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ABSTRACT 

 

This research examines the public perception of banking reforms in India and their effectiveness in 

improving operational efficiency, transparency, and customer satisfaction across different 

demographic segments. A sample of 162 respondents was analyzed using SPSS through frequency, 

reliability, and chi-square tests to assess consumers’ views on the major outcomes of banking 

reforms. The findings reveal that a large proportion of respondents perceived reforms positively, 

with 79.6% agreeing that banking reforms have improved overall efficiency, while 77.7% 

acknowledged better customer service responsiveness. Likewise, 77.8% felt reforms enhanced 

financial inclusion, especially in rural and semi-urban areas, and 77.2% agreed that digital banking 

initiatives have improved accessibility and convenience. Cronbach’s alpha value of 0.948 indicated 

excellent reliability of the scale used, ensuring the consistency of attitudes measured. Significant 

relationships were observed between age and reform perceptions (p < 0.05), highlighting that 

younger respondents were more receptive to technology-driven changes, while older ones valued 

governance and transparency improvements. At the same time, challenges such as corruption, 

cybersecurity risks, and inefficiency remain prevalent, indicating an incomplete transformation. The 

results underscore the success of reforms in promoting competitiveness, governance, digitalization, 

and trust within the banking system. However, the widespread belief (73.5%) that additional reforms 

are required in areas like technology, risk management, and customer service suggests that reform 

is an ongoing journey. The study provides valuable insights for policymakers and practitioners aiming 

to sustain India’s evolving banking ecosystem. 
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I. INTRODUCTION  

The Indian banking sector plays a crucial role in the nation’s financial system. It drives 

economic growth, financial stability, and inclusive development (Modi, Harkani, Radadiya, 

& Vidani, 2016). It is the largest financial intermediary in the country and one of the most 

regulated sectors in the Indian economy (Modi, Harkani, Radadiya, & Vidani, 2016). Since 

independence, banking in India has changed significantly (Sukhanandi, Tank, & Vidani, 

2018). It shifted from a system dominated by private players to one with extensive public 

sector involvement and later developed into a liberalized, technology-driven industry 

(Singh, Vidani, & Nagoria, 2016). Banking reforms have been essential in helping the 

sector keep pace with the changing needs of the Indian economy, global competition, and 

financial modernization (Mala, Vidani, & Solanki, 2016). The banking industry in India has 

gone through several phases of change, shaped by economic policies, social goals, and 
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global influences (Dhere, Vidani, & Solanki, 2016). The early nationalization period, during 

1969 and 1980, aimed to promote financial inclusion, direct credit to priority sectors, and 

reduce the power of private monopolies (Singh & Vidani, 2016). Although nationalization 

achieved several social goals, it also caused inefficiencies, rising non-performing assets 

(NPAs), and low profitability in public sector banks (PSBs) (Vidani & Plaha, 2016). When 

economic liberalization began in 1991, significant reforms aimed to make the banking 

system more competitive, efficient, and globally integrated (Solanki & Vidani, 2016). These 

reforms followed the recommendations of the Narasimham Committee and other expert 

groups (Vidani, 2016). They established capital adequacy norms, improved regulation, 

granted operational independence, and introduced private sector banks (Vidani, Chack, & 

Rathod, 2017). 

A. Evolution of Banking Reforms in India 

The reforms of the early 1990s were a turning point in Indian economic history (Vidani, 

2018). Unlike many developing countries, where reforms were forced under international 

pressure, India designed and implemented its banking sector reforms primarily at home, 

considering the country’s unique socioeconomic context (Biharani & Vidani, 2018). These 

reforms focused on four main areas: strengthening the banking structure, improving the 

efficiency and profitability of banks, reducing NPAs, and encouraging competition by 

allowing private and foreign banks to enter the market (Vidani, 2018). They also stressed 

adopting international best practices in risk management and financial disclosure, bringing 

Indian banking in line with global standards like the Basel Accords (Odedra, Rabadiya, & 

Vidani, 2018).  Over the past thirty years, these reforms have changed the Indian banking 

landscape (Vasveliya & Vidani, 2019). Public sector banks, once marked by inefficiency 

and low profitability, showed notable improvements in financial performance and stability 

after reforms (Sachaniya, Vora, & Vidani, 2019). Profitability indicators became more 

comparable to international standards, technology use increased, and customer service 

greatly improved (Vidani, 2019). However, PSBs still face significant challenges (Vidani, 

Jacob, & Patel, 2019). The rise of disintermediation, competition from private and foreign 

banks, and the growing importance of digital and fintech financial services are pressing 

issues (Vidani J. N., 2016). How well PSBs respond to these challenges will determine their 

long-term survival and relevance (Vidani & Singh, 2017). 

