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ABSTRACT- Transformation of financial services function through ERP is one of the recent evolutions according to 

the changes in the technology improvement. It is fundamental to change the way of doing things as per the improved 

technology now a days. Every financial institution has started updating their functioning through the online mode. 

Specially banking services are being provided to customers for easy accessible and convenience. For serving the 

customers banking sectors using the enterprise resource planning method as one of the modern tool.ERP also helps the 

customer of the bank for availing the online banking or internet banking services. ERP is the system related activities 

that all the data regarding banking activities and other necessary information been stored so that the customer could 

easily access any information from the place without the physical presence to the bank. In this view the ERP concept is 

very much useful and closely associated with our lives ERP is an essential tool to carryout financial services in a 

successful manner. 
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I. INTRODUCTION 

Transformation is a fundamental change to the way a 

business operates and it is used to bridging the gap 

between strategic intent and the capability to act. The 

major corporation successfully reinvent themselves and 

the business transformation is a must to maintain growth 

curve of the company during these days of slow economy. 

The business transformation encompasses all functions 

like sales, marketing, finance, supply chain, HR etc. both 

to increase sales and reduce costs. 

STATEMENT OF THE PROBLEM 

The emerging of foreign banks and internet banking has 

enhanced the expectations of bank‟s customers. This has 

led to the failure on the part of the banks to meet the 

expectations of the customers and gap between the 

available facilities and expectations is widened. It is the 

utmost important to fulfill this widening gap. The new 

competition has raised many issues like technology led 

banking e-banking, internet banking and the latest being 

mobile banking too. The issue of privacy and security 

concerns in e-banks, lack of customer‟s confidence in e-

channels, challenges in reaching rural and semi-urban 

population, designing marketing strategy for E-channels, 

the ever changing customer profiles, lack of IT experts and 

IT related infrastructure for the Indian banking industry. 

These emerging issues have led to transformation in the 

way banking is done in the Asian sub-continent 

specifically in the Indian context. 

OBJECTIVES 

 To improve the operational performance of all finance 

functions. 

 To minimize non-value add activities to improve 

 To reduce the cost of finance function 

 To profit from innovation. 

 To leverage shared services to deliver routine, high 

volume. 

SCOPE OF THE STUDY 

 Using this concept we can increased the revenues and also 

improved marketing ROI. 

 We can easily enhanced growth. 

 Understand market trends and become a trendsetter. 

 Stronger innovation. 

 Reduced time to market. 

 Reduced costs. 

AREA OF THE STUDY 

Area of the study on the Transformation of financial 

services function through ERP at State Bank Of India, 

Tiruchirappalli. 

II. RESEARCH METHODOLOGY 

Research Design 

Descriptive Research Design is used for the study and it is 

essentially a fact-finding approach. It aims to explain the 

characteristics of an individual or group characteristics and 
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to determine the frequency with the same things occurs. 

Sample Design Deliberate sampling technique is used for 

the study. This sampling method involves purposive or 

deliberate selection of particular units of the world for 

constituting a sample that represents the population. 

DESCRIPTIVE RESEARCH 

In this research it deals with descriptive research type. 

It includes surveys and fact-finding enquiries of different 

kinds. The major purpose of descriptive research is 

description of the state of affairs as it exists at present. 

Selection of the Sample Units 

Banking sector in India is considered one of the fastest 

growing financial institutions in the world. Using 

purposive sample, State Bank of India is selected as the 

sample units for the study. The sample units selected were 

considered one of the successful units in the banking 

sector. 

Data Collection 

The data were collected through annual report from 

sources that are secondary in nature such as internet, 

magazines, websites, books, and journals. 

STATISTICAL TOOLS USED 

The data collected were moderated for the study. The 

major tools applied for the analysis of the data are ratios, 

percentages, and t-test. 

LIMITATION OF THE STUDY 

Due to constraints of time and resources, the study is likely 

to suffer from certain limitations. Some of these are 

mentioned here under so that the findings of the study may 

be understood in a proper perspective. The limitations of 

the study are: 

 The study is based on the secondary data and the 

limitation of using secondary data may affect the 

results. 

 The secondary data was taken from the annual reports 

of the SBI. It may be possible that the data shown in 

the annual reports may be window dressed which does 

not show the actual position of the banks. 

