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ABSTRACT 
E-banking is now a global phenomenon. It is an invaluable and powerful tool driving development, supporting growth, promoting innovation and enhancing 

competitiveness .Technological innovations have been identified to contribute to the distribution channels of banks and these electronic delivery channels are 

collectively referred to as E- banking. The developing country Bangladesh as a part and parcel of their economy is now using    E- banking. The purpose of this 

study was to find the E- banking service dimensions   of Dutch-Bangla bank that will have the impact on customer satisfaction. Questionnaires were used to 

collect data from 50 respondents by using random Sampling method. The major  findings of this study  show that  customer satisfaction is influenced by seven 

factors namely safety reliability, transactions efficiency, customer support, service security, ease of use, performance, service content. This study is quite useful 

for understanding and comprehending the changes in customer E-banking behavior. E-banking applications offer wide benefits to customers and banks and it is 

now no longer a “nice to have”   but   an “impossible to survive without” for all banks in Bangladesh. 

 

KEYWORDS  

Customer satisfaction, Digital economy, E-banking, Transactions efficiency. 

 

INTRODUCTION 

he   rapid advancing global information infrastructure (including information technology and computer networks such as the Internet and 

telecommunications systems) facilitates the development of electronic commerce at a global level. The nearly universal connectivity which the Internet 

offers has made it a valuable business   tool. These developments have created a new type of economy, which many call the ‘digital economy’. This fast 

emerging economy is bringing with it rapidly changing technologies, escalating knowledge intensity in all areas of business, and creating virtual supply chains and 

new forms of businesses and service delivery channels  such as e-banking. E-Banking satisfied customer demand in banking activities electronically throughout 

the world. At present, several private commercial banks (PCBs) and foreign commercial banks (FCBs) in Bangladesh providing the services of  E- banking. Dutch-

Bangla Bank is the first bank in Bangladesh to be fully automated and introduce Electronic Banking. The automation was started in 2002 & completed in 2003, 

but further additions and features are continuously being added and upgraded. DBBL has adopted the same exact automation solution used my many 

international banking giants. Although this was significantly more expensive than other solutions, it is a small price to pay for a client's peace of mind. DBBL also 

has the largest ATM network in Bangladesh. This gives DBBL clients full access to 'anytime anywhere' banking nationwide. All international and many local banks 

use the DBBL ATM network for their own clients. DBBL has installed over 2000 ATMs nationwide. As with most things, ATM access to all DBBL ATMs is unlimited 

and free for all DBBL clients. If a client of a member bank (not DBBL) uses a DBBL ATM, the member bank may add a transaction charge. A DBBL client now has 

unrivaled access to banking from any DBBL branch, ATM and POS. All of these services are free-of-charge and are surprisingly affordable for everyone. Even 

though DBBL has invested more in Electronic Banking more than any other bank, the division was never intended to be profitable. It was undertaken with the 

same mindset DBBL undertakes its Corporate Social Responsibility tasks. This is why you pay barely   nothing even though these same services would cost you 

much more in other countries and other banks. Never has any bank given so much for free. DBBL has established drawing arrangement network with banks 

located in the important countries of the world namely in the United Arab Emirates, State of Kuwait, State of Qatar, State of Bahrain, Italy, Canada and United 

States of America. Bangladeshi Wage Earners can send their money with confidence, safety and speed to their respective beneficiaries in Bangladesh in shortest 

possible time. DBBL has set up a representation agreement with Western Union Financial Services Inc, USA, which is a reliable international money transfer 

company. Using the service of DBBL, Bangladeshi Wage Earners can send and receive money quickly from over 225,000 Western Union Agent located in 197 

countries and territories worldwide only by visiting any branches of Dutch-Bangla Bank Limited in Bangladesh. DBBL offers E- banking facilities through a wide 

range of mobile phones. Customer using HTML browser has access to the E-banking facilities of DBBL. 

