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REFORT

A project on "Awareness of E-banking Services” was undertaken by
student of Commerce department during the month of March in 2022,
32 No.of students participated in the project work. The study has relied
upon both primary and secondary data. Primary data were collected
randomly from 50 respondents. In short majority of respondents are
belongs to medium awareness of e- banking. Age is one of the important
variables which determine the extent of awareness of e-banking services
and products. Secondary data were obtained from various sources such as
reports, journals, and books. Simple percentage analysis was used to
mterpret the data. The project work was supervised by Mr. Manoj Kumar
Das, Lecturer in Commerce. After completion of the project students
presented their report before the external and internal examiner for

valuation.
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E-Banking

1.1 INTRODUCTION

Now a day s information rechne logy plays a vital roke in banking sector Duy by day
increasing change in technology world, o leads 1o maprove E-Benking scrvices of varwous
banks, In banking industry in the past, lirge queucs coukl be observed for payment utility
billy or for cash withdmwals/deposits, The banks are sueceaded 10 reduce this gueve through
e of Intest technology, bat stll besy commeon people are demanding legs time methods [or
banking transactions. In this regard. hanks are gaing utiliee internwt faeility lor qustomer’s
sransactions: 'This method will reduce paper work, and will prve quick response 1o Customer
while they remain n ther pffice or a1 home It provides various ndvantages 10 CUsIOmers of
various hanks Now a days peaple are educated more than older days, voday buman lrves
pecomes machme oriented und they don't have encugh time 10 visit bank tranch than oven

before

E-Hapking means providing hanking products amd services throuph  electromc
delivery channels like ATAL interne banking, telephone banking and other ehectrome
delivery channels Tnternet banking highly useful 1© the custome one who have comjpuler
with infernit eonnectinn, they need not visil bank branch fise: ther busmess: transachions
Simply they uan tronsact anwvwhere, novtime if they have miemel connecticn by dialling the
telebanking number customer can get VArEUS facilities ke choque book request. balance
enguiry ¢te, F-Banking includes the system thnt emables the fimancial insbtuinsn customers,
individinl or businéss, 1o access aconums, bansact business, or obtam miormaton on
finuncial products and services through a public or private network, meluding the ntermniél
ustammers occess B-Banking ssrvices using an miclhgent eloctranic device, such as personal
compiter (PC), auomated tether mochine (ATM), kiosk ar mobile phone

Eleclronic bankmg 15 & high-order consiruct, which conssts of severnl distnbution
channels. 1t should be noted that elecirome bankmng is 4 higger plutform than just banking via
the internel The term electranio banking can be described in miny ways 1o a very simple
forr. it cun mean the provisien of miormation of services by 4 bank to its customers, vie a
computer, television, telephone, of mobile phone (Danel, 1999 Electrome bhankmg Tan
diffcrent types of delivery channels telephone, PO, mohile and the miemat  Woreover,
Personal Computer allow customer 1o tse all E-Banking facility at home without go to bank
It pives customers a variety of services 50 they can move money bebween lecounts, pay ks,
check balances, and huy and sell mutual funds, securiies and also subma electronic lpan
applications through PC Banking A mobile banking servige 5 the neowesl service in
clsgtronie hanking Customets can check their bafance and make adjustments between
ACCOUNE, ACcOUNt transpctions, payments oo Internet W the terconnection of computer
communicition networks which enable the customer 1o perform all the bankmg actnatics
aver the imernet it i the latest wave m the nfarmation technology The NET = changmg
evervihing, from the way of conducl commerce and the way of distribution of information
Several benefits of strong eleslronie service hive also been sdentified an including satisiied
i retumed customers, altraction ol nEw cuslOmETs, development of costomer celalionships,
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E-Banking
moreasod sales and market shares, enhanced corporate imige. reduced costs and increased
profit margins and busmess perlormance

The main advantage regardmg E-Bankmg s that i availahility 24 hours a day and 7
dave 1 week. Customer’s perception and life style pliys imporiand role m growth of H-
Banking system

The fact @ that the customers are even not using all ol E-BHankmg products and
services offered by the bank 5o there anse the necessity for the study of customers
awareness and perception wwards b-Hanking services

1.2 STATEMENT OF PROBLEM

With the changing environment. banks implemented vartous F-Banking fmcilities 10 the
consumer's one after the other 1t ingludes internet bankmg, mnbe banking, sms bankmg und
telehanking ete. According 10 consumEt $ mEres and comvenience they cin use the
Bankmyg, transactions through enline 24 huur services without hassle Due o rapyd change in
{echnology and the delivery channels have been introduced Despite these posiabilities, there
are various pavehological and bebavioural ssucs such as reluctance to change trust in pne' s
bank. security concemns, preference of human interference and like impede the growth of E-
Banking. In this regard a study has been andertaken on the Lopic conswumer peToeplion
towirds H-Banking serviees with special relerence 1o areckode binck panchavath

1.3 SIGNIFICANCE OF THE STU DY

In the lght of digtal India sed the central government's imtainve 4n cashless transzet omn
seopomy. it % relevant 1o study the consamer & perceplion towards E-Panking services. [ is
impartant 1o be avware of the facilities and #1s usage and what are their comcerns or not using
E-Banking This 15 an atiempt to know the consumer perception towards E-Banking services
with special reference to areekode hlock panc havath

1.4 SCOPE OF THE STUDY

Today the customer demands the hank s services fior 24 hours. Now m the modern age entire
hanking structure has been changed due 10 widespread interned technalogy. how all business
like eammerce, trade, import, cxport, purchase and sale of goods is relying upon electrome
hanking by using advanced electromic technology the hanking services sre fast and

eeontfrieal
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1.5 OBJECTIVES OF THE STUDY

s ‘T'oidentify (he awareness of E-Banking services

o Toknow the perception lowards E-Banking services
s Tostudy various senices of E-Danking

s  To understand vanous problems faced fy consumers while using E-

Hankmg servaces
To obtain suggestions for the mprovement of E-Bankmg services

1.6 HYPOTHESIS

Hy: The educstional gualification und level of swareness about h-Banking servicss are

mdependent

Hi. The educutional qualification and level of swareness ahout E-Banking services are

dependent

1.7 RESEARCH METHADOLOGY
Research design

nt study i designed as an exploratory research i the
1 intend to provide i conclusion but 3 hetter ides

