1.1 INTRODUCTION

Advances in information and communication technologies and have an enormous effect development of banking industry.  In business dealings, banks are one of the most important indicators, New banks have expanded with the large field of information technology to enable them to provide significant mutations and for providing its service.  In fact, communication technology and data banks to reach a permanent slogan on customer were a great help.

The banking industry has seen many technological changes in the last year which has shaped it from manually intensive industry into one that is technologically dependent. Alternatives to traditional branch banking have attracted increasing attention as internet usage started to spread over the markets. Banks started to use the internet for providing new services to their customers. Internet banking system allows individuals to perform banking activities at home via internet. Most of the internet banks are traditional banks which also offer online banking while others are online only and have no physical offices. 

Internet banking transaction states that customers use the internet to get access to their personal or business bank accounts online anytime and to undertake banking transactions through the use of bank’s website without inconvenience. Internet banking allows customers to do their banking transactions anytime and providing continuous control over their accounts. 

Information technologies had affected the banking and finance sector substantially. This development increased the number of financial products and services offered by the banks. Nowadays, internet banking plays an important strategic role in the marketing at industrial banking.
In order to create the foundation for the rapid growth of e-commerce enterprise must adopt effective e-commerce technology policies like online banking. During the past year’s online banking has been rapid and current worldwide. However my study focuses on the customer perception towards internet banking in Kannur.

1.2 SIGNIFICANCE OF THE STUDY

Online banking helps people to do their transaction easily.  Online banking has changed the way people banks.  The customers demand for personalized service and the concept of “Any were anytime banking” has made internet banking as one of the primary channel.  Even though it is available to present day customers are not ready to use or take advantages of this facility. The important studies under this area reveal that the net banking customers are comparatively low.  So there is a need to analyses various factors affecting net banking services and why people are not ready to accept the new version of banking.  The study will help to take further policy measures to acceptance of online banking service among customers.
1.3 STATEMENT OF THE PROBLEM
The Internet banking is becoming an increasingly important channel for banks to provide banking serviced to both individual and business, moreover modern, highly industrialized and technology driven economies are threatened by higher risks than ever and individual need to protect them against private risk.  Many customers perceived the usefulness and ease of use as benefits of the internet, even internet banking has changed the way people banks although many customers have not transferred this attitude towards the application of net banking services.  Many are reluctant to use this online banking services.  Therefore, here is a need to understand the reason for not using online banking services.  So this study makes an attempt to analyze customer perception towards internet banking
1.4 OBJECTIVES OF THE STUDY

· To study the demo graphical profile of customer using digital banking.

· To find the level of customer satisfaction on digital banking.

· To study on level of awareness towards customer in digital banking

· To identify the level of customer satisfaction by the usage of digital  banking.

· To identify the problems faced by the customer in digital banking  services.

1.5 SCOPE OF THE STUDY

Internet Banking is new phenomenon with expansion of global communication to replace traditional direct customers.  So this study focuses on help to understand customer’s perception towards internet banking.  The study analysis the popularity and awareness of online banking services among customers and to examine positive and negative aspects perceived by customers regarding to online banking.  The study also covers the aspects like security and trust problems of online banking. These were selected sue to the reason that these have the direct link with large population of internet banking customers and they have to be analyzed and examined.  Although the study covers the sample population online banking customers in Kannur.
1.6 RESEARCH METHODOLOGY

The proposed study will be descriptive in nature.  Data is collected through structured questionnaire. It is the basic method for collecting primary data. Here questionnaire is used in survey for collecting data. Questionnaire is a form of formulated set of questions for obtaining information from respondents.

Research Design 

As the study attempts to understand the customer perception towards internet banking, a descriptive research design is best suited.  Appropriate research strategies would be adopted after further reading and understanding of the literature.

Source of Data

Both primary and secondary data will be collected to this study
a) Primary data

The study was mainly based on primary data.  First-hand information requires for the study will be collected from customers of online banking through interview schedule.
b) Secondary data

Secondary data were collected from both published and unpublished source.  Data were collected from various websites, journals and research papers.

Sample Design

Customers or users of internet banking especially in Kannur district is the population frame fixed for the study.  Since the size of population is very large, sample survey has been carried out. 
Same size is fixed at 25 individual customers.

Tools  for the data collection

For the purpose of collecting primary data questionnaire is used.  It has been prepared covering almost objective of the study. The schedule consists of 25questions and also deals with personal information. Before the actual field survey a pilot study was conducted and in the light of information gained revised thoroughly and appropriate modification were made.
1.7 LIMITATIONS OF THE STUDY

· For answering various questions in the schedule, the informant has to recall from their memory.  So accuracy of information cannot be assured.

· The study is based on sample survey, so chance for sampling errors cannot be ignored.

· Limited time is one of the major limitation of this study

· The responses may vague

· The personal traits of respondent may change. So the relevance of the study cannot be ensured.

