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Abstract 

Now a days, banking is not only depositing and lending money, but 
become a financial mall for people. The objective of banks in a broad 
sense is to increase profit, goodwill and share price. In the world of 
completion and dynamic market, technology acts as catalyst to provide 
efficient service and new offers. The main aim of banking is to 
simplify the process and increase size to make banking for everyone, 
everywhere, full time and at the doors. There is requirement of HR 
transformation to achieve this objective. Banks are suffering from 
generation gap issues. In this paper, an effort has been made to assess 
and throw light on the initiatives taken by PNB to achieve the HR 
transformation goal under PNB Pragati and improve the customer 
service. A PNB Pragati survey has also been conducted. 
 
Keywords: Customer service, Bank employee behavior and use of 
Technology. 
 
 

1. Introduction 
Liberalization of economy and consequent globalization brought a challenge to 
banking industry. Invent of private sector and foreign banks posted and created a 
competitive environment in financial sector/banks. Some twenty years back, the ball 
started rolling and the public sector banks (PSB’s), stood nowhere, as far as their 
counterpart foreign and private sector banks was concerned. Poor infrastructure, worst 
customer service, old & traditional system of operation added fuel to the fire and their 
profit started shrinking beyond repair. At time it looked imminent that some of these 
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banks should either be closed down or merged with profitable bank as their capital 
started eroding. The BASEL norms put another threat to remain competitive with 
foreign banks as well as to match with international accounting practices and 
standards.  

The following three parameters are responsible for the change in banking sector 
functionality. PNB started its journey of perfection with full vigor and vitality. 

1) Use of Information Technology (IT) with a view to have competitive edge over 
the private sector and foreign banks. 

2) Capital formation exercise to meet with the BASEL I and BASEL II 
requirements 

3) Employee transformation to meet the emerging challenges. 
PNB took bold steps in adopting the IT initiatives in consultation with Infosys and 

today almost all facilities, which are being provided by so called new generation 
banks, are being provided by PNB. In terms of government guidelines capital 
formation exercise was undertaken and PNB is quoted in Indian stock market, many 
times more than its face value. PNB generated income to its stake holders in 
compliance of corporate governance. PNB is not far behind in HR transformation 
activities too and in tune with the government guidelines and need of the time, has 
taken new initiatives for workforce transformation. 

Punjab National Bank is first SWADESHI BANK, founded by “Lala Lajpat Rai” 
in 1885, whose slogan was “Bank for the people, of the people, by the people”. PNB is 
No. 1 public sector bank since a long time. The present Chairman and Managing 
Director of PNB, Sh. K R Kamath at the time of taking charge of bank gave a slogan” 
Together we can, and Together we will”. Basically, the slogan characterizes three 
features.  

1) “Together”- it establishes his faith in joint efforts and participative gesture. 
2) “Can”- it denotes capability & strength to do or achieve 
3) “Will”- it denotes the commitment. 
Slogan means “we are capable to achieve on goal if we undertake joint efforts with 

commitment”. 
In a message dated 2nd April, 2012, Sh. Kamath stated that in a service industry 

like bank, customer service holds the key for success. It needs to talk with customer 
and creates moments of truth with him. It needs to convert our dissatisfied or 
marginally satisfied customers into totally loyal customers of PNB and induce them to 
assume the role of our brand ambassadors. This will make easier our task of achieving 
business goals. 

It requires new initiatives to survive in competitive market and to achieve goals of 
profit & long term customer relationships. To remain competitive in international 
market PNB expanded its wings from India to world. PNB adopted BASEL norms and 
started opening its branches in foreign countries. It is due to new initiatives that PNB 
was conferred the “Best Bank Award” in 2011 by Business India and “Most 
Productive Public Sector Bank-2011” by FICCI-IBA. Apart from this, PNB has been 
ranked 25th amongst the top 50 most valuable corporate brands by Brand Finance-ET 
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and 195th amongst top 500 global banks as per Brand Finance- Global Banking 500 for 
2011. The bank was ranked 24th best company amongst top 500 Indian companies with 
the CEO ranked as the 25th most powerful CEO of 2011 as per Economic Times. These 
awards increase the Banks responsibility to work hard to maintain this primer position. 

