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Abstract — This study examines customer satisfaction levels in Primary Agricultural Co-operative Credit Societies (PACCS) at
Tandalai, Trichirappalli. PACCS play a vital role in delivering financial services to rural farmers by providing timely and
affordable credit. The objective of this research is to assess the quality of services rendered, customer expectations, satisfaction
levels, and challenges faced by members. Using a structured questionnaire, data was collected from a representative sample of
customers and analyzed through statistical tools to understand satisfaction trends and service gaps. The findings reveal key
factors influencing satisfaction, including interest rates, accessibility of loans, staff behavior, and transparency. The study
concludes with recommendations for improving service delivery, ensuring better financial inclusion and enhanced customer

satisfaction in rural co-operative credit institutions.

Keywords — Customer Satisfaction,Primary Agricultural Co-operative Credit Societies (PACCS),Rural Credit,Financial Inclusion.

I. INTRODUCTION

According to one view point the Italian business
house carrying on crude from of banking were called
"bancheri" According to viewpoint banking is derived
from germen word "Branck" which mean heap or
mound. In England, the issue of paper money by the
government was referred to as a raising a bank.

One of the objectives of the research is to study
development of Co-operative Banking in India and
Mabharashtra State. The term urban Co-operative Banks
though not formally defined, refers to primary Co-
operative Banks located in urban and semi-urban areas.
These banks, till 1996, were allowed to lend money only
for non-agricultural purposes. This distinction does not
hold today. These banks were traditionally centered on
communities, localities work place groups. They
essentially lent to small borrowers and businesses. Today,
their scope of operations has widened considerably

The origin of the urban Co-operative banking
movement in India can be traced back to the close of
nineteenth century when, inspired by the success of the
experiment related to the Cooperative movement in
Britain and the Co-operative credit movement in
Germany such societies were set up in India, democratic
decision making and open membership. Co- operative
represented a new and alternative approach to
organization as against proprietary firms and joint stock
companies which represent the dominant form of
commercial organization. An urban Co-operative bank is
defined as one which is organized for accepting deposit
from the public, which is usually repayable by cheques
which carry on normal banking business including the

acceptance of all type of deposits and the provision of
banking facilities for their clientele, such as making
advances on personal surety, issue of drafts, discounting
Hundis collection of Bills etc. However, concerns
regarding the professionalism of urban cooperative banks
gave rise to the view that they should be better regulated.
Large cooperative banks with paid-up share capital and
reserve bank supervision. This marked the beginning of
an era of duality of control over these banks. Banking
related function were to be governed by RBI and
registration, management, audit and liquidation, etc.

After development as it provides the safer place to store
the money. This safe place ultimately evolved in to
financial institutions that accepts and make loans ie, modern
commercial banks of exchange, the importance of banking
was developed as it provides the safer place to store the
money. This safe place ultimately evolved in to financial
institutions that accepts deposits and make loans i.e.,
modern commercial banks.

The urban Co-operative banks refers to Co-operative
banks located in urban and semi- urban areas. These banks
till 1996 were allowed to lend money only for non-
agricultural purposes. This money only for non -
agricultural purposes. This distinction does not hold today.
These banks were traditionally centered around
communities’ localities work place groups. They
essentially lent to small borrowers and businesses. Today
their scope of operations has widened considerably.
The banking business is one of the oldest businesses in the
word e- Indian. Banking has grown with the changing
culture of people in India. Its growth was slow under the
early private owners.
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There was the general realization that urban banks have
an important role to play in economic construction. This
was asserted by a host of committees. The Indian central
banking enquiry committee felt that urban banks have a
duty to help the small business and middleclass people. The
Mehta Bhansali committee recommended that those
societies which had fulfilled the criteria of banking should
be allowed to work as banks and recommended as
Association for these banks. The Co-operative planning
committee went on record to say that urban banks have been
the best agencies for small people in whom joint stock
banks are not generally interested. The rural banking
enquiry committee, impressed by the low cost, of
establishment and operation banks even in places smaller
than Taluka towns.

