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Abstract— The role of banking sector is very important and 

play precious role in the development of economy of country 

especially for India, skillful and a sound system of banking is 

provide most important economic developments of country. 

In any developed country there growth of economic is above 

the average and there financial support is very strong and 

there business environment is dynamic that is requires a new 

development in the style of working is a business for taking 

position among the global companies. Profitability and 

efficiency of sector of banking in India has considered 

primary importance due to rapid competition, highly and 

demands of customers and changing the banking reforms. 

Since competition between them cannot be directly observed, 

there are various number of indirect measurement in the form 

of use simple complex models or indicators have been used 

both and devised are in practice and in theory. These studies 

try or attempt to measures the relative performance of Indian 

banks. For this perusal, we have used private sector bank and 

public sector bank. We are evaluating here the banking sector 

performance in this present condition. In the according 

present work all the parameters and criteria will be prepared 

using the survey of literature and questionnaire selected from 

both side bank customer and employee. The approach of 

MCDM method will be applied to analyze the problem 

statements. This study has added one more literature to 

demonstrate the utility of AHP based bank evaluation to 

Indian banking community in particular, which not only 

evaluates the performance of banks but also gives insights to 

focus in the area of improvement to a particular bank in 

comparison to others All information collected data to 

determine of the performance of banking sector. Under the 

MCDM Approach the decision making tools by AHP will be 

studied and applied for the results. The application of AHP 

for evaluating bank performance is done using MS-excel 

software.  The overall priority vector of different criteria is 

obtained as the result of AHP for all types of banks like 

Government and private banks. In most all criteria 

government bank is highly fulfill over six criteria and the all 

criteria as compared to other private banks.  So, it is 

suggested that government bank is the best for four basic 

criteria and private is better in other remaining two criteria. 

Key words: Banking, Financial Ratios, AHP, Performance 

Evaluation 

I. INTRODUCTION 

Banks are the most important financial institutions and with 

increased globalization many banking services have emerged 

in market. To attract customers and to improve its financial 

activities banks have to be a better service agency in market 

as compared to others. To stimulate competition among 

banks, more accentuation is necessary to be put on the 

operational of internal execution required. This means it is 

mandatory to evolve an effective way to conduct evaluations 

of performance that can measure the overall performance of 

organizational and link it to the corporate target. This equals 

a need for evaluate and dominant way to evaluate the 

performance of the overall organization to its objectives. 

Therefore for banks, as company, that also plays an vital role 

in the economic development and eruption of the country, it 

is always required to take some doable steps to assess the 

required of its customers and the service imparted. 

Commercial banks take away out activities to improvement 

of themselves most in financial progress but, at the same time, 

give consequence to non-financial execution criteria and 

particularly customer gratification. In such a system like 

banking that has unit of decisions are including various  

outputs and inputs, all criteria which might impression the 

performance must be unified and look into at the same time 

and in the same systems. Although it embark quite simple and 

doable, it is most of the time impossible dwell of the all 

criteria on the same basis and turn them into a unified unit 

which can refer to the same value.  

In the current work   an attempt has been made to 

propose a framework  to evaluate execution of banks 

available in Durg-Bhilai and analyze the impact of its 

development strategies such as ATM, Internet banking, E-

pay, cash deposit Machine, E-Rail, online Trading etc.. 

Measurement of performance includes lot many criteria and 

factors. Moreover it always required number of decision 

makers for criteria selection as well as for assessment. 

Therefore it becomes a multiple criteria decision making 

problem. Now-a-days lot many MCDM approaches has been 

emerge and are providing decision makers a logical 

managerial tool to analyze and rank among number of 

alternatives. The methodology proposed will target to 

evaluate the general performance of banking which is a key 

factor in banking studies, using an appropriate MCDM 

approach. The proposed tool will help managers to rank and 

evaluate the performance of bank in comparison to other bank 

of nearby area. Employing this tool will help to rank the 

banks as per its performance in addition to determining of the 

weaknesses strengths and of each bank. 