 

LITERATURE REVIEW 

The concept of electronic banking has been defined in many ways. Daniel (1999) defines electronic banking as the delivery of banks' information and services by 

banks to customers via different delivery platforms that can be used with different terminal devices such as a personal computer and a mobile phone with 

browser or desktop software, telephone or digital television. Pikkarainen et al (2004) define internet banking as an "internet portal, through which customers 

can use different kinds of banking services ranging from bill payment to making investments". With the exception of cash withdrawals, internet banking gives 

customers access to almost any type of banking transaction at the click of a mouse (De Young, 2001). Indeed the use of the internet as a new alternative channel 

for the distribution of financial services has become a competitive necessity instead of just a way to achieve competitive advantage with the advent of 

globalization and fiercer competition (Flavián et al, 2004; Gan and Clemes, 2006). Banks use online banking as it is one of the cheapest delivery channels for 

banking products (Pikkarainen et al, 2004). Such service also saves the time and money of the bank with an added benefit of minimizing the likelihood of 

Committing errors by bank tellers  (Jayawardhena and Foley, 2000). Robinson (2000) believes that the supply of internet banking services enables banks to 

establish and extend their relationship with the customers. There are other numerous advantages to banks offered by online banking such as mass 

customization to suit the likes of each user, innovation of new products and services, more effective marketing and communication at lower costs (Tuchilla, 

2000), development of non-core products such as insurance and stock brokerage as an expansion strategy, improved market image, better and quicker response 

to market evolution (Jayawardhena and Foley,2000) . Wise and Ali (2009) argued that many banks want to invest in ATMs to reduce branch cost since customers 

prefer to use them instead of a branch to transact business. The financial impact of ATMs is a marginal increase in fee income substantially offset by the cost of 

T 
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significant increases in the number of Customer transactions. The value proposition however, is a significant increase in the intangible item "customer 

satisfaction". The increase translates into improved customer loyalty that in result in higher customer retention and growing organization value. E-Banking is a 

lower-cost delivery channel and a way to increase sales. An E-Banking service has become one of the most important factors in the business economy today. 

 

DEFINITION AND FEATURES OF INDEPENDENT VARIABLES 
SAFETY RELIABILITY 

Reliability is defined as the firm performs the services right the first time and the firm honors its promises. It involves in accuracy in billing, keeping records 

correctly, performing the service at the designated time. In their further research, they also find the reliability consists of providing services as promised, 

dependability in handling customers’ service problems, performing services right the first time, provide services at the promised time and maintaining error-free 

record. Furthermore, they stated reliability as the most important factor in conventional service [13], [14]. 

TRANSACTIONS EFFICIENCY 

Transaction efficiency is the ability of the customers gets in to website, find they desire product and information associate with it, and check out with minimal of 

effort. Transaction efficiency also can understand as performance of E-Banking base on some elements: up to date information, response time, download time, 

complete product information, tutorial/demonstration, and help function [11]. 

CUSTOMER SUPPORT 

Customer support including before sell support and after- sell supports  .  Before customer make decisions, the company should give some support to attract 

them, let customers feel they are at home. The relationship is like a good friend not like a business. After customers buy the services or products, company 

should solve the problem that customers met or response customers’ questions immediately and according to the problems, company can ameliorate them. In 

the E-Banking industries, support is also important. Not everyone good at the computer so they need guide how to use. And maybe someone good at computer, 

but still have problems, and then they also need support. Sometimes, after services on the internet, customers might have questions waiting to answer, so he or 

she also needs support. So support is very important for customers. 

SERVICE SECURITY 

Security is defined as the freedom from danger, risk, or doubt. It involves physical safety, financial security and confidentiality. It consists of employees who 

instill confidence in customers, making customers feel safe in their transactions, employees who are consistently courteous and employees who have the 

knowledge to answer customer question [13].Moreover; security is defined as personal and possessions safety of the customers. It is includes confidentiality 

maintained by service providers [8]. 

EASE OF USE 

Ease of use is as the factor influencing the adoption of E-Banking and related to an easy-to-remember URL address, well-organized, easy in site navigability, 

concise and understandable contents, terms and conditions [20]. 

PERFORMANCE 

Performance refer to product’s primary operating characteristic which is based on functional requirement, not taste with is circumstantial preferences [6]. 

Performance is the operating quality of each E-Banking service and feature. 

SERVICE CONTENT 

Service content is all information that provides to customers. For E-Banking service, is mean the content that bank provide to customers through website. High 

value-added content is essential. 