Co-operative movement in Indian banking was started
with the objective of providing finance to the agriculturists
and the rural people in order to relieve them from the
clutches of the usurious money lenders and pawn brokers.
District Central Co-operative Banks are operating as
people's bank mainly in rural and semi-urban areas, though
they also operate in urban and metros to mobilize savings
and to lend to the co-operative societies, like industrial
cooperatives, employees co-operatives, etc. In other words,
while the commercial banks cater mainly to the needs of
organized industries, District Central Co-operative Banks
provide banking facilities to the unorganized sector like
agriculture.

Co-Operative.Bank

Co-operatives are organized groups of people jointly
managed and democratically controlled enterprises. They
exist to serve their members and depositors and produce
better benefits and services for them. Professionalism in co-
operative banks reflects the coexistence of high levels of
skills and standards in performing, duties entrusted to an
individual Co-operative bank needs current and future
development in information technology. It is indeed
necessary for Co-operative banks to devote adequate
attention towards maximizing their return on every unit of
resource through effective services. Co- operative banks
have completed 1 years of existence in India. They play a
very important role in the financial system. The C operative
banks in India form an integral part of our money market
today. Therefore, a resume of their development should be
taken into account. The history of Co-operative be goes
back to the year 1904. In 1904, the Co-operative Credit
Society Act was enact encourage cooperative movement in
India. But the development of Co-operative banks 1904-
1951 was the most disappointing one.

Customer Satisfaction

Customer satisfaction, which refers to a customer's
satisfaction of particular services of co-operative bank,
allows the customer to get the most from what services he
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consume. Customers know more about their choices when
they have services information and benefit from knowing
their rights, hearing about alerts and warnings and finding
out about safety issues. Customer satisfaction is about
making the customer satisfied of his rights. It is a marketing
term which means that customers are satisfied of facilities
and services of the co- operative bank. Co- operative bank,
in a nutshell, provides financial assistance to the people
with small means to protect them from the debt trap of the
moneylenders. It is a part of vast and powerful structure of
co-operative institutions which are engaged in tasks of
production, processing, marketing, distribution, servicing
and banking in India. A co-operative bank is a financial
entity which belongs to its members, who are at the same
time the owners and the customers of their bank. Co-
operative banks are often created by persons belonging to
the same local or professional community or sharing a
common interest. These banks generally provide their
members with wide range of banking and financial services
(loans, deposits, banking accounts). Co-operative banks
differ from stockholder banks by their organization, their
goals, their values and their governance.

The Co-operative Banking System in India is characterized
by a relatively
comprehensive network to the grass root level. This sector
mainly focuses on the local population and micro-banking
among middle and low income strata of the society. These
banks operate mainly for the benefit of rural areas,
particularly the agricultural sector, small businessmen etc.

Importance Of Co-Operative Banking

e Co-operative bank forms an integral part of banking
system in India.

e  This bank operates mainly for the benefit of rural area,
particularly

e The agricultural sector. Co-operative bank mobilize
deposits and supply

e agricultural and rural credit with the wider outreach.

Statement Of The Problem

Now banks are accessible even to a common man and their
activities reach areas
hither to untouched. The customers are ready to choose
their banker from variety of banks offering wide selection
of services and delivering quality service. The co-operative
banks are now becoming more market oriented and
customer friendly. Efforts are being taken to enhance their
competitiveness through enhanced quality service, which is
significant for keeping their customers well contented and
satisfied. Satisfied customers are fundamental to ideal
performance and financial returns. Customers are seen as a
group whose satisfaction with the banks must be essential
in strategic planning efforts. Banks are finding value in
directly measuring and tracking customer satisfaction as a
crucial  strategic success indicator. With better
understanding of customers perception, banks can
determine the actions required to satisfy their customers
needs.
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Function Of The Co-Operative Bank

Functions of a Cooperative Society As it's far from a
voluntary association, the club is likewise voluntary. a
person is free to enroll in a Cooperative Society and also
can leave whenever as in step with his preference. no matter
their faith, gender & caste, the club is open to all.
It's far more obligatory for the co-operative society to get
registration. The Cooperative Society is a separate legal
identity from society.
It does not get laid low with the entry or exit of its members

There's the restrained liability of the contributors of the co-
operative society. liability is constrained to the quantity of
the amount contributed by way of individuals as capital.
An elected managing committee has the electricity to make
selections. contributors have the right to vote, by way of
which they go with the participants who will represent the
dealing with the committee.

