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Abstract

In this study, we undertake a comprehensive examination of the profitability, performance, and
efficiency metrics within ICICI Bank, focusing specifically on branches located in several
districts of West Bengal, India. Utilizing a mixed-method research approach, we combine both
primary and secondary data collection techniques to gain nuanced insights into the operational
dynamics of this banking institution. Primary data collection involves the administration of
structured questionnaires through interviews with key stakeholders, including managers,
officers, and customers of ICICI Bank. These questionnaires are designed to elicit information
regarding various aspects of the bank's operations, including customer satisfaction, managerial
decisions, and operational efficiency. Additionally, secondary data sources such as the annual
reports of ICICI Bank, academic journals, articles, newspapers, and relevant websites are
consulted to provide a comprehensive understanding of the banking industry landscape and
contextual factors influencing ICICI Bank's performance. Throughout the research process,
several challenges are encountered, including confidentiality concerns surrounding sensitive
financial information, limited accessibility to detailed financial records at the branch level,
personnel changes within bank branches, and time constraints in scheduling interviews with
respondents. Despite these challenges, the study endeavors to gather and analyze data
meticulously, employing data analysis techniques such as pie charts to interpret the findings
effectively. The study aims to contribute valuable insights into the factors influencing ICICI
Bank's profitability, performance, and efficiency within the West Bengal banking landscape.
By identifying potential areas for improvement and highlighting key challenges faced by the
bank, this research seeks to inform strategic decision-making processes within ICICI Bank and
contribute to the broader understanding of banking operations in the region. Moreover, the
study underscores the importance of cautious interpretation of results in light of the identified
limitations, and it offers recommendations for future research endeavors in this domain.
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