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A STUDY OF CUSTOMER BEHAVIOR TOWARDS TECHNOLOGY IN BANKING SECTOR: A STUDY ON
DHARWAD CITY

PAVANKUMARU D

ASST. PROFESSOR

KLES G H COLLEGE
HAVERI

MEGHA G PATIL
ASST. PROFESSOR
KLES G H COLLEGE

HAVERI

ABSTRACT

The modern world technology play important role in banking sector has enabled customer to take the banking services at anytime and anywhere in the form of
ATM, Mobile banking and internet banking like as paytm, Google pay and phone pay etc. this has not only focused on baking service but also has reduced the
transaction cost but also leads to high level of consumer satisfaction so now a day’s Bankers must aware about customers’ behaviour towards Electronic Banking
Services. Technology in banking sector it is rapidly changes in internet banking system now a day’s rely on innovation and technology provide customer needs and
satisfaction electronic banking it is facelifts 24/7 service. But question arise about consumer perception and awareness to the update technology in banking service
and how much beneficial to the customer in e-banking relating knowledge can readily be made available to consumer with the help of internet banking. Because
there are several network oriented innovations for —banking like as green card, smart card, Electronic Data Interchange, National Electronic Funds Transfer and
Real Time Gross Settlement etc. technology examines customer related factors risk, complexity and perceived. This paper aims the e-banking service almost pre-
ferred by customer’s satisfaction towards banking service.

KEYWORDS

ATM, consumer behaviour and satisfaction, internet banking, mobile banking.

JEL CODES
M30, 032, 033.

INTRODUCTION
— Banking is the one of the huge accomplishment of e- commerce this development is change in e-business environment and innovation. The present
@situation in every sector customer is ‘king’ it means that no sector can exist without consumer. Therefore, the number company are facing most difficult
challenge to understanding and studying consumer behaviours. Especially when it come service sector such as banking sector the consumer behaviour
analysis becomes more complex and difficult to understanding their requirements and satisfaction.
e- Banking is the one of the best instrument in banking sector. The development of technology and internet has facilitated the emergence of e-banking. E-banking
it provide opportunities for banks to increase the speed and efficient control in their service to customers at any time (24/7, 365 days).

LITERATURE REVIEW

Dr. Vannirajan & B. Anbazagan (2007) The study tries to make an assessment of SERVPERF scale in the Indian Retail banking sector by doing a survey in banks at
Madhurai. The study found that in public sector banks tangibles and assurance are most important and in private sector banks reliability, responsiveness and
tangibles are most important.

P K Gupta (2008) Objective of this study was to find out the behavior of customers with respect to internet banking vis-a-vis conventional banking. The study found
out that internet banking was found to be easier and speedier than conventional banking and trust, accuracy and confidentiality were the most important factors
here.

Ellaine Wallce & Leslie De Cheratatony (2009) Study finds out the importance of assurance and reliability, customer orientation teamwork etc. in performance of.
Also the study highlights criticality of branch& employee teamwork for performance. Continuous commitment and service recovery were also found important
Mohammed Siddique Khan, Siba Sankar Mahapatra (2009) The study was to identify important parameters affecting service quality in internet banking. Factor
analysis of the data collected finds 7 factors which included factors like reliability, access, user friendliness privacy etc. Correlation analysis shows that a significant
positive correlation exists between factors. Also it was found out that business class differs from other classes in perception

Padhy P K and B N Swar (2009) the paper investigated role of technology in banking and its impact on perceived service quality in public, private and foreign banks
in Orissa using a s ample size of 300 customers. Foreign bank was found to be very close to expectations of customers followed by ICICl and AXIS. Service quality
in public sector banks was found to be very low

Rod et al (2009) The study focused on relationship between service quality, overall internet banking service quality and customer satisfaction in New Zealand. The
study found out that online customer service quality and online information systems were significantly and positively related to overall customer internet banking
service quality. Overall internet banking service quality and customer satisfaction were positively correlated

Akiko Ueno (2010) The paper talks about the importance of quality. The study finds out the features that are fundamental in supporting service quality. The
secondary research finds out the human resource functions like recruitment, teamwork etc. in maintain service quality.
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BANKING STRUCTURES IN INDIA

CHART 1: BANKING STRUCTURES IN INDIA
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CHART 2

IMPORTANCE OF THE STUDY
1. It provides how much understand and uses of e-technology
2. Taking advantage of integrated banking services, banks may compete in new markets can get new technology and grow their market issue.