  

IMPORTANCE OF THE STUDY 
E-banking has so many importances not only the bank itself but also the society as a whole. The internet as a Channel for service delivery is fundamentally 

different from other channels such as branch networks, telephone banking or automated teller machines (ATMs).Therefore; it brings up unique types of 

challenges and requires innovative solutions. Dutch Bangla bank has already implemented or is planning to E-banking because of the numerous potential 

benefits associated with it.   

 

OBJECTIVES 

1. To Know the E- banking Facilities offered by Dutch Bangla Bank.  

2. To identify corporate clients’ perception of E-banking facility. 

3. To identify satisfaction level of corporate clients towards the services they get from their banks. 

4. To identify the issues those influence corporate clients in selecting a bank for their  E-banking service 

5. To know the overall functions of Dutch Bangla Bank.  

6. To make some recommendations and conclusion to further the development of Customer satisfaction of Dutch Bangla Bank Ltd.  

 

RESEARCH HYPOTHESES 

To achieve the objectives of th study, the following hypotheses are formulated: 

H1:  Safety reliability will have a significant impact on customer   satisfaction 

H2: Transaction efficiency will have a significant impact on customer satisfaction 

H3: Customer support will have a significant impact on customer satisfaction 

H4: Service security will have a significant impact on customer satisfaction 

H5: Ease of use will have a significant impact on customer satisfaction 

H6: Performance will have a significant impact on customer satisfaction 

H7: Service content will have a significant impact on customer satisfaction 

 

RESEARCH METHODOLOGY 
RESEARCH MODEL 

The aim of this study was to examine the impact of seven E- Banking service quality dimensions on customer satisfaction by the bank (see Figure 1). 
 

FIG. 1: RESEARCH MODEL 
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In the present study, methodology is taken to indicate the underlying principles and methods or organizing and the systems or inquiry procedure leading to 

completion of the study. This chapter deals with various methodological issues relating to the study like profile of the sample unit, sample size of the 

respondents, sources of data and analysis of data used in the study. There are many Dutch Bangla Bank branch in Dhaka District but among them we have 

collected data from two branches. The two branches are at the area of Road Ring Road branch and Mirpur branch of Dhaka.  

SAMPLING SIZE 

One of the most important problems in planning a sample survey is that of determining how large a sample is needed for the estimates to be reliable enough. 

Due to resource and time constraints, a sample size of 50 is used in this research. At the time of selecting the sample here the most considerable things is that 

the customers who have direct relation with the bank at least one year. A total of 50 surveys are completed. 

SAMPLING PLAN 

This is all about how handle the sample. Here, at the time of taking sample plan we have spent some days. At the first five days we collect data from the DBBL 

(Ring Road & Mirpur Branch). It takes time because customers are not always in mood to talk and sometimes different types of situation have arisen so that we 

have to wait to make a favorable situation .But after all, sampling plan has done properly and able to get desire outcome.  

SAMPLING METHOD 

In case of choosing the sampling method here the first priority is random sampling method. Considering this method in mind here, we have tried to focus on 

those samples which are easy to get access.  

SOURCE OF DATA 

At the time of conducting this research, data are collected from both primary and secondary sources. The study is mainly based on primary data 

PRIMARY DATA 

The research initially conducted in-depth discussions with different customers and clients about the entire process that they underwent to obtain the necessary 

action when needed. It also includes personal interviews and self administrated questionnaires. The collected data have been processed, tabulated and analyzed 

in the logical manner. 

SECONDARY DATA 

The secondary sources include different web sites books, journals, annual report and unpublished research works. The collected data have been analyzed 

through the following statistical instruments: 

 

DATA ANALYSIS & FINDINGS 
FREQUENCY TABLE 

TABLE 1: GENDER    OF THE RESPONDENT 

Gender Number Percentage (%) 

male 29 58 

female 21 42 

Total 50 100 

Source: Field survey. 

Male respondents were more interested about online banking than female respondents. For that reason most of our respondents are male displayed in Table 1. 

But the number of females was increasing which was a good Sign.  

 

TABLE 2: AGE OF THE RESPONDENT 

      age Number Percentage (%) 

15-30yrs 31 62 

31-45yrs 16 32 

46-60yrs 3 6 

Total 50 100 

Source: Field survey. 

From the above table it would be said that young people adopt the use of   E-banking more rapidly. Therefore, age of the respondent (15-30 yrs) is   62%. 