The Cooperative Society works on the precept of mutual
assistance & welfare. Hence, the principle of provider
dominates its working. If any surplus is generated, it is
dispensed among the contributors as a dividend in
conformity with the bye-laws of the society.

Recent performance of Bandera Urban Co-operative Bank
Ltd in terms of deposit investment.
To analyze the bank current financial flows performed by
Bandera Urban Cooperative Bank Ltd.

Scope Of The Study

In order to maintain the current speed of development
bank complete in the market place both with local
institution as well as ones. The presentation of the
organizational structure and policy of the Bandera Urban
Co-operative Bank Limited and investigation of the
strategies applied by them provide the scope of this report.
It is limited to the overall description of.

e How It differs from bank, what are the inconvenience
faced by the surety who takes surety loan keeping other
person as nominee.

e The scope of the study is related with customer
satisfaction level.

e The co-operative bank specify the factors influencing
customer satisfaction level.

e The researcher of this study intended to study the
problems of co-operative thrift and loan societies
inside All India radio.

o Customer who use a co-operative banks for financial
purposes e bank, their services and their operation. The
scope of the study is limited to organizational.

Importance Of The Study

Cooperative institutions that started mainly for the
provision of debt have taken many forms today. There are
many cooperative institutions in the country with different
sects of people as members.
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e Cooperative Institutions arrange loans and provide
funds to their members at reasonable interest.

e  Cooperative organizations sell their offerings in Mantis
at reasonable prices, thereby avoiding exploitation by
middlemen.

e  Cooperative milk laboratories collect milk from the
villages and sell it in cities and provide the members
with the right price for their milk.

e Cooperative stores save people’s money by providing
them with the right kind of goods at a reasonable price
and curb arbitrary price collection by traders.

e Similarly, Cooperative Housing Societies provide
cheap houses to the people.

e Today, in almost every sphere of life, cooperative
institutions are engaged in the welfare of their
members.

Objective Of The Study

e To understand the level of satisfaction about the co-
operative bank.

e To assess the customer satisfaction level of the co-
operative banks in THANDALAL

e To study about the different services offer by co-
operative banks in THANDALALI.

e The main objective of doing the sip is to study the
banking culture

e To study work culture of customer, employee and
management

e To study the feedback the existing transaction system

e To examine the causes and effect of loan in Co-
operative society

e  Toidentify the reason for change the profitability of the
bank

e To study financial position of the bank

e To study the various loans of the bank

The main objective of a cooperative society is not to

make a profit but to give service to its members.

Analysis of financial statement of the bank

To fulfill the requirement statement of the bank

To know the progress of the firm

To attract deposits from members as well as non-

members

To advice loan and members

To arrange for the joint purchase of domestic and other

requirements of the member

Research Hypothesis

The is a significant association between factors influencing
customer satisfaction to start an account with co-operative
bank.

Area Of The Study
Sampling area is the THANDALALI. The co-operative bank
(account holders) satisfaction.

Period Of The Study
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The data for the study have been collected for the period
2024-2025.

Methodology

Research methodology is a methodology for collecting all
sorts of information and
data pertaining to the subject in question. The objective is
to examine all the issues involved and conduct situational
analysis. The methodology includes the overall research
design, sampling procedure and fieldwork done and finally
the analysis procedure. The methodology used in the study
consistent of sample survey using both primary and
secondary data. The questions contained in the interview
schedule were mainly dichotomous questions and five point
Like scale questions. Secondary data have been collected
from books, journals, newspapers, periodicals, reports, and
internet. Statistics tools used in this study is simple
percentage analysis and weighted average analysis.

Sampling Unit

The Study population includes the customers of bank and
sampling unit for study was individual -customer.
SAMPLINGSIZE 110 Respondents.

Sampling Technique
Sampling technique is imperative in every scientific study.
Hence, decided to

collect the data through Simple Random Sampling
Technique.

Collecting Data
It is necessary that the data collected is a reliable data in
order to achieve the research

objectives. The data can be collected from primary and
secondary sources. The basic premises of my study is
primary data convenient sample that was representative of
the target market was chosen, the respondents were The
success of any project or market survey depends heavily on
the data collection and analysis. contacted personally and
the instrument used for collecting data is questionnaire.