· This study is conducted only with a small sample unit.
2.1 REVIEW OF LITERATURE
Bhuvaneswari & Maruthamuthu (2024) In their study, Bhuvaneswari and Maruthamuthu (2024) employed a Structural Equation Model (SEM) to analyze the relationship between service quality and customer satisfaction in digital banking within India. Their research utilized a stratified sampling technique to collect data from 232 respondents, focusing on dimensions such as tangibility, reliability, responsiveness, assurance, and empathy. The findings indicated that all service quality dimensions positively and significantly impacted customer satisfaction, with responsiveness having the strongest influence. The study emphasized the importance of improving all facets of service quality, particularly timeliness and reliability, to enhance customer satisfaction in digital banking services. ​

Chauhan, Akhtar & Gupta (2022) conducted a comprehensive literature review to explore the impact of digital banking on customer experience and financial performance. Their analysis identified 88 articles published between 2001 and 2021, examining various aspects of digital banking. The study proposed an integrative framework linking technology-related factors, customer-related factors, and performance-related factors, highlighting the role of gamification in enhancing customer experience. The authors suggested that banks could strategically incorporate game-like features into their digital platforms to improve customer satisfaction and loyalty. ​

Roy & Das (2018) applied the SERVQUAL model to assess service quality gaps in digital banking services in India. Their study focused on two specific service quality gaps: Gap-3, which arises from discrepancies between customer-driven service design and service delivery, and Gap-5, which pertains to the difference between customer expectations and perceptions. By analyzing seven dimensions—reliability, transaction efficiency, customer support, service security, ease of use, performance, and service content—the authors identified areas where digital banking services could be improved to meet customer expectations. ​

Surbhi (2022) conducted a study to evaluate customer satisfaction with digital banking services in Faridabad, India. Through a survey of 250 digital banking users, the research aimed to understand the reasons behind choosing digital banking services and the level of satisfaction among users. The findings revealed a strong positive relationship between consumers and digital banking, although some users expressed dissatisfaction with certain aspects of the services. The study highlighted the importance of addressing customer concerns to enhance satisfaction levels in digital banking services. ​

Joshi & Saxena (2018) examined customer satisfaction towards online banking services, focusing on the purpose of using internet banking, reasons for choosing online banking, and factors influencing customer satisfaction. The study utilized a sample of 100 respondents and employed a random sampling technique. The results indicated a high level of satisfaction among internet banking users, with convenience being a significant factor in choosing online banking services. However, security concerns were identified as a major fear among users, suggesting the need for banks to enhance security measures to improve customer satisfaction. ​

Egala, Boateng & Mensah (2021) explored the relationship between quality digital banking services and customer satisfaction in developing countries. The study emphasized the importance of embracing quality service to meet customer expectations and retain customers. The authors highlighted the need for continuous service improvement, particularly in the context of the growing deployment of financial technologies. The research underscored that providing high-quality digital banking services is crucial for customer satisfaction and retention in the competitive banking sector. ​

Alalwan et al. (2020) conducted a study to examine the factors influencing customer satisfaction with e-banking services. The research identified four significant factors: cloud services, security, e-learning, and service quality. Utilizing structural equation modeling, the study found that these factors positively influenced customer satisfaction with internet banking services. The authors suggested that banks should focus on enhancing these aspects to improve customer satisfaction and maintain a competitive edge in the digital banking sector. ​

3.1 THEORETICAL FRAMEWORK

INDUSTRY PROFILE

BANKING INDUSTRY IN INDIA

The Indian banking industry, which is governed by the Banking regulations act of India 1949 can be broadly classified in to two major categories on-scheduled banks and scheduled banks comprise of commercial banks and co-operative banks.  In terms of ownership commercial banks can be further grouped into nationalized banks, the state bank of India and its group of banks, regional rural banks and private sector banks (the old-new domestic and foreign ) These banks have over 54000 branches across the country.  The Indian banking sector functions under the regulatory and supervisory guidelines issued by central bank, Reserves bank of India (RBI)

Banking in India in the modern sense originated in the decades of the 18PPthPP century.  The first banks were central bank of India, which started in 1786 and bank of Hindustan, which started in 1770 both are now defund.  The oldest bank still in existence in India is state bank of India, which is originated in the bank of Calcutta in June 1806, which almost immediately becomes the Bank of Bengal.  This was one of which were established under charters from the British East India Company.  For many years the presidency bank acted as quasi-central banks as did their successors.

India’s banking sector is currently valuated at Rs. 81 trillion (US$ 1.31 trillion).  It has the potential to become the fifth largest banking industry in the world by 2020 and the third largest by 2025, according to an industry report.  The face of Indian banking has changed over the years.  Banks are now reaching out to the masses with technology to facilitate greater ease of communication, and transactions are carried out through the internet and mobile devises.

With the parliament passing the BankingLaws (Amendment) Bill in 2012, the landscape of the sector will likely change.  The bill allows the Reserve Bank of India (RBI) to make final guidelines on issuing new bank license.  This could lead to a greater number of banks in the country; the style of operation could also evolve with the integration of modern technology in to the industry.

ADOPTION OF BANKING TECHNOLOGY

The IT revolution has had a great impact on the Indian banking system.  The use of computers has led to the introduction of online banking in India.  The use of computers in the banking sector in India has increased many fold after the economic liberalization of 1991 as the country’s banking sector has been exposed to the world’s market.  Indian banks were finding it difficult to compete with the international banks in terms of customer service, without the use of information technology.   