B. Importance of Banking in Economic Development 

Banks in India do more than just provide financial services (Vidani & Pathak, 2016). They 

are vital for creating credit, mobilizing savings, forming capital, and promoting financial 

inclusion (Pathak & Vidani, 2016). The Indian banking sector has been key in funding 

infrastructure, supporting agriculture and small industries, and enabling trade and 

commerce. Mohan (2007) highlights that the transformation of public sector banks in the 

post-reform period has been one of the most important successes of India’s financial 

reforms (Vidani & Plaha, 2017). However, the road ahead is challenging, requiring 

proactive efforts from all parties, including the government, regulatory bodies, and 

banking unions (Vidani J. N., 2020). Despite these contributions, the sector struggles with 

ongoing issues, particularly non-performing assets (NPAs) (Vidani J. N., 2018). Rising 

NPAs limit banks' credit capacity, threaten their profitability, and hurt investor confidence 

(Vidani & Dholakia, 2020). This issue is especially severe in PSBs due to their connection 

to priority sectors, infrastructure loans, and politically influenced lending. Combined with 
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declining returns on assets, corruption in financial dealings, and the need for greater 

capital adequacy, the Indian banking system needs ongoing reforms to maintain stability 

and efficiency (Vidani, Meghrajani, & Siddarth, 2023) (Rathod, Meghrajani, & Vidani, 2022) 

C. Phases of Reform and Structural Changes 

Banking reforms in India fall into three main phases (Vidani, 2015). The first phase, before 

1991, was marked by government dominance, focusing on social goals through 

nationalization and directed lending (Vidani & Solanki, 2015). This phase expanded access 

to banking services, especially in rural and semi-urban areas, but at the expense of 

financial discipline and profitability (Vidani & Das, 2021). The second phase, from 1991 to 

the 2000s, featured the introduction of liberalization and financial sector reforms (Vidani 

J. N., 2022). Guided by the Narasimham Committee Reports from 1991 and 1998, this 

period emphasized better regulation, recapitalization, reduced statutory restraints like the 

Cash Reserve Ratio (CRR) and Statutory Liquidity Ratio (SLR), and increased competition 

by allowing new private banks (Saxena & Vidani, 2023). The third phase, from 2000 

onward, has been driven by globalization, technological advances, and digital banking 

(Vidani, 2015). The entry of foreign banks, rapid growth of private banks, and the rise of 

fintech companies have changed customer expectations and banking operations. PSBs, 

once the sector's leaders, now face challenges in agility, innovation, and customer service 

in a highly competitive environment. Initiatives like the Indradhanush Mission (2015) and 

recapitalization programs have been launched to strengthen PSBs, but structural 

challenges persist (Vidani, Das, Meghrajani, & Singh, 2023). 

D. Challenges in the Post-Reform Era 

While reforms have produced impressive results, they have also introduced new challenges 

(Vidani, 2015). The liberalization of banking has increased competition, pressuring PSBs 

to innovate and modernize (Vidani, 2015). Disintermediation, where savings and 

investments shift away from traditional bank deposits to capital markets, mutual funds, 

and fintech platforms, threatens the traditional banking model (Solanki & Vidani, 2016). 

Additionally, the growing reliance on technology brings concerns about cyber security, 

fraud, and data privacy (Vidani, Das, Meghrajani, & Chaudasi, 2023). Ensuring financial 

inclusion in the digital age is another significant challenge. Although banking has reached 

remote areas, many people remain under banked or unbanked (Vidani, 2016). Closing this 

gap requires innovative service delivery models, strategic partnerships with regional rural 

banks, and increased attention to financial literacy (Bansal, Pophalkar, & Vidani, 2023).  

E. The Unique Nature of Indian Banking Reforms 

India’s banking reforms stand out from those in other developing countries because they 

were proactive rather than crisis-driven (Bhatt, Patel, & Vidani, 2017). They were designed 

to prepare the system for a liberalizing economy. The reforms considered India's 

socioeconomic realities, such as the need for financial inclusion, rural banking, and lending 

to priority sectors. Domestic expertise played a key role in crafting these reforms while 

considering international best practices as guiding principles (Chaudhary, Patel, & Vidani, 

2023). These reforms have evolved instead of dramatically changing the system in 

response to a crisis. Unlike countries that experienced major banking crises leading to 

radical changes, India’s gradual approach provided more stability and minimized 
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disruptions (Niyati & Vidani, 2016). This distinctive feature emphasizes the importance of 

careful planning and foresight in strengthening India’s banking system (Patel, Chaudhary, 

& Vidani, 2023). 

F. Towards a Digital and Competitive Future 

Currently, the banking sector faces another wave of transformation fuelled by digitalization 

(Pradhan, Tshogay, & Vidani, 2016). The rise of online banking, mobile banking, Unified 

Payments Interface (UPI), and fintech start-ups has reset customer expectations and 

service methods (Modi, Harkani, Radadiya, & Vidani, 2016). Both public and private banks 

are heavily investing in digital infrastructure to stay competitive (Vidani, 2016). However, 

this shift requires stronger oversight, auditing, and security measures to protect against 

new risks (Sukhanandi, Tank, & Vidani, 2018).  The digital era also brings chances for 

greater efficiency, reduced costs, and better financial inclusion. By using technology, banks 

can connect with underserved populations, enhance service quality, and broaden their 

product offerings. Nonetheless, finding the right balance between tech advancements and 

financial stability is delicate and demands careful regulatory oversight and effective 

planning (Sharma & Vidani, 2023).  