Primary Data

Primary data have been collected through the questionnaire.
A well structured
questionnaire was administered to 110 respondents and the
information were collected.

Secondary Data
The secondary data were collected to support the topic from
relevant journals,

encyclopedia, internet, magazine and other reference
material.

Statistical Tools Used
The study has made use of statistical tools like frequency

analysis and rank
correlation.
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Limitations Of The Study

e  Only 110 respondents have been selected for the study
due to paucity of time.

The study is limited to THANDALALI.

The response received from the sample group is
only,approximate and may
Represent the view of the entire population.

e  The availability of resource documents which is due to
the inefficiency in management has become a barrier to
know about the past performance of the organization.

e Asthe cooperative society provides loan based on trust
basis only to the employees working inside the
organization sometimes they may face lack of security
which employees cannot provide sometimes in time of
emergency.

Chapter Scheme

1. CHAPTER I deals with introduction and research design.

2. CHAPTER 1I deals with concepts and review of
literature.
3. CHAPTER III with

deals company profile.

4. CHAPTER 1V deals with analysis and interpretation.

5. CHAPTER V deals with findings, suggestions, and
conclusion.

II. REVIEW OF LITERATURE

What must be kept in mind; however, as outlined by
Ketilson (1990) is that co-operatives cannot provide a
service or price that will not lead to a competitive
advantage. If a co- operative does not offer some
economic benefit, the organization would cease to exist
. Looking to Kneen (1993) who summarizes the direct
marketing forms such as CSAs, farmers’ markets and
others as “expressions of proximity”. These
expressions of proximity are based on familiarity and
commitment to nearby place, community and
environment. It can be argued that co-operatives, being
membership and direct marketing organizations, breed
familiarity and thus commitment to the nearby
community.

marketing organizations as linked to the needs and
interests of the nearby community as they focus on
locality and seasonality rather than distance and
durability of product
Bloomberg et al., 1994, go so far as to state that
personalization of products requires local deliveries
and personal knowledge of the initial producers,
allowing the products to by-pass an IOF type system.
The spatial relationship of the co-operative
organization to its members helps the co-operative
business model deal with issues of trust and social
connection, unlike the distance-focused IOF model
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where rational economic actors are the primary
theoretical consumers.
The 1995 ICA principle of Education, Training and
Information does emphasize members and co-
operative development, but includes the general public
in their educational concern. Parliament. This concern
for other cooperatives could indicate a member-
approved sustainable development policy as indicated
in the Concern for Community principle outlined by
ICA in 1995.

I1II. PROFILE OF THE COMPANY
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Primary Agricultural Co-Operative Credit Socities,
Tandalai, Trichirapalli Ifsc Code & Micr Code

Get Ifsc And Micr Code Of Primary Agricultural Co-
Operative Societies, Thandalai Branch In Trichirapalli City
Or District, Tamil Nadu State Along With Address And
Contact Phone Numbers.

IFSC code TNSC0011400

MICR code 62057002
PRIMARY AGRICALTURAL CO-

OPERATIVE CRIDIT SOCITE

Bank

R140 THANDALAI CO-OPERATIVE
BANK THANDALAI (PO).MUSIRI (TK).
TRICHY (DT)

Address

District TIRUCHIRAPALLI

State TAMILNADU

Timing Monday to Friday :09:30 AM to 05:00

History

India History Of Cooperatives In
The History Of Cooperative Societies Dates Back To The
Pre-Independence Era, In Response To The Agrarian
Distress And Overall Indebtedness.

The Term Cooperative Societies Came Into Existence
When The Farmers Of Pune And Ahmednagar
(Maharashtra) Spearheaded An Agitation Against The
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Money Lenders Who Were Charging Exorbitant Rates Of
Interest.

Pre-Independence:

The First Cooperative Society Legislation Came Into
Existence With The Cooperative Credit Societies Act,
1904.

In Banking In 1903 With The Support Of The Government
Of Bengal. It Was Registered Under The Friendly Societies
Act of The British Government.
In 1912, Another Act Was Passed To Rectify Some Of The
Drawbacks.