The prese research conducted 10 Know
the pature of problem and does no

Source of data

Uipder this study both prmary and secondary dutn are used The primary dota collegted by

filling the questionnamre from the consumers of arcekode hlock panchavath

a
A, Sample size: 100 samples

B Sample area: Areckode hlock panchayvath
€. Sampling method: Eandom sampling method

Tools used
AL Dala collection toods:

i Primary datn:  Cusstionnaire
ji. Secondary duta: Hooks, journals, wehsites
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B. Da sl5 tools:

For the purpose of analysts the information obtamed through primary data the

taols used are percentages, weighlod average, chi-squars test

(. Data presentation tools:

Ihe tools tsed for presentation are tables, graphs, chirts, und diagrams

1.8 LIMITATIONS

17 The stody is limited to areekode block panchayath alone

11 Accuracy of datn depends upon the miormation’s provided by the respondent
1} Respondents were relueiant 1o respond

4) Incomplete mformation from the respondents
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2.1 REVIEW OF LITERATUR

A Few studics had been made which were indirectly helpful o this investigabion. Reviews of

aoch studies are presented below

Meuter etgl (2000) found that Customers perceive the guality of services of Inlernel
banking based on the performance of onlne delivery sysiems —nit on the processes in which
the deliversd service @ developed and produced Because customers percewve Internel

hanking service guality based on relatively standardized outeomes delermuned by online

sy stems

Black etall 2001) Conductid the study 1o know, what are the customer's perceptions about
interret bankme and what are the drivers thal drive consumers How copsumers hive
gecepted internet banking and how to improve the usage rate The study revealed That
eilucation, gender, ncome plays an mmportant role in usage of infenet banking. . The research
sintes that if skills can be upgraded there will be greater will Lo use misrnet hanking by

COnMEUMETS.

Jungetal (2004) Stated that Online banking requires perhaps the most consumer myvohement.
us if requires the consumer to mamiam and regularty mteract with addrional technology (a

computer and an Intermet conpecton)

Riguelme (2006) Investigated that the majarity of eustomers i the sample are satistied or
very satisfied with the service and online systems attributes. 1t appears that companies that
offer 4 wide product ponfolic and relevant website content pccompamed by prompl and

courtenas response create satisfaction anlibe

H’
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Srivastva (2006) Found that (1) pereeivid risk wilh online shopping, (2) past experience
with online shopping, (3) perceived benefits of online shopping. (4) percewved ease of onlme
shopping, and (5) pereenved! uncemtainty of online shopping are the factors that affect the
customer perception regard ing E-banking

Kesseven (2007) Sad that the mostly used E-Bankng scrvices are inter ncoount transfer,
payment 1o other personal nooount, transfer o credit card account, recharge mobile phones
among others Comparing demographie varables of the nternet banking users o Lhe non-
imiernel banking users. the analysts reveals that there s no significant difference between the

twio group of users with réspect W age group and the education level ol the respandents

Suvar et All ZO0T) Discussed that the developments in information techno bogy and the
subsequent evnlution of miernel banking have fumdamentally changed the ways m which
hanks implement thew business and consumers conduct theit everyday bankmg activities. The
results confirm the mfluence of internet trust on risk perceplion amd consumer attitudes
wowards intemet batking Propensly to trust is a determinant nol anly for mterpersonal

relationships but also for trust in lechnological systems Ihis s not a representative study

Srinivasan @007) Investigated that in specified region of Kernataka, channel convemence.
chinnel eontrol and channel security piavs an mportant ale m the selection of channels
Some regims still see peophe wha are sruck 1o branch banking and are not rendy for a
chinge in mmdset. Across Telebanking wis not papular singe it was not perceived as a sife

and conventent channa|

Uppal R.K (2007) The study concludes that the customers of ¢ banks are sutisfied with the
difibrent e-channels and thelr services in the spread of e bank ing serices

Vardhman (2087} Sad Online Banking - The Meed of the Modemn Professional- Internel
Banking has been wo popular n the countries it hits been mplemented a0 far due 1o corlam
reasons Dnlme Bankme makes the regular transachions for o client speedy and time ¢fficenl
with lntle or no paperwork imvolbved. There is no need for standing m long ques any mora for
making 3 deposit or getting o withdrawal Banking has turned nto u 347 service with the

hank always available 1o their chent

——————————————
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Safoenn Z010) Determuned the consumer attifude on inlermet bankmg sdoption Findmg
shows that perceived uselilnens, percoived edse of use, consumer awareness and percetved
sk are the wmportant determmants of onlme hankmg adoption and have strong and positrve

effect on customers to acgept the online banking svstem

Ruo, K. Rima Mobans and Lakew, Tekeste Berhany (011 Framines the service guality

perceptions of customers ol public seclor and private sector banks in the city of
Visakhapatram, Indn The author reveals that the Rehabilty und Assurance dimensions of
service quality scored the highest raumgs while the Tangibles dimension got the loovest seare.
Woreover, the study found @ stong dessmilanty moserviee guality perceptions betwesn

cistormers of privite seator and publie seclor banks

Uppal, R.K 2011} Threw light on growth of information technology in various banks The
objective of this research 15 1o analyze the extent al technolngical developments in varous
hank groups. Findings shaws as caompared to new private sector banks and foreign banks, m
public sectar banks very Jess [T has taken place. The maximum technology 15 takmg place in

new generation private seclor hanks and foreign.

Dharma lingam, S Anand Kannan, V. @012) Hvaluted the serviee quality in retail
banking m the Taml Nedu, hased on differest leveis of customers’ perception regarding

service quabity. Data are collected from Three Private Banks, ie [TICLAXIS and HDFC
Bark The reull mdicstes that cusiomers’ perception 1s highest m the wngibles area and

foweest n the Product Varncty area

Bahl, Sarita, (2013) Determined that secunty and privacy isues ane the bz issue n e-

banking. 1T sacurity und privacy ssues resolved, the future of electrome banking can be very

prospenius
Dr. Shumsher Singh (2014) Researched on customer perception of e-banking  This paper

has exammed the adophon and mmpact of e-banking among the customers of difTerant banks.
Ihe banks in India are racing to use this latest tochnobogy 1o reduce ther operational sosts
amd nerease customer base. E-banking 15 a term used for performing balance checks, account

ITENSRCLIONE, VTR NS cio
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R, Elavarasi, Dr. 8. T, Surolivel (2014) Fxamined thal mean age of e-hanking ugers were

mostly men is compared to women. The major findmg is that there is an mereasing change n

technology world and n leads to mprove e- banking services m varous banks.