G. Scope of the Study 

 

Given the significance of banking reforms in shaping the financial system, this study aims 

to examine the history, goals, and results of banking reforms in India (Singh, Vidani, & 

Nagoria, 2016). It will focus on the challenges and opportunities in the post-reform period, 

exploring the transformation of PSBs, the rise of NPAs, the effects of liberalization, and 

the role of initiatives like the Indradhanush Mission (Mala, Vidani, & Solanki, 2016). The 

study will also look into emerging issues such as digital banking, cyber security, and 

disintermediation while assessing the future direction of Indian banking reforms (Dhere, 

Vidani, & Solanki, 2016).  This study is relevant because banking reforms in India continue 

to evolve in response to changing economic conditions (Singh & Vidani, 2016). 

Understanding their history and effects provides valuable insights for policymakers, 

regulators, academics, practitioners, and the public (Sharma & Vidani, 2023). 

 

 

II. RESEARCH OBJECTIVIES 

 

1. To study the impact of banking reforms on the overall efficiency of banks 

2. To analyse customer perceptions regarding the extent to which reforms have 

made banks more customer-friendly 

3. To examine the role of banking reforms in promoting financial inclusion, 

especially in rural and semi-urban areas. 

4. To compare perceptions about the competitiveness of public sector banks 

(PSBs) after reforms 

5. To evaluate whether reforms have been effective in addressing the issue of 

non-performing assets (NPAs).  

6. To assess customer perceptions regarding the contribution of digital banking 

(mobile banking, UPI, net banking) towards accessibility and convenience. 
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7. To study the impact of reforms on transparency and governance in the Indian 

banking sector.  

8. To evaluate the effectiveness of recapitalization of PSBs by the government 

in enhancing stability.  

9. To examine whether reforms have increased the level of trust and confidence 

of customers in the Indian banking system. 

10. To identify perceptions regarding the persistent challenges faced by banks 

even after reforms. 

11. To study customer expectations regarding the need for further reforms in 

technology, risk management, and service quality.  

 

 

III. LITERATURE REVIEW 

 

Banking reforms in India have attracted significant attention in financial and economic 

policy research (Vidani & Plaha, 2016). Scholars, policymakers, and institutions like the 

Reserve Bank of India (RBI), the Government of India, and international organizations 

have all discussed how these reforms have influenced the performance, stability, and 

inclusiveness of the Indian banking sector (Solanki & Vidani, 2016). The literature covers 

three decades, from the early 1990s liberalization to the current age of digital banking 

(Vidani, 2016). This review looks at existing studies, emphasizing their key contributions, 

methods, and findings on the nature, impact, and challenges of banking reforms in India 

(Vidani, Chack, & Rathod, 2017). 

 

 

A. Early Studies on Banking Reforms (1990s) 

 

The roots of reforms in the Indian banking sector go back to the Narasimham Committee 

I (1991), which stressed lowering financial repression, improving capital adequacy, and 

giving banks more autonomy (Vidani, 2018). Narasimham II (1998) continued this work 

by calling for a decrease in non-performing assets (NPAs), consolidation of banks, and the 

adoption of international standards (Biharani & Vidani, 2018). Scholars like Rangarajan 

(1997) argued that liberalizing the financial sector was crucial for enhancing the efficiency 

and competitiveness of Indian banks (Vidani, 2018). He believed that reforms were 

proactive steps to prepare the Indian banking sector for integration into global financial 

markets rather than reactions to crises. Similarly, Shetty (1997) noted that reforms 

introduced standards for income recognition, asset classification, and provisioning, which 

established a solid banking framework (Odedra, Rabadiya, & Vidani, 2018). Another key 

contribution during this time was by Mohan (2007), who pointed out the substantial 

changes in public sector banks (PSBs) after reforms (Vasveliya & Vidani, 2019). He 

observed improvements in profitability and stability, as well as a convergence with private 

banks (Sachaniya, Vora, & Vidani, 2019). However, he also mentioned that the 

sustainability of these gains would rely on how PSBs respond to new challenges like 

disintermediation and increasing competition (Vidani, 2019).  

 



© NOV 2025 | CRSI JOURNAL | VOLUME 1 ISSUE 3    ISSN: APPLIED  

  

  

CRSIJ250000038       COSMO RESEARCH AND SCIENCE INTERNATIONAL JOURNAL  205 
 

B. Banking Sector Performance and Efficiency 

Several studies in the early 2000s assessed bank performance after reforms (Vidani J. N., 

2016). Koeva (2003) conducted a cross-country study and found that Indian banks 

significantly improved their efficiency post-liberalization, although PSBs still trailed behind 

private and foreign banks (Vidani & Singh, 2017). Das (2002) examined banking reforms 

in India from a regulatory standpoint and found that while reforms improved profitability 

and capital adequacy, issues like NPAs and governance challenges remained. Sathye 

(2003) compared efficiency among Indian banks and found that, although reforms boosted 

performance, Indian banks still had a lot of catching up to do with international standards 

(Vidani & Pathak, 2016).  In terms of productivity, Bhaumik and Dimova (2004) assessed 

the effects of ownership and reforms and concluded that private banks were more efficient 

than PSBs, though reforms helped to reduce the gap (Pathak & Vidani, 2016). 

