


1.1 INTRODUCTION
Electronic payments have gained importance in the context of rapid technological change and the impact on business and construction management. Studies to make electricity payments affordable and integrated. This is a new phenomenon that contributes to the growth of the banking sector. E-banking is a product of e-commerce and information technology. This study reveals the factors affecting customer satisfaction with e-banking services. Online banking systems are always connected to or become part of the main financial institutions operated by banks, unlike traditional banking systems where customers log in to banking services. The type of financial transactions a customer can make while trading online is determined by the financial institution, but typically includes receiving balances, recording forms of recent transactions, utility bills, and money transfers from one customer to another. Nowadays, many banks are institutions that provide only online services. These “virtual banks” have lower management fees than physical banks. In the United States, many online banks accept insurance from the Federal Deposit Insurance Corporation (FDIC), which can provide customers with the same protection for their money as traditional banks. There have been many developments in the Indian financial sector. Among many developments, technology has also affected customers' interaction with banks. In addition to traditional banking, it also offers electronic devices and products such as ATMs, debit cards, internet banking and mobile banking. There are differences in terms of access between developed and developing countries.
Users of online banking services can access their account information from anywhere in the world! This is especially useful for businesses. Online banking has become more popular as businesses' reach becomes more global. Businessmen can now access their accounts even when traveling abroad. For this reason, internet banking is very popular. One of the unique features of online commerce is the ability to make electronic payments. With minimal setup, customers can fill out invoices (or choose to receive electronic invoices) and complete payments all at once, all on one screen.
1.2 SIGNIFICANCE OF THE STUDY
In today's globalization environment, technology is ubiquitous. Technology also plays an important role in the financial sector. Customers can easily transfer money if they use electronic banking services. It makes it easy (24 hours), user friendly, safe and reliable. Press releases, TV commercials, reminders, etc. Advertisements such as these play an important role in making people aware of e-banking. Electronic banking is considered a powerful tool for business promotion. For this purpose, the researcher has tried to examine customer awareness of e-banking in Kottayam city.
1.3 STATEMENT OF THE PROBLEM
In the early days, banking was the only option and customers had to go to the merchant's bank for transfers, withdrawals, deposits and other transactions. Later, the idea of e-commerce emerged to provide various services to customers. E-banking services include online banking, ATMs, debit/credit cards, e-checks, smart cards, RTGS, NEFT, etc. takes place. These services help manage and use bank accounts, such as checking account balances and transferring more money from them.
1.4 OBJECTIVES OF THE STUDY 
Primary objective:
· The purpose of this study is to investigate the effect of e- banking on customer satisfaction.
Secondary objectives:
· To examine the effect of electronic banking information on customer satisfaction examine the effect of electronic banking privacy and security problems on customer satisfaction
· To examine the effect of electronic banking privacy and security problems on customer satisfaction
· To examine the effect of electronic banking privacy and security problems on customer satisfaction impact on customer satisfaction pressure
· Benefits of electronic banking for customer satisfaction
· Identify problems with electronic banking.
1.5 SCOPE OF THE STUDY
This study focuses on evaluating the impact of privacy and security issues in electronic banking on customer satisfaction in Kottayam Town. The scope is limited to the customers of various public and private sector banks operating within the town who actively use electronic banking services such as internet banking, mobile banking, and ATM services. The study aims to explore how concerns related to data privacy, unauthorized access, fraud, system failures, and personal data misuse influence customer trust and overall satisfaction. It will analyze customer perceptions, experiences, and expectations regarding the safety and confidentiality of their financial information when using e-banking platforms.
1.6 RESEARCH METHODOLOGY 
RESEARCH DESIGN
Type of Study	
A research design is a standard or plan for analyzing data. Here are some research-based tips. Descriptive research was used in the study, and based on data collection, data was collected from customers in line with their needs and requirements.
The target of this study is bank customers in Kottayam city. The example is a simple one, 100 samples are selected by bank customers. Audits include customer satisfaction, usage, data, privacy and security.
Data Collection
Primary data:
Primary data collection method was used to collect the data and a five-stage model was used to develop the research paper. Collect customer data through surveys. Data were collected by 
Information is also collected from different newspapers and online publications. The study lasted three months and secondary completing a self-administered questionnaire.
Secondary data:	
data was collected from the source as needed
.Sampling Design 
A sample of 100 participants was selected according to the convenience sampling method.
Tools of Analysis
Data collected from various sources will be aggregated and presented using percentages and rankings. Graphical tools such as charts and graphs can be used to display tabular data. Inferences and interpretation of data will be based on tabular data.
A convenience sample of 100 participants was prepared for data analysis.
SOURCES OF DATA
a) a) The success of a project depends on the quality of data and information collection. Therefore, the source of data and information is important.
The data collected for this study was collected in two ways. These:
b) PRIMARY DATA
Primary data are collected
· By using questionnaire
· By observation
c) SECONDARY DATA
Secondary data are those that already exist,
· Journals
· Websites
TOOLS FOR DATA COLLECTION 
·  Use good research papers to gather important information.
Tools for analysis 
Organize the collected data into tables, ratios, percentages, graphs, etc. organize and analyze and process with the help of mathematical tools.
1.7 PERIOD OF THE STUDY
The period of study was conducted on 21 days.
1.8 LIMITATION OF THE STUDY
· The time required to complete the project is never enough.
· Due to lack of experience, he could not support this idea because the study was limited to a few banks in Kottayam city.
·  The generosity of the participants in answering the questions is less.