Sunil Kumar (2015) Has done 4 study on consumer awareness und usage of e-banking
services. The resull of this rescarch was found 1o be that, the consumery are not frequently
using these services but they have strong desire to use these serviced In future. The present
study is being undertaken to amalyze how the banks have been exploning the leasibality of

wsing mobide photes as an aliernativie chunnel of delivery of bank ing services
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E-hankmg, also known o internel bankmg. onlme banking pr virtial bankimg 5 an
electrome payment system thal enahles customers of a hank or other fmancial mstitution o

conduct o range of [inancl transactwons through the financial institution’s website To
rcciss 0 financial mstitition’s anline facility, 4 customer with mternel scocss woukl need
ey register with the institution for the service, and set up o passwird and other credentials

tor the verification. For other E-banking facilities, necessary procedures wré la be dong

necording 10 hinker's mstructions. For the use of A I facility, the card must be aviiled.

There are two ways 1o offer Intermet banking. First, an existing bank with physical offices

can. estoblish 1 weh site and offer Internet banking n pcddition o its traditional delvery

chiinniels. Second. a bank may be established as a “branch less, Internet only, or virtual

bank” without any physical branch

Ihe orign of the modem enling banking services wis the distance bankmg
nervices over elsetronic media from the sarly 19808 The term “onling’ became popular m
the late 1980% and referred 1y the use ol & termanal. kevboard omd TV (or moninr) 0

the banking system usmg o phone fine. Ophing services started n New York mn

access
k. ("hase Manhattan, Chemical and

1981 when four of the ciry's major banks (Citiban
sanufscturers Hanowver) offered home banking -services usmng the widestewt systam

Beciuse of the commercisl falure of these banking seryvices neves became popular excepl
i France where the use of videotext (Minntel) was su haidized by the 1elecom provider and
the UK. where the Prestel system was used. The UR’s first home online banking service
wiis known as Homelink and #t wos set up by Bank of Scotland for customers ol the
Nottingham Building Socrety (NBS) m 1983 The system used was based on the UK's
Prestel view link systerm and used & computer, such i the BBC Micro, or keybodrd
(Tandats Td1400) eonnected 10 the telephone system and television sit

The system allowed on-line viewing of stataments, bank transfers and bull

payments. In arder to make bank tranafiers amd hill payments, a writien msruchion giving

ﬂ#
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ﬂ

detls of the mtended recipient had to be sent to the NBS whe set the details up on the
Homelink systern. Typical recipients were gas, electricity and telephone compames and
accounts with other banks Details of payments to be made were mpul into the NBES
svalern by the sccount holder vin Prestel BACS was lster wsed 1o transfor the payment

directly. Stanford Federal Credit Union was the fwst linancial matituticn to offer online
internet hanking services 1o all of its members in October 1594

Today, many banks are inlernel only banks They tvpically differentiate themsehves
by offering better interest rates and moare extensive online banking leatures. In India. the
ICICT was the First hank introsduced ontine banking facility and which was m 19896,

CSENT INDILA

E -banking 15 wiormaton technology based bunking Under the system, the hanking
services are delivered by o computer-controlled system In India. E-bunking s of farly
recent orgin In this fast moving technological world, evary human activiy s trangiomuing
1o technalogy based, and the human life style alse changed with this a lat of So. a speed
and convement system is necessary in the banking seetor also, Here comes the use and

eifectivencas of e- bankmg with the present workl's requirements

E -hanking ensires 24 hours of service to it customers. The cost af transactions and effort
for the access is neslipibly small compared 10 the tradawnal banking svstem. The Lndian
government has put 4 reasonable care 1o {hs system and announced varsus programs and
schemes like DHzital India. Jan dhan yojana, Adhar linking with bank accounts, cashiess
ecomomy initintives ¢tc. Il is hopeful that Indian banking sector o fawly mature and alse
they are trying 10 make inmsvations in this sector. The shops keepers are very willing to

mstall the POS swiping facility to simplify the money transsctions with customers and

deilers.

b, ] 5 -BANKIN

The salient features of Imernet Rankng n India enluted below

»  Ensily adoplable by customers
# Lagy to deploy and maintains

¥ Cowl effectrve salution

#
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Comvenment banking.

Customized products and services
sy nioess

Low cosl and: save tme

Round the clock svatlabihity

Elmunston of waking time
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Avond travelling to and from 4 bank
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& Privacy

& TEaseni shoppmg around for best pres

-3 1ni'-'-rn1u.l.|uug:sw.l.r;'rf-.=

& Tinuncial planming capabiiky

@ CfTers neiw waliie 10 COBOIErs

Egﬂts for Banks:-

& |Lower cost TR iransaelan

& neresse customer pela wamabip.

& (Creale oustomEs loysity

o4, Limd consumed wnid overhead phigrees.

& Heduge el
& Ability 1o customiie products and services is per pLstOmET & reguirements
& Amlity 1o acgess d lare market

& Reach new segments of the
yaicil mi ragtraciure requu

population

& Smmum pb emii
& Increasc cusumer knowledge
& Fliminate the waste paper

i Mexably and 1he

pppeoTiunities {or mmproved saviee.

