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Chapter-1

INTRODUCTION
1.1 INTRODUCTION

Housing is a basic necessity for human life and second largest
generator of employment, next only to agriculture. Housing activities have
both forward and backward linkages in nearly 300 sub-sectors such as
manufacturing (steel, cement, and builders’ hardware), transport,
electricity, gas and water Supply, trade, financial services, and construction
which contribute to capital formation, income opportunities, and generation
of employment. In 2020-2021 property prices have moderated. As per the
National Housing Bank, RESIDEX index for the quarter July-September
2019 compared to April-June 2019 (covering 20 cities, with 2012 as base
year), there is a general decline in prices of residential properties in some
smaller towns, while there is increase in some other cities which is
marginal. In view of increased urbanization, the housing requirements in
urban areas have been witnessing increase over the years. The Eleventh
Five Year Plan (2013-19) estimated housing requirement 0f24.7 million
units in urban areas of which 99 percent was in the economically weaker
sections /Lower income groups(EWS/LIG) segment. As per the estimation
of the Task Force on Housing Requirements in Urban Areas during the
Twelfth Five Year Plan Period (2014-19),the housing requirement in urban
areas is 18.7 million units of which 18.5million are for the Economically
Weaker Sections /Low Income Group segment. As per a McKinsey Report,
the demand for affordable housing will be 38 million by 2030.To support

\_—“——
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3. Here the housing loan finance facility was provided to all kind are

all class level people

To give more and more advertisement and brochures to the attract

to the customers

To liberalize the rules and regulation HDFC Bank.

Bank should focus more on adequate and necessary staffs and
access of good customer care, enhancement of technological

capability to serve customers more effectively and highly

simplified services.

. There is procedural delay in banks due to which it consumes more

time, if this problem is rectified & if quick process is done

CONCLUSION
Now a day customers’ expectations are the major challenges faced

y the employees of banking services in India. The improvement of
qality of service delivery is a vital concern for banking services.
Quality of service delivery is increasingly being seen as a key strategic
lifferentiator within the financial services sector. Thus, the study

. ic and private people. There is no significant
felivery among public an

p.G Centre, Davanagere Page 65
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Jationship between the customers’ association with HDFC and their

erception on the people factor (human resources) of HDFC. The study
ound that Most of the respondents strongly agree that the rate of interest
t HDFC 1slow, the customers agree with faster processing, and also
hey are influenced by minimal formalities and procedures, which are
nclined to flexible repayment system. The findings revealed that the
hree parts of marketing mix that are people, process, product are

important for customers while choosing home loan products.
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