2.1 REVIEW OF LITERATURE
1. Lavuri, R. (2018). Impact of E-Banking Services on Customer Satisfaction: A Study.Lavuri's study employed an exploratory survey method with a sample of 417 e-banking customers to investigate the impact of e-banking services on customer satisfaction. The research found that factors such as the speed of transactions, quality of e-banking services, and the implementation of advanced technology significantly influenced customer satisfaction. However, the study noted that certain demographic variables, except occupation, did not have a significant impact on customer satisfaction. ​
2. Sardana, S., & Bajpai, V. N. (2020). E-banking service quality and customer satisfaction: an exploratory study on India. This study examined the determinants of e-banking service quality and their impact on customer satisfaction in India. The research identified five key dimensions: efficiency, trust, fulfillment, responsiveness, and systems. Regression analysis revealed that trust and privacy were the most critical factors influencing customer perceptions of e-banking service quality. ​
3. The authors suggested that banks should focus on enhancing these dimensions to improve customer satisfaction and encourage greater participation in online banking. They emphasized the importance of addressing customers' concerns regarding security and privacy to foster trust in e-banking services. ​
4. Simon, V. T., Senaji, T. A., & Eng, R. (2020). Effect of Electronic Banking on Customer Satisfaction in Selected Commercial Banks, Kenya.This study aimed to determine the effect of electronic banking on customer satisfaction among first-tier banks in Nairobi. The research found that factors such as the flexibility of internet banking, ease of use, personalized services, and the convenience of mobile banking significantly influenced customer satisfaction. The study also highlighted that user-friendly ATMs and privacy concerns played a role in shaping customers' satisfaction levels. ​
5. Hammoud, J., Bizri, R. M., & El Baba, I. (2018). The Impact of E-Banking Service Quality on Customer Satisfaction: Evidence From the Lebanese Banking Sector. This study assessed the impact of e-banking service quality on customer satisfaction in Lebanon. The research identified four key dimensions: efficiency, reliability, security and privacy, and responsiveness and communication. The study found that these dimensions significantly affected customer satisfaction, with efficiency and security being the most influential factors. ​
6. Timilsina, P. (2023). Customer Satisfaction towards E-Banking Service offered by Prabhu Bank Limited. Timilsina's study analyzed the association between e-banking service quality and customer satisfaction at Prabhu Bank in Nepal. The research found a statistically significant positive relationship between e-banking service quality and customer satisfaction. Factors such as perceived cost, security and privacy, perceived ease of use, computer self-efficiency, and responsiveness were identified as having a significant impact on customer satisfaction. ​
7. Adhikari, N. B. (2021). Impact of Electronic Banking on Customer Satisfaction in Nepalese Commercial Banks.Adhikari's study examined the relationship and impact of electronic banking on customer satisfaction in Nepalese commercial banks. The research found that e-banking has become a popular tool among Nepalese customers, meeting their needs effectively. The study highlighted that factors such as security, ease of use, and customer support significantly influenced customer satisfaction. ​
8. Chauhan, S., Akhtar, A., & Gupta, A. (2022). Customer experience in digital banking: a review and future research directions.This review article examined the customer experience in digital banking and provided future research directions. The authors discussed various factors influencing customer satisfaction, including service quality, personalization, and technological innovations. They emphasized the importance of understanding customer expectations and preferences to enhance the digital banking experience. ​
9. Shankar, A., & Jebarajakirthy, C. (2019). The influence of e-banking service quality on customer loyalty: A moderated mediation approach. This study examined how dimensions of e-banking service quality (EBSQ) affect customer loyalty in India. The research identified reliability, privacy and security, and customer service as key EBSQ dimensions influencing customer loyalty. The study found that initial trust in e-banking mediates the effects of these 
10. Azhar, M., Sherwani, H., Ali, R. A., & Mariam, S. (2023). The Impact of E-Banking Service Quality (Reliability) on Customer Purchase Intention with Mediating Effect of Customer Satisfaction. This research explored how e-banking service quality, particularly reliability, influences customer purchase intentions through customer satisfaction. The study found that customer satisfaction significantly mediates the relationship between e-banking service quality and purchase intentions. This highlights the critical role of service reliability in shaping customer behaviors. ​
11. Asiyanbi, H. B., & Ishola, A. A. (2018). E-banking services impact and customer satisfaction in selected bank branches in Ibadan metropolis, Oyo state, Nigeria. This study investigated the impact of e-banking services on customer satisfaction in Ibadan, Nigeria. The research found high utilization of electronic banking products like ATMs, internet banking, and electronic transfers, with customers expressing satisfaction due to the convenience and time-saving aspects of these services. ​















3.1 BANKING – AN OVERVIEW
The origins of business can be traced back to ancient times, starting with simple loans and other commodities. But it did not gain serious power until the Industrial Revolution in Europe in the 17th century, when Europeans began establishing colonies around the world and needed commercial credit like never before. The basic business models of banks have remained the same since the 20th century. But the advent of the Internet in the 1990s changed everything. The international market has opened up many opportunities that always affect the work of banks. Even today, technological advances have shaped the nature and function of global trade and continue to change the global business environment.
HISTORY OF BANKING		
The history of business begins with the first commercial banks of the ancient world, which provided loans to farmers and merchants transporting goods between cities. Everything B.C. It began in Assyria and Babylonia around 2000 BC. Later, during the Ancient Greek and Roman empires, credit institutions accepted loans and added two important innovations: deposit acceptance and currency exchange. Archeology from this period in ancient China and India also shows evidence of borrowing.
Commerce in modern thought can be traced back to middle and early Renaissance Italy, with major northern cities such as Florence, Venice and Genoa. The Bardi and Peruzzi families controlled Florentine banking in the 14th century and opened branches in many parts of Europe. Perhaps the most famous Italian bank is the Banco de' Medici, founded in 1397 by Giovanni Medici. The oldest existing bank is the Bank of Monte de Paschi di Siena, headquartered in Siena, Italy, and has been in continuous operation since 1472. From Northern Italy throughout the Roman Empire and into Northern Europe in the 15th and 16th centuries. Significant changes took place in Amsterdam during the Dutch Republic in the 17th century and in London in the 18th century. The development of communications and computers in the 20th century led to significant                  changes in the banking industry, causing banks to grow in size and  geographical distribution. The 2007- 2008  financial crisis led to the collapse of many banks, including some of the world's largest, and sparked much debate about banking regulations.