 

TABLE 3: OCCUPATION OF THE RESPONDENT 

 Occupation Number Percentage (%) 

business 12 24 

 Govt.. service 10 20 

 private 10 20 

 others 18 36 

 Total 50 100 

Source: Field survey. 

From the above table it observed that Business man as well as others (students, housewife etc.) using E-banking service more because it is fast. 

                                          

TABLE 4: SAFETY RELIABILITY 

 Perception statements in the safety  reliability dimension Number of the  respondent Minimum Maximum Mean Std. Deviation 

deliver the service exactly                50 2 5 4.3    .76265 

complete a task accurately                50 2 5 4.2        . 80812 

perform the service right at the first time                50       2        5    3.7         .95298 

Valid Number of the  respondent( list wise )                50         

average  mean  4.07  

Source: Field survey. 

Table  4: shows that  average mean value of the Perception statements in the safety  reliability dimension is 4.07 on the scale of  5.this means that customer are 

satisfied. So, hypothesis 1 is accepted.   

 

TABLE 5: TRANSACTIONS EFFICIENCY 

Perception statements in the Transactions Efficiency dimension Number of the respondent Minimum Maximum Mean Std. Deviation 

information is up-to-date 50 1 5 4.1 .86307 

provide complete help function 50 1 5 3.84 1.09470 

transaction process is fast 50 2 5 4.2 .90351 

Valid Number of the  respondent( list wise ) 50     

average  mean  4.05  

Source: Field survey. 
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Table  5: shows that  average mean value of the Perception statements in the Transactions Efficiency  dimension is 4.05 on the scale of  5.this means that 

customer are satisfied. So, hypothesis 2 is accepted.   

TABLE 6: CUSTOMER SUPPORT 

Perception statements in the Customer support dimension Number of the respondent Minimum Maximum Mean Std. Deviation 

case of problem happen, can contact staffs immediately                50        1 5 3.52 1.11098 

staff can describe step to use & conditions to use clearly                50 2 5 4.06 .95640 

Valid Number of the  respondent( list wise )                50         

average  mean  3.79  

Source: Field survey. 

Table  6: shows that  average mean value of the Perception statements in the Customer support dimension is 3.79 on the scale of  5.this means that customer 

are  moderately satisfied. So, hypothesis 3 is accepted.   

TABLE 7:  SERVICE   SECURITY 

Perception statements in the Service  Security dimension Number of the respondent Minimum Maximum Mean Std. Deviation 

keeps accurate record of transaction                50        3 5 4.36 .56279 

provide security for transaction & privacy                50 3 5 4.68 .55107 

Valid Number of the  respondent( list wise )                50         

average  mean  4.52  

Source: Field survey. 

Table 7: shows that average mean value of the Perception statements in the Service   Security dimension is 4.52 on the scale of 5.this means that customer are 

satisfied. So, hypothesis 4 is accepted.   

TABLE 8: EASE OF USE 

Perception statements in the Ease of use dimension Number of the respondent Minimum Maximum Mean Std. Deviation 

EBS  website is easy to use                50        1 5 3.42 1.10823 

provide clear instruction                50 1 5 3.76 1.00122 

Valid Number of the  respondent(list wise )                50         

average  mean  3.59  

Source: Field survey. 

Table  8: shows that  average mean value of the Perception statements in the Ease of use dimension is 3.59 on the scale of  5.this means that customer are  

moderately satisfied. So, hypothesis 5 is accepted.   

TABLE 9: PERFORMANCE 

Perception statements in the Performance dimension Number of the respondent Minimum Maximum Mean Std. Deviation 

provide 24 hours-7 days service                50        4 5 4.74 .44309 

allow to transfer between bank                50 2 5 3.96 .80711 

Valid Number of the  respondent(list wise )                50         

average  mean  4.35  

Source: Field survey. 

Table  9: shows that  average mean value of the Perception statements in the Performance dimension is 4.35 on the scale of  5.this means that customer are  

satisfied. So, hypothesis   6 is accepted.   

TABLE 10: SERVICE CONTENT 

Perception statements in the Service content dimension Number of the respondent Minimum Maximum Mean Std. Deviation 

EBS  website provides information that exactly fits needs                50        1 5 4.02          .95810 

Valid Number of the  respondent(list wise )                50         

average  mean  4.02  

Source: Field survey. 

