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Title — Development of job competency model for the Cooperative banks in Kerala

Using Structural equation modeling (SEM), | find that technical competencies have high impact on
customer services and thereby enhance the satisfaction of customers. | have developed
competency index and customer satisfaction index for the Cooperative banks in Kerala by
developing a new-fangled equation based on the employee performance level, customer
satisfaction scores and priority weight of each job competencies. | have also developed job
competency — job performance grid and job competency — customer satisfaction grid and
suggested policy framework to the bank by categorizing the employees based on their job
competency, job performance and customer satisfaction scores. The framework developed for
policy decisions conveys the need for training programmes to improve different job
competencies in different situations. This framework will help the bank management in taking
appropriate decisions while handling people with varying levels of skills, performance, and

customer satisfaction score.
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