3. It provides some security and privacy to customers, by using and security technologies.
OBJECTIVES OF THE STUDY

1.  To study the consumer’s demographic profile.

2. Toidentify the consumer awareness on e-banking

3. To evaluate the attitude of consumers towards m-banking

4.  Tounderstand the concept of e-banking and its importance.

5.  Toidentify the e-banking benefits and problems from consumer point of view.

6. To examine the impact of e-banking products on the behaviour and satisfaction of consumers.

RESEARCH METHODOLOGY

Researcher have used structured questionnaire and a five point balanced likert scale for measuring consumer attitude towards technology in banking sector.
Primary data was collected from respondents of Dharwad city through a questionnaire designed for a sample of 200 respondents by using the survey method.
Random sampling method was adopted by the researcher and selected the samples. The data collected from the respondents are coded, tabulated and percentage
analysed.

Secondary data was collected from the available literature, journals and web search wherever necessary. The Questionnaire method was chosen for its versatility
speed and cost benefits. Due to shortage of time the researcher has used only descriptive statistical and percentage to arrive at findings and conclusions.

PICTURE 1
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DATA ANALYSIS AND INTERPRETATION

TABLE 1: GENDER OF RESPONDENTS

Gender Male | Female
Frequency | 75 125
Percent 375 62.5

TABLE 2; AGE OF RESPONDENTS

Age Below 18 | 18-30 | 30-50 | Above 50
Frequency | 20 130 35 15
Percent 10 65 17.5 7.5

TABLE 3: EDUCATIONAL LEVEL

Educational Level | 12th standard and below | Graduation or equivalent | Post-graduation or equivalent | Other
Frequency 27 85 50 38
Percent 13.5 42.5 25 19
TABLE 4: MONTHLY INCOME
Monthly Income | Up to 50000 | 50001 to 100000 | 100001 t0150000 | Above 150000
Frequency 70 65 37 28
Percent 35 32.5 18.5 14
TABLE 5: NATIONALITY
Nationality | Indian | Other
Frequency | 200 00
percent 100
TABLE 6: OCCUPATION
Occupation | Student | Self-employment | Govt employee | Business | Other
Frequency 125 10 55 10 00
percent 62.5 5 27.5 5 00
CONSUMER’S DEMOGRAPHIC PROFILE
CHART 2
business
200
28 m self employment
180 38
other2
160
above 1.5L
140
m50k-1L
120
100 other
20 M Graduation
60 H above 50
40 = 18-30
20 M Female
0 mvate
Gender Age Eductional level Monthly Nationality Occupation
Income

Source: Table 1to 6

The above table shows demographic profile total respondent were 200 by which most of the respondents are female 125, in this survey all age grouped are
response out of this the majorities are age between 18-30, respondents are having complete graduation, all respondent are Indian and number of respondent are
occupation student and Govt employee

TABLE 7: WHAT DO YOU KNOW ABOUT E-BANKING

Awareness | Significant | Little bit | Not at all
Frequency | 169 31 00
percent 84.5 15.5 00

TABLE 8: FREQUENCY OF USE OF E-BANKING SERVICES

Uses Once a week | 2-3 times a week | 4-5 times a week | Frequently
Frequency | 89 91 10 10
percent 44.5 45.5 5 5
Table 9: USE ANY E-BANKING SERVICES
e- banking services | Yes | No
Frequency 200 | 00
percent 100 | 00
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Source: Table 7to 9
The above table shows that most of the respondents are aware and using the e-banking system and respondents are frequently using e-banking concepts. And
also all responds are having and using e —banking examples are ATM, M-banking and Paytm etc.

TABLE 10: REASONS THAT CUSTOMERS HAVE NOT OPENED AN E-BANK ACCOUNT

Reasons Under age Never heard e-banking Concerned Have not taken time to | | prefer to have personal
about security open an account human relation

Frequency 00 00 80 70 50

Percent 0 0 40 35 25

TABLE 11: HOW LONG HAVE YOU BEEN USING THE E-BANKING SERVICES

Duration Less than 1 month | 1 month - less than 1year | 1year- less than 2 year | 2 year or more
Frequency | 00 00 35 165
Percent 00 00 17.5 82.5

TABLE 12: WHERE DO YOU USUALLY ACCESS THE INTEREST FROM

Access Home | Work place | College | Cyber café | Other
Frequency | 30 60 40 05 65
Percent 15 30 20 2.5 32.5

TABLE 13: WHICH ELECTRONIC FEATURE DO YOU USE REGULARLY

Feature Pay bills | Make an A/cinquiry | Wire transfer | Transfer funds between A/c | Process patrol | Order cheque book
Frequency | 42 82 26 16 20 14
Percent 21 41 13 8 10 7