Earliest forms of banking
Money is often stored in buildings (synonymous with "treasure houses") and treasuries. Early banks were used only by rulers to finance important and large celebrations and household expenses.
Detailed description of raw materials and working days for basket frame workshop. Clay, ca. B.C. 2040From 8000 BC to BC As far back as 1500, Near Eastern excavations found clay tokens thought to be records of Chinese agricultural products. Beginning in the late fourth century, temple and church members began using mnemonics to record stocks of agricultural products. Records of payment transactions first appear around 3200. An ancient clay text called the Code of Hammurabi outlined the rules for certain types of banking transactions. Continued (Armstrong), B.C. banking sector. Further evidence of trade in Mesopotamia was later found during the Achaemenid Empire (after 646 BC).
Mesopotamia
•	Banking (or semibanking), as understood in ancient states, dates back to B.C. As early as the second period of the 4th century and BC.
In many other cases, the Code of Hammurabi collected interest-bearing loans. Before the reign of Sargon Iof Akkad (2335-2280), trade took place only within the internal borders and trading centers within each Babylonian city-state; At that time, he was prohibited from leaving the city. publicly available for exchange.
In 2000, those who deposited gold in Babylon had to pay one sixtieth of the money they deposited. It is known that both palaces and temples, and to a lesser extent palaces, provided loans and publicity from the wealth they held. Such loans usually involve placing rice seeds that are repaid with the harvest. These community agreements were recorded on clay tablets and agreements were made on the basis of interest. The custom of hiding money in the temple continued at least until 209 BC, as evidenced by Antiochus' plunder or plunder of gold and silver from the temple of Ain at Ecbatana (Media).
Cuneiform documents about Aegibis in Babylon indicate that the family's financial affairs date back to B.C. It dates back to after 1000 BC and ended during the reign of Darius I. According to one source, the family's financial activity is "lending" (Silver 2002), the family is engaged in "private banking business..." (Dandamaev et al. 2004), and business transactions are somewhat similar to regular bank deposits, but other accounts are held by the family. better defines its activities. as a business rather than a business (Wunsch 2007). The Murashu family was also apparently involved in providing loans (Moshenskyi 2008).
•	Egypt
Around the 18th century BC, large amounts of gold were hidden within the confines of Egyptian temples. In addition to precious metals, grain, which has intrinsic value as food, has also played a role as money in Egypt since ancient times. Local granaries are used to store and lend community food and offer similar but not identical banking services. In the Ptolemaic dynasty of Greece, many decentralized government granaries were converted into a centralized network of grain banks in Alexandria, where the main account of the entire state granary bank was recorded. This centralized control was the first financial institution known to make commercial loans that varied the amount of money the government (according to De Soto) was not overpaid.
The document showing the tax transaction in the bank is called peptoken document.
God's Word "Genesis" records that Joseph sent money to Pharaoh's land to buy food, and the money was placed in Pharaoh's house. Joseph used Pharaoh's money to buy a lot of grain and then hid it in the bank. There is evidence of its borrowing from the Vedic period (early 1750 BC) in ancient India. Later, during the Mauryan Dynasty (321-185 BC), a device called adesha was used, which ordered the banker to pay the money on the bill to a third party, corresponding to the translation of the stock exchange as we understand it. . that today. In the Buddha's time this tool was widely used. Merchants in the big city were attaching letters of credit to each other.
•China
In ancient China, beginning in the Qin Dynasty (221-206 BC), Chinese currency was created with the introduction of coinage, which facilitated trade across China and led to the creation of credit documents. These letters were sent by merchants acting in the same way we understand banks today.
•Greece
Ancient Greek bankers were the first and most prominent money changers and usurers, present at markets or festivals to exchange foreign merchants' coins for local currency.
People believe the oldest storage location was a silver chest (Î¸Î Î £ÎÎ¥Î¡ÎÎÎ£) constructed to resemble a beehive, such as the Mycenaean tombs of 1550-1500 BC.
Private and public organizations in ancient Greek society; Greek temples, especially for financial transactions (Gilbart.p). These include deposits, currency exchanges, mint checks and loans. Temples are places where treasures are stored. The three temples are considered to be the Temple of Artemis in Ephesus, the Temple of Hera in Samos and the Temple of Apollo in Delphi.
The first bench of the Temple of Apollo was built before the end of the 7th century BC; The city of Sifnos BC. It became a banking center in the 6th century. The responsibility of keeping the money of the Temple of Asclepius was usually given to Nikolos or Zacoros. or the Templars of Kos, who also kept memories or records of such exchanges.
The Acropolis temple dedicated to Athena hid the money before it was destroyed by the Persians during the invasion of 480; Pericles later rebuilt the gallery in the Parthenon. Athens received the treasury of the Delian League in 454.323 After the Persian War, Greek city-states created economic society that allowed for the separation of wealth and exclusion, establishing a government and culture that gave rise to private citizens. It is possible to convert state property into private property.
During Ptolemy's reign, state repositories replaced the temple as depositories; Available documents indicate that this occurred at the end of the reign of Ptolemy I (305-284).
The first man in ancient society who was involved to some extent as a banker was named Philostefanos (from Corinth).
Although a very small portion was granted by banks, many loans have been recorded with promissory notes since ancient times. These arrangements are most likely to take place in Athens, where it is known that loans have been made for some time at an annual interest rate of 12%. A total of eleven loans were recorded by bankers in Athens (Bogaert 1968). Between 433 and 427 BC, the Athenian temple received a loan on behalf of the state. Many of the early merchants of the Greek city-states had Medical citizenship. A slave named Zealot was once partners in the treasury of Archestraos and Antisthenes, Peelaeus, and was once the most important banker in Athens. After gaining independence from the Medic class, he became interested in banking, a business he inherited from his slave Phormio from 394 BC.
As the demand for new buildings for work increased, the construction of these places began around the courtyards of the agoras (markets) in the city.
In the late 3rd century BC and the late 2nd century BC, the Aegean island of Delos became a famous trading center. In the 2nd century, there were three banks and a depository in the city.
2. In the century, 35 Hellenistic cities had private banks (Roberts - p. 130).
Among the locations of the Greco-Roman world in the 1st century AD, we have an important center of wealth and banking: Athens, Corinth and Patras.
Trapezitica is the first address for banking information (De Soto). The granting of credit was mentioned many times in the speeches of Demosthenes (The Nation). Xenophon is believed to have given the first idea for the creation of an institution known today as the common bank in his Treatise on the Revenues, written around 353 BC. Administrative work has begun in the settlement.
The Temple of Artemis in Ephesus is the largest museum in Asia. During the excavations carried out in the British Museum in 1904, BC. A vessel dating back to 600 BC was found. At the end of the First Mithridatic War, all documents were removed from the Council. According to records, Mark Antony once stole money. The temple is the repository of Aristotle, Caesar, Dio Chrysostomus, Plautus, Plutarch, Strabo and Xenophon. The Temple of Apollo in Didim was built in the 6th century AD. At that time, King Croesus had a large amount of gold in the bank.
• Rome
Gold coins produced at the mint of the Roman Empire
The Roman Empire benefited from the capital of Greece (Parker). During the imperial period, public deposits in the temple gradually ceased and were instead kept in private depositories.
The oldest evidence of banking comes from a source dated 325 BC. In debt, people are forced to borrow money. At that time, quinqueviri mensarii had just been appointed to serve the security population in exchange for money from the public treasury. Another source is that banks were first established in Ancient Rome in B.C. It was opened with public meetings between 318-310. In ancient Rome, depository bankers called argentarius later (from the 2nd century onwards anno domini) the third number (Andreau 1999) or mensarii. These banks were called Taberae Argentarioe and Mensoe Numularioe.
Bankers are appointed by the government and are responsible for tax collection or work independently for themselves in banking. In the Imperial Code (125/126 AD), the "Letter of Caesar to Quintus" is described, which stipulates the collection of rent from those who use the land in the temple, in accordance with the edict of Metius Modestes, Governor of Lycia and Pamphylia. to the treasury.
Lenders will set up their stalls on the bench called "bancu" in the middle of the courtyard called "macella", where the words "banco" and "bank" come from. As money changed, the bank's merchants did not invest much, exchanging only the currency of the Imperial Mint, Rome's only legal tender.
The Roman Empire once had complete control over the banking industry and tighter controls over financial institutions and financial behavior. Interest payments and interest payments are more established and more competitive. However, the development of Roman banking was limited by the Romans' preference for cash transactions. The Roman banking system suffered for a time during the reign of Roman Emperor Gallienus (AD 260-268) when he refused to use copper from the bank's mint. With the rise of Christianity, money trading became further restricted as paying interest was considered immoral. After the fall of Rome, trade in Europe temporarily ceased and did not resume until the Crusades. 
3.2 BANKING INDUSTRY IN INDIA
Financial reforms initiated in 1991 changed the face of the Indian banking sector. The banking sector is slowly moving from a regulated environment to a deregulated economy. Economic growth resulting from liberalization and globalization has led to changes in the intermediary role of banks. In recent years, with the influence of technology, the speed of transformation has reached serious levels. While the financial institution has done a good job of adapting to the new business, there are bigger challenges ahead. After joining the WTO, the financial market will become more open and participate more in international competition. Banks must be prepared to meet Basel II's stringent prudential capital requirements. Besides the WTO and Basel II, free trade agreements (FTAs) with Singapore may also affect the image of the banking sector.
The liberalization and deregulation process that began in 1991-92 was disappointing. Changes in the financial institution. From environmental management to a business-oriented competitive system. In general, the transition to international standards is measured and control-oriented. Change is faster than a few years ago. Four changes have transformed the world business economy, which are the consolidation of players through mergers and acquisitions, international trade, technological innovation and international trade. We expect the technology-driven banking industry to change in the coming years.
HISTORY OF BANKING IN INDIA
Economic reforms initiated in 1991 changed the face of the Indian economy. Financial markets are slowly moving from a regulated market to a deregulated market. Economic growth resulting from liberalization and globalization has led to changes in the intermediary role of banks. In recent years, changes have reached great dimensions with the influence of technology. Although financial institutions have been successful in adapting to the new economy, they still face greater challenges ahead. After joining the WTO, the financial market will become more open and participate in international competition. Banks must be prepared to meet Basel II's stringent prudential capital requirements. In addition to the WTO and Basel II, the free trade agreement (FTA) signed with Singapore may also affect the image of the banking sector.
The liberalization and deregulation that began in 1991-92 was disappointing. Changes in Financial Institutions. From environmental management to business-oriented competitive systems. In general terms, the transition to international standards is aimed at measurement and control. Change is happening faster than it did a few years ago. Four major changes have transformed the world's business economy, which are integration of players through mergers and acquisitions, globalization, technological advancement, and international trade. We expect technology. Driven banking to change in the coming years