Table  10: shows that  average mean value of the Perception statements in the Service content dimension is 4.02 on the scale of  5.this means that customer are  

satisfied. So, hypothesis   7 is accepted. 

TABLE 11: OVERALL CUSTOMER SATISFACTION 

Perception statements in the Overall customer satisfaction dimension Number of the respondent Minimum Maximum Mean Std. Deviation 

overall customer satisfaction                 50        1 5 4          1.26168 

Valid Number of the  respondent (list wise )                50         

average  mean     4  

Source: Field survey. 
 

FIGURE : 2 OVERALL CUSTOMER SATISFACTION 

 
Source: Field survey. 
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Table 11 & bar graph shows that average mean value of the Perception statements in the Overall customer satisfaction dimension is 4.02 on the scale of  5.this 

means that customer are  satisfied. Because they get the Dutch Bangla bank e-banking service exactly, transactions is fast, provide 24 hours 7 days service etc 

 

TABLE 12: CORRELATIONS 

  deliver 

the 

service 

exactly 

complete 

a task 

accurately 

transaction 

process is 

fast 

staff can 

describe step 

to use & 

conditions to 

use clearly 

keeps 

accurate 

record of 

transaction 

provide 

security for 

transaction & 

privacy 

provide 

24 hours-

7 days 

service 

ebs website 

provides 

information 

that exactly fits 

needs 

deliver the 

service exactly 

Pearson 

Correlation 

1 .199 .237 .339(*) .029 -.010 -.127 -.008 

 Sig. (2-

tailed) 

. .167 .098 .016 .844 .947 .380 .954 

 N 50 50 50 50 50 50 50 50 

complete a task 

accurately 

Pearson 

Correlation 

.199 1 .140 .222 -.027 -.037 -.194 -.005 

 Sig. (2-

tailed) 

.167 . .333 .122 .853 .800 .178 .971 

 N 50 50 50 50 50 50 50 50 

transaction 

process is fast 

Pearson 

Correlation 

.237 .140 1 .293(*) .217 .008 .387(**) .042 

 Sig. (2-

tailed) 

.098 .333 . .039 .131 .955 .005 .770 

 N 50 50 50 50 50 50 50 50 

staff can describe 

step to use & 

conditions to use 

clearly 

Pearson 

Correlation 

.339(*) .222 .293(*) 1 .149 .192 .086 -.068 

 Sig. (2-

tailed) 

.016 .122 .039 . .303 .181 .554 .638 

 N 50 50 50 50 50 50 50 50 

keeps accurate 

record of 

transaction 

Pearson 

Correlation 

.029 -.027 .217 .149 1 .050 -.026 .062 

 Sig. (2-

tailed) 

.844 .853 .131 .303 . .730 .857 .668 

 N 50 50 50 50 50 50 50 50 

provide security 

for transaction & 

privacy 

Pearson 

Correlation 

-.010 -.037 .008 .192 .050 1 .070 .051 

 Sig. (2-

tailed) 

.947 .800 .955 .181 .730 . .628 .725 

 N 50 50 50 50 50 50 50 50 

provide 24 hours-

7 days service 

Pearson 

Correlation 

-.127 -.194 .387(**) .086 -.026 .070 1 .012 

 Sig. (2-

tailed) 

.380 .178 .005 .554 .857 .628 . .931 

 N 50 50 50 50 50 50 50 50 

ebs (E-banking 

service) website 

provides 

information that 

exactly fits needs 

 

Pearson 

Correlation 

-.008 -.005 .042 -.068 .062 .051 .012 1 

 Sig. (2-

tailed) 

.954 .971 .770 .638 .668 .725 .931 . 

 N 50 50 50 50 50 50 50 50 

Source: spss correlations result of the field work 

* Correlation is significant at the 0.05 level (2-tailed). 

**   Correlation is significant at the 0.01 level (2-tailed). 

1. Transaction process fast has positive correlation with provide 24 hours-7days service. since Transaction process is fast, it is easy to provide 24 hours-7days 

service that is why customer are highly satisfied with E-banking. 