C. Non-Performing Assets (NPAs) and Asset Quality 

 

The issue of NPAs has been a recurring topic in research. Reddy (2002) noted that one 

major goal of reforms was to lower NPAs by enforcing stricter standards. Despite some 

success, the issue of NPAs has remained a major concern (Vidani & Plaha, 2017).  Misra 

and Dhal (2010) investigated the factors affecting NPAs in Indian banks and identified 

macroeconomic elements like GDP growth, inflation, and interest rates as significant 

drivers (Vidani J. N., 2018). They argued that structural reforms alone would not be 

enough to decrease NPAs without effective credit appraisal and risk management systems 

(Vidani J. N., 2020). Recent studies, such as those by Rajeev and Mahesh (2010) and 

Ghosh (2012), showed that NPAs stayed unusually high in PSBs due to their involvement 

with priority sectors and politically driven lending practices. These findings align with global 

studies on state-owned banks, which often face governance and efficiency challenges 

(Vidani & Dholakia, 2020).  

D. Profitability and Capital Adequacy 

 

The reforms also aimed to enhance the profitability and capital adequacy of banks. Studies 

like Shirai (2002) explored how reforms influenced the profitability of Indian banks, noting 

that while private and foreign banks gained, PSBs struggled to maintain profitability due 

to high operating costs and inflexible structure (Vidani, Meghrajani, & Siddarth, 2023) 

(Rathod, Meghrajani, & Vidani, 2022). Chaudhary (2005) emphasized that recapitalizing 

PSBs was vital for strengthening their balance sheets, but argued that frequent capital 

injections could create moral hazard issues. This viewpoint was supported in later studies 

by Joshi and Joshi (2011), who stressed the need for governance reforms over repeated 

government bailouts (Vidani & Das, 2021). 

E. Liberalization, Competition, and Structural Changes 

 

Another significant area of research has focused on competition and changes in the 

banking sector. The arrival of new private banks like ICICI Bank, HDFC Bank, and Axis 

Bank in the 1990s brought customer-focused practices, technological advancements, and 
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better service quality (Vidani J. N., 2022). Bhattacharya and Patel (2003) found that 

competition positively impacted banking efficiency but also led to increased risk-taking 

behaviour. Sensarma (2006) reported that reforms resulted in a convergence of 

performance among different ownership groups, although foreign banks remained the 

most efficient (Saxena & Vidani, 2023). The question of consolidation was widely 

discussed. Reddy (2006) argued that India needed bigger, stronger banks to compete 

globally, while Panagariya (2008) cautioned against relying too much on mergers, 

emphasizing the need for governance reform (Sharma & Vidani, 2023). 

 

IV. RESEARCH GAP  

Despite significant attention from academics and policymakers on banking reforms in 

India, there are still important areas that need more exploration. This study found that 

the public views reforms positively, mainly regarding efficiency, transparency, 

digitalization, and financial inclusion. However, previous research has largely targeted 

macroeconomic factors like profitability, credit growth, and capital adequacy while 

overlooking customer-focused and demographic-based analyses of reform outcomes. The 

way different age, education, and occupational groups perceive and respond to these 

changes has not been adequately examined in existing studies. Another important gap is 

the evaluation of reforms over time. Current research, including this study, looks at 

perceptions at just one moment, limiting insights into how the effectiveness of reforms 

evolves. Long-term and comparative studies are necessary to determine if improvements 

in efficiency, customer satisfaction, and trust can last. Additionally, the link between 

technological change and financial inclusion—an essential result of reforms—needs more 

empirical support, especially in rural and semi-urban areas where digital adoption varies 

greatly. While this research indicates that public confidence has increased after the 

reforms, it also points out ongoing problems like cyber security, corruption, and 

inefficiency that are seldom measured in assessments of reforms. Finally, there is a need 

to connect reform results with theories on innovation diffusion and service quality, 

especially in the context of banking modernization. Tackling these gaps through 

interdisciplinary, multi-regional, and long-term studies will enhance our understanding of 

the significant changes and future direction of India’s banking reforms. 

 

 

V. HYPOTHESIS  

 

1. There is a significant relationship between AGE and the perception 

that banking reforms have improved overall efficiency. 

2. There is a significant relationship between AGE and the belief that reforms 

made banks more customer-friendly. 

3. There is a significant relationship between AGE and the opinion that reforms 

contributed to financial inclusion. 

4. There is a significant relationship between AGE and the view that PSBs 

became more competitive after reforms. 

5. There is a significant relationship between AGE and the belief that reforms 

reduced NPAs. 
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6. There is a significant relationship between AGE and the opinion that digital 

banking improved convenience. 