Phase I
General Bank of India was established in 1786. Later came Hindustan Bank and Bangladesh Bank. East India Company established the Bank of Bengal (1809). The Bank of Bombay (1840) and the Bank of Madras (1843) were established as independent institutions and were called the President's Bank. The three banks merged in 1920 and the Imperial Bank of India was established, initially as a bank for private business owners, mostly Europeans.
Allahabad Bank was established in 1865, the first Punjab National Bank Ltd. It must have been specially designed by an Indian. It was founded in 1894 and is headquartered in Lahore. Between 1906 and 1913, Bank of India, Reserve Bank of India, Bank of Baroda, Canara Bank, Bank of India and Bank of Mysore were established. The Reserve Bank of India was established in 1935.
In the initial phase, growth was very slow and banks also experienced periods of banking failure between 1913 and 1948. There are approximately 1,100 banks, most of them small. With the aim of improving the efficiency and effectiveness of the banking sector, the Government of India promulgated the Banking Companies Act, 1949, which was later amended as the Banking Supervision Act. Finance by Amendment Act, 1965, 1949 (Act 23 of 1965) . The Reserve Bank of India, as the central bank, has broad powers to regulate the banking sector in India.
Phase II
After independence, the government took significant steps in reforming the Indian banking system. In 1855, the Imperial Bank of India was nationalized and the bank has large-scale banking facilities, especially in rural and semi-urban areas. He founded the State Bank of India as the principal representative of the Reserve Bank of India and regulated the banking affairs of the central and local governments of the country.
The 7 banks that constitute SBI's subsidiaries were included in the main expropriation process in 1960 on July 19, 1969. This was an effort by Miss Wendy. Indian Prime Minister Indira Gandhi. Fourteen of the country's largest companies were counted.
The second day of nationalization Banking reform in India was carried out in 1980 with the addition of 7 new banks. This step brought 80% of companies in India into state ownership. Below are the steps taken by the Government of India to regulate banks in the country:
  1949:The Banking Act came into force.
•1955:Nationalization of SBI.
•1959:Nationalization of SBI subsidiaries.
•1961:Insurance coverage was expanded to include deposits.
•1969:SBI nationalized 14 large companies.
•1971:Establishment of the Credit Guarantee Institution.
•1975:Regional Rural Bank was established.
•1980: Nationalization of seven banks with deposits over Rs 2 billion.
phase 3 The reform measures at this stage brought many products and conveniences to the banking sector. In 1991, under the leadership of M. Narasimham, a committee named after him was established to work for the liberalization of the banking sector.
The country is full of foreign banks and their ATMs. We work hard to provide satisfactory customer service. We launched telephone banking and internet banking. The whole system will be easier and faster. Time is more important than money.
India's financial system has performed well. It was not affected by external macroeconomic shocks like other Southeast Asian countries. This is due to exchange rate fluctuations, capital that has not yet been fully converted, and foreign exchange restrictions of banks and their customers.









