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Abstract

This study aims to evaluate the impact of supply chain management (SCM) integration on
operational efficiency and customer satisfaction in the banking sector, with a specific focus on the
state of Haryana, India. As banks increasingly adopt advanced SCM practices to streamline
operations, it is crucial to understand how such integration affects both internal processes and
customer service outcomes. The research explores the relationship between SCM strategies and
improvements in operational performance, such as reduced costs, improved service delivery, and
enhanced flexibility. Additionally, the study examines the direct influence of these SCM practices
on customer satisfaction, considering factors such as response times, service quality, and overall
client experience. Using a mixed-methods approach, including surveys and interviews with
banking professionals and customers in Haryana, the findings reveal significant positive
correlations between SCM integration and operational improvements, alongside a noticeable
increase in customer satisfaction levels. The study concludes that effective SCM practices are
essential for banks to remain competitive in an increasingly customer-centric market and
recommends strategies for further enhancing the integration of SCM to boost both operational and
customer service outcomes.

Keywords: Supply Chain Management, Operational Efficiency, Customer Satisfaction, Banking
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1. Introduction

The incorporation of Supply Chain Management (SCM) concepts into banking practices has
surfaced as a crucial element in the advancement of financial organisations. Traditionally, supply
chain management has been linked mainly to the production and transportation industries;
nonetheless, recent developments have uncovered the importance of these methodologies in
enhancing effectiveness, service provision, and client contentment within the financial sector. In
the realm of banking, Supply Chain Management transcends conventional boundaries,
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incorporating not only tangible products but also abstract elements like data, services, and the
invaluable contributions of personnel. It serves an essential function in guaranteeing that resources
are effectively employed, operational hindrances are reduced, and service provision is improved.
In light of the rapid evolution within the banking industry, particularly due to heightened rivalry
and the escalating necessity for digital innovation, grasping the significance of supply chain
management is crucial for evaluating operational effectiveness and enhancing customer
contentment. Financial institutions have historically concentrated on enhancing their fundamental
offerings, including credit facilitation, transaction oversight, and client engagement strategies
(Kaur, Kumar, & Luthra, 2022). Nonetheless, incorporating supply chain management tactics,
including stock control, resource enhancement, and risk alleviation, can greatly enhance
workflows, lower expenses, and elevate the overall quality of service. The emergence of digital
banking has significantly heightened the significance of supply chain management by enabling
automation, minimising manual processes, and improving customer interactions (Haque, Rahman,
& Islam, 2021). The evolution of banking practices through digital transformation, incorporating
innovations like the Internet of Things (IoT), Artificial Intelligence (Al), and Blockchain
technologies, represents a significant enhancement of supply chain management strategies aimed
at fostering more agile, secure, and effective banking environments (Yaseen, Azam, & Aljoumaa,
2020). Although the clear advantages are evident, the utilisation of supply chain management
within the banking industry is still inadequately examined, especially in areas such as Haryana,
India, which showcases a varied assortment of banking entities, encompassing nationalised,
private, and regional rural banks. The banks differ significantly regarding their scale, resource
accessibility, and levels of SCM implementation, creating a perfect landscape for exploring the
effects of SCM integration among various categories of institutions. The swift embrace of digital
banking technologies in Haryana offers a distinctive chance to evaluate the role of supply chain
management practices in boosting operational effectiveness and elevating customer contentment
in the face of technological progress.

The main aim of this research is to assess the influence of SCM integration on operational
effectiveness and client contentment in the banking industry of Haryana, India. This research
specifically seeks to:

1. Evaluate the degree to which supply chain management practices enhance operational
effectiveness within banking institutions.

2. Explore the connection between supply chain management techniques and client contentment
within financial institutions.
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3. Analyse the connection between SCM integration and customer allegiance.