II. BACKGROUND 

Today’s in the emulative world, only the companies are that 

execute the needs of their customers and who is provide them 

with saturation can compete with others and get profit. This 

necessity causes the faith of customers to products and 

services of that company or organization. Changing 

Management paradigms in a dynamic Business Environment 

is to focus on the new path and ways or styles for completing 

the jobs. The business environment is dynamic that requires 

a new development in the style of a working for business 

taking a position among competitors. For the mentioned 

requirement there is always a need of performance of the 

present working system so that scope of improvement can be 

investigated and implemented. Accordingly, organizations 

are required to evaluate of their performance consecutive in 
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order to evaluate their current status and improve or advance 

in the competitive world. The continuous and correct 

assessment of the performance causes to assess the 

weaknesses and strengths of the organization appropriately 

and helps in reasonable managing resources, identifying 

areas for development and effectiveness, and improvement, 

and increasing competitive power (Marco and Biotitic, 

2006).Nowadays many organizations employ promiscuous 

methods and theories of appraisal for assessment in their 

departments. These approaches formation of ratio analysis, 

regression analysis, total production analysis, balanced 

scorecard (BSC), Delphi analysis, data envelopment analysis 

(DEA), analytic hierarchy process (AHP), and so forth. Each 

method has its own principles, flaws and prospects. The 

customer that is needful user of the procedure and the bank-

customer’s interplay are important issues to be considered at 

this point 

A. Questionnaires for bank performance survey: 

To achieve its objectives, the study has raised the following 

research questions. 

1) What factors do customers consider important in 

selecting their choice of a bank and what are the most 

important factors? 

2) 2. Which bank(s) are most preferred banks in India based 

on the sample under    consideration? 

3) Which banking facilities are the most frequently used by 

customers? 

4) Do customers have an intention to continue with their 

respective bank? 

The research questions aim to find out and present 

the possible choices for Bank to procure different type of 

product for food industry from bank in India. The following 

questions help to formulate clear and comprehensive 

understanding of importing business. The main evolution of 

bank performance is to be done on the basic six criteria shown 

in the figure below 

 
Fig 2.1: Influential factors of the Bank Performance 

Evaluation 

1) Data gathering methods: 

To meet the objectives of the research and for further analysis 

and references, the required data were collected through a 

structured questionnaire. The questionnaire designed to 

gather the information based on the bank selection factors. A 

100 set of questionnaires were distributed to people in durg 

Bhilai and nearby which include local and non-local person, 

and students also to the year 2016-2017. The customers were 

selected by using a random sampling technique through pre-

tested questionnaire. To ensure all respondents can 

understand and answer questions precisely, the researcher 

provide questionnaires in both English and hindi language. 

The questions were measured on a five point scale of 

importance ranging from 1 (not important at all) to 5 (very 

important). 

III. MCDM TECHNIQUE 

A. Introduction: 

The Multi criterion Decision-Making (MCDM) are gaining 

importance as potential tools for analyzing complex real 

problems due to their inherent ability to judge different 

alternatives (Choice, strategy, policy, scenario can also be 

used synonymously) on various criteria for possible selection 

of the best/suitable alternative (s). These alternatives may be 

further explored in-depth for their final implementation. 

 
Fig. 3.1: Multi criteria decision making (MCDM) Tree 

Multi criterion Decision-Making (MCDM) analysis 

has some unique characteristics such as the presence of 

multiple non-commensurable and conflicting criteria, 

different units of measurement among the criteria, and the 

presence of quite different alternatives. It is an attempt to 

review the various MCDM methods and need was felt of 

further advanced methods for empirical validation and testing 

of the various available approaches for the extension of 

MCDM into group decision-making situations for the 

treatment of uncertainty .The weighted sum model (WSM) is 

the earliest and probably the most widely used method. The 

weighted product model (WPM) can be considered as a 

modification of the WSM, and has been proposed in order to 

overcome some of its weakness. The analytic hierarchy 

process (AHP), as proposed by Saaty is a later development 

and it has recently become popular. Recently modification to 

the AHP is considered to be more consistent than the original 

approach. Some other widely used methods are the 

ELECTRE and the TOPSIS methods. 

