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Abstract  

                      Marketing mix is simply defined as some factors or combination of components 

which are controlled by the organization in order to promote the product and brand for 

satisfying customer. Customer satisfaction is a continuous process that management must 

engage in. This study analyzed customer satisfaction using 7Ps marketing mix elements to 

banking customers in general. Objectives include examining product, price, place, promotion 

people, process and physical evidence as key drivers of banking customer satisfaction. It is found 

that product, process and physical evidence were significantly related to customer satisfaction 

while price, promotion, place and people are not significantly related in the real practice. It is 

also found that process is the most influential driver while price is the least influential. Finally, 



 

 Page No : 71 

the paper recommends that banking managements should improve the marketing mix elements 

by applying the right mix to attract and retain customers.   

Key Words: 7Ps Marketing Mix, Customer Satisfaction, Marketing Strategies, Banking Sector 

Introduction  

In the monetary area, firms are using the usage of advertising blend smoothing out to spike profit 

and improve their promoting channels to oversee regulatory and market pressures. In addition, 

with the changing purchaser tendencies, banks need to think and work viably to drive redesigns in 

the show. Showcasing blend improvement empowers banking associations to assess the 

presentation of past promoting exercises and advance the future spend to redesign business 

execution. The customary Marketing Mix or Marketing Program comprises of 4P's – Product, 

Price, Place, and Promotion. The promoting technique of a Product comprises of these Marketing 

Mix components to meet the business needs and goals. These destinations can be benefit related, 

piece of the pie related, and even to get social change the general public (NGO's).As 

administrations vary from an item, three extra advertising blend components are considered for 

promoting methodology. Henceforth, the promoting blend or advertising program for 

administrations is regularly alluded to as "7P's of administrations." The 4P's of conventional 

showcasing continue as before yet their suggestions on administrations are diverse as 

administrations contrast from an item from various perspectives. The Service is transitory, 

heterogeneous, elusive and indivisible. Consequently, Product customization, Price, Place and 

Promotion of assistance needs an alternate methodology when contrasted with an actual item which 

can be created at a better place, put away, and shipped as required.  

Review of Literature:  

Kotler and Armstrong (2013) characterize consumer loyalty as "the degree to which an item's 

apparent exhibition coordinates with a purchaser's assumption." Marketing blend components are 

necessary evil, they clear way for showcasing chiefs to accomplish hierarchical objectives and 

targets through legitimate arranging.   

Kotler and Armstrong (1989) characterize showcasing blend as "the arrangement of controllable 

promoting factors that the firm mixes to create the reaction of needs in the objective market." The 
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two definitions above are firmly related. The two of them concurred showcasing blend are 

controllable devices that ought to be utilized towards fulfilling objective market.   

Fornell (1992)Customer fulfillment is connected to client reliability. Consumer loyalty is likewise 

connected with building and keeping up with solid client relationship. Consumer loyalty can be 

seen as a relationship of saw worth of administration and the normal worth by clients. Assuming 

the apparent worth of administrations matches client saw anticipated worth, client is supposed to 

be fulfilled.   

Blasts and Bitner (1981) stretched out the 4Ps structure to incorporate cycle, actual proof and 

members, to reflect administration industry. The expansion of the 4Ps by Booms and Bitner has 

acquired wide acknowledgment.   

Mehta (2010) in his article" Personal Selling-A Strategy for advancing Bank Marketing "detailed 

that there is absence of Marketing Communication in Indian Banks .He proposed for embracing 

banks appropriate showcasing advancement techniques for better business. He underscored that 

on reception of individual selling as a methodology for showcasing advancement in Banks the 

financial business can improve significantly.   

Ravisankar, T.S. (1985); in an investigation on "Showcasing Strategies and Planning for Business 

Growth in Banks" says that the promoting plan for banking administrations ought to be upheld by 

suitable advertising systems. He recommends that advertising system for banks should be situated 

towards clients current and potential also.   

Radhakrishnan, S.(1987); directed an investigation on 'Advertising of Banking Services, 

Constraints, Challenges and Strategy' and tracked down that blended banking, grumblings from 

clients about bank charges, contest from nonbanking monetary organizations and developing 

venture awareness of the general population are a portion of the obstacles to bank showcasing. It 

is recommended that the branch supervisor can configuration suitable promoting technique 

through distinguishing proof of client needs and administration productivity with proper separation 

by understanding client conduct.  
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Functional Definitions:   

The term 'advertising blend' is a foundation model for associations, genuinely spun around item, 

value, spot, and advancement. The advertising blend has been portrayed as the "plan of showcasing 

instruments that the firm uses to pursue its promoting objections in the goal market". The 

showcasing blend insinuates the game plan of exercises, or methodologies, that an association uses 

to propel its picture or item on the lookout. The 4Ps make up an all around ordinary showcasing 

blend - Price, Product, Promotion and Place. The arrangement of advertising blend for the 

monetary administrations is the superb commitment of the bank capable that ward on their ability 

and significance attempt to showcase the administrations and plans advantageously.   