This research aims to address a notable void in existing literature by delivering empirical insights
regarding the influence of supply chain management integration within the banking industry.
Although supply chain management has been extensively examined in various sectors, its
utilisation within the banking industry is still inadequately explored, particularly in developing
economies such as India. This study concentrates on Haryana, intending to deliver a localised
comprehension of how supply chain management techniques can improve operational
effectiveness and elevate customer contentment. Grasping this connection is vital for financial
organisations, as it provides valuable perspectives on how they can utilise supply chain
management techniques to secure a competitive edge in a swiftly changing digital environment.
This research aims to assist banking experts and decision-makers in gaining a deeper insight into
the strategic significance of supply chain management in the evolution of banking practices. It will
additionally provide practical suggestions to banking executives on how to efficiently incorporate
supply chain management strategies into their routine activities. Furthermore, this investigation
will enhance the scholarly repository by examining the function of SCM beyond conventional
manufacturing and logistics frameworks, broadening its application to the service and financial
domains (Min, Zacharia, & Smith, 2019). Moreover, the results of this research will be pivotal in
steering financial institutions on enhancing client contentment and allegiance via efficient supply
chain management strategies. In a time when client anticipations soar and rivalry is intense,
grasping how supply chain management can enhance service provision, accelerate reaction
durations, and create more tailored banking encounters will be priceless. This research will
additionally contribute to the wider conversation regarding the digital evolution of the banking
sector, emphasising the significance of SCM in influencing the future landscape of financial
services (Li & Wu, 2023).

2. Literature Review

The concept of supply chain management (SCM) has evolved from focusing on physical goods
and logistics to enhancing service industries like banking through resource management and
process optimization. Recent studies highlight that SCM integration can significantly improve
operational efficiency by streamlining processes, reducing waste, and improving communication
within and across departments (Christopher, 2016; Ghosh & Rai, 2020). In banking, this includes
technological integration, workflow automation, and improved coordination with external
vendors, leading to faster transactions and better resource allocation (Hugos, 2018). Effective SCM
also directly influences customer satisfaction by ensuring better service delivery, faster response
times, and personalized banking experiences (Prajogo & Olhager, 2012; Li & Lin, 2019). Despite
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growing research on SCM's role in operational efficiency, there is limited focus on its direct impact
on customer satisfaction in India, particularly in Haryana’s competitive banking sector (Agarwal
& Mishra, 2018). This review emphasizes the critical role of SCM in both enhancing operational
efficiency and customer satisfaction, offering new insights into how banks in Haryana can leverage
SCM to optimize their performance and service delivery.

2.1 Conceptualizing Supply Chain Management in Banking

Supply chain management, conventionally characterised as the oversight of the movement of
products, services, and data from providers to final consumers (Caniato, Henke, & Zsidisin, 2019),
has progressively found relevance in service industries like banking. Within the realm of banking,
supply chain management evolves beyond its conventional definition to encompass the oversight
of non-physical assets, including data, client relations, and workforce management. The
incorporation of supply chain management within the banking sector emphasises the refinement
of internal operations, the minimisation of expenses, the elevation of service provision, and the
enhancement of client contentment (Smith, 2018). Kaur, Kumar, and Luthra (2022) contend that
proficient supply chain management techniques within the banking sector can result in
enhancements in operational effectiveness, especially in domains like loan processing, risk
oversight, and customer engagement management. These investigations suggest that financial
institutions that have incorporated supply chain management concepts into their functions can
more effectively oversee resources, minimise operational hindrances, and enhance service
provision (Li & Wu, 2023).