CHART NO. 3.1 
STRUCTURE OF BANKING IN INDIA
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DEFINITION OF ELECTRONIC BANKING:
Ebanking is a general term used for the process of customers performing their banking transactions electronically without going to a physical bank. The following terms all refer to one or another form of electronic banking: personal computer (PC) banking, Internet banking, virtual banking, Internet banking, home banking, remote electronic banking, and telephone banking. Computer banking and Internet or online banking are the most commonly used names. However, it should be noted that the terms used to describe various types of electronic commerce are often used interchangeably. PC banking is a form of online banking that allows customers to conduct business through a computer via modem. Generally, in PC banking, banks provide customers with convenient financial services that allow them to use money from their home computer. The customer then calls the bank using his modem, downloads the information, and runs a program on the customer's computer. Many banks now have computer banking systems that allow customers to obtain balances and credit cards, pay bills, and transfer funds between accounts. Internet banking, sometimes called online banking, is a product of personal computer banking. Online banking uses the internet as a delivery system to perform banking transactions such as transferring money, paying bills, managing and storing savings, paying mortgages, purchasing financial instruments, and certificates of deposit. An Internet banking customer accesses his account through a browser, which is software that runs the Internet banking program hosted on the bank's World Wide Web server, rather than from the user's computer. Net Banker defines a “true online bank” as a bank that provides balances and some functionality to individual customers worldwide. Internet banking is also known as virtual banking, online banking, online banking, interactive banking or online banking.
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E-BANKING IN INDIA:
In India e-banking is of fairly recent origin. The traditional model for banking has been through branch banking. Only in the early 1990s there has been start of non-branch banking services. The good old manual systems on which Indian Banking depended upon for centuries seem to have no place today. The credit of launching internet banking in India goes to ICICI Bank. Citibank and HDFC Bank followed with internet banking services in 1999. Several initiatives have been taken by the Government of India as well as the Reserve Bank to facilitate the development of e-banking in India. The Government of India enacted the IT Act, 2000 with effect from October 17, 2000 which provided legal recognition to electronic transactions and other means of electronic commerce. The Reserve Bank is monitoring and reviewing the legal and other requirements of e-banking on a continuous basis to ensure that e-banking would develop on sound lines and e-banking related challenges would not pose a threat to financial stability. A high level Committee under chairmanship of Dr. K.C. Chakra arty and members from IIT, IIM, IDRBT, Banks and the Reserve Bank prepared the „IT Vision Document- 2011-17‟, for the Reserve Bank and banks which provides an indicative road map for enhanced usage of IT in the banking sector.
E-banking has a recent history in India. The traditional banking business model is through a bank branch. Non-banking services were not available in the early 1990s. The good old business guide that Indian companies have relied on for centuries seems to have vanished today. Credit to ICICI Bank for online deposits in India. Citibank and HDFC Bank later started internet banking services in 1999. The Government of India and the Reserve Bank have taken various measures to promote the development of e-banking in India. The Government of India promulgated the Information Technology Act, 2000, which came into force on 17 October 2000 and provides legal recognition for electronic commerce and other e-commerce. The Bank continues to monitor and review laws and other regulations regarding electronic commerce to ensure that electronic commerce can improve health and that problems related to electronic commerce do not pose a threat to financial stability. Chakra Arty High Commission is chaired by Dr. K.C. and members from IITs, IIMs, IDRBTs, banks and Reserve banks prepared IT Vision Document for Reserve Bank and Banks - 2011-17, which provides guidelines for strengthening IT in business. Banking business roadmap is available.
To cope with increasing competition, Indian companies have taken many initiatives and electronic commerce is one of them.
E-BANKING SERVICES:
	ATM SEVICES:
Automated Teller Machine or Automated Teller Machine[1][2][3] (ATM, English in the United States, Australia, Singapore, India, Maldives, Hibernian and Sri Lanka), also known as automatic teller machine ( ABM, English (in Canada), ATM, teller machine, teller line, or commonly known as "hole in the wall" (British and South African English), is electronic communications equipment that enables customers of financial institutions to conduct business without the need for humans. Cashier, cashier
In most modern ATM machines, customers are identified by inserting a plastic ATM card with a chip, magnetic or plastic smart card with a unique code and some security information such as an expiration date or CVVC. ). Customers enter a personal identification number (PIN) to identify themselves.
Customers can access their bank deposits or bank accounts to perform various transactions such as cash withdrawal, balance check or Phone credit using ATM. If the amount withdrawn from the ATM is different from the bank's currency, it will be converted at the exchange rate. Therefore, ATMs often provide travelers with the best exchange rates and are widely used for this purpose.
TELEPHONE BANKING:
	Mobile banking is a service provided by banks or other financial institutions that allows customers to conduct financial transactions over the phone without visiting a bank, bank or ATM. Telephone banking hours may be longer than open hours, and some financial institutions offer 24-hour service. From a bank perspective, mobile banking reduces the need for customers to visit bank branches for cashless withdrawals and deposits, thereby reducing the cost of doing business.
	ONLINE BANKING:
Online banking (or internet banking) allows customers of a financial institution, which may be a retail or virtual bank, credit union, or community, to obtain a business financial copy of the secure website operated by the company. Can include any type of business related to online use
MOBILE BANKING:
(also mobile banking, m-banking) is a term for the processing of account balances, money transfers, payments, loan applications, and other banking transactions on a mobile device such as a mobile phone or personal digital assistant (PDA).
	BILL PAYMENT SERVICES:
       Each bank has partnerships with many energy companies, service providers and insurance companies across the country. You can easily pay your electricity, telephone, mobile phone, credit card and insurance bills.
To pay your bill, simply fill out a simple registration form for each bill. You can create a standing guide online to pay your recurring bills. A one-time waiting guide will ensure you don't miss a bill due to lack of time. The most interesting thing is that the bank does not charge customers for online payments.
	FUND TRANSFER:
You can transfer money from one account to another account in the same bank or another bank. Customers can send money anywhere in India. After logging into your account, you must provide the account number, bank and branch information of the person you will make the payment to. Transfers will be completed within one day compared to approximately three business days using traditional methods.
	CreditCard Customers:
Credit card customers have a large number of reservations. Thanks to online business, customers can not only pay loan fees online but also get loans through credit cards. They can also apply for an additional card, apply for an additional limit, and if you lose your credit card, you can report your loss online.
RECHARGE PREPAID PHONE:
You no longer need to run to your doctor to top up your prepaid phone every time you get off the air. To register your prepaid card, simply log in to online banking. Simply select your carrier name and enter your mobile phone number and credit card number; Your phone will be back to normal within a few minutes.
SHOPPING AT YOUR FINGERTIPS:
Commercial banks have connections with many shopping sites. You can shop online for many products and easily pay from your account. You can buy train tickets and flight tickets via online shopping.
	DEBIT CARD SERVICES:
A credit card (also known as a credit card or credit card) is a plastic payment card that allows the cardholder to access a bank account. While some cards hide payment fees, most cards send a message to the cardholder's bank to request a debit from the payer's bank. If the card is accepted, it can be used instead of cash for purchases. In some cases, the account is provided to the owner for Internet use only and does not have a physical card.
The use of credit cards in many countries has become such that the card numbers have replaced or replaced all checks and, in some cases, cash transactions. Unlike credit and debit cards, the development of credit cards is often country-specific, leading to different international standards that are often inconsistent. Since the mid-2000s, various initiatives have allowed credit cards issued in one country to be used in other countries and used for online and mobile purchases.
However, unlike credit cards and debit cards, credit card payments can be used instantly, while debit cards can usually be withdrawn instantly; This is equivalent to withdrawing money from an ATM card. Merchants may also offer cashback programs to customers who can withdraw cash at the time of purchase.
•	ADVANTAGES OF E-BANKING OVER TRADITIONAL BANKING:
	SECURITY: It's an issue that scares many people away from online business, but Barrington says it shouldn't be that way. Even traditional banks store all financial information in large databases that can be vulnerable to hackers. “Data theft is very dangerous today, but unfortunately as a customer it doesn't depend on which bank you choose online,” he said. You may be charged for losses of up to $250,000 on other bank accounts (don't forget to use the FDIC's bank locator tool). Of course, avoid doing online banking on public or shared Wi-Fi connections, as this is a situation where your information is vulnerable to being intercepted.
	FEES: Online banks are best suited for small depositors because they usually require less than the monthly balance. The average bank requires you to deposit up to $4,700 into a savings account and pay no monthly fees, Barrington said. In online trading, this figure is less than $350. Plus, online banks have about twice as many free checks.
"I think (online business) is a really good option for younger customers - all the costs are lower, the balance will be lower and lower, and Young people are generally more technological," Barrington said. .
	ATM’S:
Business is about getting cash when you need it, and Barrington said people should check where bank ATMs are located before opening an account. “You want to make sure you choose a bank whose ATM network is in the same geographic area as your daily activities,” he says .CONVENIENCE:
	Direct banking works anywhere with an internet connection. They are open 24 hours a day, 365 days a year, except for website maintenance hours. If internet service is not available, most customers are serviced by phone around the clock. Get real-time balances and information with the tap of a few buttons. This makes businesses faster, easier, more efficient and more efficient because customers always have control over their account balances. It's also easier to update and manage money directly. It only takes a few minutes to change your mailing address, order an extra check, and check current interest rates.
	BETTER RATES:
The lack of significant infrastructure and overhead costs allow direct banks to pay higher interest rates on savings and charge lower mortgage and loan rates. Some offer high-yield checking accounts, high-yield CDs and no-penalty CDs for early withdrawal. Some accounts can be opened with no minimum deposits and carry no minimum balance or service fees.
	SERVICES:
Direct banking companies often have more powerful websites that offer excellent functionality that you won't find at traditional banking companies. These include budgeting and forecasting tools, investment planning, investment analysis tools, loan calculators, and stock markets. They also offer free online invoicing, online tax forms, and tax payment services.
MOBILITY:
Online banking now includes mobile functionality. New applications are constantly being developed to extend and enhance these functions on smartphones and other mobile devices.
EASE OF FUND:
Online accounts are easy to set up and require no more information than traditional bank accounts. Many banks offer the option to fill out your information online or download and submit a form. If you have a problem, you have the option to call or email the bank directly. One of the advantages of using online checks is that the payer's information is saved so there is no need to re-enter the information on subsequent checks from the same payer.
Online banking is also environmentally friendly. Electronic transmission eliminates the need for paper, reduces traffic and produces zero pollution. They also eliminate the need for building and office equipment.
RISKS IN E-BANKING
Ebanking increases the efficiency and competitiveness of banks,  allowing existing customers to enjoy a higher level of convenience when doing business. However, banks face different levels of risks and expectations in electronic banking services compared to traditional banking services. Over the years, financial institutions have faced problems for various reasons. The main causes of major banking problems are directly related to poor credit standards, inadequate information and risk management of borrowers and partners, and these can affect the credit profile of banking institutions. Banks must manage the credit risk inherent in all portfolios, including personal credit or business risk. Banks also consider the relationship between credit risk and other risks.
Electronic banking has many risks. Some of these risks are listed below:
Operational Risk:
With the introduction of electronic banking, operational risk has increased and needs to be managed correctly. Banks need to manage security risks, data confidentiality, data integrity, system availability and outsourcing. These risks relate to the company's reputation and legal risks, if a security breach occurs it will not only damage the company's reputation but also suffer legal damage. Security is an important part of risk management in the energy sector. Threats can come from both internal and external sources. Collecting and using customers' personal information includes "hijacking," "sniffing," or "spoofing" activities for the purpose of increasing customer value and reducing customer liability or interfering with business.
Human resources management should ensure that employees involved in the management and operation of websites and systems receive adequate training in security practices. To ensure good security, there should be separation of duties and access and control should be different. These applications should be tested and reviewed regularly by outside experts. Additionally, the key to business risk management is the use of policies, procedures and controls to effectively respond to new risks brought by the business. electronic copy. These controls include segregation of duties, dual controls, security controls, procedures, tools, intelligence and assessment of banking systems. Electricity is different.
Reputation Risk: Reputational risk is the risk associated with negative customer perception that can lead to significant losses of customer funds. Reputation risk can arise from actions taken by the bank itself or against third parties. This risk usually occurs when the system does not work as expected. This risk may also arise from attacks against banks. For example, a hacker breaking into a bank's website may end up deliberately spreading false information to customers about the bank's products and services. Therefore, if banks do not comply with the rules of security, accuracy and timely service, the reputation of electronic banking will increase.
Legal risk: E-banking also creates legal risk. Banks engaging in electronic banking and electronic finance will face legal risks related to customer disclosure and privacy protection. Consumers who are unsure of their rights and responsibilities can sue banks. The lack of adequate privacy protections in some countries may also subject banks to regulation. Banks that choose to improve customer service by linking their websites to other websites may also face legal risks. Hackers can use linked websites to defraud customers' bank accounts; Banks may face lawsuits from customers.
Financial risk:
The risk and danger of making business mistakes can lead to potential losses for online business customers. Therefore, it is clear that the electronic banking business is not really recognized by traditional banks (Lee, 2009) and this is because online business is seen as an innovation that is not compatible with consumers.
Performance risk:
It is the risk arising from the malfunction of the online banking website. Consumers are often concerned about not being able to connect to the Internet when doing electronic business, which can cause "major" unexpected problems (Kuisma et al., 2007). This view is also confirmed by Sathye (1999), who argues that Internet access is an important variable of Internet banking usage, while Almogbil (2005) successfully demonstrated that there is a positive relationship between Internet connection speed and Social Acceptance.
Privacy risk:
It refers to the capital loss caused by fraud or hackers to the security of users in online banking (Lee, 2009). This risk has become even more serious with the emergence of phishers, whose profession is to collect personal information such as username, password and credit card information. Not only do they cause users to lose money, they also make themselves criminals.
Time of danger:
time of loss; slow to receive money or have difficulty walking (Lee, 2009). This may be because websites are complex, pages are slow to download, and it takes a long time to become computer literate.
Credit Risk:
Loans received from electronic banking companies will not create credit risk. However, sometimes banks may not be able to assess the customer's creditworthiness due to remote banking. However, online lending and approval often make managing lending risk more difficult. Banks are required to verify the identities of customers applying for loans online and monitor the growth, value, accounting standards and regularity of loans made by electronic banking.
Other risks:
The use of electronic transmission in banking transactions also affects other banking risks such as risk and business, credit risk, financial risk, business risk and foreign exchange risk.
Providing electronic banking services to customers involves business and business risks because banking Electricity-related business technology brings uncertainty to the economy. To create new customers, banks need to set a very competitive price. Technology investments involve significant startup costs. There must be adequate expert advice. Supervisors should ensure that bank management is aware of these risks associated with electronic transactions and carefully consider its strategic options to accommodate uncertainty arising from subsequent returns.
Principles to Manage Risks in E-banking 
The Electronic Banking Group of the Basel Group has published guidelines on risk management in electronic banking. The electronic banking risk management principles identified in the EBG report fall into three broad and often overlapping areas of concern. However, these principles are not weighted by importance or significance. Therefore, this weight may change over time. It is better to remain impartial and avoid prejudices.
BENEFITS/CONCERNS OF E-BANKING
BENEFITS OF E-BANKING
For Banks:
Cost - The bank saves money in the long run by not paying any promotional fees or branch management fees. It is also cheaper to do business online. Consumer business - the Internet has enabled banks to enter a completely new market - and this has its benefits, because the Internet knows no geographical boundaries. The Internet has also leveled the playing field for smaller banks looking to expand their customer base.
Efficiency - Banks can be more efficient than they are today by providing customers with the Internet. The internet provides banks with almost no paperwork.
Customer Service and Satisfaction - Internet marketing not only allows customers to receive a variety of services, but also some services that are not available at all banks. There is no need for the person to go to a branch that may or may not provide service. People can print papers, papers, and applications online and look up good information without having to wait in line and ask the teacher. With more, better, faster options, banks can create better customer relationships and satisfaction.
Image - If a bank provides internet access, it is closer to its customers. A person may not want to use an online bank, but offering these services can give the impression that their bank is a leader.
For customers:
Bill Pay: Bill Pay is a service in online banking that allows customers to set up bills for almost anyone. The customer can select the person or company they want to pay and Bill Pay debits the money from their account and sends a check or electronic payment to the person making the payment.
Other important features: E-banking gives the customer control over almost all aspects of managing his bank account. Additionally, customers can buy and sell securities, check market information, check foreign exchange results, check balances, see which checks have bounced, transfer money, look at foreign exchange information and not visit the actual bank. The best part is that online trading is free. In many banks, customers are not required to have a minimum balance. The second biggest benefit is better interest rates for customers.