Financial analysis is mainly done to compare the growth, 

profitability and financial soundness of the respective 

banks by diagnosing the information contained in the 

financial statements. Financial analysis is done to identify 

the financial strengths and weaknesses of the two banks by 

properly establishing relationship between the items of 

Balance Sheet and Profit & Loss Account. It helps in 

better understanding of banks financial position, growth 

and performance by analyzing the financial statements 

with various tools and evaluating the relationship between 

various elements of financial statement. 

 

III. ENTERPRISE RESOURCE 

PLANNING (ERP) 

INTRODUCTION 

An enterprise-wide information system designed to 

coordinate all the resources, information, and activities 

needed to complete business processes such as order 

fulfillment or billing. 

An ERP system supports most of the business system that 

maintains in a single database the data needed for a variety 

of business functions such as Manufacturing, Supply 

Chain Management, Financials, Projects, Human 

Resources and Customer Relationship Management. 

An ERP system is based on a common database and a 

modular software design. The common database can allow 

every department of a business to store and retrieve 

information in real-time. The information should be 

reliable, accessible, and easily shared. The modular 

software design should mean a business can select the 

modules they need, mix and match modules from different 

vendors, and add new modules of their own to improve 

business performance. 

ERP – IMPLEMENTATION IS THE CHALLENGE 

THE IDEAL ERP SYSTEM 

An ideal ERP system is when a single database is utilized 

and contains all data for various software modules. These 

software modules can include: 

MANUFACTURING: Some of the functions include; 

engineering, capacity, workflow management, quality 

control, bills of material, manufacturing process, etc. 

FINANCIALS: Accounts payable, accounts receivable, 

fixed assets, general ledger and cash management, etc. 

HUMAN RESOURCES: Benefits, training, payroll, time 

and attendance, etc 

SUPPLY CHAIN MANAGEMENT: Inventory, supply 

chain planning, supplier scheduling, claim processing, 

order entry, purchasing, etc. 

CUSTOMER RELATIONSHIP MANAGEMENT 

(CRM): CRM is a term applied to processes implemented 

by a company to handle its contact with its customers. 

CRM software is used to support these processes, storing 

information on current and prospective customers. 

Information in the system can be accessed and entered by 

employees in different departments, such as sales, 

marketing, customer service, training, professional 

development, performance management, human resource 

development, and compensation. 

DATA WAREHOUSE: Usually this is a module that can 

be accessed by an organizations customers, suppliers and 

employees. Data warehouse is a repository of an 

organization‟s electronically stored data. Data warehouses 
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are designed to facilitate reporting and analysis. This 

classic definition of the data warehouse focuses on data 

storage. However, the means to retrieve and analyze data, 

to extract, transform and load data, and to manage the data 

dictionary are also considered essential components of a 

data warehousing system. 

ADVANTAGES OF ERP SYSTEMS 

There are many advantages of implementing an EPR 

system; here are a few of them: 

• A totally integrated system 

• The ability to streamline different processes and 

workflows 

• The ability to easily share data across various 

departments in an organization 

• Improved efficiency and productivity levels 

• Better tracking and forecasting 

• Lower costs 

• Improved customer service 

DISADVANTAGES OF ERP SYSTEMS 

While advantages usually outweigh disadvantages for 

most organizations implementing an ERP system, here are 

some of the most common obstacles experienced: 

Usually many obstacles can be prevented if adequate 

investment is made and adequate training is involved, 

however, success does depend on skills and the experience 

of the workforce to quickly adapt to the new system. 

• Customization in many situations is limited 

• The need to reengineer business processes 

• ERP systems can be cost prohibitive to install and 

run 

• Technical support can be shoddy 

• ERP‟s may be too rigid for specific organizations 

that are either new or want to move in a new direction in 

the near future. 

FEATURES & FUNCTIONS 

• Ledger Management 

• Bank Reconciliation 

• Financial Transactions Reports/ Management 

• Purchase Management 

• Sales Management 

• Taxes Management 

• Account Receivables 

• Account Payables 

• Assets Management 

• Depreciation Analysis and Management 

• Capital Management 

• Cash Flow & Funds Flow Management 

IV. REVIEW OF LITERATURE 

A literature review is a text of a scholarly paper, which 

includes the current knowledge including substantive 

findings, as well as theoretical and methodological 

contributions to a particular topic. Literature reviews are 

secondary sources, and do not report new or original 

experimental work. Most often associated with academic-

oriented literature, such reviews are found in academic 

journals, and are not to be confused with book reviews that 

may also appear in the same publication. Literature 

reviews are a basis for research in nearly every academic 

field. 