& Increase

ad Lo protect the aeenum nformalion Event

% gRCTYLION software 1 us
e hacking

& The compie

though. Uncre are B9 perfect systems gm, the avciunts BFe prone 1ot

attacks, the phishig
& The online banking 15 penerally
confidence inthed seCurity
hip with bank and stafls ca

the malware andd the illegal actnitics
wecure. But, it s ool plvay secure Eaven the hanks

system

sinot be utilized fof spacial henelis,

donot have
b Personal pelnins
il ndvices

AT I Lagm and (inanou
w ihe expected guality

& The cuslomeT sepvioe can he el

Page 15




E-Banking
ke developed

& Lack of implementng advanced technologies and “ScrViees

pEountnes
the clistomer sl Wl unl ik 1t back

& 1f arry problem acurred 1o miemel or sysiel,

up for accessing account

e of onling transactions lake up 10 1 10 4 days to stk especially when

@ Buch Ly
vou make deposit by maling ghigues

& When online link goes down, you eannol resart 1o BEY allernative system Lo gel

your transactEms processed

& |ncreasing number of fra udulent websites.

e Aubom ated | clier Machine

llar Mnchines are computerized telecommintcation device thist provides

method of financind frnnsa
These are meant for balanee S|P IS,
cies of the bank This

The Automated l'e
g frsanciual trstatiors crstomers o
2 human clerk or hank telker

other facilities depending upon pol
fie safie to be used

ctions o public space

withat the need for
ciish withdrawals and  TammY

o and password to lng 0 andd s there

PUGLLTES [ yabid Dystom 1

. I!Eﬂ!ug

slectramc banking Mo --days, thesd

i AThs for balance cOquICY and cagh

i counters. Lebit Cards epsure the

Fehit Cards i another advanced technology of the

purpose cards and can be used
gl vario

catds are the muli-
withdrawal of ean be used lor Sisy shopping

cduction of amount from she acoaunt just by scraiching it on the maghme

autamatic d
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e Credit C
A credn card system w o type of retadl {ransaction scithement and credn system, mamed after
thi-svetem. 1n the case of credit carda, the suel

Ihe small plastic card wsued to users of
begome very popular i tndin with the

y to the comsumer Credit cards
areign banks 1n the couniry

lends mone

ntroduction ol 1

s 5 L Car
s o plastie card used for stonng and etrieving parsetal mformation

A Smart oard
of it creds curd and conlains slectronic memory and posatblv un

warmally, it 15 the sI7e

ermbedded integrated awewit-

s« Kiosk maching
A kiosk is a small, free structure that displays information af provides 4 service Foaakes can
and unmanned kiosks can be digtal or pon-

aa with highfisot tratfic In shopping mall Jfor Exampie an
laced near entrancek b0
ned kiosks temporarily set upand
= with u cost effective Way o display

rovide online banking o7 tckel

he manned of unmmanned digital Tn Pasiness,

Liosks are often uped m locatic

~Jigital kiosk can be p provide people pasiing v

ynmanned | non
i#els can

with directhions or prnnwtmnul messag ng Iman

provide busmesses that have seasonal sales oyel

wares. and digial kwaks placad noal movie theatees cani p

sivles SErvICEs.

« Onli | Payment S¢
Each bank has Lie - UDE
fance COMPANICS, AETORS the cou

rvice provides sl

ntry. You can faciliate payvmerit ol electrieny

To pay your bills;

with Warmis grility companies.se

Insu
and telephone bills, mohile phone and
i 15 complete a ample ong-Hme regi

urance premiom bitls
allwou need w d stration for each biller. ¥ ou can

w instructions online 10 pay vour TeCurring tills, automatically

plso sel wp stundil
deet mol charge costoToETS for online bill pa

Generally, the bank et
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. FHIE TEmEr

vou can transfer any amount from one account 19 ancther of The same or any

annther hank Cusinmers <an sond money amyw here in India Onoe you logim 1o your

s the payee’s acoount
s, Wherens m a traditional methoed, i Takes

acciunt, vou need 1o menlis nirnber, his bank and the branch

The transfer will tike place in a day of

abaut three working days

ki af fer

» EFL
11 is the elegtronic U ansier of money
| imistitution or scross multiple mslitutia

intervention of bank stafl

from one hank account (0 another , ether

within a smgle financia ns, Vil computer

hased systems , without the direct

¢ NEFL
sJational glectronic fund rransfer (NEFT) = 4 nalion-
Under this scheme andividuals can

nch to any indradual havime an

widé payment svslem

figgilating one 1o one funds trans fer
electromeally transfer funds from any hank tri
ith sy other bank beanch tn the oty partice
rrisd] et setthernent (DNES) basis which settles tr

account w pating m the scheme it
ppirales on a defe AnSactons in

hatches There wmo mmLERum lymit and Tgsomyem il a8 [0 lakhs

« RIG3
It 1 the electronic payment system that nllows mdividuals to transies

funis between banks - 1115 hised on gro
n basis The mmmmum litmit of transactions i 2

& cettlements where trunsgclion

i sestibod on an msiTucl i
[ kb and maximum lmit 1 lakhs
JRECH
Il =
reguiated by the T

et een two hank aceounts

4 payment systern launched by natinnal payment corporanon of ndia ianid

peerve bank of indin which fagiiitates the |
an the mokale platform. 1t s bkt over (mmps) for

ntant fund transfer

sransferrmp funds using Virtual payment adddress, sccount pumber with 1S

{*ode, mobibe mumber with APk
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s Shoppi LY our Fi 5
ping wehsiles Wh a range af all knd

Leading hanks have Lie Ups with varous shop
ks made comveniently throd ah

s ean shop online and the paymen. 1% 2

of products, ¥
s by Tailway wnd aw iickets thoough ot

vorur aceount. You can i ernel hanking

s  Credit Card € ustonwers
Wwith Internel banking, customers can nal anly
1 you lose your eredi i,

pury therr credit card hills onlne Bul

aleo get a loan on their cards you cat Teport kst catd

ol

« Lickel Booking
intermet hanking provides the facility o
PrOEramS eniry pisss thra

hook various tickets [k raakway, aif
tickets, miovie tickets und other ugh onlmne by making tied

ap with those parties

Mow investors with imterbmboed

Y ou gan open an KD onlne through funds tramsfes

desmit aecotint and bank account can easily trade in the sock market and the smount

will be sutomitically debited from their respoctive
¢ aome banks even give You the factlity

hlrwndovs, st

hank sccounts and the shares will

e credited in their demal account Woareove
to purchase mutual funds directly from the anlme hanking system
d demat account. However if you have

lesding hanks offer both onlme hanking an
wou need 1o sign a

aceount with independent share hrokers. then

| link wvour two actounis

youT demat

gpau:ml. o, whieh wil

b

our prepaid mobile phones by lopging m 1o Interme
sur mobile oumber and the

s Hechar b 1
i hankmg

Row, We can lap-up

By just scleching youor Gperator’s Rame, SMmCring. ¥

amaunt fior recharg
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E-EankinE