TABLE 14: HAVE YOU HAD DIFFICULTY LOGGING INTO THE BANKS WEBSITE

Logging All the time | Some times | Not at all
Frequency | 30 150 20
Percent 15 75 10

TABLE 15: DO YOU ALSO HAVE A TRADITIONAL BANK A/C
Traditional bank | Yes No

Frequency 35 165
Percent 17.5 | 825

TABLE 16: DO YOU STILL VISIT THE BANK BRANCHES SINCE YOU STARTED USING E-BANKING SERVICES
Branches Yes | No
Frequency | 40 160
Percent 20 80
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TABLE 17: WHAT ARE THE REASONS THAT YOU TYPICALLY VISIT YOUR BANK BRANCH

Source Above table
The above tables show that the total respondents were 200 by which 80& 70 respondents are agree to security and it's taken more time respectively so reason of
that consumer not open e-banking. And numbers of respondents are access internet transaction at work place and college. And numbers of respondents is faces
difficult logging into the bank account in sometimes and also after installing e-banking majority of responds are not visit to bank

Frequency | percent

To deposits cash 60 30

To withdraw cash 40 20

To get advice for investment option | 10 5

To pay taxes 00 0

To raise a loan 35 17.5

To operate PPF 00 0

To take out a DD 55 27.5

To operate a locker 00 00

TABLE 18: WHAT ARE YOUR REASONS FOR CHOOSING E-BANKING SERVICES

TABLE 22: WHAT WOULD ENCOURAGE YOU TO USE MORE THE E-BANKING SERVICES

Benefits Conveniences | Time saving | Safety | 24 hours access to account | Reliability | User friendly
Frequency | 25 80 00 60 00 35
Percent 12.5 40 0 30 0 17.5
TABLE 19: IN USING OF E-BANKING SERVICES HAVE YOU FACED DATA QUALITY ISSUES
Quality Accuracy Completeness Update status Reliability Relevance Easy access
Frequency 14 25 51 40 15 55
Percent 7 12.5 25.5 20 7.5 27.5
TABLE 20: OVERALL HOW SATISFIED YOU WITH E-BANKING
Satisfied Very satisfied | Satisfied | Neutral | Dissatisfied | Very dissatisfied
Frequency | 151 49 00 00 00
Percent 75.5 24.5 0 0 0
TABLE 21: DO YOU THINK HUMAN CONTACT IS IMPORTANT FOR BANKING
Significant | Completely | Sometimes | Unsure | Not at all
Frequency | 12 141 40 07
Percent 6 70.5 20 3.5

Rewards | Simples procedure | Higher security | Lower transaction
Frequency | 23 159 15 03
Percent 11.5 79.5 7.5 1.5

TABLE 23: PLEASE RANK THE E-BANKING SERVICES IN ORDER OF BEING USER FRIENDLY

Rank Telephone banking | M-banking | ATM
Frequency | 65 60 75
Percent 32.5 30 375

TABLE 24: QUALITY OF SERVICES IN E-BANKING

Quality Excellent | Very good | Good | Averages | Poor
Frequency | 72 50 42 25 11
Percent 36 25 21 12.5 5.5
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FINDINGS

»  Majority (42.5%) of the consumer’s have educated.

»  Consumer have expressed strongly about the concepts of E-banking.

v' Majority (84.5%) of the respondents knowing about E-banking.

v" People are using and knowledge about e-banking and benefits of M & E-banking system.

v" From the results we can conclude that the frequency2-3 times a week of use of e —banking.

v' From the above result s concerned about security and they are preferring to human relation so respondents have not opened an electronic bank account.
v" Respondents state that usually30% access the internet from in workplace and also college.

v' Consumer’s attitudes towards technology in E-banking.

v" Most of the consumers for choosing e-banking services because of time saving and 24/7 hours’ access to account.

v' Majority of respondent’s reason for visit to bank to deposits Cash, to withdrawal cash and to take out a DD with respect of 30%, 20% and 27.5% respectively.
v From results above people agree easy access and update status of using of E-banking services they have faced data quality issues.

v' Majority (75.5%) respondents are very satisfied with e-banking services.

v Respondents are think human contact important for banking relation.

v" Number of respondent are agreeing to the quality of services in e-banking.

SUGGESTION

According to survey improve the e-mode system and avoided error and improver surveyor. Some of the ATM and others devises not working properly so improver
that and update.