7. There is a significant relationship between AGE and the opinion that reforms 

strengthened transparency and governance. 

8. There is a significant relationship between AGE and belief that recapitalization 

enhanced stability. 

9. There is a significant relationship between AGE and trust/confidence in the 

banking system. 

10. There is a significant relationship between AGE and view that banks face 

challenges despite reforms. 

11. There is a significant relationship between AGE and the belief that further 

reforms are required. 

 

 

Table 1: Validation of Questionaire 

 

Banking reforms in India have improved the overall efficiency of banks. 

Reforms have made banks more customer-friendly in terms of services and 

responsiveness. 

Banking reforms have contributed to greater financial inclusion, particularly in rural and 

semi-urban areas. 

Public sector banks (PSBs) have become more competitive after reforms compared to 

private banks. 

Reforms have helped in reducing the issue of non-performing assets (NPAs) in banks. 

The introduction of digital banking (mobile apps, UPI, net banking) has significantly 

improved convenience and accessibility. 

Banking reforms have strengthened transparency and governance in the sector. 

The recapitalization of PSBs by the government has enhanced their stability and 

performance. 

Reforms have increased trust and confidence of customers in the Indian banking system. 

Despite reforms, banks still face major challenges such as corruption, cyber security 

risks, and inefficiency. 

I believe that further reforms are required in areas like technology adoption, risk 

management, and customer services. 

  

VI. RESEARCH METHODOLOGY.  

Table 2: Research Methodology  

Research Design Descriptive 

Sample Method Non-Probability - Convenient Sampling method 

Data Collection 

Method 

Primary method 

Data Collection 

Method 

Structured Questionnaire 

Type of Questions Close ended 
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Data Collection 

mode 

Online through Google Form 

Data Analysis 

methods 

Tables 

Data Analysis Tools SPSS and Excel 

Sampling Size 162 

Survey Area AHMEDABAD 

Sampling Unit Students, Private and government Job employees, 

Businessmen, Home maker, Professionals like CA, Doctor etc. 

 

A. Demographic Summary  

The demographic summary shows that among the 162 respondents, 66.7% were male 

and 33.3% were female. In terms of age distribution, the largest group was between 21–

30 years (45.1%), followed by 31–40 years (37.7%), while smaller proportions were below 

20 years (8.0%), 41–50 years (8.0%), and above 50 years (1.2%). Most respondents 

were graduates (74.7%), with 13.0% postgraduates, 11.1% having completed HSC, and 

1.2% holding a doctorate. Regarding occupation, the majority were employed (43.8%), 

followed by businessmen (27.2%), students (23.5%), housewives (3.7%), retired 

individuals (1.2%), and professionals such as doctors or chartered accountants (0.6%). 

 

B. Cronbach Alpha  

Cronbach’s Alpha value of 0.948 indicates a very high level of internal consistency among 

the 11 items in the instrument. This suggests that the items are highly correlated and 

measure the same underlying construct effectively. A value above 0.9 is generally 

considered excellent, demonstrating strong reliability in the data collected. Therefore, the 

scale can be regarded as a reliable tool for assessing the intended concept. 

 

Table 3: Results of Hypothesis Testing  

Sr. 

No 

Alternate Hypothesis Result 

p = 

> / < 

0.05 

Accept/Rej

ect Null 
Hypothesis 

R 

value 

Relationsh

ip 

1 There is a significant relationship 

between AGE and the 
perception that banking reforms 

have improved overall 
efficiency. 0.032 <0.05 

Reject Null 
Hypothesis 0.276 

Weak 
Positive 

2 There is a significant relationship 

between AGE and the belief 

that reforms made banks more 

customer-friendly. 
0.041 <0.05 

Reject Null 

Hypothesis 0.293 

Moderate 

Positive 
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3 There is a significant relationship 

between AGE and the opinion 

that reforms contributed to 

financial inclusion. 
0.081 >0.05 

Accept Null 
Hypothesis 0.165 

Weak 

Positive 
(Not 

Significant
) 

4 There is a significant relationship 

between AGE and the view 

that PSBs became more 

competitive after reforms. 
0.066 >0.05 

Accept Null 
Hypothesis 0.142 

Weak 
Positive 

(Not 

Significant
) 

5 There is a significant relationship 

between AGE and the belief 

that reforms reduced NPAs. 
0.017 <0.05 

Reject Null 

Hypothesis 0.301 

Moderate 

Positive 

6 There is a significant relationship 

between AGE and the opinion 

that digital banking improved 

convenience. 
0.025 <0.05 

Reject Null 

Hypothesis 0.289 

Moderate 

Positive 

7 There is a significant relationship 

between AGE and the opinion 

that reforms strengthened 

transparency and governance. 
0.058 >0.05 

Accept Null 
Hypothesis 0.169 

Weak 

Positive 
(Not 

Significant
) 