The Next Landmark Act Came In 1919 Under The
Montague-Chelmsford Reforms, Under Which
Cooperation Was Made A Provincial Subject. It Allowed
The Provinces To Come Up With Their Own Legislation

For Governing Cooperatives.
Later, In 1942, The British Government Announced The
Multi-Unit  Cooperative  Societies Act To Cover

Cooperative Societies Whose Membership Extended

Beyond One Province.

J’_

Post Independence:

]

In Post-Independent India, In 1958, The National
Development Council (Ndc) Had Recommended A
National Policy On Cooperatives And Also For
Training Personnel And Setting Up Cooperative
Marketing Societies.

e National Cooperative Development Corporation
(Ncdc), A Statutory Body, Was Set Up Under National
Cooperative Development Corporation Act, 1962.

e In 1984, Parliament Enacted The Multi-State
Cooperative Societies Act To Remove The Plethora Of
Laws Governing The Same Types Of Societies.

e In 2002, Government Announced A National Policy
On Cooperatives To Support The Promotion And
Development Of Cooperatives. It Is Also Aimed At
Reducing Regional Imbalances And Strengthening
Cooperative  Education, Training And Human
Resource Development.

Co-Operative Credit Society In (Thandalai)

Society Name : Agricultural Cooperative Credit
Society Co —Operative Society

Register Date : 31.01.1952

Society Estabilised Date : 01.03.1952
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Address
(Po),
Trichy (Dt)
Lone Provided By Theassociation

: R140 Thandalai Co-Operative Bank

e Agricultural Lone
e Gold Lone
e Agricultural Gold Lone
e Disable Parson Lone
e  Women Self Group Lone
Interest Rate
Interest Rate  Offered To  Agricultural =7%

Interest Rate Offered To Jewelry Lone =11.50%

Types Of Co-Operative Society

1] Producer Cooperative

To Protect The Interest Of Small Producers, These
Societies Are Set Up. The Co-Operative Society Members
May Be Farmers, Owners Of The Fishing Operations. To
Increase The Marketing Possibilities And Production
Efficiency, Producers Decide To Work Together Or As
Separate Entities. They Perform Several Activities Like
Processing, Marketing & Distributing Their Own Products.
This Helps In Lower Costs And Strains In Each Area With
A Mutual Benefit To Each Producer.

2] Consumer Cooperative

These Businesses Are Owned And Governed By
Consumers Of A Particular Area For Their Mutual Benefit.
Their View Is To Provide Daily Necessary Commodities At
An Optimum Price. Rather Than Earning A Pecuniary
Profit, Their Aim Is Towards Providing Service To The
Consumers.

3] Credit Unions

Credit Unions Are Generally Member-Owned
Financial Cooperatives. Their Principle Is Of People
Helping People. They Provide Credit And Financial
Services To The Members At Competitive Prices. Each
And Every Depositor Has The Right To Become A
Member. Members Attend The Annual Meeting And Are
Given Rights To Elect A Board Of Directors.

4] Marketing Cooperative Society

With An Aim Of Helping Small Producers In Selling
Their Products, These Societies Are Established. The
Producers Who Wish To Obtain Reasonable Prices For
Their Output Are The Members Of This Society. For
Securing A Favorable Market For The Products They
Eliminate The Middlemen And Improve The Competitive
Position Of Its Members. It Collects The Output Of
Individual Members. Various Marketing Functions Like
Transportation, Packaging, Warehousing, Etc Are
Performed By The Cooperative Societies To Sell The
Product At The Best Possible Price.

International Journal for Novel Research in Economics , Finance and Management

www.ijnrefm.com
ISSN (Online): 3048-7722

Volume 3, Issue 4, July-Aug-2025, PP: 1-15
5THousing Cooperative Society

To Help People With Limited Income To Construct
Houses At Reasonable Costs, These Societies  Are
Established. Their Aim Is To Solve The Housing Problems
Of The Members. A Member Of This Society Aims To
Procure The Residential House At Lower Cost.

IV. DATA ANALYSIS AND
INTERPRETATION
Table No: 4.1
Age Group Of The Respondents
S.NO AGE NO. OF PERCENT.
RESPONDENTS (%)
Below 20 24 22
1
21-50 46 4
2
More than 50 40 36
3
TOTAL 110 100

Source: Primary Data
Interpratation

The Above Table Of Shows That 42 Percent Of The
Respondents Are More Than The Age Group 21-50: More
Than 50 Age Group If The Respondents Are 36 Percent
And 22 Percent Of The Respondents Are Below 20 Years.