2.2 SCM Practices and Operational Efficiency

The financial industry has increasingly concentrated on enhancing operational effectiveness in
reaction to escalating rivalry, consumer demands, and the challenges posed by digital evolution.
Research conducted by Mishra (2021) and Nair-Bedouelle (2021) emphasises that supply chain
management techniques can greatly influence expense minimisation, resource enhancement, and
operational effectiveness. For example, through the application of supply chain management
techniques like stock control, financial institutions can enhance their resource utilisation, lower
operational expenses, and accelerate service provision timelines. Within the realm of digital
evolution, supply chain management methodologies are progressively intertwined with
innovations like Artificial Intelligence (Al), Internet of Things (IoT), and Blockchain, which
significantly boost operational effectiveness (Yaseen, Azam, & Aljoumaa, 2020). The
implementation of artificial intelligence, for instance, facilitates enhanced decision-making via
predictive analytics, whereas Internet of Things devices permit instantaneous oversight of banking
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activities, reducing interruptions and optimising resource distribution (Haque, Rahman, & Islam,
2021). As noted by Haque and colleagues (2021), the integration of digital banking solutions,
alongside supply chain management techniques, markedly diminishes transaction processing
durations and operational interruptions. In a comparable investigation regarding banking practices
in Haryana, Yaseen and colleagues (2020) discovered that financial institutions incorporating
digital technologies in conjunction with supply chain management principles achieved enhanced
effectiveness in their operational procedures, including loan authorisation and client onboarding.

3. Research Methodology

This study employs a mixed-methods research approach to evaluate the impact of supply chain
management (SCM) integration on operational efficiency and customer satisfaction in the banking
sector of Haryana, India. The mixed-methods design combines both qualitative and quantitative
data collection techniques to provide a comprehensive understanding of the research problem.

3.1 Research Design:

The study follows an exploratory research design, as it seeks to investigate the relationships
between SCM integration, operational efficiency, and customer satisfaction in an under-researched
context. The primary objective is to evaluate how SCM practices influence the internal operational
processes of banks and their external customer service outcomes.

3.2 Data Collection:
Primary Data:
Primary data will be collected through two key methods: surveys and interviews.

Surveys: A structured questionnaire will be developed and distributed to banking professionals,
managers, and employees in selected banks across Haryana. The survey will focus on gathering
quantitative data related to SCM practices, operational efficiency metrics, and perceived impacts
on customer satisfaction. The questionnaire will include Likert-scale questions to measure the
degree of integration of SCM practices and operational performance outcomes.

Interviews: In-depth interviews will be conducted with key stakeholders such as bank managers,
operations heads, and customer relationship managers. The interviews will provide qualitative

Peer-Reviewed |Refereed | Indexed | International Journal [2024
Global Insights, Multidisciplinary Excellence
38


http://www.ijsrst.com/

Shodhbodhalaya: An International Peer reviewed

Multidisciplinary Journal

Volume 3 | Issue 3 | ISSN: 2584-1807 | (https://shodhbodh.com/)

Global Insights, Multidisciplinary Excellence

insights into how SCM practices are implemented, challenges faced during integration, and their
perceived impact on both operational efficiency and customer satisfaction.

Secondary Data:

Secondary data will be gathered from existing literature, reports, and documents from banks in
Haryana. This data will include annual reports, operational performance statistics, customer
satisfaction surveys, and studies on SCM practices in the Indian banking sector. Secondary data
will help to triangulate and validate findings from primary data sources.

3.3 Sampling:

A stratified random sampling method will be used to select banks from different tiers (e.g., public,
private, and regional banks) in Haryana. The sampling will ensure that a wide range of perspectives
from various types of banks are represented. The sample size for surveys will be approximately
150 respondents, while 15-20 managers or key personnel will be interviewed to provide deeper
insights.

3.4 Data Analysis:

Quantitative Data Analysis: The survey responses will be analyzed using descriptive statistics
(e.g., mean, standard deviation) to understand the general trends in SCM integration and its
relationship with operational efficiency and customer satisfaction. Correlation analysis and
regression modeling will be applied to assess the strength and significance of the relationship
between SCM practices, operational outcomes, and customer satisfaction.

Qualitative Data Analysis: The interview transcripts will be analyzed using thematic analysis,
where common themes and patterns related to SCM implementation, challenges, and impacts on
operations and customer service will be identified. This will help to provide a deeper understanding
of the nuances behind the quantitative findings and offer practical insights from industry experts.