The RBI set up number of committees to define and co-ordinate banking technology.  These have included.

In 1984 was formed the Committee on Mechanization in the Banking Industry (1984) whose chairman was 

Dr. C Rangarajan, Deputy Governor.  Reserve Bank of India.  The major recommendations of this committee were introducing MICR technology in all the banks in the metro policies in India.  This provided for the use of standardized cheque forms and encoders.

In 1988, the RBI set up the Committee on Computerization in Banks (1988) headed by Dr. C Rangarajan.  It emphasized that settlement operation must be computerized in the clearing houses of RBI in Bhubaneshwer, Guwahati, Jaipur, Patna and Thiruvananthapuram.  It further stated that there should be National clearing of Inter-City cheque at Kolkata, Mumbai, Delhi, Chennai and MICR should be made operational.  It also focused on computerization of branches and increasing connectivity among branches through computers.  It also suggested modalities for implementing on-line banking.  The committee submitted its reports in 1989 and computerization began from 1993 with the settlement between IBA and bank employees associations.

In 1994, the Committee on technology issued relating to payment systems, cheque clearing and securities settlement in the Banking Industry (1994) was set up under chairman W S Saraf.  It emphasized Electronic Funds Transfer (EFT) system, with the BANKNET communications network as its carrier.  It also said that MICR clearing should be set up in all branches of all those banks with more than 100 branches.

In 1995, the Committee for proposing Legislation on Electronic Funds Transfer and other Electronic Payments (1995) emphasized EFT System.
ONLINE BANKING

On line banking (or Internet banking or E-banking) allows customers of a financial institution to conduct financial transactions on a secured website operated by the institution, which can be a retail bank, virtual bank, credit union or building society.

To access a financial institutions online banking facility, a customer having personal Internet access must register with the institution for the series, and set up a some passed (under various names) for customer verification.  The password for online banking is normally not the same as for (telephone banking) Financial institutions now routinely allocate customers (also under various names), whether or not customers intend to access their online banking facility.  Customer’s numbers are normally not the same as account numbers, because number of accounts can be linked to the one customer number.  The customer will link to the customer number any of those accounts which the customer controls, which may be cheque, savings, loan, credit card and other accounts.  Customer numbers will also not be the same as any debit or credit card issued by the financial institution to the customer. 

To access online banking, the customer would go to the financial institution’s website, and the online banking facility using the customer and password.  Whole financial institutions have set up additional security steps for access, but there is no consistency to approach adopted.

IMPORTANCE OF ONLINE BANKING
Convenience
 This is the single most important benefit that any shortcoming of internet banking. Making transactions and payments right from the comfort of home or office at the click of a button without even having to step out is a facility none would like to forego. Keeping a track of accounts through the internet is much faster and convenient as compared to going to the bank for the same. Even non transactional facilities like ordering check books online, updatingaccounts, enquiring about interest rates of various financial products, etc become much simpler on the internet.

Better Rates 

The banks stand to gain significantly by the use of internet banking as it implies lesser physical effort from their end. The need to acquire larger spaces for offices and employ more staff to deal with the customer is significantly reduced making it financially beneficial to the banks. This means that a portion of savings accrued can be passed on to the customers in terms of higher rates on deposits and lower rates on loans. To encourage internet banking offer minimum or no deposit accounts for online banking and lower penalties on early withdrawal of Fixed Deposits.

Services
Technology has made it extremely convenient for the banks as well as the customer to access to a host of wonderful services by simply logging in. These services include financial planning capabilities, functional budgeting and forecasting tools, loan calculators, investment analysis tools and equity trading platforms which are available as simple applications on the bank’s website. Additionally, most banks also provide the facility of online tax forms and tax preparation.

Mobility
 Internet banking has a step further in the last few years in the form of mobile internet banking which accords unlimited mobility to the customer who can now handle financial transactions even while on the move. 

Features

Online banking facilities offered by various financial institutions have many features and capabilities in common, but also have some that are application specific.,

A bank customer can perform non- transactional tasks through online banking, including

· Viewing account balances

· Viewing recent transactions

· Downloading bank statements, for example in PDF format

· Viewing images of paid cheques

· Ordering cheque books

· Downloading applications for M-banking, E-banking etc

· Bank customers can transact banking tasks through online banking, including

· Funds transfers between the customer’s linked accounts

· Paying third parties, including bill payments (e.g. BPAY) and telegraphic/wire transfers 

· Investment purchase or sale.

· Loan application and transactions, such as repayments of enrollments

· Register utility billers and make bill payments.

· Financial institution administration

· Management of multiple users having varying levels of authority

· Transaction approval process

· The process of banking has become much faster. 
The impact of E-transaction and authentication issues in banking 

It's hardly great news that there has been tremendous growth in the use of the Internet and other   electronic   facilities   to process financial transactions. According    to    the    Federal Deposit Insurance Corp., transactional Web sites have more than doubled each year for the past six years, growing from one in 1995 to nearly 2,500 in 2000.