Character of Bank Service   

1. Perishability: Service is profoundly short-lived in nature and time has extraordinary 

importance in assistance promoting.   

2. Fluctuating Demand: Service request is profoundly factor in various mark of time. Request 

can be changed inside a day, hour, weeks, season and so forth Once in a while benefits have pick 

interest or overfull request and in some cases have low interest or zero interest.   

3. Elusiveness: Service gives advantage or heap of advantages, we might fulfill by taking 

assistance however nobody can contact or catch the help. It very well may be felt during utilization.   

4. Indivisibility: Service can't be isolated from the suppliers. Suppliers render administration 

by using his master, insight and effectiveness. For instance, Treatment is absurd without presence 

of Patient and specialist.   

5. Heterogeneity: Service may not be homogeneous to all. Administration cost and advantage 

might be fluctuates individual to individual   

6. Estimating of Services: Pricing of administration relies upon different factor like interest 

change, accessibility of administration, season of administration, perishability, market contest and 

so forth Nature of administration is the other central point for setting the help cost yet it can't be 

cautiously normalize.   
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7. Administration quality isn't genuinely quantifiable: Service quality relates with consumer 

loyalty by utilizing a specific items or administration.   

Traditional 4p's-Services by Bank   

To comprehend the first conventional 4P's of promoting comparative with administrations, there 

ought to be examine the case of administration given by a bank-   

Product– This can be any financial help like investment account, checking/current record, credit 

administrations, request drafts, and so on How unique the contribution of one bank is from different 

has an effect. It is otherwise called separation – doing things another way. For instance, a bank 

like SBI offers its specific classification of clients a committed individual relationship 

administrator. The client doesn't requirements to go to the bank for the greater part of the things or 

call client support number. The client can straightforwardly call the individual relationship 

administrator and get the issues settled. Likewise, a bank can offer extra administrations like credit 

at lower loan fee, and so forth for a client account. The bank continually needs to work with the 

standard clients to advance itself so it can remain in front of rivalry.   

Place– Place factor assumes a significant part as administrations can't be made at one spot and 

conveyed at another. A bank can't be situated on the edges of a town. It ought to be effectively 

open to target clients. Client ought to have a positive encounter when visiting the bank. The area 

ought to be painstakingly chosen separated from the framework of the structure.   

Price: The costs for different administrations like yearly expenses on Visas, actually look at 

clearing charges, keeping up with least equilibrium, and so on ought to be comparative with the 

nature of administration gave. These ought to be near the market costs in the objective market. 

Anyway for an excellent help, the banks might charge some extra. The banks ought to be 

straightforward is uncovering the data with its clients obviously so the clients don't get astonished 

when the expenses gets exacted.   

Promotion: Effective correspondence message featuring the administrations in straightforward 

organization ought to be made. The Bank logo, trademark, and shading ought to be clear. The 

accomplishments and uniqueness ought to be plainly featured in different advancement messages.   
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The Additional 3P’s   

To comprehend the first conventional 4P's of promoting comparative with administrations, there 

ought to be examine the case of administration given by a bank.  

People: A purchaser of assistance needs to interact with the vender or the merchant's delegate for 

purchasing a help. It is supposed to be that administrations are given by "individuals" who structure 

a significant factor in conveyance of administrations. For instance, a lodging is notable or famous 

as a result of the framework as well as on account of the assistance given by its staff. Clients 

regularly purchase contributions where the help staff is affable, learned and esteem the client. This 

component is given accentuation by a smart advertiser in assistance industry. The client's 

experience is improved via preparing, spurring the staff to guarantee purchasers get first class client 

support. Preparing the staff who straightforwardly interface with clients is fundamental for 

administration industry for its prosperity. This staff ought to be prepared when they are recruited. 

"Preparing Need Analysis" ought to be done premise the abilities of the people just as the group. 

After the preparation, the chose people should shadow an accomplished staff part for legitimate 

acquiring of manners and occupation abilities. The preparation ought not end once the staff part is 

affirmed. The preparation interaction ought to be a continuous cycle as there are consistent changes 

in the climate just as the help offering.   

The preparation guarantees that the staff is refreshed with the most recent patterns and behavior 

for giving palatable client experience. The staff can be from individual selling or client care 

division. Basically, any individual who manages a client is answerable for consumer loyalty and 

development of business. These people should show esteems, for example, graciousness, critical 

thinking abilities, esteeming the client, and proactive disposition.   

