, enhances eligibility.

e  Debt-to-Income Ratio: Maintaining a low ratio of existing debts to income indicates better repayment capacity, positively influencing
eligibility.

. Down Payment: A substantial down payment reduces the loan amount required, improving eligibility and reducing monthly repayments.

e  Loan Tenure: Choosing an appropriate loan tenure balances affordability and total interest paid, impacting eligibility.

Recommendations

1.Simplify the documentation process to make it easier for borrowers to navigate the application requirements.

2.Increase transparency regarding fees, such as processing charges and foreclosure costs, to build trust and eliminate confusion.

3.0ffer personalized loan options based on individual income levels, employment status, and financial capacity to cater to a broader audience.
4.Strengthen customer support with faster response times and well-trained representatives to improve borrower experience.

5.Expand digital services by integrating Al-driven loan approvals and assistantship customer queries for a more seamless process.
6.Introduce hybrid interest rate schemes combining fixed and floating rates to provide borrowers with more stability in repayments.
7.Conduct awareness campaigns about government schemes like PMAY to ensure that more eligible borrowers benefit from such initiatives.
8.Regularly analyze customer feedback to identify pain points and continuously improve home loan services for better customer satisfaction.

© NN PR

COCLUSION
The study of ICICI Bank's home loan offerings provides valuable insights into customer experiences, preferences, and areas for improvement. Key
findings indicate that overall customer satisfaction is relatively high, driven by effective customer service and efficient processing times. However,

challenges such as confusion regarding loan terms and a lack of awareness about additional services highlight opportunities for enhancement.
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