TABLE NO.4.1
THE BANK USING E-BANKING SERVICES
	Particulars 
	No. of respondents
	Percentage

	Public sector bank
	30
	30

	Private sector bank
	36
	36

	New generation bank
	34
	34

	Total
	100
	100


Source: Primary Data 
THE BANK USING E-BANKING SERVICES


CHART NO.4.1

INTERPRETATION
Table 4.1 shows that 36% of the respondents using private sector bank for e-banking services, 34% of respondents using new generation bank and 30% of respondents using public sector bank for e-banking services.


TABLE NO.4.2
TYPE OF ACCOUNT YOU HAVE IN BANK
	Particulars 
	No. of respondents
	Percentage

	Savings
	48
	48

	Current
	30
	30

	NRI
	22
	22

	Other 
	0
	0

	Total
	100
	100


Source: Primary Data 
TYPE OF ACCOUNT YOU HAVE IN BANK


CHART NO.4.2

INTERPRETATION
Table 4.2 shows that 48%of respondents have savings account in bank, 30% of respondents have current account and 22% have NRI account.
.TABLE NO.4.3
SOURCE OF KNOWLEDGE ABOUT E-BANKING SERVICE
	Particulars 
	No. of respondents
	Percentage

	Advertisement in print media
	22
	22

	Online advertisement
	30
	30

	Through friends and relatives
	20
	20

	Through bank officials
	28
	28

	Total
	100
	100


Source: Primary Data 

SOURCE OF KNOWLEDGE ABOUT E-BANKING SERVICE

CHART NO.4.3

INTERPRETATION
Table 4.3 shows that 30% of the respondents learned about ebanking services from online advertisements, 28% of the respondents learned about ebanking services from company employees' money and 22% of the respondents learned about ebanking services through social media. . 20% of the respondents learned about electronic banking services through print media. friends and relatives.