A paper titled “Technology-Key to success” by Ashish 

Sen (1997), had discussed about the importance of IT in 

banking. He said that the competition unleashed by the 

reforms process have improved the services of banks thus 

making them more customer-oriented. Technology has 

played an important role in making this happen. 

Computerization in commercial banks has indeed traveled 

a long way. Starting with reconciliation of inter-branch 

transaction and providing whole-bank MIS reports, on a 

selective basis, computerization was confined to bank head 

offices alone for quite some time. In subsequent phases, 

computerization spanned many areas including branches, 

back office and front office operations. Use of modern, 

state of the art technology in banking, is being increasingly 

seen as essential not only for good customer service, but 

also for good housekeeping. About four decades of public 

sector banking has widened the bank branch network and 

customer base to such gigantic proportions that time tested 

manual systems of yesteryears are now bucking under the 

pressure of sheer volume and variety of transactions. Most 

of the foreign banks and all the newly established private 

sector banks operating in India are fairly advanced in the 

use of technology. Services such as neatly printed 

statement of accounts, automatic and prompt updating of 

pass books, ATMs, etc. 

A.P. Sebastian Titus and Albin D. Robert Lawrence 

(2004) in their paper titled “Customer Focus in Banking 

Services” had stressed on importance of customer 

relationship management. The aim of the banks should be 

to retain the existing customers and acquire the new 

customers. In order to add value to the services offered, 

the banking industry has to efficiently and effectively 

utilize the technology with an eye on the cost of product 

and the services offered. To win the customers, the modern 

banking should integrate technology and deploy marketing 

strategies that would enable banks to maximize profits 
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through customer satisfaction. In market with fierce 

competition providing the customers with value addition is 

the only way to achieve complete sustained customer 

satisfaction. 

S.S. Satchidananda & Dharshan Shanthamurthy 

(2005) in their paper titled “Implementing Information 

Security in Banks” provided a perspective on the 

Information security for banks and also guidance for its 

implementation. It set out the methodology for 

implementing Information security management system in 

banks. A structured Information security risk assessment 

would enable banks to accomplish their security needs and 

objectives. This paper suggested the OCTAVE 

(Operationally Critical Threat Asset Vulnerability 

Evaluation) risk assessment methodology for managing 

the risk of Information security in banks. 

H. Peeru Mohamed and V.J. SivaKumar (2003) in their 

paper titled “Strategic Issues relating to e-CRM in 

Banks - The perspective of bankers and customers”, 

emphasized the views of bankers and customers as regards 

designing and implementing e-CRM. It also tried to 

identify and discuss issues relating to implementation of e-

CRM in the banking industry. The findings provided 

guidelines for customer acquisition, retention and 

interaction. e-CRM includes capabilities like self-service 

knowledge bases, automated e-mail response, 

personalization of web contents, online product bundling 

and pricing, and so on. e-CRM gives Internet users the 

ability to interact with the business through their preferred 

communication. 

A paper titled “Internet Banking in Indian Scenario” 

by T.Uma Maheswara Rao and L. Hymavathi (2005), 

had emphasized the importance of Internet usage for 

banking worldwide and its relevance in Indian scenario. In 

order to avail the benefits those were accrued through 

using Internet, the financial institutions like banks were 

transforming themselves and conducting their business 

electronically. This transformation from normal banking to 

electronic banking enabled customers to transact online, 

while saving on various factors. Normal banking activities 

still persist in developing countries like India, where the 

Internet penetration levels were low. 

V. COMPANY PROFILE 

STATE BANK OF INDIA 

The State Bank of India, popularly known as SBI, is one of 

the leading banks in India. The bank traces its origin to the 

first decade of the 19th century. Later on, it was merged 

with the Imperial Bank. In the year 1955, the Government 

of India nationalized the Imperial Bank along with the 

Reserve Bank of India. Ever since that time, the bank 

acquired its present name that is SBI. State bank of India is 

the largest banking and financial services company in 

India, by almost every parameter - revenues, profits, 

assets, market capitalization etc. SBI provides a range of 

banking products through its vast network in India and 

overseas, including products aimed at NRIs. The State 

Bank Group, with  over 16000 branches, has the largest 

branch network in India. The State Bank of India is India's 

largest commercial bank. The bank has been striving 

sincerely to adhere to the efforts of providing utmost 

customer satisfaction to the best possible The State Bank 

of India has its presence all over India with 16,000 

branches. Not only this, the bank has made its roots 

secured internationally as well. At present, SBI has 131 

branches in 32 countries all over the world. 