Process: This alludes to the interaction or steps that a specialist co-op needs to set up for 

conveyance of the assistance. Cycle is alluded to as endeavoring to convey similar norm of 

conveyance of administration to the clients. To guarantee this is set up, a large portion of the 

associations have a help blue print which gives subtleties of the interaction to be followed for 

conveying the administrations to the clients. For instance, assuming a client needs to approach web 

banking, he/she might need to present an actual structure at a branch for a specific bank. In an 

alternate bank the interaction might be diverse like submitting record and individual subtleties on 
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the banks site for guaranteed admittance. The associations ought to endeavor to make the cycles 

as issue free as conceivable not thinking twice about the security of the record. The cycle might 

incorporate even the expressions that the help staff should utilize when managing clients.   

In India A. Stream of exercises: every one of the significant exercises of banks follow RBI rules. 

There must be adherence to specific standards and standards in the financial activities. The 

exercises have been isolated into different divisions as needs be. B. Normalization: banks have 

normalized strategies got regular exchanges. Truth be told not just every one of the parts of a 

solitary bank, however every one of the banks have some normalization in them. This is a result 

of the guidelines they are dependent upon. Other than this, every one of the banks has its standard 

structures, documentations and so on Normalization saves a great deal of time behind individual 

exchange. C. Customization: There are forte counters at each branch to manage clients of a specific 

plan. Other than this the clients can choose their store period among the accessible other options. 

D. Number of stores: quantities of steps are normally determined and a particular example is 

followed to limit time taken. E. Straightforwardness: in banks different capacities are isolated. 

Separate counters exist with obvious sign. Consequently a client needing to store cash goes to 

‗deposits' counter and doesn't blend somewhere else. This makes strategies basic as well as devour 

less time. Other than guidance sheets in public sheets in public and provincial language help the 

clients further.   

Physical Evidence: As administrations are theoretical, this component of the blend frames a 

necessary piece of the advertising methodology in promoting administrations. A client shows up 

at an official choice for purchasing an assistance through material components related with a help. 

These might incorporate handouts, flyers, site, receipt, mood of the framework, bundling, post 

office based mail through notable dispatch administrations, and so on In India, banks desire to 

expand costly existing organizations by selling a scope of items. The actual confirmations 

incorporate signage, reports, zingers, other physical assets, worker's clothing regulation and so 

forth A. Physical assets: banks give pens, composing cushions to the inside clients. Indeed, even 

the passbooks, checkbooks, and so on diminish the inborn elusiveness of administrations. B. 

Zingers: zingers or the corporate assertion portray the way of thinking and demeanor of the bank.  
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Banks have compelling zingers to draw in the clients. Banking showcasing comprises of 

recognizing the most beneficial business sectors now and in future, evaluating the present and 

future necessities of clients, defining business advancement objectives, making arrangements all 

with regards to evolving climate.are People, Process and Physical proof.   

Suggestions:   

The accompanying suggestions are required for better administrations in financial area.   

1. Since item has positive relationship on bank consumer loyalty, banks should attempt to 

improve by giving assortment of items that address the issues of various market fragments. 

Additionally, banks should gadget method for working on financial cycle. Additionally, banks 

ought to participate in advancing items that will drive client to banking.   

2. Banking Management ought to consider upgrading their evaluating methodology to 

accomplish upper hand. The executives ought to present Visa since that is one region where 

estimating assumes a significant part for retail clients. The executives ought to orchestrate the 

components of spot to offer great fulfillment to client.   

3. Management ought to work on the electronic part of dissemination and leave on high 

direction for clients.   

4. Management ought to incorporate limited time blend that will give bases for fulfillment. 

Such special blend incorporate publicizing, individual selling markdown and deals advancement. 

The executives ought to have right promoting blend of work force that are all around prepared, 

with happy attitude and undeniable degree of social connection in showcasing their banks' items.   

5. Banks ought to make a decent assistance interaction to keep up with fulfilled clients and 

draw in likely clients.   

6. Management ought to establish a more favorable climate for bank administrations like 

parking spot, cooling, fence and more got climate where individuals have lack of safety due to 

exercises of guerillas.  
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Conclusion: Now days, Service sector is being increased tremendously and it is hardly found pure 

manufacturing or trading organization. So service involved someway to run the business into the 

market. However, financial organization like Banks is pure service organization where service 

marketing play pivotal roles to satisfy the customer. Bank can achieve competitive advantages if 

they follow proper practice of service marketing mix elements. With the increase of number of 

banks, customer literarily about banking, cost & time sensitiveness of the customers are also 

increased. In India, banks hope to maximize expensive existing networks by selling a range of 

products. It is anticipated that rather than formal ownership arrangements, a loose network of 

alliance between insurers and banks will emerge, popularly known as bank assurance.   
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