This growth is a reflection of the fact that over the past few years, financial leaders have been considering various ways in which to allow their customers to transact business using the Internet. This objective is now reaching beyond the financial services industry into non-electronic business segments, such as the building supply industry. Furthermore, this growth is likely to continue to climb as the number of Internet users, Internet connection speed, and the number of transactional Web sites continues to increase. The number of adults using PC banking is also growing. With this growth, there is an increased awareness of the benefits of using online transaction processing, thereby fueling the thought that all business should be electronically facilitated.

Gartner predicts that worldwide business-to-business (B2B) e-commerce will total $3.6 trillion by 2003 and $8.5 trillion in 2005. Online financial activity had a slower start, but has had steady growth, from 6 million users in 1998 to 27.5 million users in 2000. During 2000, only 30 percent of the Internet-capable households were using some form of Internet banking, indicating that there is tremendous room for increased use.  

The e-Commerce Value Chain

Consider that the consumer and the merchant are on either ends of the electronic commerce value chain, with the authentication network and transaction processor (bank) in the middle. Banks have traditionally been the trusted agents, have the largest customer base, and have received the initial benefits from electronic commerce. Value has begun a steady migration to the ends of the value chain. Customers can receive and pay bills from one point using products from multiple issuers. Merchants can influence and enhance the consumer experience by providing innovative and time-saving means of doing business. Merchants can add value to the payment process, for example, by offering discounted prices for electronic payment.

Merchants can also reduce their costs by receiving electronic payments, which results in reducing and sometimes eliminating the need for data entry, as well as reducing the error rate and the time to investigate and correct the data. By increasing and effectively managing cash flow, merchants may also be able to reduce costs associated with lines of credit.
Digital Signatures

On October 1, 2000, the Electronic Signatures in National and Global Commerce Act was signed. This act states that an agreement, contract, or transaction signed electronically is enforceable in a court of law. Accordingly, financial services institutions can now legally transact business using electronic signatures, allowing transactions such as mortgages, funds transfers, opening and closing of accounts, benefits enrollment, and beneficiary designations to occur in an electronic environment.

The law defines an electronic signature as "an electronic sound, symbol, or process attached to or logically associated with a contract or other record and executed or adopted by a person with the intent to sign the record." Fortunately, the legislation does not attempt to define acceptable technologies except to indicate that the technologies must be mutually acceptable to the transacting parties. Since a valid signature can be as simple as a digital image of a signature (enabled through an electronic pen and pad) or as complex as today's public key infrastructure (PKI) and associated encryption methods, the technology decision maker must define relevant business objectives and understand the risks, such as cost and unauthorized use associated with alternative implementations.

There are possible additional benefits to the implementing organization. These include reduced transaction timelines, reduction in paper processing costs, facilitation of customer migration to the Internet as a business channel, and increased online transaction security.

When compared to physical signatures, e-signature technologies are, in general, a more secure authentication method. Many financial institutions are studying the possible implementation of a public key infrastructure (PKI) system that will allow them to exchange electronic information securely with unknown parties.

PKI is the delivery channel for public key cryptography, a method that allows the parties to a transaction to keep a communication private through the use of a two-part key made up of public and private components. To encrypt messages, the published public keys of the recipients are used. To decrypt the messages, the recipients use their unpublished private keys, known only to them. Quite simply, if the signer's private key is not compromised, which can happen by releasing the password or allowing access to the device containing the private key, a document cannot be digitally signed 

 Internet Banking
Internet Banking System is a system that has been developed in order to help clients with the daily day-to-day transactions. Internet banking systems means that clients can now do banking at the leisure of their homes. 

Also known as online banking, the system allows both transactional and non-transactional features.

Online banking or internet banking allows customers to conduct financial transactions on a secure website operated by the retail or virtual bank

History

The term online banking was first started in 80’s. The term online became popular in the late '80s and referred to the use of a terminal, keyboard and TV (or monitor) to access the banking system using a phone line. ‘Home banking’ can also refer to the use of a numeric keypad to send tones down a phone line with instructions to the bank. Online services started in New York in 1981 when four of the city’s major banks (Citibank, Chase Manhattan, Chemical and Manufacturers Hanover) offered home banking services using the videotext system. Because of the commercial failure of videotex these banking services never became popular except in France where the use of videotex (Minitel) was subsidized by the telecom provider and the UK, where the Prestel system was used.

The UK’s first home online banking services was set up by the Nottingham Building Society (NBS) in 1983. The system used was based on the UK's Prestel system and used a computer, such as the BBC Micro, or keyboard (Tandata Td1400) connected to the telephone system and television set. The system (known as 'Home link') allowed on-line viewing of statements, bank transfers and bill payments. In order to make bank transfers and bill payments, a written instruction giving details of the intended recipient had to be sent to the NBS who set the details up on the Home link system. Typical recipients were gas, electricity and telephone companies and accounts with other banks. Details of payments to be made were input into the NBS system by the account holder via Prestel. A cheque was then sent by NBS to the payee and an advice giving details of the payment was sent to the account holder. BACS was later used to transfer the payment directly.