B. Description of Some MCDM methods: 

There are three steps in utilizing any decision-making 

technique involving numerical analysis of alternatives: 

Determining the relevant criteria and alternatives Attach 

numerical measures to the relative importance to the criteria 

and the impact of the Alternatives on these criteria Process 

the numerical values to determine a ranking of each 

alternative. Numerous MCDM methods such as ELECTRE-

3 and 4, promethee-2, Compromise Programming, 

Cooperative Game theory, Composite Programming, 

Analytical Hierarchy Process, Multi-Attribute Utility Theory, 

Multi criterion Q-Analysis etc are employed for different 

applications. However, more research is still to be done to 

explore the applicability and potentially of more MCDM 

methods to real-world planning and design problems to 

reduce the gap between theory and practice. 
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1) The WSM Method: 

The weighted sum model (WSM) is probably the most 

commonly used approach, especially in single dimensional 

problems. If there are m alternatives and n criteria then, the 

best alternative is the one that satisfies the following 

expression, 

AWSM =max ΣWSM for i=1,2,3,----m 

Where A wsm is the WSM score of the best 

alternative, n is the number of decision criteria, ao is the 

actual value of the i-th alternative in terms of the j-th 

criterion, and wf is the weight of importance of the j-th 

criterion. The assumption that governs this model is the 

additive utility assumption. That is the total value of each 

alternative is equal to the sum of the products given in the 

equation 4.1. In single-dimensional cases, where all the units 

are same, the WSM can be used without difficulty. Difficulty 

with this method emerges when it is applied to multi-

dimensional MCDM problems. Then, in combining different 

dimensions, and consequently different units, the additive 

utility assumption is violated and the result is equivalent to 

‘adding apples and oranges’. 

2) The WPM Method: 

The weighted product model (WPM) is very similar to the 

WSM. The main difference is that instead of addition in the 

model there is multiplication. Each alternative is compared 

with the others by multiplying a number of ratios, one for 

each criterion. Each ration is raised to the power equivalent 

to the relative weight of the corresponding criterion. In 

general, in order to compare two alternatives AK and AL, the 

following product has to be calculated 

R (AK/ AL) =akj/aij (4.2) 

Where n is the number of criteria, a is the actual 

value of the i-th alternative in terms of the j-th criterion, and 

wf is the weight of the j-th criterion. If the term R(AK/ AL) 

is greater than or equal to one, then it indicates that alternative 

AK is more desirable than alternative AL ( in the 

maximization case). The best alternative is the one that is 

better than or at least equal to all other alternatives. 

The WPM is sometimes called dimensionless 

analysis because its structure eliminates any units of measure. 

Thus, the WPM can be used in single- and multi-dimensional 

MCDM. An advantage of the method is that instead of the 

actual values it can use relative ones 

3) The AHP method: 