» Lending

he ability to spply for loans online. Make

an on-the-gpot respomse. Lar Tt
own decision orileria and the

E-bankimng allows the susinmers L
active loan

e loan decisions and give
financial instituton’s

prrred it
decikians are based on

applicant’s real time credil buresu data at all mujor credit bureals

* lmaglog
Internet banking provides cu

check mmages und stalements, 1t i COnVa

stomers fnsl, odsy and secure cloctronic Access to Uheir

nient for them rom fome or affice,

» Account Alerts
rtunity 1o notify CUSLOMETs with

f-banking grves the Anancia] mattution the oppo

real me email account al
n o check clears an account. an

ey Customers define real-time, el mye when” aberts that

notify them whe accoum balance threshold 15 met

fied transaction activity OCCUTS. This solution 1a the perfect add-on to

anidior & sped

Inteznel Banking solution. erab! leverige 247

ing a finangial insbitution 1o truly

anline bankmg channe|

o
& an dutomated onlme dccaunt e

ran]-Lime GCCoUDl OPOTUNE and funding alk
ng costly mamual processes and making

= ACL i i
g and funding process for

[ -bankmng provde

new AdCOUnEs Autornaling

Y S L T
lower account opening costs by AR

rvices available 1o consumers T

products and s

BTy of ¢ ba

¢ Internet banking

lfternet banking B the W

| for the bankmgserVices,

as Dpening an account, oF trareferring funds smong
enument and

e of inlemnel as a dehvery phanne

including traditional services, such
different agcounts, 1% well as new bank g seryicss ench as electrome bill pre
¢ customers (o pay and recene the bills ona bank's web site Uhere

kg Fmst, an cxptmg hank with physical oflices can

kpe Do ways 1 oifer inlernel ban
Page 20
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E-Banking
delivery

nking in addiren 19 s irsdional

establish o weh siie and affer iernet 1
channels. Se 1 [pternet onky’, of yirtual

faink. The Reserve

a 'brapchless

¢opd, a bank may he established s
king group on Inemet Hankmg

fank of Indin consttuted a Wl

wervice provided by a hank of other {inancial mstiulen thit sHows is

sAobile hankmg = a
a mohie devioe sych &3 asman

customers 1o conduct [inancua] transactions remotcly WSInE

woftware asually called app. provided by 1he Giancial instivution for

prhonie of tablet W uscs

the purpose 1 5 wvailible ona 24 hour hast

«  Sms hanking

1t &5 & form of mobike hanking: 115 3
called notifications or alerin 1o cus
¢4 gustomers 10 perform

facilty used by some hanks or othe financial

(also 1omers mobile phoncs

Jrst utions 1o send messages
¢ provaded by 1hem which enabl

using sms messaging. Gf A SeTVIC

some Tinandcisl LrEnsaciinns uSIng Hms

= Jelephone bapking
Tekephone banking = one af the mest populr

i, that enables customers 10
g need Lo vistt o hank branch or ATM

hanking it @ s2rVIce provided by a bank af

perform a range ol financinl

ather rancia] nsiiulk
it eanmol

raneactions over th 1elephone, without th
ar

i

be used for cash doguments {yuch as chagues } for which customers must vist an AT

hank branch

g steadily with the mereasing namber of
porosas o deep wide demographic that
oF credin and debit cards in Indio i

[he intertvet hanking 0 Il s grow
nil sers il smarl phones I s growing

tmter
age, Income, jpender, culture The aumber

e luscley
adit gards. 1n Murch 2016, a total of

stiead ily pismg bt Indisns still prefer denhid emrds over oF
Page 21



E-Banki nE

| § million debi cards were D pperabion according 1o the

cosd 10
ranch banking

24 51 milhon eredit cards and Bb

nk of India 1118 entimted that 1he the bark per transsclion done over the

Hnerve o

Irternel 14 neat iy one cighth of that done through b

i whroud, Indian hanks offermg online servicss atill have a long way 1o

Compared to binks |
o For onhine banki

ard the suificient jnfrasreciure plage
firewalks, digial certfic

g leaoked al, thete s as yel

re which @5 nbsohuely

ng 10 teach & critical masa, there has 10 he suffichent number of users

Though varwous sgoutiy Oplions like Ime

eneryption, branch sannectian eneryplion, ales, Butomsie sgno i,
yler TecOVErY $iles are place or are hei

candom pop-ups and disa
indin: offering Public Key | nirastructy

my Certification Authoniy m
necessany for onlme hanking
The customer ean only he assurcd

iuthority certifyms digital sigratures 15 m place
today  india is also nol encagh to meet the needs of lugh priorty sery
Hanks offering online fucilities need 1o hive on affective disaster
g Tisk managemenl mesiTes Hunks offermg online
hecause even a few minulss of

¢ gnline activities 1f an
sndwodth pvuilahle

swoes likae onlme

of a secured condut for 1

The communicaton b

hunking and trading.

recovery plan along w ith comprehensv

facilities nlso need 10 calculate theo downtime Iosses,

Jewntime in o wedk coald mean sybstantial bosses

Gome banks even todsy do not have unimterrupled power supply unid or
Proper enerypticn of data and cffective us
to be

syslems o

g ool

take care of prolonged pawer breakdown

isawords are als matiers that leave a lot
1o gnsuie that errors do not take p

o he desited Systems and procesies have
cope 61

P
put in place
i India for ¢-hanking services il the bonks
gauld be more hard and betier

laee. Fven though there 15 & wide =
and povernment initrate with strongef

imarket
Jdecichons The security loatures aguiinst hacking In 1.3
tion, there 15 o larger opporiurnities of F -hanking by reaching at the every

PR
ar P o0 0 acreceoe
B O
LB e
® % 9 8

ballion of popub
cust omiers with the hielp of miernel
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E-Banking

CHAPTER 4
ANALYSIS AND INTERPRETATION
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E-Bankin