PNB appointed Boston Consulting Group (BCG) to go into the affairs of the bank 
as far as need and necessity of any “change” is concerned. BCG surveyed staff and 
customers pan India. It came to the conclusion that the basic requirement of any 
business establishment i.e. customer responsiveness is gradually diminishing. Due to 
this there is a danger of reduction in PNB’s glory. Thus to take care of the suggestion 
of BCG the bank established a cell under the name “Organization Transformation 
Cell” (OTC), now renamed as “New Initiatives Division” headed by GM and the 
project was given name of “PNB-PRAGATI”. 

 
 

2. Need and Importance of PNB Pragati 
There is nothing permanent in the universe, except the change. In present competitive 
environment, the cardinal principle for bank is “perform or perish”. It is necessary to 
change as per requirement of the time, otherwise it will be outdated. There is no dearth 
of such examples, where organizations failed to understand the taste of the time, and 
failed to change themselves. PNB is also facing pressure of change due to various 
factors which includes Internal challenges, competition or contours in industry, stake 
holders expectations and evolving customer profile, as shown in fig 1. 
 

 
Fig. 1: Various Pressures faced by PNB. 

 
 

3. Objective of PNB Pragati 
PNB Pragati will focus on following transformations 

1) HR Transformation 
2) Operating model and productivity excellence. 
3) New business opportunities and alternate delivery 
In this paper, we focus only on HR transformation. 
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4. Literature Review 
In the recent decades, Indian Banking system observes transformation. The main driver 
of modernization has been the fast implementation of Information & Communication 
Technology (ICT) based systems in the banks. The traditional banking includes 
oversized red colored ledgers, chain of racks of ledger container, hard cash scrolls, 
record registers, clearing cheque scrolls, tallying machines, long rolls of paper ribbons. 
Now days, for public and bank interest, banks are using the technology to provide fast 
and efficient customer service for the overall growth of banks.ICT increase customer 
awareness, reduces cost, providing efficiency and improved security. It also makes the 
concept of “Banking for all at your door 24 X 7 X 365”.  

In this competitive environment, banks focus on the infrastructure, service process 
simplicity and quality of product to bind more and more customers. Bank branches are 
now renovated, well dressed staff with bank logos , wide glass doors, plush interiors 
and well developed customer lounges etc. The well painted signage, clear guidance in 
the branch, customer information, display of product information, enquiry kiosk, 
smiling relationship assistants adds to the modern and reinvented branch set up. The 
low height counters manned by trained employees wearing inviting look, customers 
having one to one interface with departments, banking halls buzzing with clicks of 
mouse, laptops, computers, currency notes zipping through the counting machines 
form part of modernized attire of bank branches at least in metro cities. The silence of 
customers and staff, an assured quick servicing system provides an atmosphere for 
maintaining focused quality of service in the branches. The adoption of ICT driven 
models have enabled Public Sector Banks too, to innovate their quality of service as 
unique. With the help of technology, banks offer various products like ATM card, 
Debit card, credit card, Internet banking, Mobile banking, Door step banking, NEFT, 
RTGS, CTS etc to the customers.  

 
 

5. PNB Pragati Survey 
The survey sample consists of both employees and customer. A valuable input from 
staff and customers is received through questionnaire. The questionnaire of staff focus 
on customer sensitivity/ desires, customer satisfaction, complaint resolution, sales 
orientation, cross selling of products, knowledge of PNB products, creating 
impressions, generation gap issue and use of information technology. The 
questionnaire of customer focus on staff response, complaint resolution, ATM 
working, Call center work satisfaction and promise fulfillment by staff. The sample 
size of the research is 3531. The results are as shown below: 
 
5.1 Generation Gap issues 
The generation gap is a major issue in banks. Huge percentage of staff in bank is above 
the age of 50. New recruiter is not expert in banking but comfortable with use of 
technology. The gaining skill of using technology is low for the staff going to retire in 
next 2 or 3 years. New recruitees need to learn banking which is a wide area. Bank 
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spreads its wings with offering various schemes/ changes from time to time as per 
market environment. To meet with the challenge, with a view to ensure change in 
attitude, PNB, gave one day training, named “ I am PNB” to entire 62000 new and old 
staff of all cadre from outside trainer, which brought tremendous response and the 
perception of staff changed from passive to active. 
 