Stanford Federal Credit Union was the first financial institution to offer online internet banking services to all of its members in Oct, 1994. Later on it was adopted by worldwide banks

ATTACKS

Attacks of online banking used today are based on deceiving the user to steal login data and valid TANs.  Two well-known examples for those are phishing and pharming.  Cross-site scripting and key logger /Trojan horses can also be used to steal login information

A method to attack signature based online banking methods is to manipulate the used software in a way, that correct transactions are shown on the screen and faked transactions are signed in the background

A 2008 U.S Federal Deposit Insurance Corporation Technology Incident Report, compiled from suspicious activity reports banked file quarterly, lists 536 cases of computer intrusion, with an average loss per incident of $ 30,000.  That adds up to a nearly $ 16-million loss in the second quarter of 2007.  Computer intrusions increased by 150 percent between the first quarter of 207 and the second.  In 0 percent of the cases, the source of the intrusion in unknown but it occurred during online banking, the report states.

The most recent kind of attack is the so-called Man in the Browser attack, where a Trojan horse permits a remote attacker to modify the destination account number and also the amount

COUNTERMEASURES

There exist several countermeasures which try to avoid attacks.  Digital certificated are used against phishing and pharming, the use of calss-3 card readers is a measure to avoid manipulation of transactions by the software in signature based online banking variants.  To protect their systems against Trojan horse’s users should use virus scanners and be careful with download software or e-mail attachments.

In 2001, the U.S Federal Financial Institutions Examination Council issued guidance for multifactor authentication (MFA) and then required to be in place by the end of 2006.

ADVANTAGES ONLINE BANKING

· Convenience

· Round the clock accessibility

· Instantaneous transactions

· Speed banking

· Single window view of all accounts with drill down features. 

SERVICES OFFERED THROUGH INTERNET BANKING FACILITY 

Internet Banking Services intends to provide following On-line & Off-Line Services to customers. 
(A) ONLINE SERVICES: 
1. Account Summary: Accounts which are ‘Internet Banking Enabled’ may be displayed along with the Current Balance, Total Balance, Unclear Balance and Available Balance etc. (Savings /Current / Overdraft /Term Deposit / Loan Accounts). 

 2. Overdraft Details: Limit and Drawing Power for OD Accounts, Repayment Schedule for

Loan Accounts may be viewed. 

3. Transactions Details: User may view, download and print of the last 14 transactions or for specified of selected account

3. Online Requests: User may request for Stop Payment for a particular Cheque or Range of Cheques in select accounts, Revoke of Stop Payment of Cheques already stopped. User may also change his contact no. (Phone no, mobile no., email etc.)

 5. Funds Transfer between own Accounts: User may transfer funds from one account (with requested transaction facility) to his/her another account to the extent of fund transfer limit fixed by the bank from time to time, subject to the available balance, by selecting ‘from’ & ‘to’ accounts. 

 6. Adding of Account in Beneficiary List: If amounts are frequently transferred to a particular account, then the facility of adding that account in beneficiary list will be available by providing a nick name to that account. 

 7. Viewing of Beneficiary Accounts: User may view all the beneficiaries that have been added and may also modify the details of a beneficiary by selecting that beneficiary. 

 8. Fund transfer to other Beneficiary Account: User may transfer fund from his/her account (with requested transaction facility) to any other third party account, maintained with any of our CBS Branch, to the extent of fund transfer limit fixed by the bank from time to time, subject to the available balance, by selecting his/her account and giving either third party’s account number or selecting a beneficiary. 

 9. Standing Order: User may give standing order for transfer of funds from one account to another to be executed on a predefined frequency (daily /monthly / month end). User may also amend or cancel the standing order so given. 

 10. E-Payment Facilities: User may use E-Payment facility for payment of Direct (CBDT) and Indirect (CBEC) taxes by debiting the account online and may print cyber receipt &challan also.

11. Online Enquiry: 

· Cheque Enquiry: User may enquire status of a Cheque or Range of Cheques issued in an account. 

· Cheque Books: User may enquire for Cheque books issued in an account. 

· Outward Cheques Enquiry: User may enquire status of specific Cheque or all Chequesdeposited n an account. 

· TDS Detail: User may view the Tax Deducted at Source details. 

12. OTHER OPTIONS: 

· Contact Details: User may view address details. 

· Change Login Password: User may change login password as per guidelines available on website. 

· Change Transaction Password: User may change transaction password as per guidelines available on website. 

· Change User Preference: User can change their User-Id, however the same can be changed only once. User may set his/her display preference. 

· Login History: User may view login history. 
(B) OFFLINE SERVICES 

1. Deposit Account Opening: User may request for opening of deposit account by selecting the account from which the amount is to be debited and giving the deposit details. 

2. Deposit Amend/Renewal: User may request for amendment of deposit account (only Interest repayment mode, and Maturity Instruction). 

3. Closure of Deposit Account: User may request for closure of deposit account by giving the repayment details. 

4. Issuance of demand drafts and delivery options: User may request for issue of Demand Draft by giving the details of Draft and delivery options.

5. Account Statement: User may request for account statement by selecting account, period of statement and delivery options. 

6. Cheque Book Issue: User may request for issue of Cheque book in selected account and delivery option. 

7. Funds Transfer Facility: User may request for Funds Transfer Facility (Transaction) in an account by selecting account. 

8. Account Transfer: User may request for transfer of account from one branch to another branch (the types of account eligible for transfer may be decided by the Bank). 

