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Introduction 
The banking sector needs to have satisfied customers to increase the overall competitive advantage in the industry. The number of companies in the banking sector has been increased with time to fulfill the need of the customers. As the enhancement in the technologies, the banking sector is also considered as the topmost revenue-generating industries (Talukdar, Gulyani and Salmen, 2005; Larsson and Viitaoja, 2017). Customers have lots of choices to use the banking services which is the basis of competition among the companies that have been increased with time. It is also evident from the investigation that banks are highly dynamic organizations that is why the internal competitive advantage is also important to maintain. Perhaps, the dilemma in the industry is that many companies are providing the same services so to enhance customer satisfaction the companies need to keep their customers' loyalty and their experience more effective (Nishitani and Itoh, 2015; Liao, Hu and Ding, 2017; Anning-Dorson, 2018). So, to provide high quality services for the customer the banks need to achieve the internal competitive advantage. 
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0. [bookmark: _Toc38277300]Internal Service Quality 
In the previous research conducted by Hussain, Al Nasser, & Hussain (2015) demonstrate the importance of the services provided by the banking sector to enhance overall customer satisfaction as well. The researcher has provided evidence that the quality of the service is the most important factor to enhance customer satisfaction for banking consumers. The companies need to have the high quality of the services to make their customer satisfied. The quality of the services measured by the consumer is based on the comparison with the other companies as well. In the banking sector are many companies provide financial service to the customer. Customers have a higher level of choice to gather the same service form the other company. It also increases competition among companies in the banking sector. To compete in this competitive business environment in the banking industry the companies need to provide a higher level of services (Pereira-Moliner et al., 2016; Irfan and Wang, 2019). This study also demonstrates some other factors like “customer expectation, perceived value, customer satisfaction, and brand loyalty”. These banks must focus on all the factories to enhance internal service quality. The result of the study demonstrates that service quality, perceived value, brand image is among the topmost factors which are essential to enhance customer satisfaction. 
	Keiningham, Morgeson, Aksoy, & Williams (2014) highlight the importance of service quality in two dimensions. Author of the study demonstrates that service quality has a vital impact on the overall banking. As this industry is providing the service to the customer the companies need to engage with the high quality of the services. Moreover, many important factors are related to service quality. These factors also include some negative factors which negatively impact customer satisfaction. The banks need to make the customer loyal and satisfied. It is also an accepted phenomenon among the managers and researchers of the banks that the low quality of the services has an intense impact on the overall company performance (Connolly and McGing, 2007; Saeidi et al., 2015). The management of the needs to focus on the higher-level service to achieve the higher satisfaction of the customer. It is evident from the fact that consumers of the banks are highly involved in the service. The charges of the services are also very high in the bank industry that is also considered to be one important reason that customers are highly involved in the service. 
0. [bookmark: _Toc38277301]High employee Loyalty and Increasing Job Satisfaction 
Customer satisfaction plays a vital role in the banking field as customer intimacy is important for the growth and productivity of banks.  The researcher’s highlighted that there are strategic links between the overall performance of the banks and customer satisfaction (Zineldin, 2005; Wijetunge, 2016).  
In the banking sector, the customer satisfaction is compulsory. The good attitude of the employees is important in the banking sector and it provides satisfaction to the customers. According to the researchers there are many types of customer’s in the banking sectors to fulfil the requirement of the customers are important and the banking staff needs to fulfil all the requirements of their customers (Brown, 2011, 2011; Kamukama, Ahiauzu and Ntayi, 2011).  The best quality is one of the important factors of service quality. The loyal customer provides effective customer satisfaction, as well as the loyalty of the employees, provides great customer satisfaction.  Flexible working includes a change in working hours on the request of employees and to change the time of work as well as a place of work as per the feasibility of the employees. In the creation of such experience, the employees of the bank play a vital role.    Employees are the backbone of any industry, and they can take part in the delivery and service creation in all types of service industries (Yüksel and Zengin, 2016; Shedid and Russell, 2017).  Bank services are part of the banking industry, and it is considered as high involvement services. (Jha, Balaji, Yavas & Babakus, 2017). The services that are provided by the bank management play a vital role in customer satisfaction as well as their repeat visits.  On the other hand, it is also proposed by different researchers that most of the employers feel reluctant and hesitant in developing and implementing a health plan for their banks because these plans said to have an increased effect on the cost and budget of the banks. Also, the employers feel that it is difficult for them to show compliance with the legislation and these employers must follow various rules and policies through which they must incur higher costs(Harris, 2002; Adams-Kane, Caballero and Lim, 2017; Ghenimi, Chaibi and Omri, 2017). But ultimately it is seen that occupational health and safety legislation has brought about a positive change in the behavior of the employer and the employee and these positive changes have helped the banks to increase their productivity and to gain a competitive advantage in the market through employee’s improved performance.