5.2 Customer survey results 
PNB customer’s base includes all class customers. The vision comes out that PNB will 
be most customer centric bank in India with a thriving retail portfolio. Customers can 
bank and do what they need from where they desire. PNB is successful in creating 
environment of anywhere banking. Normal issues faced by PNB customers are shown 
in table 1.  
 
 

Table 1: Issues faced by PNB Customers. 
 

Issued faced by PNB customers 
Staff are ‘unresponsive’ on hearing request 

Staff do not know customer personally 
Untimely resolution 
ATMs not in order 

Lack of doorstep banking 
Normal work does not get done properly 

Dissatisfaction with call center functionality 
Failing on promises 

 
5.3 PNB University 
PNB offer a management course having tie up with Sikkim Manipal University. This 
course is focused on banking operations. In this course, there is 9 months theoretical 
study and 3 months branch training. The benefit of this course is that PNB directly 
recruit the trained persons. These persons are comfortable in banking operations as 
well as with technology. Now a days, banks are not able to retain new recruitees 
because of the salary constraints. This problem can be overcome by giving offer to the 
new recruitees that the loan interest will be given back on promotion to scale II and 
principal will be given back on promotion to scale III. This will make employee to be 
in PNB for at least 5 years or even more. 
 
 
6. Conclusion 
The competition among banks increases the customers’ expectations. The banks are 
offering new schemes and products very frequently. Now banks become financial mall 
with variety of schemes and products for customers. These offers not only increase the 
competition to retain the customer but also lead some negative impact on the staff.PNB 
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Pragati survey provides not only the problems faced by PNB customers but also the 
reasons behind these problems. The problem of staff includes the generation gap and 
lack of awareness of products due to frequent changes. The staff problems are resolved 
by simplifying the process and products on a regular review basis. Various training 
programs are conducted for the awareness of products among the staff in banks 12 
training colleges/centers. PNB University is providing the solution to the lack of 
banking and technical knowledge of the staff.  

 
 

References 
 

[1] Jalan, B, “Bnaking an dFinance in the New Millennium” RBI Bulletin, 215-
232, Feb 2001. 

[2] Reddy, Y.V “Fiscal and Monetary Policy Interface: Recent developments in 
India”, RBI Bullettin, PP.1257-72, Nov 2000 

[3] Chakrabarty K. C. (Dr.), Deputy Governor, RBI speech on: “Financial 
deepening by putting financial inclusion campaignrd into mission mode” 
Address at the 23 Skoch Summit, Mumbai,17 June 2010. 

[4] Emsley Tromp : President of the Bank of Netherlands. Speech on “ICT as a 
driver of growth in the Caribbean-policies to improve the Caribbean's 
competitiveness in a knowledge based economy” h delivered at the 26 Annual 
Caribbean Association of National Telecommunications Organizations 
(CANTO) Conference and Trade Exhibition, Curaçao, 11 July2010. 

[5] Mittal, R. K. & Sanjay (2007), “Technology in Banking Sector : Issues and 
Challenges” Vinimaya, Jan-March 2010, pp-18. 

[6] Poppel, H. L. (1983), “Marketing productivity and information technology” 
Information Industry Insights, Insights, volume 5, pp 6-7. 

[7] Report on Trends and Progress of Banking in India 2009-10. Pp-96-97, 
Reserve Bank of India, Nov 2010. 

[8] Report on “Indian banking 2020” making the decade's promise come true. A 
publication of Boston consulting Group Sept, 2010. 

[9] Report on “The human capital key : Unlocking a golden decade in Indian 
Banking” A publication of McKinsey & Company on financial services, 
August 2010. 

[10] Report on “Inclusive growth and financial security - the benefits of e-
payments to Indian society” A publication of McKinsey & Company on 
financial services - October 2010. 

[11] Sharma, D. (2009), 'Banking Convenience at Doorstep' Article by Chairman, 
Baroda Uttar Pradesh Gramin Bank. 


