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Public Relations in Banking Sector
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Public Relation (PR) is the
most important and essential
part of the communication.
British Institute of Public Relation
defined PR as a planned and
sustained effort to establish and
maintain goodwill and mutual
understanding between an
organization and its public.
According to American Institute
of PR, Public Relation is a
strategic communication process
that builds mutually beneficial
relationships between
organization and their public. On
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the other way, it is an important
method for image building, to
maintain goodwill and publicity
of an organization to win over an
extremely competitive market. A
favarable image or good
reputaion helps to increase the
sale of a particular company and
in case of negetive publicity, the
company’s sale as well as its
reputation will be at stake. So, to
enhance a company’s
reputation, several methods are
practiced by the practiced by the
PR department to communicate
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W 1 N
with the internal and external
public. It is a two-way flow of
mutual understanding (Sam
Black, Practical Public Relations).
It is an extended arm and eyes
and eard of modern way of
management.

The concept of Public Relation
dates back to history. In 49 BC
reports about the achievements
of Julius Caesar was published in
a daily, ‘Acta Diurna’. In 1066 the
Norman conques of England was
depicted in worls’s first info-
graphic, the Bayeuk Tapestry. In
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17~ century the term
‘propaganda’ was first used by
the Catholi Church. In an
address to US congress Thomas
Jefferson first used the term
‘public relation’ in 1807. But, the
first PR department was
established in 1889 by
Westinghouse. It was
established to fight Thomas
electric. This is known as the
‘battle of currents’. The term PR
was first used in the year-book of
railway literature (1897) to
communicate between the public
and their organization. This is
marked as the birth of the Public
Relation. The first Public
Relations agency, namely ‘The
Publicity Bureau’ was established
in 1900.

The first official release was
created by Ivy Ledbetter Lee in
1906. It was created on electric
train wreck. This was printed in
‘The New York Times'. Lee was na
American publicity expertand
considered as the founder of
modern Public Relation and
became popular for his work with
the Rockefeller family. In 1924
Basil Clark introduces PR in
Britain. When wall Street craches
in 1929, Public Relatons became
a necessity. Edward Louis Barnes
was an Austrian-American
expert in the field of Public
Relatons. He was best known for
to encourage female smoking by
branding cigarettes with the
‘Torches of Freedom’. He was the
pioneer in the field of
propaganda and worked for
leading American corporate
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companies like ‘Procter and
Gamble; ‘General Electric; In his
obituary (10- March, 1995), ‘The
New York Times referred him as
‘The father of Public Relations
and leaderin opinion making’.

Evolution of PR in India was
found in our epics Ramayana and
Mahabharata. The
administration was very much
concerned about their public
feelings and opinions. India had
master of religious
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communicators like Gautama
Buddha, Shankaracharya. King

Ashoka sent his daughter
Sanghamitra to Sri Lanka to
preach Buddhism. She is known
as the first female PR executive
in History. Ashokan inscriptions
were an indeal example of Public
Relations. Systematic practice of
PR began with the House of
Tata’s and by India Railways.
After independence, the

Government set up different
media units to handle Public
Relations.
Role of PR in banking sector
PR is considered as a very
crucial and vital part of banking
sector for image building, to
maintain goodwill and to gain
trust of its customers. In case of
banking, for their daily

transaction customers need
interaction with their respective
banks. Besides, banks have to

inform about their different
schemes and facilities to the
customers. So, the public
relation or customer care
department has to play a vital
role in entertaining and fulfilling
the need of the same. To gain the
trust or confidence of its
customers, banks need PR
support. PR department often do
research rgarding customer
satisfaction about different
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bankking schemes and products.