2. Staff can describe step to use & conditions to use clearly has positive correlation with Transaction process fast. Since staff describe step to use & conditions 

clearly, therefore transactions is fast and customer are satisfied.  

3. Deliver the service exactly has positive correlation with Staff can describe step to use & conditions to use clearly. As Staff can describe step to use & 

conditions to use clearly, delivering the service exactly is possible and it’s satisfy the customer.  

4. Complete a task accurately has negative correlation with provide 24 hours-7days service. Complete a task accurately  does not affect provide 24 hours-

7days service 
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REGRESSION ANALYSIS  

TABLE 13: MODEL SUMMARY 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .619(a) .384 .112 1.18924 

Source: spss Regression result of the field work 

a  Predictors: (Constant), deliver the service exactly, ebs website provides information that exactly fits needs, provide security for transaction & privacy, case of 

problem happen, can contact staffs immediately, keeps accurate record of transaction, provide 24 hours-7 days service, complete a task accurately, provide 

clear instruction, information is up-to-date, allow to transfer between bank, perform the service right at the first time, ebs website is easy to use, staff can 

describe step to use & conditions to use clearly, provide complete help function, transaction process is fast.  

 

TABLE 14:  ANOVA (B) 

Model   Sum of Squares df Mean Square F Sig. 

1 Regression 29.914 15 1.994 1.410 .198(a) 

Residual 48.086 34 1.414     

Total 78.000 49       

Source: spss Regression result of the field work 

a  Predictors: (Constant), deliver the service exactly, ebs website provides information that exactly fits needs, provide security for transaction & privacy, case of 

problem happen, can contact staffs immediately, keeps accurate record of transaction, provide 24 hours-7 days service, complete a task accurately, provide 

clear instruction, information is up-to-date, allow to transfer between bank, perform the service right at the first time, ebs website is easy to use, staff can 

describe step to use & conditions to use clearly, provide complete help function, transaction process is fast 

b Dependent Variable: overall customer satisfaction 

TABLE 15: COEFFICIENTS (A) 

Model   Un standardized 

 Coefficients 

Standardized Coefficients t Sig. 

B Std. Error Beta 

1 (Constant) 3.096 3.557   .870 .390 

deliver the service exactly -.166 .266 -.100 -.623 .538 

complete a task accurately .283 .242 .181 1.169 .251 

perform the service right at the first time .645 .226 .487 2.851 .007 

information is up-to-date -.369 .227 -.252 -1.620 .114 

provide complete help function -.043 .216 -.037 -.198 .844 

transaction process is fast .049 .266 .035 .183 .856 

case of problem happen, can contact staffs immediately .038 .210 .034 .182 .857 

staff can describe step to use & conditions to use clearly .008 .232 .006 .036 .972 

keeps accurate record of transaction .191 .354 .085 .540 .593 

provide security for transaction & privacy -.367 .363 -.160 -1.013 .318 

ebs website is easy to use .458 .202 .402 2.263 .030 

provide clear instruction -.004 .198 -.003 -.019 .985 

provide 24 hours-7 days service -.234 .485 -.082 -.483 .632 

allow to transfer between bank -.032 .275 -.021 -.118 .907 

ebs website provides information that exactly fits needs -.020 .220 -.015 -.093 .927 

Source: spss Regression result of the field work 

A. Dependent Variable: overall customer satisfaction 

From the above table we may say that,   perform the service right at the first time &  EBS website is easy to use has no significant relation with  customer 

satisfaction.  Provide clear instruction has the greatest value that means Dutch Bangla bank customer are very satisfied with this service. Moreover, other factors 

like  transaction process ,24 hours-7 days service, complete help function etc, moderately satisfy the customer. 

 

RECOMMENDATIONS 
Some recommendations are given below:  

• ATM’s fall short of money should be reduced. 

• Bankers should provide PIN number whenever client loses his Credit or Debit card quickly. 

• Charges are for the card should be low. 

• Dutch Bangla bank should perform their services at right time.  

• Dutch Bangla bank E-banking network should be made strong. 

• E-banking services should try to mobilize more deposit schemes through better   marketing and incentive measures. 

• E-banking system should be more flexible. 

• ATM booths should be increased. 

• E-banking service should be according to the customer expectation and satisfaction. 