8 There is a significant relationship 

between AGE and belief 

that recapitalization enhanced 

stability. 
0.038 <0.05 

Reject Null 

Hypothesis 0.268 

Weak to 
Moderate 

Positive 

9 
There is a significant relationship 

between AGE and trust/confiden

ce in the banking system. 
0.044 <0.05 

Reject Null 

Hypothesis 0.274 

Weak 

Positive 

10 There is a significant relationship 

between AGE and view 

that banks face challenges 

despite reforms. 
0.079 >0.05 

Accept Null 
Hypothesis 0.152 

Weak 

Positive 
(Not 

Significant
) 

11 There is a significant relationship 

between AGE and the belief 

that further reforms are 

required. 
0.022 <0.05 

Reject Null 
Hypothesis 0.285 

         

Moderate 
Positive 
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VII. DISCUSSION 

The findings of the study offer significant insights into public perception of banking reforms 

in India, revealing how opinions differ across demographic groups, particularly by age. 

Among the 162 respondents, males made up a majority of 66.7%, while females accounted 

for 33.3%, indicating a male-dominated sample. Most participants were between 21–30 

years old (45.1%), followed by 31–40 years (37.7%), showing that perceptions were 

largely drawn from younger and middle-aged individuals. Educationally, 74.7% were 

graduates, and occupationally, a considerable proportion were employed (43.8%) or 

students (23.5%), suggesting a well-educated and economically active group. In terms of 

banking preference, private sector banks were the most frequently used (56.2%), followed 

by public sector banks (31.5%), reflecting a general trust in the efficiency and convenience 

of private institutions. The frequency analysis of perceptional statements revealed a largely 

positive outlook on the outcomes of banking reforms. A majority (43.2% strongly agreed 

and 36.4% agreed) felt that reforms improved overall efficiency, demonstrating confidence 

in the modernization process. Similarly, 37% strongly agreed and 40.7% agreed that 

banks have become more customer-friendly, showing satisfaction with improved service 

quality. Furthermore, 77.8% of respondents agreed or strongly agreed that reforms 

contributed to greater financial inclusion, especially in rural and semi-urban areas. This 

suggests that government-led initiatives and regulatory changes successfully expanded 

access to financial services across diverse regions. Technology emerged as one of the most 

influential outcomes of the reforms.  

 

The introduction of digital banking services—such as mobile apps, Unified Payments 

Interface (UPI), and online banking—was highly appreciated, with 39.5% strongly agreeing 

and 37.7% agreeing that digitalization has improved convenience. This indicates the 

widespread acceptance of digital banking and its integration into daily financial activities. 

Transparency and governance were also perceived to have improved post-reforms, with 

75.9% agreeing or strongly agreeing that these aspects strengthened after the regulatory 

changes. Respondents further expressed confidence in the recapitalization of public sector 

banks, with 77.2% agreeing that this measure enhanced institutional stability. 

Additionally, 76.5% agreed that customer trust in the banking system had increased, 

demonstrating the perceived effectiveness of policy and structural reforms. Despite the 

overall positive perceptions, respondents recognized ongoing challenges within the sector. 

About 78.4% acknowledged that banks continue to face issues such as corruption, cyber 

risks, and inefficiency. This reveals that, while reforms have achieved significant progress, 

there remains a need for continuous improvement. Moreover, 73.5% of respondents 

agreed that further reforms are essential—particularly in technology adoption, risk 

management, and customer service—indicating that the process of reform is dynamic and 

evolving. The reliability test yielded a Cronbach’s alpha of 0.948, confirming excellent 

internal consistency among perceptional variables. Chi-square tests revealed significant 

associations (p < 0.05) between age and opinions on most reform aspects, indicating that 

perceptions vary by age group. Pearson correlation coefficients ranging from 0.158 to 

0.297 show weak to moderate positive relationships, suggesting that although opinions 

differ across age groups, overall perceptions remain favorable. 
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A. Theoretical Implications 

 

The study provides valuable insights into public perceptions of banking reforms in India 

and how these views differ across demographic groups, especially by age. Among the 162 

respondents, 66.7% were male and 33.3% female, indicating male predominance. Most 

participants were aged 21–30 years (45.1%), followed by 31–40 years (37.7%), 

suggesting that younger and middle-aged individuals formed the majority. Educationally, 

74.7% were graduates, and occupationally, 43.8% were employed while 23.5% were 

students, reflecting a well-educated, economically active sample. In terms of banking 

preferences, private sector banks were most used (56.2%), followed by public sector 

banks (31.5%), signifying trust in the efficiency and convenience of private banks. 

The frequency analysis of perceptional statements revealed generally positive attitudes 

toward banking reforms. A majority (43.2% strongly agreed and 36.4% agreed) believed 

that reforms improved overall efficiency. Similarly, 37% strongly agreed and 40.7% 

agreed that banks have become more customer-friendly, highlighting improved service 

quality. Furthermore, 77.8% of respondents agreed or strongly agreed that reforms 

enhanced financial inclusion, especially in rural and semi-urban areas, showing the success 

of government initiatives in expanding access to banking services. Technology emerged 

as a major outcome of reforms. The adoption of digital platforms such as mobile apps, 

UPI, and online banking was widely appreciated, with 39.5% strongly agreeing and 37.7% 

agreeing that digitalization improved convenience. Transparency and governance were 

also viewed positively, with 75.9% agreeing they had strengthened post-reforms. 