0. [bookmark: _Toc38277302]High Job Performance and Rewards for Employees 
In the banking sector, the performance of the employees is affected by different factors ate the workplace.  The performance of the employees in the banking sector indicated the effectiveness of the employee’s action which is used to analyze the performance of the employees in achieving the goals of the banks.  Within the boundaries of the banks, the performance is the art to complete the task and satisfy the customer’s as well.  Human resources management is intervening in their major assessments and the policies according to the culture they are presenting. Employees are more committed to banks with sustainable and secured employee-related policies  (Osei‐Assibey and Augustine Bockarie, 2013; Al-Abdullat and Dababneh, 2018). The work-life balance and the education effect on career development in the bank are observed as the major effects. The other main human resources policy are recruitment, selection, and compensation policies.   According to Fink, (2011), the leadership and team development tools are necessary as suggested to retain, identify, and development of the right person at the right time that will be utilized the companies in the testing according to the training programs and the development of employees. The study included the real-life study when the banks were experiencing the turnover rate for 25%. Utilizing the personality testing, the decline is followed by the turnover. No metrics are related to results of the personality tests whereas the articles start with the numbering and some statistical tests. Annual leaves are important for employees to take a break from their official working hours. This is considered the most consistent policy for bringing equality and greater job satisfaction for all the employees. Moreover, the annual leaves policy will help the employees to ensure that their operational requirements and individual needs are fully met and are equally distributed (Kim, Prabhakar and Park, 2009; Bhattarai, 2014; Shetty and Basri, 2018).  Employees are entitled to public holidays excluding those annual leaves and also they are being granted with paid annual leaves. It will help the employees to have quality time with their families and to release their stress so that after enjoying their leaves they can resume their work with great motivation and enthusiasm. 
0. [bookmark: _Toc38277303][bookmark: _Toc495714807]Employee assistance programs
The occupational health and safety legislation are developed for protecting the employees from unfavourable working conditions and these conditions include occupation types, long working hours, improper working conditions and poor working conditions that harm the health of the employees. The occupational health and safety legislation are helpful for the employees to increase their productivity and to have a healthy lifestyle which will increase the productivity of employees as well as it also helps the employees to have a healthy lifestyle. Moreover, it also helps the employees to reduce their health expenditures, while enabling them to perform a key role in their banks. Moreover, the legislation for occupational health and safety also considers the environmental factors that play an important role in removing the stress level of employees and also to create a healthy culture and control various risks associated with the health of employees. Also, these employees can maintain work-life balance and banks can develop and implement comprehensive programs for providing employees with occupational health and safety plans. Also, these plans are effective for reducing employee absenteeism and it will increase the success rate of employees. 
Similarly, the occupational health and safety legislation is highly effective for the employers as well as there are increased restrictions for the banks to show compliance with the legislation. If the banks have certain information and knowledge about the health protection of employees they can develop and implement feasible and more appropriate health and nutrition programs for considering the nutritional value for employees and also to provide them with a healthy working environment. Moreover, employers will become more responsible for taking care of their employees and to provide them with a healthy and safe working environment so that these employees give their best performance.
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Knowledge is one of the key dimensions to increase the capacity of the employees as well as for the overall organization to achieve their goals effectively. Knowledge management is considering being the process that includes the creation, sharing along with the usage and management of the knowledge and information for the organization to achieve the goals. It is also considered is the approach that has been used to have the goals of the organization by using the knowledge in the best ways (Donate and Sánchez de Pablo, 2015). 