Different methods or tools are
used by banks. The traditional
methods are by sending News or
Press release to different media,
Newsletters to the customers
and by appearances at public
events, such as, trade show,
conventions etc. With the
advancement of the modern
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technology, banking service has
now been exposed to our
fingertips. PR department can
now use internet as a medium of
communication. Social media, e-
mail, and text messgages are
sed to accomplish their goals.
Banking industry is a service
orientetd one Community banks
know the imprtance of public
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consent. So, sevral services are
offered to satisfy the need of a
customer.Besides, debit and
credit cards and net banking is
becoming more and more
popular now. Phone banking has
also made the transactions very.
People can access their accounts
also  through banking apps.
Nowadays, itis very easy to get a

loan for buying a car or house or
to vail a loan for education or to
start a new venture. PR in banks
works for 24x7 to maintain a
good relation with its customers.
People can have financial
transactions or enquire about a
particular service through
attractive and useful websites.
Brand ambassadors also play

na important role to build a
positive image about a particular
bank; for example, Deepika
Padukone is the brand
ambassador for Axis Bank from
2014 and Amitabh Bachchan was
the brand ambassador for ICICI
bank in 2013-14 ICICI bank has
also used the bollywood
superstar Shahrukh khan to
boost their overseas business.
Bank of Baroda once used
leading Indian cricketer Rahul
Dravid in 2005. Dravid
symbolizes solidity and trust.
IndusIind bank prefereed actors
like Farhan Akhtar, Sharman
Joshi and Boman Irani rather
than stars. Joshi featured in a
service called ‘My Account, My
Number’ to get account numbers
as per the choice of the
customers. In 2016, Boman Irani
and Farhan Akhtar advertise for
a new service called ‘fingerprint
Banking’ to allow customers to
make transactions on its mobile
banking app. Captain of India
cricket team, Virat Kohli is
associated with the Punjab
National Bank since he was 16.
Canara bank had chosen the
India opener Shikhar Dhawan as
their brand ambassador in 2014.
Among foreign bank, Royal Bank
of Scotland roped in master
blaster Sachin Tendulkar in 2008
as their brand ambassador. In
2003 Standard Chartered Bank
selected ex-India captain kapil
Dev as a face for their campaign.
In 2006 renowned Cricket Sunil
Gavasker joined tennis star
Sania Mirza as the brand
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ambassador of Deutsche Bank.

PR department not only
enhances communication and
publicity, but also have a pivotal
role in crisis management.
Routine jobs of PRO do not need
a very innovative mind; in fact it
is not a very interesting genre.
But, in the crisis situations, it is
totally different. It is then and
only then that the PRO becomes
the judge, crisis situation are an
acid test for the PRO. The Public
Relation is to deal with anything
and everything that they have to
face in the crisis situations. Thers
is no fixed crisis and therefore
there is no particular formula to
combat a crisis in a crisis
situation. However, there are
some basic ways to get going.
One must be prepared for the
worst and hope for the best. In
the crisis situation Public
Relations department of an
organization has to deal with the
major unpredictable event. It is
said that when in crises, we must
tell the truth and act promptly.
The three C's of credibility are to
be-compassionate, competent
and confident.

For better communication
with the public bank have
changed a lot. ICICI bank which
is the second largest bank of
India, Introduced ‘Branding’ in
the Idian banking industry. They
first introduced net banking and
e-mail marketing. They are the
pioneers in retail banking and
emphasizes on the data entre
availability and data protection
solution. For better customer
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relation ‘MILAP’ function is
conducted on the third Friday of
every month to get feedback
from the customers. The
outdoor activity also increased
from time to time. Besides that
they also took several measures
to keep in constant touch with
their internal public. They also
involved themselves in film
promotion, as in ‘Baghban’
(2003)

To launch international credit
card, ICICI bank associated

them with Amway India. So,
customers can purchase Amway
products from Amway
distributors to redeem their
points. Again, ICICI customers
can book railway tickets by using
mobile banking system. ICICI
Bank also tie-up with the Cartoon
Network for theif publicity
purpose. IDBI and Exim Bank
also financed 50% of their
budget for film funding. They
invested in the films like Aakhen
(2002), Qayamt (2003) Main

Prerm Ki Deewani Hoon (2003),
Veer Zara (2004), Mangal
Pandey (2005) Don (2006) etc,
at present, IDBI and Exaim bank
have temporily decided not to
finance in film industry, but Yes
Bank have continued to invest in
the same for their profit &
publicity. On the other hand
State Bank of India one of the
leading nationalized banks of
India prefers to maintain
customer relation by using
different media channels to

promote their different services
and to gain credibility among its
public. In the age of social media
and internet technology, Public
Relation of banks has now
become a very effective and
easier way to communicate with

their respective customers.
Ph.D Research Fellow,
Department of Journalism and Mass
Communication, University of
Calcutta.
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