TABLE NO.4.4
DURATION OF AVAILING THE E-BANKING SERVICES
	Particulars 
	No. of respondents
	Percentage

	Less than 1 year
	24
	24

	1-2 year
	20
	20

	2-3 year
	16
	16

	3-5 year
	26
	26

	Above 5 year
	14
	14

	Total
	100
	100


Source: Primary Data 
DURATION OF AVAILING THE E-BANKING SERVICES

CHART NO.4.4

INTERPRETATION
Table 4.4 shows that 26% of the respondents have used e-banking services within 3-5 years, 24% of the respondents have used ebanking services for less than 1 year and 20% of the respondents have used ebanking services. In 15 years. 2 years, 16% have been using e-banking services for 2-3 years, 14% of participants have been using e-banking services for more than 5 years.
TABLE NO.4.5
OPINION ABOUT THE CHARGES LEVIED FOR E-BANKING SERVICES
	Particulars 
	No. of respondents
	Percentage

	Very high
	20
	20

	High
	30
	30

	Average
	24
	24

	Medium
	26
	26

	Total
	100
	100


Source: Primary Data 

OPINION ABOUT THE CHARGES LEVIED FOR E-BANKING SERVICES


CHART NO.4.5
INTERPRETATION
Table 4.5 shows that 30% of the respondents think that the charges for e-banking                                 service are high, 26% of the respondents think that the charges for e-banking services are average, 24% of the respondents think that the charges for e-banking services are high. services are average and 20% of respondents think that the price of e-banking services is high. The level of banking services is very high.
TABLE NO.4.6
TIME OF USE INTERNET BANKING FACILITY
	Particulars 
	No. of respondents
	Percentage

	Regularly
	50
	50

	Rarely 
	24
	24

	Occasionally 
	26
	26

	Total
	100
	100


Source: Primary Data 

TIME OF USE INTERNET BANKING FACILITY

CHART NO.4.6


INTERPRETATION
Table 4.6 shows that 26% of the respondents use internet banking facilities occasionally, 24% of the respondents rarely use internet and 50% of the respondents use internet banking facilities regularly.

TABLE NO.4.7
OPINION ABOUT FACILITIES OFFERED BY THE BANK FOR E-BANKING
	Particulars 
	No. of respondents
	Percentage

	Excellent
	30
	30

	Good
	36
	36

	Average
	24
	24

	Poor
	10
	10

	Total
	100
	100


Source: Primary Data 
OPINION ABOUT FACILITIES OFFERED BY THE BANK FOR E-BANKING

CHART NO.4.7
INTERPRETATION
Table 4.7 shows that 36% of the respondents think that the facilities provided by banks for electronic banking are good, 30% of the respondents think that they are very good, 24% of the respondents think that they are average and only 10% of the respondents think that . Participants think that the facilities provided by banks regarding electronic banking are good, and the opportunities provided by the company are good. Business is bad.
TABLE NO.4.8
PURPOSE OF USING E-BANKING SERVICES
	Particulars 
	No. of respondents
	Percentage

	Statement of accounts
	16
	16

	Funds transfer
	20
	20

	Tax payment
	22
	22

	Online shopping
	32
	32

	E-ticketing
	10
	10

	Total
	100
	100


Source: Primary Data 
 
PURPOSE OF USING E-BANKING SERVICES


CHART NO.4.8
INTERPRETATION
Table 4.8 shows that 32% of the respondents use e-banking services for online shopping, 22% of the respondents use e-banking services for tax payments, 20% of the respondents use e-banking services for money transfers and 16% It shows that 100,000 people use e-banking services. 10 percent of respondents use e-banking services for payments and 10 percent of respondents use e-banking services for online purchases. 

TABLE NO.4.9
MORE CONVENIENT WAY FOR BANKING
	Particulars 
	No. of respondents
	Percentage

	Branch banking
	14
	14

	Internet banking
	24
	24

	Phone banking
	20
	20

	Mobile banking
	30
	30

	ATM
	12
	12

	Total
	100
	100


Source: Primary Data 

MORE CONVENIENT WAY FOR BANKING


CHART NO.4.9

INTERPRETATION
Table 4.9 shows that 30% of respondents say mobile banking is easier, 24% of respondents say internet banking is easier, 20% of respondents say phone banking is easier and 14% of respondents say it is easier It shows that he said he was. Online banking is easier, banks are easier and 12% of respondents think ATMs are easier. banking               method.
.TABLE NO.4.10
E-BANKING IS SAFE AND SECURE
	Particulars 
	No. of respondents
	Percentage

	Strongly agree
	30
	30

	Agree
	36
	36

	Neutral
	20
	20

	Disagree
	14
	14

	Total
	100
	100


Source: Primary Data 

E-BANKING IS SAFE AND SECURE

CHART NO.4.10

INTERPRETATION
Table 4.10 shows that 36% of the respondents believed that e-banking is safe and reliable, 30% of the respondents agreed, 20% of the respondents were neutral and 14% of the respondents disagreed that e-banking is reliable.

TABLE NO.4.11
E-BANKING IS TIME SAVING
	Particulars 
	No. of respondents
	Percentage

	Strongly agree
	28
	28

	Agree
	30
	30

	Neutral
	20
	20

	Disagree
	22
	22

	Total
	100
	100


Source: Primary Data 

E-BANKING IS TIME SAVING


CHART NO.4.11

INTERPRETATION
Table 4.11 shows that 30% of the respondents believe that electronic banking can save time, 28% agree, 22% disagree and 20% answer is neutral.

TABLE NO.4.12
E-BANKING IS VERY EASY TO USE
	Particulars 
	No. of respondents
	Percentage

	Strongly agree
	40
	40

	Agree
	30
	30

	Neutral
	16
	16

	Disagree
	14
	14

	Total
	100
	100


Source: Primary Data 

E-BANKING IS VERY EASY TO USE


CHART NO.4.12

INTERPRETATION
Table 4.12 shows that 40% of the respondents agreed that e-banking is easy to use, 30% of the respondents agreed, 16% were neutral and 14% disagreed that e-banking is very useful .
TABLE NO.4.13
THINK YOUR BANK PROVIDES UP-TO-DATE AND ACCURATE INFORMATION ABOUT E-BANKING
	Particulars 
	No. of respondents
	Percentage

	Strongly agree
	32
	32

	Agree
	40
	40

	Neutral
	16
	16

	Disagree
	12
	12

	Total
	100
	100


Source: Primary Data 
THINK YOUR BANK PROVIDES UP-TO-DATE AND ACCURATE INFORMATION ABOUT E-BANKING

CHART NO.4.13

INTERPRETATION
Table 4.13 shows that 40% of the respondents agreed that their bank provides up-to-date and accurate information about electronic transactions, 32% agreed, 16% disagreed and 12% disagreed.
TABLE NO.4.14
[bookmark: _GoBack]YOUR BANK PROVIDES 24 hrs. ACCESS OF SERVICES THROUGH E-BANKING
	Particulars 
	No. of respondents
	Percentage