The Analytic Hierarchy Process (AHP) decomposes a 

complex MCDM problem into a system of hierarchies. The 

final step in the AHP deals with the structure of an m*n 

matrix ( Where m is the number of alternatives and n is the 

number of criteria). The matrix is constructed by using the 

relative importance of the alternatives in terms of each 

criterion. Analytic Hierarchy Process (AHP) is an MCMD 

method based on priority theory. It deals with complex 

problems which involve the consideration of multiple 

criteria/alternatives simultaneously. Its ability to incorporate 

data and judgment of experts into the model in a logical way, 

to provide a scale for measuring intangibles and method of 

establishing priorities to deal with interdependence of 

elements in a system to allow revision of judgments in a short 

time to monitor the consistency in the decision-maker’s 

judgments to accommodate group judgments if the groups 

cannot reach a natural consensus, makes this method a 

valuable contribution to the field of MCDM. The 

methodology is capable of Breaking down a complex, 

unstructured situation into its component parts, Arranging 

these parts into a hierarchic order (criteria, sub-criteria, 

alternatives etc.) Assigning numerical values from 1 to 9 to 

subjective judgments on the relative importance of each 

criterion based on the characteristics Synthesizing the 

judgments to determine the overall priorities of criteria/sub-

criteria/ alternatives Eigenvector approach is used to compute 

the priorities/weights of the criteria/ sub criteria/alternatives 

for the given pairwise comparison matrix. In order to fully 

specify reciprocal and square pairwise comparison matrix, N 

(N-1)/2 pairs of criteria/sub criteria / alternatives are to 

evaluated. The Eigen vector corresponding to the maximum 

eigenvalue (λMAX) is required to be computed to determine 

the weight vectors of the criteria/sub-criteria/alternatives. 

Small changes in the elements of the pairwise comparison 

matrix imply a small change in λMAX and the deviation of 

λMAX from N is a deviation of consistency. This is 

represented by Consistency Index (CI). i.e. (λMAX –N)/(N-

1). Random Index (RI) is the consistency index for a 

randomly-filled matrix of size. Consistency ratio (CR) is the 

ration of CI to average RI for the same size matrix. ACR 

value of 0.1 or less is considered as acceptable. Otherwise, an 

attempt is to be made to improve the consistency ny obtaining 

additional information. Prof. Thomas L. Saaty (1980) 

originally developed the Analytic Hierarchy Process (AHP) 

to enable decision making in situations characterized by 

multiple attributes and alternatives. AHP is one of the Multi 

Criteria decision making techniques. AHP has been applied 

successfully in many areas of decision-making. In short, it is 

a method to derive ratio scales from paired comparisons. 

Four major steps in applying the AHP technique are: 

1) Develop a hierarchy of factors impacting the final 

decision. This is known as the AHP decision model. The 

last level of the hierarchy is the three candidates as an 

alternative. 

2) Elicit pair wise comparisons between the factors using 

inputs from Users/managers 

3) Evaluate relative importance weights at each level of the 

hierarchy 

4) Combine relative importance weights to obtain an 

overall ranking of the three Candidates. While 

comparing two criteria we follow the simple rule as 

recommended by Saaty (1980). Thus while comparing 

two attributes X and Y we assign the values in the 

following manner based on the relative preference of the 

decision maker in this case the HR Managers Intensity of 

Importance Definition 

Preference Level Numerical Value 

Equally preferred 1 

Equally to moderately preferred 2 

Moderately preferred 3 

Moderately to strongly preferred 4 

Strongly preferred 5 

Strongly to very strongly preferred 6 

Very strongly preferred 7 

Very strongly to extremely preferred 8 

Extremely preferred 9 

Table 3.1: preference level 

Reciprocals of the above If activity i has one of the 

above numbers assigned to it when compared with activity j, 
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then j has the reciprocal value when compared with i. 1.1 – 

1.9 When elements are close and nearly indistinguishable 

IV. PROCEDURE OF AHP 

According to Russell and Taylor (2008) AHP is a quantitative 

method for ranking decision alternatives and selecting the one 

among given multiple criterion. AHP is a process of 

developing numerical score to rank each decision. 

The step by step procedure to carryout AHP is given 

below: 

When making policy decisions in planning, it is 

extremely important to evaluate the possible alternatives 

carefully. The Analytical Hierarchy Process (AHP) allows 

the policy analyst to do this by structuring the problem 

hierarchically and guiding him through a sequence of pair 

wise comparison judgments.  

Step 1: Setting up hierarchy: 

The hierarchy structure is shown in the Figure 4.1 where level 

0 is the goal of MCDM model, level 1 is the factors 

considered for the analysis and level 2 is the alternative 

suppliers available. Here, AHP is applied to select suitable 

supplier for the case industry by considering the factors like 

1) Reliability 

2) Assurance 

3) Convenience 

4) Accessibility 

5) Value Added Service 

6) Responsiveness  

 
Fig. 4.1: Hierarchical tree of the AHP for the Evaluation of 

bank performance 

Step 2: Comparison of characteristics: 

In this procedure AHP is applied for Evaluation of 

bank performance by considering all the six criteria’s is 

shown as example. 