History of knowledge management revealed that this discipline has been started in 1991 and played a vital role in the development of many related fields like information technology, business administration, information science, and library sciences. It is evident from the investigation that many of the large organization as well as a public or non-profit organization have implemented the knowledge management and also make strategic use of this resource as other parts of the business that includes the business strategy, human resource department, and Information technology. The focus of knowledge management is on the organizational objectives as well as to improve the performance of the company. Knowledge management also facilities to increase innovation and competitive advantage. It also includes the sharing of knowledge and determines the need for improvement. Hence it is proved from the above discussion that knowledge management improves organizational sharing (Lopez-Nicolas and Molina-Castillo, 2008; Sarrafzadeh, Martin and Hazeri, 2010; Valmohammadi and Ahmadi, 2015). 
Culture is one of another perspective to gather the improvement in the company.  The management of the organization needs to adhere to all the changes following the culture. Hence organizational culture is very important to integrate with knowledge management. It allows the organization to implement the culture of improvement and knowledge sharing which will be a very facility. It also increases the job-oriented culture which also has a positive impact on the performance of the employees and ultimately allows the companies to achieve the organizational goals. Implementation of the knowledge management in the organization allows the company to achieve all kinds of organizational goals promptly as well as it also improves the capacity of the employee to achieve their goals. It is also subjected to improve the overall integration of the employee with the achievement of the goals it allows the employee to improve their decision-making capacity as well as also provide all kinds of relevant information and resources. Knowledge management also the employee to reuse the data as well as it also assures the implementation of the relevant documents and expertise. Knowledge management also facilitates the employee to avoid the reputation of the same mistake again. It also allows current employees to take advantage of the existing expertise and experience. 
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Certain business activities have been performed by the banks to facilitate the customer. The major activity of the bank is to conduct the role of payment agent by providing the facility of current and savings accounts for the customer. The customer can draw their money from the account by using any specialized means selected by the bank. Know day there is a certain payment method that has been evolved in accordance with the effective use of information technology. Now a day, the customer can use “Automated Clearing House, Wire transfer, telegraphic transfer, and Automated teller machine”. To invest to generate profit banks borrow money but using the current accounts or term deposits. Bank also provides money in the form of loans for the customer as well. 
As per the importance of banking in the country concerning the financial distribution or the financial management for the customer, there is a risk that is also associated with the banking sector. Many risks have been faced by the banks to conduct their business. The profitability of the banks is also dependent on the management of this risk as well as minimizes their impact as well. It is also important for the bank to hold the capital which can only be possible by Implementing the strategies to reduce the risk of the banks. The capital of the bank is determining the equity, subordinated debts and retained earnings. 
According to the research conducted by (Alshubiri, 2015) investment is very important for the development of the economy as well as it provides considerable support to the business in the county. It is demonstrated in the research study that banks played a vital role in the advancement of investment in the country. But on the other side, there is some considerable risk that is associated with the banking process that adversely affects the performance of the bank as well as the trend of the risk. The local firm must need investment for the fluent flow of the operation. The banks must bring international financing to increase the productivity of the business. The management of the banks needs to lower the risk and create equilibrium between the return on the investment and the risk as well. Another important goal that must be played by the bank is to increase the wealth of the shareholder and to provide facilities for all kinds of market values. This can only be achieved by lowering the overall risk of the bank. The focus of this study is to investigate the financial position to impact the risk assets ratio of the bank. All the four groups of the risk assets have been investigated in the study; the capital adequacy has been determined by their variables of the banking sector for “Muscat Security Market” of Oman. The population of the study has been associated with the six banks with the time of 2009 to 2013. The result from the multiple regressions has been demonstrating that there is a strong relationship between the debt, assets, quality, and profitability with the asset risk. The result of the study recommends that change in the plan for financing might increase the risk associated. 
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Following the study conducted by (Peters, Chapelle and Panayi, 2016) the incorporation of the information technology in the banking sector also increase the risk of financial transaction among the customer and bank as well as for bank to the bank. The issuance of electronic money is also very common in this industry. The operational risk due to an increase in electronic money has been increased with the rapid pace of time. The objective of the study is to investigate the risk that is associated with the operation management of the bank with the development of new electronic money. The focus of the study is to determine the new risk type as well as to evaluate the current risk that is prevailed in the banking sector. The focus of the investigation includes virtual money or cryptocurrency. This article proposes a framework to identify the risk associated with the banking sector which is using electronic money. Some of the important features of the virtual and crypto money are also highlighted in the study. The result of the study demonstrates that due to the increase in the use of the electronic mean of the transaction or virtual money the operation risk has been increased in the banks. Several categories of risk are associated with the Basel category of the banks. The framework demonstrated in the study is very helpful for the demonstration of the root causes of the risks of the operation as well as it also highlights the issues associated with the virtual and cryptocurrencies. The overall demonstration of the study provides a comprehensive discussion of the symptoms of optional risks. 
