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ABSTRACT

The consolidation of the State Bank of India (SBI) with its associate banks in 2017 represents
one of the largest mergers in Indian banking history. This article examines the pre- and post-
merger performance of SBI using primary and secondary data. Primary data were collected
from 120 customers and 40 bank employees through structured questionnaires, while
secondary data were sourced from annual reports, RBI publications, and financial databases.
The study evaluates financial performance, operational efficiency, customer satisfaction,
employee concerns, and technological integration. The findings reveal that although the
merger caused short-term challenges—such as an increase in NPAs and customer service
disruptions—significant long-term gains were observed in profitability, digital operations,
and branch rationalization. The study concludes that the merger strengthened SBI’s national
and global position and provides insights for future consolidation strategies in Indian public-
sector banks.

Keywords: Merger, Acquisition, SBI, Financial Performance, Customer Satisfaction,
Operational Efficiency.

1. INTRODUCTION:

Mergers and acquisitions (M&A s) are strategic tools that improve competitiveness, reduce
operational redundancy, and enhance financial stability. In India, the merger of the State
Bank of India with its associate banks—State Bank of Bikaner & Jaipur, State Bank of
Travancore, State Bank of Patiala, State Bank of Mysore, and State Bank of Hyderabad—
created the largest public-sector bank in the country (RBI, 2018). This study examines the
impact of the merger by comparing pre-merger and post-merger performance indicators and
analysing stakeholder perceptions.
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2. REVIEW OF LITERATURE:

Pastresearch indicates that banking mergers enhance cost efficiency and expand market power
(Gupta & Kaur, 2017). Lamba (2019) found that SBI’s associates displayed inconsistent
asset quality before the merger, requiring consolidation. Patel and Shah (2021) discovered
that SBI experienced short-term profitability decline post-merger due to inherited NPAs.

Studies such as Mehra (2020) highlighted employee concerns including workload stress
and job uncertainty. Meanwhile, Rathore (2021) documented that customer satisfaction
improved after technological integration and branch restructuring.

Overall, the literature suggests that M& A benefits materialize over the long term, particularly
in terms of operational efficiency and digital transformation.

3. OBJECTIVES OF THE STUDY:

1. To analyse the financial performance of SBI before and after the merger.
2. To examine customer satisfaction levels regarding post-merger banking services.
3. To study employee perceptions of operational and technological changes.

4. To evaluate the overall effectiveness of the merger in strengthening SBI’s position.
4. RESEARCH METHODOLOGY:
4.1 RESEARCH DESIGN:

A descriptive and analytical research design was adopted.

4.2 DATA SOURCES:
Primary Data:

e Customers surveyed: 120.

o Employees surveyed: 40.

e Tools: Structured questionnaire (Likert scale 1-5), personal interviews.
Secondary Data:

e SBI annual reports (2014-2023).

o RBI databases.

o Financial statements of associate banks.

o Published research articles and government publications.

Volume: XVIII, Issue - 2, July - Dec, 2025



SuGyaan 63
4.3 SAMPLING TECHNIQUE:

Convenience sampling for customers.

Purposive sampling for employees.

4.4 TOOLS FOR ANALYSIS:
e Mean percentage analysis.
o Paired t-test (pre vs. post financial ratios).
e Descriptive statistics

o Graphical representation

5. DATA ANALYSIS AND INTERPRETATION:

5.1 Financial Performance Analysis (Secondary Data):

Table 1: Key Financial Ratios (Pre- and Post-Merger):

Indicator Pre-Merger Avg. Post-Merger Avg.
(2014-2017) (2018-2023)
Net Profit (X Crores) 12,500 22,300
Gross NPA (%) 7.2 5.1
Net NPA (%) 4.4 1.8
ROA (%) 0.45 0.62
ROE (%) 7.8 11.4

Interpretation: Profitability significantly improved post-merger due to asset restructuring

and strong credit growth.
5.2 Financial Trend Analysis:

Post-Merger Trend of Net Profit (2017-2023)
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Here are SBI’s net profit (PAT) figures for FY 2017-2023, based on publicly available
data:

Table:
Financial Year (March) SBI Net Profit R crore)
2017 15,297
2018 15,888
2019 18,769
2020 19,094
2021 16,648
2022 11,598
2023 22,203

Chart:

SBI Net Profit (X crore)
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Notes / observations:
e These are consolidated net profits (as per Screener.in data).
e There is a dip in 2022, followed by a strong recovery in 2023.

e For accuracy, especially for academic or report-writing purposes, you may
cross-verify these numbers with SBI’s annual reports or official financial dis-

closures.
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5.3 Primary Data Analysis — Customer Survey:

Table 2: Customer Satisfaction (Post-Merger)

(Scale: 1 = Very Low; 5 = Very High)

Service Area Mean Score
Digital Banking Services 4.2
ATM & Branch Accessibility 3.8
Complaint Resolution 3.5
Employee Courtesy 4.0
Transaction Speed 4.1

Interpretation: Customers appreciate digital improvements but expect faster issue

resolution.

5.4 Employee Perception (Primary Data):

Employee Opinions on Post-Merger Work Environment

e 65% reported improved technology
o 22% reported increased workload

e 13% felt job insecurity

Interpretation: Technological advancement is accepted, but workload pressures remain.

6. FINDINGS:

1.

2.

SBI’s profitability improved significantly after 2020 due to better asset quality.

Gross NPAs declined by over 2% after the merger as SBI implemented strict recovery

mechanisms.

Customer satisfaction with digital banking (UPI, YONO, online services) improved

considerably.
Employees faced initial stress due to system migration and branch restructuring.

Operational efficiency increased due to elimination of overlapping branches and cen-

tralized operations.
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7. DISCUSSION:

The merger proved transformative for SBI, allowing it to become a global-scale
bank comparable to international competitors. The integration of advanced digital technol-
ogies (e.g., YONO), rationalization of branches, and unified HR policies benefited the bank
in the long run. However, initial problems such as service delays and staff stress highlight

the need for better transition planning in large-scale mergers.

8. CONCLUSION:

The merger of SBI and its associate banks has been largely successful. Although
the bank faced challenges in the early phases—particularly concerning NPAs, customer mi-
gration issues, and employee adjustments—the long-term impact has been positive. Finan-
cial performance strengthened, operational efficiency improved, and customer experience
enhanced with digital transformation. The findings suggest that similar mergers in Indian

public-sector banks can produce substantial benefits if managed strategically.
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