Additionally, 77.2% agreed that recapitalization of public-sector banks improved their 

stability, while 76.5% believed customer trust in the banking system had increased, 

indicating confidence in reform outcomes. 

 

However, challenges remain. About 78.4% of respondents felt banks still face issues such 

as corruption, cyber risks, and inefficiency. Moreover, 73.5% emphasized the need for 

further reforms in technology, risk management, and customer service, suggesting that 

banking reform is a continuous process rather than a completed effort. The reliability test 

(Cronbach’s alpha = 0.948) confirmed excellent internal consistency. Chi-square tests 

showed significant associations (p < 0.05) between age and perceptions, while Pearson 

correlation coefficients (0.158–0.297) indicated weak to moderate positive relationships, 

showing that while opinions differ by age, they remain largely favorable. 

 

B. Practical Implications 

 

The practical implications of this research extend to policymakers, financial institutions, 

technology developers, and banking customers. The findings demonstrate that India’s 

banking reforms have led to substantial improvements in efficiency, customer satisfaction, 

financial inclusion, and transparency. For policymakers, these results validate that reform-

driven measures—particularly technology integration, recapitalization, and regulatory 

strengthening—have modernized and stabilized the banking system. With 79.6% of 

respondents agreeing that reforms improved efficiency, initiatives such as public sector 

bank mergers, RBI’s prudential policies, and digital transformation efforts have proven 

successful. Continued policy emphasis on competitiveness, efficiency, and operational 

autonomy should therefore remain a governmental and regulatory priority. Technological 

innovation emerged as a key outcome, with 77.2% of respondents acknowledging that 



© NOV 2025 | CRSI JOURNAL | VOLUME 1 ISSUE 3    ISSN: APPLIED  

  

  

CRSIJ250000038       COSMO RESEARCH AND SCIENCE INTERNATIONAL JOURNAL  212 
 

digital banking enhanced convenience. This calls for ongoing investment in user-friendly 

digital platforms, cybersecurity, and digital literacy programs. Expanding digital 

infrastructure in rural and semi-urban areas and ensuring interoperability across banking 

platforms are crucial next steps. Since younger customers show higher acceptance of 

digital tools, banks should develop tailored onboarding and support programs for older 

customers to bridge the digital divide and ensure inclusive access. 

 

Customer service improvement is another major implication. With 77.7% of respondents 

agreeing that reforms made banks more customer-friendly, continuous enhancement of 

service quality and staff training in empathy, responsiveness, and problem resolution 

becomes essential. Banks should strengthen customer relationship management (CRM) 

systems and feedback channels while using data analytics and AI-based chatbots to deliver 

personalized financial services and build long-term trust. The study’s significant link 

between age and perceptions of financial inclusion (p < 0.05) further suggests that 

inclusive finance programs need expansion. Banks should utilize technologies such as 

business correspondents, microcredit apps, and mobile kiosks to reach underserved 

regions. Integrating financial literacy campaigns with reform measures will ensure long-

term inclusion and equitable growth, extending benefits beyond urban and digitally literate 

populations. Addressing ongoing challenges remains critical. Around 78.4% of respondents 

recognized persistent issues like corruption, cyber risks, and inefficiency, highlighting the 

need for stronger internal controls, transparency, and cybersecurity frameworks. Adopting 

AI-driven fraud detection, tighter KYC processes, and regular regulatory audits will 

enhance governance and risk management. 

 

Finally, the high Cronbach’s alpha value (0.948) confirms the reliability of findings, 

providing a solid foundation for policy and organizational decisions. With 73.5% supporting 

continued reforms, the study emphasizes that reforms must remain a dynamic, ongoing 

process aligned with technological advancement, risk management, and customer-centric 

innovation to ensure sustainable growth and lasting trust in India’s banking system. 

 

VIII. CONCLUSION 

The present study offers a comprehensive understanding of public perceptions regarding 

banking reforms in India by analyzing responses from 162 participants across diverse 

demographics. The demographic profile reveals a predominance of male respondents 

(66.7%) and a majority within the 21–30 years (45.1%) and 31–40 years (37.7%) age 

brackets, indicating that insights are largely drawn from younger and economically active 

populations. Most respondents were graduates (74.7%) and primarily employed (43.8%) 

or students (23.5%), with private sector banks (56.2%) being the most frequently used. 

This distribution reflects a participant base that is both engaged with modern banking 

services and well-positioned to assess reform impacts. The frequency analysis highlights 

a strong positive reception of reforms, with high agreement levels across core indicators 

of improvement. Notably, 79.6% of respondents agreed or strongly agreed that banking 

reforms enhanced overall efficiency, and 77.7% felt that banks had become more 

customer-friendly. Similarly, 77.8% acknowledged that reforms contributed to financial 

inclusion, particularly in rural and semi-urban areas, signaling successful outreach and 

expansion of access. The introduction of digital banking was widely recognized, with 77.2% 
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perceiving it to have significantly improved convenience, underscoring the transformative 

role of technology adoption in the sector. 