GENDER WISE CLA§SIF1CATI£]N

Table no; 4.01
Gender Number of respondents Percentnge ]
hiale 52 52
Femnale 45 AR
Tolal | 1 |00 J
Source: Prmary data
Chart no: 401

wiule respondents are mare than female respot

INTERPRET ATION

\dents, they constitute 32 Per cer anil

per geml [om fermale respondents

onky 48

Page 24



Table no: 402

Education qualification Number of respandents |\ percentage
Tp 1o SSLC 27 2
-“_-_._'_._ o }
HEC 27T 5 7
LI 20 20
PG | 17 7
Others 14 14
Total 10R] 1 _!
Source, prmary data
Chart no: 4.02
u
]
Fiil
15
u percertaga
10
5
o
Up toSELC
HEC
INTE ATl

20 % s grodustes; b

HSE and 17 per cenl ire post gracustes. 2
they are educated

37 per cenl ate studhed up 10
dents aware of E-Bankimg s vices hecauss

clear thal majority af respon
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E-Banking
QCCU PATION OF REPQNDENTS

Table no: 4.03
| Occupation mumber of respondents Percontage

o, employec £ I8

Privale emploves 44 46

Self employed 15 15

Others 21 21

Todal L 1
Bource; primary data
Chart no: 4.03

MoHoEwmEnL S

LT

i Porcantage
15
F I

(3
Gou. ampioyee Private &t amployed Dhers

oy

hat 46 " of the regpondents ure priviile employees. Only 1§ per cent
Gonvt. employee 11 18 clear thal ihe maxImMum

hegause of their busy dathy life

It ks elear from the table
of respondents are fxll m the category of
umiber of persons ¢an adopt E-Banking services

Fage 20




E-Ban kinE

ANNUAL INCOME OF RESPONDENTS

Table not 4.04

[ o aTrapendents | Percentage I
r Apmual inceme | Iih, 0 |
.~'|
¥ =
Helow 1 lakh l .
T T 0
| lakh - 3 lakh II 3 :
e — %
g ll biM)
| N !
] l|'|||.|| |
I_‘:-‘m.-urc-: primary datn
{ ‘hart no: 4.04
a0
N e cAniage
10
20
: Balow 1 kikh  1lakh—3 3= 5 lakin
kakh

tow 1 lakh Unly 8 per cent

ol be
the annwal ncome 11
oy Arc Curmmg

w7 ' of respondents nre .
s e the same time 40 per ol ressprisrl emits

respondents are eafning ghove 3 Inkh At

|-3 lakh
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E—Eankinﬁ

BANK ACCOUNT OF CQN§UMEB_§

Table no: 4.05

I
Category No. of respondenis Pereentage |
SBl ET 49
e —— =
Federal 20 20
— I
HEFC 14 Vb
e o —]
13

—

{thers 5
Total II | 0L | 100

Source Qrimury datn

Chart no: 4.05

B0
54
A0
¥ # Percantage
a0
-1ine
o

SEl Federal rOFC Ot hamrs

ents are e CUSIOMCTS of BB1.20 %a respondents

Amiong the total respondents 49 84 of respond
omers ol HDFC. 15 % af them are

ure Federal bank 16 % of respondents are the cust
customers af others banks




E-Bankinﬁ

TYPE OF BANK ACCOUNT

Table no. 4.06

Type of bank account ' ~Nao. of responidents percentage ]
Havingn 4t Kl Kl i

(rrent AL 4 4
Recurring deposit &/C h 5 a

Figed deposit al'c 8] [0
Toial | L3 ]

= 1 |
Source primary data
Chart no: 4.06
Fied daposn i '
fecurring daposit a/t ﬁ
[ ] -p-mentu[t

Cugrmant &t !

—————

1] 20 A e Bl 100

istomisrs have Savings acgount in

wwing habits of the pe pke. 10

peCcOLns 4rc

s ¢ledir that most (80 per cent) €
for inorensmp &
current aggount Current

brom the shove tablie that
ihe bank, Savings AeCC wunts are mamnly opened
per cent hive fixed deposits Only 4 per cent hava

mainiy opened by the Businc:ss TN

Page 24
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E-Banking

Table no: 4.07

Period | N, of respondents | percentuge

| year 13 13
1-2 yomr 23 33
2.3 year 17 i7

3 year 47 47 R

Tetal | L [ EHT =

Source: prumary data
Chart no: 407

of respondents are Using hankimg services 100 MOTE {han

per cerl
jees for less than | veus

The analysis reveals thal a7
hem are waing bankmg sery

Y years, Cnly 13 per cenl of |

Page 30
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E-Banking

AWARNESS ABOUT E-BAN KING SERVICES
Table no: 4.08

Respanse ['No. of respondenis percentage
Wes 4 14

N 26 25

Tetal 100 10

Source primary datn

Chart no: 4.08

about E-Banking services A the sarme Lme 365 per cent of
E
gs They are pware ahout ATM anly hmm 1y

okt of the CUsiOMERs e AW
|,'|1,.'1|i|.:l.1 b the lI'.h|'.l.|'l!l-'.

cuslomers arg Nt Aware af E-Banking servie
-ducated respondents ate qware sbout E-Panking AETVICES P

/
Page il
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E-Banking
SOURCE OF KNOWING E-BANKING SERVICES
jRANKlHQI

Table no: 4.09

SO Raunk 1 Rank 2 Rank3 Hank 4 Runk &
Hank afficials 32 20 ¥ 32 %
Advertisement 0 g 37 a0y T

Family K 4 8 20 30

Friemds 20 i 37 30 5

Cithers 0 | S 20 B i
Source TiRan | Rank |Rank |Rank | Mean square [ Rank |
kl k2 (3 4 5
Aank officials | 160 B0 14 fdl ] 3 87 5
Advertiement | 1R a2 o6 40 20 288 3
Fumaly ) || 176 | 24 10 20 3 3|
Friends | Ot 1H|- I-.«r-. 40 ) 32 [ o
“Others T l 32 |I i) | 16 a4 ‘i' 36 | A |
Chart no: 4.09

in

[ i L1=] I
m
=
m
=
=

& ol secondly from {mibes

1o know E-Bankng services from frienid
-Bankmg

KAsl CUSIOMErs Skt
goes 1o sthers: They came 10 ke B

3™ gank goes 10 adverlisemon
other servike

¢ last rank
e e lude COSNBTRERS

gervices Lo from
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E-Banking
LEVEL OF AWARENESS ABOUT VARIOUS E-
BANKING SERVI ES
Table no: 4.10
RERVICES | HIW A ~ LA HNA Percentage |
Cinlime il 20 1] 51 T i 77
pavmeTil
Fund | Hil 112 a4 i 17 Tl
trimsle
Fickit 143 |32 42 T4 B 71
bk o
Shopping 210 1108 13 24 ] 17
Lending [0 T 42 40 eaf L7
L'.-'{-:cl-u.ugl.ng 20 & i 22 3 87
Source. primary datd
Chart no: 4.10
100
%0
&0
70
&0
50
ag
=T
20 i Parantag®
E[
o
& F f _,-3?&: jﬁsﬁ