	Strongly agree
	40
	40

	Agree
	24
	24

	Neutral
	20
	20

	Disagree
	16
	16

	Total
	100
	100


Source: Primary Data 

YOUR BANK PROVIDES 24 hrs. ACCESS OF SERVICES THROUGH E-BANKING

CHART NO.4.14

INTERPRETATION
Table 4.14 shows that 40% of people agreed that banks provide 24-hour service through e-banking, 24% agreed, 20% disagreed and 16% disagreed.
TABLE NO.4.15
RECOMMEND YOUR BANK’S E-BANKING SERVICES TO OTHERS
	Particulars 
	No. of respondents
	Percentage

	Yes
	70
	70

	No
	30
	30

	Total
	100
	100


Source: Primary Data 

RECOMMEND YOUR BANK’S E-BANKING SERVICES TO OTHERS


CHART NO.4.15

INTERPRETATION
Table 4.15 shows that 70% of respondents recommended their bank’s e-banking services to others and 30% are not recommended to others.



5.1 FINDINGS
· Most of the respondents use private banks to provide e-banking services
· 48% of the respondents have bank savings
· Most of the respondents learned about e-banking services from online advertisements
· Majority respondents (% 26) Have used e-banking services within 3-5 years
· 30% of respondents think that e-banking services are higher
· 26% of respondents use internet banking facilities indifferently
· 36 Percentage of respondents , say electronic banking services provided by banks are good for their money
· Most respondents (32%) use electronic banking to purchase online banking services
· 30% of respondents said mobile banking is more Ease of work
· Most respondents (36%) believe that electronic work is safe and reliable
· 30% of respondents said Electronic printing work can save time
· 40% of respondents are confident. E-banking is very easy to use
· Most respondents agree that their banks provide up-to date and accurate information about e-banking (40%)
· 40% recommend that banks provide 24-hour service. through e-banking
· Majority of respondents (70%) recommend their bank's e-banking service to others
· Majority of respondents (56%) are quite satisfied with the overall performance of their bank's e-banking services
· 70% of respondents 90% did not experience any problems with transactions







5.2 SUGGESTION
After seeing all the data analysis and analysis results, my suggestions are as follows:

· In electronic banking, bank employees should provide sufficient information to customer services.
· Appropriate information should be provided to users. Consumer electronic banking.
· ATM services are popular among e-banking users, so users should be made aware of other services.
· Electronic banking facilities should be more secure.
· Electronic banking services should encourage innovation.
· People in rural areas have less knowledge about electronic banking. Banks should take necessary steps to create awareness among themselves about the various services offered through e-banking and the advantages of availing them.
· Provide e-banking demonstrations to customers and support e-banking.
· Banks should focus on the security of confidential information that is at risk of hacking in the online world.
· Try to reduce the cost of using online banking services to increase the number of people using online banking.




 








5.3 CONCLUSION
Some problems encountered by participants while using internet banking services. Most of the customers need a service center. Most online banking users are not well educated on the use and precautions of online banking. Consumers may be concerned about the risks associated with online commerce. Embrace complex processes and procedures. Electronic banking technology is beneficial to banks and other organizations as well as customers. Electronic banking can be used appropriately to improve the efficiency, service quality, security and integrity of the bank.
Online and mobile business can be used by customers only if they understand how to use the Internet and mobile device, otherwise they will not be able to use it. It didn't, so banks need to do something about this problem. From the above analysis we can identify the changes that occurred in banking services during this period. This expansion requires greater public awareness that public use of digital platforms may be a better solution to security vulnerability problems.
Learn about the changes in the financial sector due to Covid19. Research customers' interest and understanding of banking services.
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QUESTIONNAIRE

1. Name:
2. Gender :
3. Age:
4. Occupation:
5. Qualification:
6. Do have a bank account 
a) 
37

b) Yes	
c) No 
d) 
7. In which bank's E-banking services you are using?
a) 
b) Public sector bank
c) Private sector bank
d) New generation bank
8. 
9. What type of account you have in bank?
a) 
b) Saving
c) Current
d) NRI 

10. How did you come to know about e-banking services?

a) Advertisement in print media
b) Online advertisement
c) Through friends and relatives
d) Through bank officials
11. 
12. How long have you been availing the e-banking services?
a) 
b) Less than 1 year
c) 1 - 2 year
d) 2 - 3 year
e) 3 - 5 year
f) g
1 
13. What do you feel about the charges levied for e-banking services?
a) 
b) Very high
c) High
d) Average
e) Medium

14. How frequently you use internet banking facility?
a) 
b) Regularly
c) Once in a while
d) When I  am out-station
e) Indifferent

15. What do you think of the facilities offered by the bank for e-banking?
a) 
b) Excellent
c) Good
d) Average
e) Poor
16. 


17. For what purpose you are using E-banking services? 
a) 
b) Statement of accounts
c) Funds transfer
d) Tax payment
e) Online shopping
f) E-ticketing 
18. 
19. According to you which is more convenient way for banking?
a) 
b) Branch banking
c) Internet banking
d) Phone banking
e) Mobile banking
f) ATM
20. 
21. Do you think E-banking is safe and secure?

a) Strongly agree
b) Agree
c) Neutral
d) Disagree
22. 
23. Do you think E-banking is time saving? 
a) 
b) Strongly agree
c) Agree
d) Neutral
e) Disagree
24. 
25. Do you think E-banking is very easy to use?

a) Strongly agree
b) Agree
c) Neutral
d) Disagree
26. 
27. Do you think your bank provides up-to date and accurate information about E-banking?
a) 
b) Strongly agree
c) Agree
d) Neutral
e) Disagree
28. 
29. Does your bank provide 24hrs access of services through E-banking

a) Strongly agree
b) Agree
c) Neutral
d) Disagree
30. 
31. Are you willing to recommend your bank's E-banking services to others?
a) 
b) Yes
c) N





d) 
39






Percentage	Advertisement in print media	Online advertisement	Through friends and relatives	Through bank officials	22	30	20	28	Percentage	Less than 1 year	1-2 year	2-3 year	3-5 year	Above 5 year	24	20	16	26	14	Percentage	Very high	High	Average	Medium	20	30	24	26	Percentage	Regularly	Rarely 	Occasionally 	50	24	26	Percentage	Excellent	Good	Average	Poor	30	36	24	10	Percentage	Statement of accounts	Funds transfer	Tax payment	Online shopping	E-ticketing	16	20	22	32	10	Percentage	Branch banking	Internet banking	Phone banking	Mobile banking	14	24	20	30	Percentage	Strongly agree	Agree	Neutral	Disagree	30	36	20	14	Percentage	Strongly agree	Agree	Neutral	Disagree	28	30	20	22	Percentage	Strongly agree	Agree	Neutral	Disagree	40	30	16	14	Percentage	Strongly agree	Agree	Neutral	Disagree	32	40	16	12	Percentage	Strongly agree	Agree	Neutral	Disagree	40	24	20	16	Percentage	Yes	No	70	30	Percentage	Public sector bank	Private sector bank	New generation bank	30	36	34	Percentage	Business 	Profession 	Govt. employee 	Others 	60	20	16	4	
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