EMERGE OF E-BANKING SERVICES 

The evolution of e-banking started with the use of 

Automatic teller machines (ATM) and included telephone 

banking, direct bill payment , electronic fund transfer and 

online banking. More recently, it has been transformed by 

the internet-a new delivery channel that is fast, convenient, 

available round the clock and from whatever the customers 

location. E-banking services are changing the face of the 

Indian banks. The potential customers and big companies 

are shifting their accounts from  traditional banks [not 

fully computerized] to e-banks [fully computerized and 

provide different channels]. Mobile banking is fast 

catching up in India, as a cost effective alternative banking 

model. It is also a virtual banking model. However there 

are security issues and regulatory concerns in its usage. 

Mobile banking can help banks and micro finance 

institutions to deliver and collect credit in a faster and 

cheaper way, besides helping in better credit management 

The origin of the State Bank of India goes back to the first 

decade of the nineteenth century with the establishment of 

the Bank of Calcutta in 1806 in Calcutta. Three years later 

the bank received its charter and was re–designed as the 

Bank of Bengal (2 January 1809). A unique institution, it 

was the first joint–stock bank of British India sponsored by 

the Government of Bengal. The Bank of Bombay (15 

April 1840) and the Bank of Madras (1 July 1843) 

followed the Bank of Bengal. These three banks remained 

at the apex of modern banking in India till their 

amalgamation as the Imperial Bank of India on 27 January 

1921. 

The State Bank of India, the country‟s oldest bank and a 

premier in terms of balance sheet size, number of 

branches, market capitalization and profits is today going 

through a momentous phase of change and transformation 

– the two hundred year old public sector behemoth is 

today stirring out of its public sector legacy and moving 

with an ability to give the private and foreign banks a run 

for their money. 

The bank is entering into many new businesses with 

strategic tie ups – Pension Funds, General Insurance, 

Custodial Services, Private Equity, Mobile Banking, Point 
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of Sale Merchant Acquisition, Advisory Services, 

structured products etc – each one of these initiatives 

having a huge potential for growth. The bank is forging 

ahead with cutting edge technology and innovative new 

banking models, to expand its rural banking base, looking 

at the vast untapped potential in the hinterland and 

proposes to cover 100,000 villages in the next two years. 

At the end March, 2011, the total number of branches was 

13,542 while the number of ATMs stood at 20,084 across 

the country. It is also focusing at the top end of the market, 

on whole sale banking capabilities to provide India‟s 

growing mid / large corporate with a complete array of 

products and services. It is consolidating its global treasury 

operations and entering into structured products and 

derivative instruments. Today, the bank is the largest 

provider of infrastructure debt and the largest arranger of 

external commercial borrowings in the country. It is the 

only Indian bank to feature in the Fortune 500 list. 

The bank is actively involved since 1973 in non–profit 

activity called Community Services Banking. All branches 

and administrative offices throughout the country sponsor 

and participate in large number of welfare activities and 

social causes. Their business is more than banking 

because they touch the lives of people anywhere in many 

ways. State Bank of India (SBI) has received an approval 

from the Government of India (GOI) for acquisition of SBI 

Commercial and International Bank (SBICI Bank). The 

government had issued the 'Acquisition of SBICI Bank 

Order 2011' vide order dated July 29, 2011. 

Services offered by the company: 

 NRI Services 

 Personal Banking 

 International Banking 

 Agriculture / Rural 

 Corporate Banking 

 SME 

 Government Business 

 Domestic Treasury 

Non banking Subsidiaries 

 SBI Capital Markets Ltd 

 SBI Funds Management Pvt Ltd 

 SBI Factors & Commercial Services Pvt Ltd 

 SBI Cards & Payments Services Pvt. Ltd. (SBICPSL) 

 SBI DFHI Ltd 

 SBI General Insurance Company Limited 

 Joint Ventures 

 SBI Life Insurance Company Ltd (SBI LIFE) 

 SBI General Insurance Company Limited 

Achievements/ recognition: 

 State Bank of India ranked 155 in Forbes list of 

Global 2000 firms in 2014 

 Business Standard has  awarded the Banker of the 

Year Award to Shri O.P.Bhatt. 