St of The customers |
Cumlomers ang dWwars
{mdl trunsfer and ket
services provided by the bank

RTper gent ) are highly aware b
ahout online bl payvment Tl per cen
kg Cimly 57 per conl of ctilomers are awnne abouwl lending

rechargimg service 77 per com af
{ ol respondents are Eware pkyidd



E-Banking

MOST FAMILIAR FUND TRANSFERS

Table no: 4.11

l_{‘nh-gnr}- | ~No, of respondents Percentuge A
EFT 51} L1
f RTGS 22 pE
U g 9
WEFL 19 19
[Tkl LNl {1
i

Source prmary data

Among the total respondents 5

Tl ransier ),

A of respondents are Tamilir wil h
fumiliit with UP] (Uinited payiment scheme)

are

 hart no: 411

¥ ny of respondents are
SEFT (Matomnal e

i % of respondents afe Mo (wmilusr with
Earniliar with RTGS (Real time gross sel loment ), 1%

FEFT (Electronse

lectronie {und transter), and remaining

Pagie 14




E-Banking

USAGE OF BAN KING SERVICES

Table no: 412

| sc 1 ~o. af responidents percentage
E!
|'.L"§'Il...l|l':||.' by LE!
(Mien 1 10 |
; — 5%
| dgensu "r|||.|]'f|' Fids
14
Somel e ¥ |
! o m
ik 2l 1 |
B [ (M)
T.|1..:l| I| (M1 II ]

Soaree primsary datn

Chart no: 4.12

B perpantege

ollingr i

fot

INTERPRETATION

nilents are wsmg F-Banking often |4 per fenl

~Finkang T

it @ clear from the tahle that 3% par cent ovl reap

=l ndients drg Wne rl..'E_IJ.I..ﬂ Iv.8 Per & em aof- [fﬁrl"":'lljl.‘!'ﬂ"- s Tarely using I7

Fhis is because of their unawarepess aboul unmng E-Banking services

@
@
e
.
L
®
®
L
®
L
¢
9
®
®
L
. 30
o
L]
®
L
e
®
L
L
®
®
L
L
L
®

Page 35




® o © o = o o e e 8
0 0 0 9 0 9 090000000999 O 0 9 9 00 00 0

E-Banking
E-BANKING SERVICES PERSONALLY ADOPTED
Table no: 4.13
F-Ranking services [ ™o of respondents that are persenally
adoptled

AThA/dehil cards [0
sohile bankme 22
internct banking 26
Cpsh depost machine S
Credit cars 24
Tele banking )
Any other 46

Source primary datn

Chart no: 4.13

100
o
Q)
Ta

&0
b 14|
an
3 i Ha. of respondents That &re
=0 parsonally adaptad

3 ﬂ ﬂ - ﬂ- /3

TR . R
0‘3 F &@"&{sp ﬂia&-'-*fﬁf #‘ﬁ

P > & .
R
'..'P:T

INTERPRETATIO

From the above table 113 clear that all respondents have ATM card Only are usmg mohbile
o using by only 24 porsons. Cash deposit machme 12

banking facility. Credit card faeihty
Banking senvices like SE buddy, self-

using by 56 persons. b Perkans are wsing other E-

service kKiosk ¢1o

Page 36
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E-Banlﬂng

INFLUENCING FACTORS TO PREFER BANKING
SERVICES

Table no: 4.14

Factors SA A ] Da SDA perceniuge
Famy 2RO B | % [ T 0

Aoty

Tirne naving & TA0 |24 i3 12 2 642

money SViNg

[mnovat ive snd 1] 72 1600 L& # ik 4l
efficient services

Engure security = 224 15 - 0 §2.2

Relevance aiter 75 72 1 56 2 2 66,2

demionel Leat o

Source. promary dati

Chart no: 4.14
30
Bo 4
0
&0 .
50
Al a2
a0
20 |
1 ¢ : W pEfCEnTaRS
n i
& o= ;
ﬁ*ﬁ@ -'f f F ,ﬁ‘:s\ '1"#?
!;'-“L' o & f
PR AP
& g §

= 'n:F' =
& # qgﬁ"
&

As per the opinion of the respondents, hghest mfluencing faclor & easy accessthle. (PURG),
pext miost influencing factor = ensure securty (86%), and third influencing factors are baih

time saving, mimey saving and efficient servies(f4 %), and the least influencmg factor 18

demonet tzal 1omn
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E-Banking

LIMITING FACTORS FACED BY CUSTOMERS

LIMITING FAC LS A e NI TN
WHILE OPERATING TRANSACTION (RANKING)

Tahble no: 4.15

e e @
©oe ® 5 00 0 0000
- ® 9 0 09 0 o 0
= -5 9 & 5 . s 9 B
e e

Factors Runkl | Rank2 Ranks | Runk
4
Fear abowtl securiy 56 3 il I
Tack of through knowledge 15 ] 23 LK
“etworking problem L 29 1% 9
Pacudo massages received 36 45 12 7
Factors Rankl | Rank2 | Rank3 Rankd | Mean | Rank
squAre
Fear ahout secutily 134 LG 22 1 343 i
Luck of through knowledge 14b T5 - | & 2.TT 4
setworking problem | T &7 3 4 328 ]
Padndn massages recerved (B 135 24 T 3.1 a
Chart no: 415
4.%
4
15
=
25
L; @ e
1
05 l
a
Freuidc