9. Phone Banking: User may request for Phone Banking Facility by giving one default account. 

10. SMS Banking: User may request for SMS Banking Facility by giving one default account. 

11. Loan Account Opening: User may request for a Loan by giving details of loan type, amount, period, annual income etc.

12. Request Status Enquiry: User may view the status of a request already submitted by giving request Id or date range or request status. The present status of the request is displayed (Processed/Pending/Rejected). 
How E-Banking helps
To Corporate

Competition: Banks feel the need to offer e-banking services today just to keep up with the competitors and to be able to retain their existing customers.

· New Markets: The Internet is not only a low cost approach to determine new distribution channels but also to establish a presence in new and upcoming markets.

· Customer Service: E-banking offers banks an opportunity to improve on their customer service by collecting and managing information pertaining to their customers and their individualistic preferences.

· Revenue Potential: E-banking also provides an opportunity to build on their relationships with their existing customers. For Example, bank Web portals could offer purchasing services for business travel or insurance to generate more revenue.

· Reduce Costs: E-banking is an opportunity for banks to reduce their overhead costs as the need for physical branches is drastically cut down. The running cost of an ordinary bank account for 50-60 per cent of their revenues, whereas the running cost of Internet banking are a mere 15-20 per cent of revenues. For example, in India, Net banking is estimated to cost just INR 2 per transaction compared to the INR 43 incurred while banking at the branch.
To Banks

· Innovative, secure, addresses competition and presents the bank as technology driven in the banking sector market.

· Reduces customer visits to the branch and thereby human intervention. This impact tells   upon establishment costs of the bank.

· Inter-branch reconciliation is immediate thereby reducing chances of fraud and misappropriation. On- line banking – an effective medium of promotion of various schemes of the bank, a marketing tool indeed.

· E-Banking site can act as a revenue earner through promotion activity by consumer corporate. Integrated customer data paves wave for individualized and customized services.

· E-Banking provides competitive advantage to the bank.

· E-Banking provides unlimited network to the bank and is not limited to the number of branches.

· By connecting all the branches through WAN (wide area network), anywhere banking facility can be provided.

· Helps in establishing better customer relationship and retaining and attracting customer.

· ATM can be better monitored and planned by establishing a centralized data warehousing and using latest data mining tools.

· Load of branches can be considerably reduced by establishing centralized data base and by taking over some of the accounting functions.

To Customers

`
Anywhere banking – no matter wherever the customer is in the world, online banking is just a website away. Balance enquiry, request for services, issuing instructions etc. from anywhere in the world are possible. Consumers can use their computers and a telephone modem to dial in from home or any site where they have access to a computer. Anytime banking- managing funds in real time and most importantly, 24 hours a day, 7 days a week.

· Convenience acts as a tremendous psychological benefit all the time.

· Cash or card free banking through PC banking. E- Banking expands the domain of access to banking services.

· Brings down cost of banking to the customer over a period of time.

· Cash withdrawal from any branch/ATM.

· On line purchase of goods and services including on line payment for the same.

· Transactions are executed and confirmed almost instantaneously.

· Also, the range of transactions available is fairly broad. Consumers can do everything from simply checking on an account balance to applying for a mortgage.
To Merchants, Traders etc.

· Increase in business because of increased purchasing power of the credit card holders and ease with which purchasing can be done.

· Less need for merchants or traders to provide credit facility to their customers.

· Making e-commerce a reality and globalizing the trade.

· Development of global and loyal clientele base. Assured immediate payment / settlement.

· Avoid all the cost and risk problems involved in handling cash.

· Providing services of international standard at low corporation.
To Government and Nation

· Globalization of trade and e-commerce.

· Providing global market to the national products and services.

· Establishment of e-commerce in India will promote exports and increase inflow of foreign exchange.

· Promotion of e-commerce and e-banking will eliminate the risk of carrying heavy cash.

· E-banking and e-commerce will improve transparency in transaction.

TABLE NO 4.1
AGE WISE CLASSIFICATION
	Particulars
	No. of respondents
	Percentage

	15-20
	7
	28

	21-30
	9
	36

	31-40
	6
	24

	Above 40
	3
	12

	Total
	25
	100


Source: Primary data
FIGURE NO 4.1
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INTERPRETATION

Table 4.1 indicates that 36% of the respondents belonging to the age group of 21 to 30 years. 28% of the respondents are belong to the age group of 15 to 20 years. 24% of the respondents are from the age group of 21 to 40 and 12% of the respondents are from the age group of above 40 years. 
TABLE NO 4.2

GENDER
	Particulars
	No. of respondents
	Percentage

	Male 
	14
	56

	Female 
	10
	40

	Other 
	1
	4

	Total
	25
	100


Source: Primary data

FIGURE NO 4.2
GENDER
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INTERPRETATION

Table 4.2 indicates that 56% of the respondents are male. 40% of the respondents are female and 4% of the respondents are other. 
TABLE NO 4.3
QUALIFICATION
	Particulars
	No. of respondents
	Percentage