• E-banking services have to resolve the entire problem very quickly that customer face in the online transaction. 

• The Dutch Bangla bank should arrange the demonstration programs for the clients to enjoy the services properly. 

 

LIMITATIONS AND CONSTRAINTS 
A wholehearted effort was applied to conduct the study work and to bring a reliable and fruitful result from which proper strategy can be adopted to strengthen 

the customer satisfaction of Dutch Bangla Bank. In spite of best efforts there were limitations that acted as barriers to conduct the study. Large-scale research 

was not possible due to constraints and restriction posed by   the organization. The research only covers the corporate clients of Ring Road branch and Mirpur 

branch of Dhaka City. To protect the organizational confidentiality some parts of the report are not in depth. It was very difficult to give enough time to 

concentrate on the report, as the bank authority doesn’t allow leaving the office before 5:30pm 

 

CONCLUSIONS 
E- Banking is a whole new sphere in Banking Sector of Bangladesh. This is the banking system of new century. So, if we want to sustain and earn global 

reputation, we must expand our E-Banking operations to the fullest extent. The research clearly indicates that those who use E- banking service of Dutch Bangla 

bank are satisfied. If the bank plans to expand the customer base of E- banking they should focus more on safety reliability, transactions efficiency, customer 

support, service security, ease of use ,performance , service content factors of E-banking. Attention should also be given in the encryption of the information 
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which is exchanged between the users and the bank. The study also shows that E- banking services throughout the country was gaining popularity. So the study 

is very beneficial for both Dutch Bangla bank and Bangladesh to get insights about E-banking relations with customer satisfaction. In Bangladesh most of the 

people were illiterate and obviously they were technology ignorant. But among the literate portion many of them had computer phobia. However,  E- banking 

customers are increasing because it  is  comfortable with the digital lifestyle in Bangladesh. Technology has enabled the world to step into a new arena. To keep 

pace with advancing world it has become imperative to adapt new technologies in business and banking sector. At present, Bangladesh is trailing behind in 

acquiring the required quality of   E-banking services to effectively compete in the global market. Therefore, the banking system needs up gradation for which 

urgent measures are needed to   create a level playing field for rapid expansion of e-banking in the country. Despite the constraints, more efficient use of 

existing capabilities in developing the services can pave the way to quality provision of e-banking in Bangladesh. 
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APPENDIX 
QUESTIONNAIRE 

Please   put the tick ( � ) Marks  

1. Gender  

a) Male                  b) Female 

2. Age  

a) 15-30  yrs          b) 31-45  yrs          c)46-60  yrs          d) more than 60. 

3. Occupation 

a) Business             b) Govt. service     c) Private             d)   Others 

                                                                         Strongly    Agree    Neutral   Disagree   Strongly  

                                                                         Agree                                                         disagree     

Perception statements in the safety   

reliability dimension:   

4. Deliver the service exactly               5               4             3            2                1 

5.  Complete a task accurately              5               4             3            2                1 

6.  Perform the service right at  

The first time                                      5               4             3            2                1 

Perception statements in the  

Transactions Efficiency dimension:   

7.  Information is Up-to-date                  5               4             3            2                1 

8.  Provide complete   help function     5               4             3            2                1 

9. Transaction Process is Fast                 5               4             3            2                 1        

Perception statements in the Customer  

support   dimension:   

10. Case of problem happen, can contact 

       staffs   immediately                          5               4             3            2                1 
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11. Staff can describe step to use & 

      Conditions   to use clearly                 5               4             3            2               1 

Perception  statements in the Service 

Security  dimension:   

12. Keeps accurate record of  

       Transaction.                                      5               4             3            2                 1 

13. Provide security for transaction 

      & privacy                                            5               4             3            2                 1       

Perception statements in the Ease of 

Use dimension:   

14.  EBS   website is easy to use                5               4             3            2                 1 

15.  Provide clear instruction                    5               4             3            2                 1  

Perception statements in the  

Performance dimension:   

16.  Provide 24 hours- 7 days service.        5               4             3            2                 1 

17.  Allow   to transfer between bank        5               4             3            2                 1    

Perception statements in the  

Service content dimension:   

18. EBS website provides information 

That   exactly fits needs.                              5               4             3            2                 1 

EBS  = E-Banking  service. 
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