3.5 Validity and Reliability:

To ensure the reliability and validity of the data:
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The survey instrument will be pre-tested with a small sample of banking professionals to ensure
clarity and consistency of the questions.

Interviews will be transcribed and cross-checked for accuracy. Additionally, data triangulation
(combining survey, interview, and secondary data) will be used to enhance the robustness of the
findings.

3.6 Ethical Considerations:

Informed consent will be obtained from all survey and interview participants.
Participants will be assured of confidentiality and the voluntary nature of participation.

Data will be anonymized and stored securely to protect participant privacy.4. Data Analysis and
Interpretations

4.1 Demographic Profile

Statement Stro | Disa | Neutr | Agr | Strong | Tot | Percenta | Cumulati
ngly | gree al ee ly al ge (%) ve
Disa Agree Percenta
gree ge (%)
SCM practices | 8 21 67 142 | 146 384 | 100% 100%

have reduced the
time required for
loan processing
in banks

The cost of | 12 30 55 130 | 157 384 | 100% 100%
operations has
decreased due to
the

implementation
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of SCM
strategies
Banks using | 10 24 60 132 | 158 384 | 100% 100%

SCM practices
experience fewer
bottlenecks  in
service delivery

SCM integration | 7 15 56 144 | 162 384 | 100% 100%
allows banks to
optimize  their
use of human

resources
The 5 17 59 148 | 155 384 | 100% 100%
implementation

of SCM has led

to improved

decision-making

efficiency in

banking

operations

SCM integration | 9 20 65 134 | 156 384 | 100% 100%
has significantly
improved
transaction
processing times

SCM integration | 8 19 60 141 | 156 384 | 100% 100%

has helped
reduce
operational
downtime in
banking
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The survey results highlight the positive impact of Supply Chain Management (SCM) integration
on various aspects of operational efficiency in the banking sector. A significant majority of
respondents (over 75%) believe that SCM practices have effectively reduced the time required for
loan processing, decreased operational costs, minimized bottlenecks in service delivery, and
improved transaction processing times. Furthermore, 79% of respondents recognize SCM's role in
optimizing human resources, while nearly 80% agree that it enhances decision-making efficiency.
SCM also contributed to a reduction in operational downtime, with 77.3% of respondents affirming
its effectiveness in this area. Overall, these results suggest that SCM plays a critical role in
streamlining banking operations, improving service delivery, and enhancing both cost-efficiency
and resource utilization.

4.3 Hypothesis Testing

Null Hypothesis (Hoz): Banking institutions with higher levels of supply chain management
integration do not experience improved customer satisfaction and loyalty.

Alternate Hypothesis (Hiz): Banking institutions with higher levels of supply chain management
integration are more likely to experience improved customer satisfaction and loyalty.

Table 4.9: SCM Integration and Customer Satisfaction & Loyalty

Metric Value

Dependent Variable Customer Satisfaction and Loyalty
Independent Variable(s) SCM Integration

R-squared 0.681

Coefficient for SCM Integration | 0.637

p-value <0.001

The findings in Table 4.9 indicate that SCM integration explains 68.1% of the variance in customer
satisfaction and loyalty (R-squared = 0.681). The coefficient of 0.637 indicates a positive
relationship, meaning that higher levels of SCM integration correspond to higher levels of
customer satisfaction and loyalty. The p-value is less than 0.001, suggesting that this relationship
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is statistically significant. Therefore, the data supports the alternate hypothesis that SCM
integration positively impacts customer satisfaction and loyalty in banking institutions.