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According to (Magliozzi, 2017) the banking industry has shown rapid advancement in the provision of services to the customer. To gain a competitive advantage, several strategies have been formulated to have high performance as well as to assure the competitive advantage in the industry. The objective of the study is to analyze the financial and economic aspects of banking sector Europe. The objective of the study also includes the construction of a financial map of strategies. The methodology of the study is based on the financial estimation developed by “JP Morgan, Deutsche Morgan Grenfell, ABN Amro Hoare, Govert”. In this study, the strategic maps induce” Profitability map per market share, Financial Autonomy map, capital expenditure cover map, current map, and liquidity map”. The result of the study shows that the financial position of the companies in Europe is stable, but they are facing issues in the liquidity. The business can cover their day to day expenses for the operation and able to satisfy the short-term obligations. Among all the companies, 
According to (Masson, Jain, Ganesh , & George , 2016) the performance of the telecommunication companies are very important to increase the quality of services provided to the customer. The objective of this research includes the evaluation of the performance of the “Indian Telecom” service provider to develop a benchmarking for operational efficiency as well as service delivery effectiveness. The study also includes the “peer to peer” comparison of the specific areas of the improvement for most of the service providers to get sustainable growth as well as profitability. The methodology in this study includes “Two-Stage Data Envelopment Analyses (DEA)”. 
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Saeidi, Sofian, Saeidi, Saeidi, & Saaeidi (2015) highlight another important factor of customer satisfaction in the banking industry which Its corporate social responsibility. The banking industry is also very vigilant to provide a high level of CSR to its customers. They need to facilitate the society by engaging in different activities. Customers are keenly interested in those organizations which have governed some CSR activities. The company needs to enhance its competitive advantage in the industry. CSR is one of the highlighted tools to gain a competitive advantage for the company. Many of the companies have focused on the customer satisfaction by putting their endless efforts in pursuing the activities which are important for the societies, these kinds of companies are vigilant to enhance their competitive advantage by providing all kind of facilitation to the society. Customers have noticed these activities and show a higher level of satisfaction to them. It is also very important for the companies to provide a high level of service along with the considerable input in the society of the consumers.
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Leong, Hew, Lee, & Ooi, (2015) demonstrate the concept of SERVPREF which is the alternative or the higher level of SERVQUAL. It is evident from the investigation of the companies that many of the consumers rely on the provided service and the given quality of the service. It is very important to maintain the preference of the services on a higher level to attain a higher level of satisfaction. The design of the study shows that SERVPREF is an important factor that is needed by the organization to identify the level of satisfaction demand by the customer. It is also vigilant from the overall research study that customer loyalty also has a firm relationship with customer loyalty. Many of the companies are focus is on the loyalty of the customer which leads to enhancing the custom loyalty of the consumer. It is also very important for companies to identify the major needs of the customer to make them satisfied. Many of the companies are the most effective to satisfy the preference of the customer. These companies mainly belong to the banking industry. Venkatraman, (2016) demonstrate that the volume of the business has been increased to the increasing competitive advantage among the companies. The companies need to enhance customer satisfaction. another important for the companies in the banking industries to employee engagement. It is evident from the investigation that in the year 2003, Banks had kicked off several employees form the operation to increase the capacity of the operation by introducing highly competitive employees from the industry. The financial strength of the company is also very important to introduce a higher level of satisfaction as well. This research paper also highlights the power of the banking companies based on a higher level of service quality.
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Conclusion 
It is concluded from the detailed investigation of the topic about the banking sector that some important factors facilitate the banking organizations to develop the internal competitive advantage. That is why the companies have to focus on these factors to increase the internal competitive advantage. Most importantly in the banking sector, the internal company environment is very dynamic. The top management needs to assure the optimistic approach to these factors to create an internal competitive advantage. If the competitive advantage is high it will lead to an increase in organizational performance. 
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