 

Reli

abil

ity 

Con

veni

ence 

Ass

ura

nce 

Value 

Added 

Service 

Acce

ssibi

lity 

Respo

nsive

ness 

Reliabil

ity 
 7 3 7 4 8 

Conven

ience 
  1/3 2 ½ 5 

Assuran

ce 
   5 5 6 

Value 

Added 

Service 

    2 4 

Accessi

bility 
     3 

Respon

siveness 
      

Table 4.1: initial body matrix 

The  initial  value  is  assigned  to  the  upper  triangle  

matrix  by collecting the  data  from senior  people  of  the  

case  industry.  Saaty Scale 1-9 is assigned to the upper 

triangle matrix in the order of their importance. 

Preference Level Numerical Value 

Equally preferred 1 

Equally to moderately preferred 2 

Moderately preferred 3 

Moderately to strongly preferred 4 

Strongly preferred 5 

Strongly to very strongly preferred 6 

Very strongly preferred 7 

Very strongly to extremely preferred 8 

Extremely preferred 9 

Table 4.2: Standard Preference 

To fill the lower triangular matrix, we use the 

reciprocal values of the upper diagonal. If aij is the element 

of row i column j of the matrix, then the lower diagonal is 

filled using this formula 

aji =     
1

𝑎 𝑖𝑗
 …(4.1) 

Thus comparison matrix is completed as follows: 

Criteria 
Relia

bility 

Conv

enien

ce 

Ass

uran

ce 

Va

lue 

Ad

de

d 

Se

rvi

ce 

Acce

ssibil

ity 

Respo

nsiven

ess 

Reliabilit

y 
1 7 3 7 4 8 

Conveni

ence 

0.14

29 
1 

0.33

33 
2 0.5 5 

Assuranc

e 

0.33

33 
3 1 5 5 6 

Value 

Added 

Service 

0.14

29 
0.5 0.2 1 2 4 

Accessib

ility 
0.25 2 0.2 0.5 1 3 

Responsi

veness 

0.12

5 
0.2 

0.16

67 

0.2

5 

0.333

3 
1 

Table 4.3: comparison matrix 

Note: All the element in the comparison matrix are positive, 

or  aij > 0. 

Step 3: Establish priority vector: 

Here, there is 6 x 6 reciprocal matrix from paired comparison. 

Criteria 

Reli

abili

ty 

Conv

enien

ce 

Ass

uran

ce 

Va

lue 

Ad

de

d 

Ser

vic

e 

Acce

ssibil

ity 

Respo

nsiven

ess 

Reliabilit

y 
1 7 3 7 4 8 
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Convenie

nce 

0.14

29 
1 

0.33

33 
2 0.5 5 

Assuranc

e 

0.33

33 
3 1 5 5 6 

Value 

Added 

Service 

0.14

29 
0.5 0.2 1 2 4 

Accessibi

lity 
0.25 2 0.2 0.5 1 3 

Responsi

veness 

0.12

5 
0.2 

0.16

67 

0.2

5 

0.333

3 
1 

Sum 
1.99

41 
13.7 4.9 

15.

75 

12.83

33 
27 

Table 4.3: comparison matrix 

Sum each column of the reciprocal matrix 

 
Table 4.4: combine reciprocal  and priority matrix 

Then divide each element of the matrix with the sum 

of its column and find normalized relative weight. The sum 

of each column is 1. 

Step 4: Comparison of alternatives: 

The normalized principal Eigen vector is also called 

priority vector. Since it is normalized, the sum of all elements 

in priority vector is 1. In this example, priority vector for 

Reliability is 44.6%, Convenience is 9.40%, Assurance is 

25.3%, Value Added Service is 8.6% and Accessibility is 

8.9% and Responsiveness is 3.2% So, the most preferable 

Supplier is Supplier A who is having highest priority vector. 