	Diploma 
	14
	56

	Undergraduate 
	8
	32

	Post graduate 
	3
	12

	Other 
	0
	0

	Total
	25
	100


Source: Primary data

FIGURE NO 4.3
QUALIFICATION
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INTERPRETATION

Table 4.3 indicates that 56% of the respondents completed diploma. 32% completed UG and 12% of the respondents completed post-graduation.  
TABLE NO 4.4
POSITION
	Particulars
	No. of respondents
	Percentage

	Customer 
	15
	60

	Bank staff (Internal Customer)
	10
	40

	Total
	25
	100


Source: Primary data
FIGURE NO 4.4

POSITION

[image: image4.png]70

60

50 -

40
40 -

20

Customer Bank staff (Internal Customer)





INTERPRETATION
Table 4.4 indicates that 60% of respondents are customers and 40% of the respondents are banking staff (internal customer). 
TABLE NO 4.5

MONTHLY INCOME
	Particulars
	No. of respondents
	Percentage

	Less than 10,000
	1
	4

	10,000-15,000
	6
	24

	15,000-20,000
	7
	28

	Above 20,000
	11
	44

	Total
	25
	100


 Source: Primary data

FIGURE NO 4.5
MONTHLY INCOME
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INTERPRETATION
Table no.4.5 shows that 44% of the respondents have a monthly income of above 20,000. 28% of the respondents have 15,000 to 20,000, 24% of them have 10,000 to 15,000 and rest of the respondents have less than 10,000. 
TABLE NO 4.6
RESPONDENTS HAVING INFORMATION TECHNOLOGY SKILL
	Particulars
	No. of respondents
	Percentage

	Yes
	19
	76

	No
	6
	24

	Total
	25
	100


Source: Primary data

FIGURE NO 4.6
RESPONDENTS HAVING INFORMATION TECHNOLOGY SKILL
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INTERPRETATION

Table 4.6 indicates that 76% of respondents have information technology skill. 24% of the respondents don’t have information skill. 
TABLE NO 4.7

UNDERSTANDING OF DIGITAL BANKING
	Particulars
	No. of respondents
	Percentage

	Use of mobile money  
	22
	88

	Use of technology to bank
	3
	12

	Total
	25
	100


 Source: Primary data

FIGURE NO 4.7

UNDERSTANDING OF DIGITAL BANKING

[image: image7.png]100
90
80
70
60
50
40
30
20
10

88

Use of mobile money

Use of technology to bank





INTERPRETATION
Table no.4.7 shows that 88% of the respondents understand how to use mobile money. 12% of the respondents understand how to use technology to bank.  

TABLE NO 4.8
MOSTLY USING DIGITAL BANKING SERVICES
	Particulars
	No. of respondents
	Percentage

	ATM Card
	12
	48

	Mobile money
	8
	32

	Pay bill number
	4
	16

	Online payment options
	1
	4

	Total
	25
	100


Source: Primary data

FIGURE NO 4.8
MOSTLY USING DIGITAL BANKING SERVICES
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INTERPRETATION

Table 4.8 shows that 48% of respondents mostly use ATM cards. 32% of the respondents mostly use mobile money. 16% use pay bill number and 4% of the respondents use online payment options like cards, pay roll etc. 
TABLE NO 4.9

REASON FOR USING DIGITAL BANKING
	Particulars
	No. of respondents
	Percentage

	Accessibility 
	12
	48

	Affordability 
	3
	12

	Speed transaction 
	10
	40

	Total
	25
	100


 Source: Primary data

FIGURE NO 4.9
REASON FOR USING DIGITAL BANKING
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INTERPRETATION
Table no.4.9 shows that 48% of the respondents use digital payment because of its accessibility. 40% said they choose digital banking because of the speed transaction and 12% said affordability. 
TABLE NO 4.10

IF TO A SMALL EXTENT, WHICH AREA DO YOU THINK SHOULD BE ADDRESS
	Particulars
	No. of respondents
	Percentage

	Banking 
	7
	28

	Mobile banking 
	9
	36

	ATM
	8
	16

	Total
	25
	100


Source: Primary data

FIGURE NO 4.10
IF TO A SMALL EXTENT, WHICH AREA DO YOU THINK SHOULD BE ADDRESS
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INTERPRETATION
Table no.4.10 shows that 36% of the respondents said mobile banking should be address. 28% said banking and 16% of the respondents said ATM. 
TABLE NO 4.11
SATISFIED WITH THE SPEED PROVIDED BY DIGITAL BANKING
	Particulars
	No. of respondents
	Percentage

	Small extent 
	5
	20

	Moderate extent 
	18
	72

	Large extent 
	2
	8

	Total
	25
	100


Source: Primary data

FIGURE NO 4.11
SATISFIED WITH THE SPEED PROVIDED BY DIGITAL BANKING
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INTERPRETATION

Table 4.11 indicates that 72% of the respondents said that they satisfied with the speed provided by digital banking to a moderate extent. 20% satisfied to a small extent and 8% of the respondents satisfied to a large extent. 
TABLE NO 4.12
AWARE ON HOW TO USE INTERNET TO CARRY OUT A TRANSACTION
	Particulars
	No. of respondents
	Percentage

