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Abstract 

The service sector is considered to be one of the most essential and fastest developing sectors of 

our country. Banking Sector forming the backbone of our economy is an integral part of our 

service sector. To keep pace with changing customer needs and to achieve growth, one thing is 

indispensable: Innovation. However, there is a lack of conceptual base for service innovation. 

This paper aims to reduce this gap. The purpose is to investigate the concept of service 

innovation in banking. To access competitive advantage in business, service innovation is the 

key. This research tried to bring together the concepts of technology and personal customer 

contact for the success of service innovation. It is the innovation that provides base for the 

banking sector to survive and grow in such a hostile business environment. Innovation has taken 

many folds during its journey. An effort has been made to identify some of the recent innovative 

steps taken by some of the Banks in India, including public banks as well as private banks. For 

the purpose of this study, Innovation models of Bessant and Tidd (4Ps Model of innovation)  and 

Pim den Hertog(Six Dimensional Model) are used. The study reveals that both public as well as 

private banks are rapidly involving themselves into innovative activities to come up with new 

services and processes. It has also been analysed that banks are not only focusing on service or 

process innovation but paying attention to the concepts of business model innovation, operations 

innovation, market innovation and paradigm innovation. One way to optimize service innovation 

is by understanding and enquiring the customer expectations and requirements. Technology 

cannot always make customers happy, but without the use of technology along with human 

touch, service innovation cannot be achieved.  
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