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Abstract

Paki stan’s banking industry is robust yet it faces the
chal I enging task of sustaining growmh and nmaking profit in
times of increased economic instability and stagnant
grow h. Banks need to nake optimal wuse of the resources
available to them in order to sustain conpetitive
advant age. Pakistan’s services industry is lagging quite
behind 1its international counterparts wth regard to
quality of custoner service provided. Being ’'custoner
oriented” is a phrase conmmonly quoted yet rarely put to
practice. In order to deliver good quality custonmers care
it is necessary for banks to put in place effective
performance nmanagenent practices so enployees becone
commtted and notivated. Conmitted enployees deliver good

qual ity of custoner service.

This study attenpts to illustrate how banks can i npl enent
performance nanagenent practices in an effective manner in
order to gain enployee conmmtnent and custoner loyalty. A
sanple of 100 custoners from various private banks of
| sl amabad was questioned regarding their | evel of
satisfaction with level of service being provided to them
Also a sanple of 60 enployees from different banks was

surveyed to seek their views about bank’s performance



managenent systens and their level of satisfaction wth

t hei r bank.

The findings reveal that custoners desire nore friendly and
hel pful staff, custom zed service and less wait in lines

Wher eas enpl oyees desire non-nonetary rewards in addition
to traditional conpensation, nutual consultation in goal
setting, regular perfornmance reviews and career growh
opportunities. Recomendat i ons and action pl an are

presented to gui de banks on how to resol ve these issues.
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