5. Discussion

This research reveals the crucial impact that the integration of Supply Chain Management (SCM)
has on improving operational effectiveness and elevating customer contentment in the banking
industry. The information suggests that the incorporation of supply chain management techniques,
including stock control, resource efficiency, and automated processes, plays a crucial role in
refining banking functions, lowering expenses, and improving the rapidity and calibre of services
offered. The advantages are especially clear within the realm of digital banking, where innovations
such as Artificial Intelligence (Al), Internet of Things (IoT), and Blockchain enhance supply chain
management practices, resulting in more streamlined and agile banking environments (Yaseen,
Azam, & Aljoumaa, 2020). A pivotal discovery of this research indicates that the incorporation of
supply chain management markedly enhances operational effectiveness within financial
institutions, demonstrated by the decrease in loan and transaction processing durations, alongside
the alleviation of service delivery bottlenecks. The findings indicate that more than 75% of
participants feel that supply chain management practices have favourably influenced time-critical
processes like loan approvals and transaction handling, which are essential for operational
effectiveness and customer contentment. The findings correspond with earlier studies conducted
by Kaur, Kumar, and Luthra (2022), which highlighted that supply chain management practices
enhance workflow efficiency, minimise delays, and refine banking operations, especially in aspects
such as loan processing and customer onboarding.

The research highlights the crucial connection between SCM integration and improved service
excellence regarding customer contentment. Financial institutions that have successfully embraced
supply chain management techniques, particularly those located in Haryana, India, have
experienced enhanced customer contentment due to faster and more tailored services. This
discovery aligns with the research conducted by Min, Zacharia, and Smith (2019), who observed
that a smooth incorporation of SCM in the banking industry results in quicker service provision,
enhanced responsiveness to client requirements, and a more tailored banking experience.
Moreover, the research indicates that financial institutions exhibiting elevated degrees of supply
chain management integration are likely to experience enhanced customer allegiance, as clients
view their offerings as more effective, dependable, and customised to their preferences (Li & Wu,
2023). The research further emphasises the extensive ramifications of supply chain management
integration on consumer allegiance. The capacity to deliver tailored services and more agile
Peer-Reviewed |Refereed | Indexed | International Journal [2024

Global Insights, Multidisciplinary Excellence
43


http://www.ijsrst.com/

Shodhbodhalaya: An International Peer reviewed

Multidisciplinary Journal

Volume 3 | Issue 3 | ISSN: 2584-1807 | (https://shodhbodh.com/)

Global Insights, Multidisciplinary Excellence

customer assistance via resource optimisation and the implementation of digital solutions not only
results in instant customer gratification but also boosts enduring customer loyalty. This strengthens
the case presented by Hofmann, Heines, and Omran (2018) that successful SCM integration
empowers banks to grasp customer inclinations and actions more effectively, thereby facilitating
more precise and pertinent financial offerings. Furthermore, this research offers valuable
perspectives on the function of supply chain management within the financial industry in
developing regions, especially in Haryana, India. Although supply chain management has been
extensively examined in the realms of production and distribution, its utilisation within the banking
sector, particularly in developing nations, has yet to be thoroughly investigated. By concentrating
on Haryana, an area characterised by a varied banking environment, the study provides insightful
viewpoints on how both major nationalised banks and smaller regional rural banks can utilise SCM
strategies to secure a competitive advantage. The results indicate that financial institutions in
Haryana, particularly those embracing digital innovations, are experiencing improved operational
effectiveness and heightened customer contentment. These revelations are vital as they assist in
closing the divide in the body of work regarding SCM’s function within the banking industry of
emerging markets (Kashyap et al., 2023).

6. Conclusion

the research demonstrates that SCM integration within the banking industry serves as a potent
mechanism for enhancing operational effectiveness, client contentment, and allegiance. The swift
evolution of digital banking, especially in areas such as Haryana, has showcased how supply chain
management techniques, when integrated with innovative technologies like artificial intelligence,
the Internet of Things, and blockchain, can greatly improve banking functions. Nonetheless, the
research also recognises that although supply chain management has demonstrated significant
advantages within the banking industry, additional investigation is essential to examine the
particular obstacles and hindrances to the integration of supply chain management, particularly in
environments with limited resources and varied banking organisations. Future research might
explore the intricacies of SCM adoption across various banking institutions, especially in rural and
semi-urban environments, to provide more thorough guidance for successful execution.
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