Foar sbout  Lagkal  Retwor king
security  through  probam
krcakackes

[TIiES 8 gas
recEivad

INTERPRETATION

ahout securiy, second

spondents, hughest lirmiing factor is fear
o recetved. and

Ax per the opimion al re
ng faciar s peeudo mnssEg

limiting fRclor 18 networking problem. thaed lomitd
the Towest hmating fielor 15 wnck of through knowledge
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E-Banking

OPINION ABOUT VARIOQUS FACTORS REGARDING
E-BANKING SERVICES

TABLE NO: 4.16

- =, e, p—. — = =) £ _... _..

| Facters Very low Lavw Average High Very Perventoge
high
Crverall trust i 4 147 | G52 45 1.2
Trust in 2 i 1 74 f+4 olh) ALl
technology
Sacurny ih 23 177 B0 40 f4 2
fiorm
Fraud 0 3 129 154 35 724
24 holr i % -4 T2 2% o ]
sEnIcE
— n !
Source, primary dils
Chart no: 4.16
a0
a0
70
&0 = ol
50
i
0 & Percentags
Pl
10
ﬂ - ——— = T e =
3 £ P #
_ﬁ" ﬁﬁ &.ﬁﬁ & 4
B
¥ -..'F:- L#. "FH
il

he Faetior that leads the responderls 10
5 overall trus, and the

Ag per the opimon of respondents; 24 hour service wi

yse E-Panking services (4 2%), other Laclor 18 frand. then third Tactor 1

lait (actor leading to s averall trust in technology.
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E-Banking
CHI - SQUARE TEST

Hﬂ: The educational qualification and level of awareness about I-Banking

services are independent.

Table no: 4.17
Mgl gware ol aware T otal —l
SSLC 2 1+ 16
HS i1 [ 21
LIS 23 3 24
PG 3] ] 21
OTHERS 1% 0 1=
Total T 26 100
Source primary datd
. 0 E (O-E}/F 1]
! 11.84 8177
11 1554 1326
13 17.76 1 e
21 15,54 | S1a
ik 13,32 |
f<d 4 10 233
10 5 46 LW
3 62 2 881
i 3 46 546
i 0 168 168

Caloulated value, = =T (O-E VE

=54 143
[egree ol freedam = (e=1){r-1) =4
cont level of sgmificance 1o 4 depree of freedom 15 2 45 The coleulated

[herefore 1the null kypothesis rejocted. Therefore the
about E-Panking Services are ind ependent.

Tahle value at 5 par
value is more than the mhle valoe
ciucational qualification and level of pwarencss

. _ Page A
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E-Banking

CHAPTER 5
FINDINGS, SUGGESTIONS AND
CONCLUSIONS
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E-Banking

it 1= found that majery of the respondents are
e BANEK. Bat only some of the respondents are

5.1 FINDINGS

aware about E-Bankmg servicts provided by
using Lhese senaces Sajor lindings are;

Banking service 1o 1hi ragpondents.

hank deposit of the bank

_Banking services from maore Lhan 3 year
wt ATM facilty provided by the

AT 15 1he most preferred E-
g0fe of the respondents are using SAVINES
47 of the people are started 10 using E
This s because most of the pecple are using M |

bank
Mujority of the responslents are aware the E-Banking senaices from therr friends and

relativis
§ T of respomdents are aware about recharging 8¢
the respondenty 1 more fumiliar with EF T

165 of Tespondenty using E-Hanking service m often
Only some respondents are usmg mierned hamking an
af them aware about mobile hanking and mtemet bi
wsng such [aotities.

i of the respondents have the

aceessible
The limiting factirs faced by consumers while operatme
about securty and networkmg probrlem

The opinion about E-Banking serviees by the respond

rerce provided by the bank S0 %o ol

d mobile banking faciiny. Most
nking even though they are nal

ppmion the most influencing Factor is thist it is castly

£-Ranking services are Tesr

ents 18 24 hours service, and

{rast in technology
The educutions] quahicalo
dependent. Because they can

n and Tevel of awarenoss of E-Hankmg services afe
know miyre about E-Bankmg scrvices
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E-Banking

L=

bt <

o

& Promote the use of und (riapslers &5 m

5.2 SUGGESTIONS

tions 1 the study

fiank should gnie awaréness 10 iheir customers tn use more of E-

Ranking services

Wlstrvate the customess 1o Use F-Banking serviccs

wiake the site more users friendly

Credie a trust in the mnds of consUmEers torwards the seounty 1ssUes.
Ayoid networking problem with proper technologies as il LTeales
delay in transactions
F-Ranking system should be enhanced to mike the onhne EnGUITY

md online pavment much easer 1o CONSUMETS
any of them are aware of it

1l 3 ents

of E-Banking services

& Heduce the charges levied for the use
E-Banking so that it creales an

& Brmg mnovative developments it
iierest 1o wee E-Bankmg sorviess
& Provide more ofters and discounts fir all products by the use af’

gards
& hlore adveriisement ghould be made in prink sedias, televsion

channels €ic 1 aware general public

& ‘The hank should fake nocossary steps
raral people ahout the advantages of E-Banking

adidress proveled n E-Ranking

ol create awafeness AmMENE

& (iive opmion Lo change the
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CONCLUSION

E-Fankmg has become o necossary survival weapon. Today, the chek of the
miotse offers customers hanking services at o miuch lower cost and also empowert them with
unprecedented frecdom m choosing vendors for the finaneinl service needs. Banks have Lo
upgrade and canstantly think of new innovatne customized packages aml wervices Lo reman
compettive. Banks have come Lo renlize that survival in the new E-Economy depends om
delivering some or all of their bankmig services on the mierndt while continuing 10 support 10
suppon their banking weaditional infrastructure The rise of E-Parking & redelining business
relgtionships and the most suceessiul banks will be those that can (rudy sirengthen ther
relstinnahp with ther CustomeErs without any doubl. the intemalional stope of E-Hanking

provides new growth perspeciives and miemct busingss 18 8 catalyst for mew business

[roCesses.

sdast of the cuslomers are aware aboul -Banking services but they hesiale to Lse it aned
bowt all F-Panking services provided by the Bank 5o the hank

gome cluslomers ure URwirs &
h hestation of customers and for Inareasmg

should take some measures lof removing Kuc

pwaraness among public aboul The E.Banking products and services
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