CONCLUSION

The banking sector has update many changes the new economic policy based on privatization, globalization and liberalizations 1991 adopted by government of
India. Customer is the king in the modern days banking. Today the customer services preference keeps on changing at a rapid speed and their demands. For the
banking sector challenging and tough job for security and convince to customer. The aim of the bankers is to make the customers satisfied and happy to achieve
their targets. Today number of banks is there and each bank follow different procedure it is very difficult to follow the customers. Even though the consumer is
well educated some time high technology banking services difficult to the customer for the transaction. For the effective banking transaction, the banks should
have well communication, soft skill must require. Universal banking procedure can help the customer for the better truncation and customer comfort and satisfied.

REFERENCES

JOURNAL AND OTHER ARTICLE

1.  A.Ananth Arul Raj. A (2011), “A study on banking quality in Nagapattinam district, Tamilnadu”, Indian Journal of Marketing Vol.41, P4-5.

2. Ghosh and kalishB1 (2011),"Impact of services quality on customer satisfaction, loyality and commitment in the banking sector”, Indian Journal of Marketing,
vol.40 no.5 p.23.

3. Kumar M and Rajesh R (2009),"Whether today's customer are satisfied?", India journal of marketing, Vol.xxxix, No.9, p.46.

4.  Mshra Anubhv Anand (2010), “Factors affecting customers satisfaction and their Relative Importance in retail banking sector an empirical study", The IUP
Journal of management Research, Vol.ix, No.3, p.7

BOOKS

5.  Gupta, S. K., Singh, J., & Sharma, R. K. (2006). Banking & Insurance (10th ed.). Ludhiana, India: Kalyani Publishers.

6 Kotler, P. and Keller, K., 2012. Marketing management. 14th ed. New Jersey: Prentice Hall.

7. Kotler, P., Amstrong, G., Saunders, J., and Wong, V., 1999. Principles of marketing. Second European Edition. London: Prentice Hall Europe.

8 Kulkarni, R. V., &Desai, B. L. (2004). Knowledge-based Systems in Banking Sector (1st ed.). New Delhi, India: New Century Publications.

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




VOLUME No. 10 (2020), ISSUE NO. 09 (SEPTEMBER) ISSN 2231-5756

REQUEST FOR FEEDBACK

Dear Readers

At the very outset, International Journal of Research in Commerce, IT & Management (IJRCM) acknowledges
& appreciates your efforts in showing interest in our present issue under your kind perusal.

| would like to request you to supply your critical comments and suggestions about the material published
in this issue, as well as on the journal as a whole, on our e-mail infoijrcm@gmail.com for further improve-
ments in the interest of research.

If you have any queries, please feel free to contact us on our e-mail infoijrcm@gmail.com.

I am sure that your feedback and deliberations would make future issues better —a result of our joint effort.
Looking forward to an appropriate consideration.

With sincere regards

Thanking you profoundly

Academically yours

Sd/-
Co-ordinator

DISCLAIMER

The information and opinions presented in the Journal reflect the views of the authors and not of the Journal
or its Editorial Board or the Publishers/Editors. Publication does not constitute endorsement by the journal.
Neither the Journal nor its publishers/Editors/Editorial Board nor anyone else involved in creating, producing
or delivering the journal or the materials contained therein, assumes any liability or responsibility for the
accuracy, completeness, or usefulness of any information provided in the journal, nor shall they be liable for
any direct, indirect, incidental, special, consequential or punitive damages arising out of the use of infor-
mation/material contained in the journal. The journal, neither its publishers/Editors/ Editorial Board, nor any
other party involved in the preparation of material contained in the journal represents or warrants that the
information contained herein is in every respect accurate or complete, and they are not responsible for any
errors or omissions or for the results obtained from the use of such material. Readers are encouraged to
confirm the information contained herein with other sources. The responsibility of the contents and the
opinions expressed in this journal are exclusively of the author (s) concerned.

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/

19




VOLUME No. 10 (2020), ISSUE NO. 09 (SEPTEMBER) ISSN 2231-5756

ABOUT THE JOURNAL

In this age of Commerce, Economics, Computer, |.T. & Management and cut throat
competition, a group of intellectuals felt the need to have some platform, where young
and budding managers and academicians could express their views and discuss the
problems amaong their peers. This journal was conceived with this noble intention in view.
This journal has been introduced to give an opportunity for expressing refined and
innovative ideas in this field. It is our humble endeavour to provide a springboard to the
upcoming specialists and give a chance to know about the latest in the sphere of research
and knowledge. We have taken a small step and we hope that with the active co-
operation of like-minded scholars, we shall be able to serve the society with our humble

efforts.

Clrer

Oy
 Sowrnals

TR

INTERNATIONAL JOURNAL OF RESEARCH IN
COMPUTER APPLICATION & MANAGEMENT

3
WRCNy

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT |,

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