To check the consistency of the result, we need to 

find the principal Eigen value. Principal Eigen value is 

obtained from the summation of products between  each  

element  of  Eigen  vector  and  the  sum  of  columns  of  the 

reciprocal matrix. 

λͅmax =1.994(0.446) + 13.7 (0.094) + 4.9 (0.253) + 15.75 

(0.086) + 12.8333 (0.089) 

+ 27(0.032) 

= 6.589 

Now, Consistency Index (CI) needs to be found; 

 

             CI = 
�ͅ� max − 𝑛

𝑛−1
             ….  (4.3) 

Here, λͅmax  = 6.589 and the size of comparison matrix n = 6, 

thus the consistency index (C.I) is 

CI = 
�ͅ� max − 𝑛

𝑛−1
      … (4.4) 

After calculating the consistency index, we have to 

calculate Consistency Ratio (CR), which is a comparison 

between consistency index and Random Consistency Index 

(RI) 

CR   = CI / RI   … (4.5) 

The Random Consistency Index (RI) is given in Table 4.5 

Size of 

comparison 

matrix (n) 

1 2 3 4 5 6 7 8 9 
1

0 

Random  

Consistency 

Index (RI) 

0 0 

0.

5

8 

0

.

9 

1.

1

2 

1.

2

4 

1.

3

2 

1.

4

1 

1.

4

5 

1.

4

9 

Table 4.5: Random Consistency Index (Satty 1990) 

After calculating consistency ratio, if the value of 

consistency ratio is smaller or equal to 10%, the inconsistency 

is acceptable. If the consistency ratio is greater than 10%, 

there is a need to revise the subjective judgment. 

In this example, CI = 0.1017 and RI for n = 6 is 1.24, 

and then 

CR   =  
𝐶𝐼

𝑅𝐼
 = 

0.1017

1.24
   = 9.5% < 10%.   Thus,   criteria reliability   

is Consistent. 

Step 5: Calculate priority vector for alternatives: 

Products Similarly,  the  steps  2,  3  and  4  are  

performed  for  remaining  

Step 6: Obtain overall priority vector: 

V. RESULT AND DISCUSSION  

The overall priority vector obtained as the result of AHP 

shows that reliability is suitable for the food industry product 

as shown in fig 6.1  which is represented graphically in Figure 

6.1 So, supplier A is suggested as suitable supplier for Food 

industry product. 

 

Reliability Convenience Assurance Value Added Service Accessibility Responsiveness

1 7 3 7 4 8

0.1429 1 0.3333 2 0.5 5

0.3333 3 1 5 5 6

0.1429 0.5 0.2 1 2 4

Accessibility 0.25 2 0.2 0.5 1 3

0.125 0.2 0.1667 0.25 0.3333 1

1.9941 13.7 4.9 15.75 12.8333 27

sum Priority  vector

0.501 0.511 0.612 0.444 0.312 0.296 2.677 0.446

0.072 0.073 0.068 0.127 0.039 0.185 0.564 0.094

0.167 0.219 0.204 0.317 0.390 0.222 1.519 0.253

0.072 0.036 0.041 0.063 0.156 0.148 0.516 0.086

0.125 0.146 0.041 0.032 0.078 0.111 0.533 0.089

0.063 0.015 0.034 0.016 0.026 0.037 0.190 0.032

1 1 1 1 1 1 6.000 1.000

n = 6

(CI) 11.78%

(CR) 9.50%

Sum

   λmͅax = 6.589

consistency Index

consistency Ratio

Responsiveness

Sum

Normalized

Overall comperision  Matrix

Criteria

Reliability

Convenience

Assurance

Value Added Service
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Criteria 

Reliabil

ity 

Q

ua

lit

y 

Qu

ant

ity 

Deli

very 

time 

De

ma

nd 

C

os

t 

Cr

ite

ria 

Overall 

Priority 

Vector 

Conveni

ence 

0.