 June ‟08 Awards & Recognitions CNN IBN Network 

18 has selected Shri O.P.Bhatt as Indian of the Year – 

Business 2007. 

 Asian Centre for Corporate Governance & 

Sustainability and Indian Merchants Chamber has 

awarded the Transformational Leader Award 2007. 

 State Bank of India ranked as NO.1 in the 4Ps B & M 

& ICMR Survey on India's Best Marketed Banks in 

August–2009. 

 Shri Om Prakash Bhatt declared as one of the '25 

Most Valuable Indians' By The Week Magazine For 

2009. 

 State Bank of India has been adjuged The Best Bank 

2009 By Business India in August–2009. 

 It bagged „Most Preferred Bank‟ and „Most Preferred 

Brand for Home Loan‟ at CNBC Awaaz Consumer 

Awards. 

 It became the only Indian bank to get listed in the 

Fortune Global 500 List. 

 SBI was at the 70th slot in the top 1000 bank survey 

by Banker Magazine . 

It was awarded Golden award for being among the two 

most trusted banks in India by Readers Digest. SBI is 

ranked 6th in the Economic Times Market Cap List. SBI 

ranked as no.1 in the 4Ps B & M & ICMR Survey on 

India's Best Marketed Banks (August–2009) 

SBI NRI Account Services 

 Deposits accounts, with following types: 

 NRE Savings Bank Account. 

 Foreign Currency Non-Resident Deposit Accounts. 

 NRE Term Deposits. 

 Non-Resident (Ordinary Accounts). 

 Resident Foreign Currency Accounts. 

VI. SUGGESTIONS 

 All the banks & financial institutions have to be 

moderated with a new technologies such as ERP  

while providing services to the people to ensure the 

satisfaction of the customer. 

 Most of the banks and financial institutions must 

target the young mind of the nation to encourage them 

to go for the electronic mode of transactions 

 Most people use electronic mood of business 

strategies are graduates which means who have had 

the knowledge of the matter, so all the educationally 

backward people should be targeted and encouraged 

to do ERP based technologies 

 Many people do not have the knowledge and 

availability of the enterprise resource planning  ERP 

,so those people must be indentified for organize a 

program about the ERP and its benefits to enrich the 

service 

 Many people face lot of problem in using the new 

technologies while doing the business. 
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 practical knowledge needs to be given to the people 

who are interested in doing enterprise resource 

planning in their business or trading 

 Many banks and financial institutions started using 

new technologies but still people not aware about the 

online services so banks have to take further step to 

encourage the customers to know the service at the 

time of opening of accounts in the banks 

 As Government of India announced that cashless 

transaction, it will be only encouraged through the 

implementation of such enterprise resource planning 

with new software 

 High price software certainly discourage people to 

buy such software to use so price of new software 

should be nominal 

 Successful implementation will give better corporate 

image so implementation should be well and 

advanced determined 

VII. CONCLUSION 

Present scenario is computer based world. Computer is an 

inevasible device in our lives. We could compare a person 

who does not know the basic operations in computer 

he/she is mainly considered as illustrates .in this view now 

a day wherever we go we depend upon computers for our 

needs. The concept of ERP is closely associated with 

computer technology. 

In this view the ERP concept is very much useful and 

closely associated with our lives and also we fully 

depended upon the books in our lives. So depending upon 

through ERP is essential to carryout financial services in a 

successful manner. The ERP functions are easier to avail 

the services to the customer. 

Its becomes a new trend where all the financial service 

activities can be functioned at the time with a help of 

internet services through ERP. Many of the companies, 

banks, financial institutions have started using ERP for the 

corporate image of their particular institutions. 

Most of the people or customers prefer the service of ERP 

where they find works done easily without the physical 

presence. More over they save lot of time and energy 

because of the ERP implementation in every financial or 

educational institutions. 

Even though people do not have a knowledge of operating 

and using of ERP they have started learning and 

functioning it for the purpose of according to adapt the 

changes in modern technologies. 

Finally ERP implementation will help financial services 

such as , marketing, finance, supply chain, HR etc to 

function and maintain in a established manner for 

providing and creating better service environment to the 

banks and financial institutions and its customers. 
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