	Yes
	18
	72

	No
	7
	28

	Total
	25
	100


 Source: Primary data

FIGURE NO 4.12
AWARE ON HOW TO USE INTERNET TO CARRY OUT A TRANSACTION
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INTERPRETATION
Table 4.12 indicates that 72% of respondents aware on how to use internet to carry out a transaction. 28% of them unaware about it. 
TABLE NO 4.13

YOUR INTERNET ENABLED
	Particulars
	No. of respondents
	Percentage

	Yes
	25
	100

	No
	0
	0

	Total
	25
	100


Source: Primary data 
FIGURE NO 4.13
YOUR INTERNET ENABLED
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INTERPRETATION
Table no.4.13 shows that the entire respondents agreed that their internet enabled.
TABLE NO 4.14
DO YOU HAVE DIGITAL TECHNOLOGY APPLICATION
	Particulars
	No. of respondents
	Percentage

	Yes
	20
	80

	No
	5
	20

	Total
	25
	100


Source: Primary data

FIGURE NO 4.14
DO YOU HAVE DIGITAL TECHNOLOGY APPLICATION
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INTERPRETATION

Table 4.14 indicates that 80% of respondents agreed that they have digital technology application. 20% disagreed with it. 
TABLE NO 4.15
IF NO WHAT ARE THE REASONS THAT RESTRAIN YOU FROM USING THE DIGITAL TECHNOLOGY APPLICATION
	Particulars
	No. of respondents
	Percentage

	Not applicable 
	0
	0

	Security reason 
	2
	40

	Privacy issue
	1
	20

	Expense involved 
	1
	20

	Other reason 
	1
	20

	Total
	5
	100


Source: Primary data

FIGURENO 4.15
IF NO WHAT ARE THE REASONS THAT RESTRAIN YOU FROM USING THE DIGITAL TECHNOLOGY APPLICATION
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INTERPRETATION

Table 4.15 shows that 40% of respondents said security reason restrain them from using the digital technology application.  20% each said that privacy issue, expense involved and other reasons restrain them from using the digital technology application. 
5.1 FINDINGS
· Most of the respondents belonging to the age group of 21 to 30 years.

· Majority of the respondents are male.

· Most of the respondents completed diploma.

· Majority of respondents are customers

· Most of the respondents have a monthly income of above 20,000.

· Majority of respondents have information technology skill.

· Most of the respondents understand how to use mobile money.

· Majority of respondents mostly use ATM cards.

· Majority of the respondents use digital payment because of its accessibility.

· Most of the respondents said mobile banking should be address.

· Majority of the respondents said that they satisfied with the speed provided by digital banking to a moderate extent.

· Most of respondents aware on how to use internet to carry out a transaction.

· The entire respondents agreed that their internet enabled.

· Majority of respondents agreed that they have digital technology application.

· Most of respondents said security reason restrain them from using the digital technology application.

5.2 SUGGESTIONS

Based on above findings of the study following suggestion were made.

· Customer’s confidence building campaign should be strengthened 

· Bank should provide both offline and online information and assistance to customer for facilitating easy transactions

· Banks should conduct awareness programme with practical demonstration of internet banking service to prospective new customers

· Banks should simply mechanism to recover lost password without causing the security

· Website of the bank should be offered in regional language so that website will become more user friendly and interactive

· Banks should conduct awareness programme in order to educate customers about mode of operation services available, usefulness of services etc.

· The awareness about online banking services should be imparted through curriculum in order to aware students in colleges, schools etc.

5.3 CONCLUSION
Indian economy is witnessed stellar growth over the last few years.  There have been rapid developments in infrastructural and business front during the growth period.  Internet adoption among people has been increasing over the last one decade.  Indian banks have also risen to the occasion by offering new channels of delivery to the customers.  Customer’s acceptance for internet banking has not at satisfactory level.  In this study I tried to conduct a qualitative investigation of internet banking popularity among customers.  To conclude it can be stated that the recommendations of the study would be useful for Indian banks in planning and upgrading their internet banking services to society at large.
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QUESTIONNAIRE

Name

:

Age

:
15-20   
21-30

31-40
       Above

1)  Gender


Male


Female

Other

2) Qualification

Diploma


Under graduate
Post graduate 

other

3) Position (are you)
Customer


Bank staff (Internal Customer)

4) Monthly income
Less than 10,000


15,000 - 20,000
10,000 - 15,000


above -20,000

5) Do you have information technology skill ?
Yes


No

6)  What is your understanding of digital banking ?
Use of mobile money   

Use of technology to bank

7)  Which of the following do you mostly use ?
ATM Card 


Pay bill number
Mobile money

Online payment options, Eg: Cards, Pay roll

8)  Why do you use digital banking?
Accessibility

Affordability
Speed transaction

9) If to a small extent, which area do you think should be address?
Banking


Mobile Banking

ATM

10) What extent are you satisfied with the speed provided by digital banking?
Small extent


Moderate extent

Large extent

11) Are you aware on how to use internet to carry out a transaction?
Yes


No

12) Please your internet enabled?
Yes


No

13)  Do you have digital technology application?
Yes


No

14) If no what are the reasons that restrain you from using the digital    technology application?
Not applicable 


Security reason

Privacy issue
Expense involved


Other reason
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