Chart No :4.1
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I. TABLENO:4.2

A. Gender Of Respondents
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I. TABLENO:4.3

A. Occupation Of Respondents

S.NO GENDER NO. OF PERCENTAC
RESPONDENTS (%)
1 Male 76 &
2 Female 34 3
TOTAL 110 100

SNO OCCUPATION NO.OF. PERCENTAC
RESPONDENTS (%)
1 Students 30 27
2 Employee 45 1,1
3 Others 35 32
TOTAL 110 100

Source: Primary Data

Interpretation

The Above Table Show That 69 Percent Of The
Respondents Are Male 31 Percent Of The
Respondents Are Female.
Chart No: 4.2
Gender of Respondents

Source: Primary Data

A. Interpretation

The Above Table Of Shows That 41 Percent Of The
Respondents Are Employee, Students

27percent Respondents And 32 Percent Of The
Respondents Are Others

I. CHARTNO: 4.3
Occupation Of Respondents
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TABLE NO:4.4

A. Monthly Income Of
Respondents
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S.NO S.NO MARITAL STATUS
MONTHLY NO.OF PERCENTA! NO.OF. PERCENTA!
INCOME RESPONDENTS (%) RESPONDENTS (%)
1 Below 5.000 30 27 1 Married 60 55
2 5,000 to 15.000 55 50 5 Unmarried 50 45
3 Above 15.000 25 3
3 TOTAL 110 100
TOTAL 110 100 .
Source: Primary Data

Interpretation

Source: Primary Data
The Above Table Shows That 55 Percent Of The
Respondents Are Married; 45 Percent Of

A1 i .
nterpretation The Respondents Are Unmarried.

To Above Table Shows That 50 Percent Of The
Respondents Are 5,000 To 15,000 27 Percent Of The

Respondents Are Below 5,000 And 23 Percent Of The .
Respondents Are Above 15,000 Material Status Of The Respondents

CHART NO:4.5

I. CHART NO:4.4
Monthly Income Respondents

88 388

5

=}

MARITAL Married Unmarried
STATUS

"Bel®.0
5,0t 15.0

Suggestions
" Abol5.0 &8

Co-Operative Society Is Basically A Not For The Profit
Organization It Is Established To Maintain The Welfare Of
The People. There Are Various Cooperative Societies In
Tamil Nadu Which Is Still Unknown To May People. From
The Research And Study In Made In This Field From That
I Would Suggest That People Should Be Aware About
L TABLE NO-4.5 These Type Of Cooperative Society Which Will Be Helfut

In Times Of Needy, Many Organization Should Come
Material Status Of The Respondents Front To Establish A Cooperative Society Inside There
Organization To Maintain The Welfare Of Its Employee.
Conlcusion

According To The Cooperative Principles, Cooperatives
Are Formed To Satisfy The Needs Of Their Members. They
Are Voluntary, Autonomous, Self-Help Democratic
Organizations Owned And Controlled By Their Members.
Membership In Cooperatives Is Open And Voluntary. Any
Person Who Is Able To Use The Services And Accepts The
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Responsibility Of Membership May Become A Member
Without Any Discrimination. The Whole System Is
Controlled In A Democratic Manner. The Members Elect
Their Representatives To Manage The Affairs Of Their
Cooperatives. The Managers And The Staff Are Appointed
And Removed By The Cooperatives. They Are
Accountable To The Elected Leaders/Board Of Directors
And In Turn Board Of Directors Are Accountable To The
Members (General Body Meeting). Every Matter Is
Decided Democratically By Majority Of Votes. There Is
Limited Interest On Share Capital And Members Share
Profit And Loss Based On Their Participation As Users Of
The Services Provided By The Cooperatives. Cooperatives
Also Provide Education And Training For Their Members,
Elected Representatives, Managers And Employees So
That They Can Contribute Effectively To The Development
Of Their Cooperatives. They Serve Their Members Most
Effectively And Strengthen The Movement By Working
Together Through Local, National, Regional And
International Structures.
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