45

33 

0.3

55

4 

0.41

82 

0.4

24

9 

0.

45

01 

0.

41

59 

0.4191 

Assuran

ce 

0.

24

54 

0.2

69

5 

0.25

8 

0.2

68

2 

0.

29

18 

0.

25

09 

0.2581 

Value 

Added 

Service 

0.

17

18 

0.1

90

3 

0.15

99 

0.1

65

6 

0.

12

04 

0.

19

18 

0.1713 

Accessi

bility 

0.

07

9 

0.1

31

4 

0.09

8 

0.0

93

6 

0.

09

19 

0.

09

73 

0.0978 

Respons

iveness 

0.

05

06 

0.0

53

4 

0.06

59 

0.0

47

7 

0.

04

58 

0.

04

4 

0.0537 

       1.0000 

Fig 6.1 overall priority vectors for different criteria 

The overall priority vector obtained as the result of 

AHP shows that Supplier A is suitable for the product Auto 

Adjuster.   So, Supplier A is suggested as a suitable supplier 

for food processing product shown in the graph below. 

 
Fig. 6.2: overall priority vectors for different criteria 

A. Evaluation of bank performance with different 

alternates: 

The overall priority vector obtained as the result of AHP 

shows that Reliability is most important factor for evaluating 

bank performance as shown in Table 5.8 which is represented 

graphically in Figure 5.8.  So, in the terms of reliability, 

government bank is more reliable among all private banks 

thus Among the alternatives consistency and Eigen value is 

given as table 6.1 overall priority vectors for different criteria 

and alternates 

Criteria Items Weight 

Reliability 
Govt. Banks 0.3996 

Private Banks 0.0571 

Assurance 
Govt. Banks 0.0181 

Private Banks 0.0723 

Convenience 
Govt. Banks 0.2247 

Private Banks 0.0321 

Accessibility 
Govt. Banks 0.0116 

Private Banks 0.0694 

Value Added Service Govt. Banks 0.0711 

Private Banks 0.0142 

Responsiveness 
Govt. Banks 0.0265 

Private Banks 0.0033 

The overall priority vector obtained as the result of 

AHP shows in the graphically in the figure below. 

 
Fig. 6.3: overall priority vectors for different criteria 

VI. CONCLUTION  

This research conducted with the involvement of 100 

respondents to answer the structured questionnaires. To meet 

the objectives, the factor analysis conducted by using MS 

excels software of Windows. Findings from this study reveal 

that the most significant factor affects the performance of 

bank is the reliability it includes; 

 Bank has a good brand name 

 Bank has a good security management 

 Bank has a low bank charge 

Above the factor has having good consistence in 

government bank while private bank having good consist 

with another alternative factor of Accessibility is consist of 

several items which are the bank has  

 Bank has ATM facility 

 Convenient ATM locations 

 24 hours availability of ATM services 

 Bank has a speedy service  

This study suggesting that such factors should be 

considered seriously by the commercial banks in designing 

their marketing strategies .The project work has successfully 

met its two goals. The conclusions drawn from the present 

investigation are as follows: 

1) The main contribution of this thesis work was the 

identification of the important evaluation criteria for the 

banks .Through reviewing relevant literature and 

research projects on supplier selection criteria. The 

author identified Accessibility, Value added service, 

reliability and Assurance as the most important criteria 

for case company in selecting Chinese supplier. The 

author has also defined 6 criteria and 2alternates for each 

criterion for more accurate and comprehensive 

evaluation. 

2) The second important objective is to examine the most 

and least important factors in evaluation of bank 

performance on the basis of customer feedback toward 

bank service and facility. Findings also indicate that the 

most important items are bank has ATM facility and the 

least important is gifts for customer. By tailoring their 
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marketing strategies to stress the factors’ item, bank 

marketers may be better able to influence the target 

market segments dealt with in this study 
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