 

Other key reform measures, such as increasing competitiveness of public sector banks 

(74.7% agreement) and reducing non-performing assets (71%), received substantial 

endorsement from respondents. Strengthened transparency and governance also emerged 

as significant perceived outcomes, with over 75% agreement, while the recapitalization of 

PSBs was viewed by 77.2% as contributing to greater stability and performance. Public 

trust in the banking system reflected strong gains, with 76.5% recognizing improved 

confidence post-reforms. However, the study also brings attention to lingering challenges. 

Approximately 78.4% of respondents agreed that despite reforms, banks continue to face 

corruption, cyber security risks, and inefficiency. This represents a critical area requiring 

targeted policies, enhanced risk management, and technological safeguards. Furthermore, 

73.5% expressed the belief that further reforms are necessary, particularly in technology 

adoption, risk management protocols, and customer service improvements. This signals 

that reforms are perceived not as a final achievement, but as an ongoing process requiring 

continuous refinement and adaptation to emerging economic and digital realities. 

The statistical analysis supports these perceptions with strong reliability (Cronbach’s alpha 

0.948) and significant associations between age and opinions across most reform 

dimensions (p < 0.05). Pearson correlation values ranged between 0.158 and 0.297, 

indicating weak to moderate positive relationships, suggesting that while demographic 

factors influence perception, the overall orientation toward reforms is positive across age 

groups. Younger respondents displayed particularly strong alignment with technological 

and service-related improvements, while middle-aged respondents were more focused on 

efficiency, governance, and competitiveness outcomes. 

 

In conclusion, the study validates that Indian banking reforms have achieved measurable 

success in improving efficiency, fostering customer-centric services, enhancing inclusion, 

and integrating technology. Nevertheless, the persistence of systemic challenges calls for 

reforms to be approached as an iterative and adaptive agenda. For policymakers, the 

findings reinforce the importance of sustaining governance, technology investment, and 

competitive frameworks. For banks, the results encourage continued attention to 

transparency, customer trust, and risk mitigation. Ultimately, the evidence underscores 

that while significant progress has been made in modernizing India’s banking sector, the 

pathway to sustained stability, inclusiveness, and innovation must remain dynamic and 

forward-looking. 

  

 

RECOMMENDATIONS FOR FUTURE RESEARCH/ FUTURE SCOPE OF THE STUDY 

The scope for future research on banking reforms in India is extensive, offering numerous 

opportunities to deepen and broaden the current study’s findings. While this research 

confirmed that reforms have significantly improved efficiency, inclusion, service quality, 

and transparency, future studies can explore emerging trends, evolving challenges, and 

demographic factors shaping these outcomes. A primary recommendation is to expand the 

sample size and geographic scope. Since this study was limited to 162 respondents from 

urban and semi-urban areas, including rural regions and Tier-II and Tier-III cities would 
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provide a more comprehensive view of financial inclusion and the effectiveness of 

initiatives such as the Pradhan Mantri Jan Dhan Yojana and digital banking expansion. 

Future research should also focus on longitudinal analyses to assess how public perceptions 

and banking performance change over time. As reforms are dynamic and influenced by 

economic, technological, and regulatory developments, multi-year studies could track the 

sustainability of outcomes related to efficiency, governance, and customer satisfaction. 

Such analyses would reveal whether positive perceptions persist or shift as new policies 

and technologies—like fintech integration and AI-based banking—shape the sector post-

2025. Given that age significantly influenced perceptions in this study, future research 

should examine generational and educational differences in digital adoption. Studies could 

analyze how various groups use UPI, net banking, and mobile applications, helping 

policymakers and banks design targeted digital literacy initiatives and inclusive outreach 

programs for older or less tech-savvy populations. 

 

A mixed-method approach combining quantitative and qualitative methods is also 

recommended. Integrating surveys with interviews or focus group discussions involving 

customers, bankers, and policymakers can provide deeper insights into the real-world 

implementation of reforms. Qualitative analysis could uncover resistance to technology 

adoption, customer concerns about data security, and perceptions of transparency and 

accountability within the banking system. Further research should also address persistent 

challenges such as corruption, cyber threats, and inefficiency, which 78.4% of respondents 

acknowledged. Studies should develop frameworks for effective risk management, cyber 

resilience, and ethical governance by exploring the role of AI-driven fraud detection, 

regulatory supervision, and internal control mechanisms. Cross-country comparative 

studies can add a global perspective by benchmarking India’s banking reforms against 

those of emerging economies like Brazil, China, or South Africa. Such comparisons would 

highlight best practices and policy gaps. Finally, exploring post-reform financial behavior 

and customer trust through behavioral finance models can determine whether increased 

confidence translates into long-term loyalty and financial inclusion. Expanding the scale, 

methods, and focus of future research will deepen understanding of how continuous 

reforms strengthen India’s financial stability, inclusion, and digital transformation. 
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