
VOLUME NO. 1 (2011), ISSUE NO. 2 (JULY) ISSN 2231-5756 

  
 

IIINNNTTTEEERRRNNNAAATTTIIIOOONNNAAALLL   JJJOOOUUURRRNNNAAALLL   OOOFFF   RRREEESSSEEEAAARRRCCCHHH   IIINNN   CCCOOOMMMMMMEEERRRCCCEEE,,,   IIITTT   AAANNNDDD   MMMAAANNNAAAGGGEEEMMMEEENNNTTT   

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

Indexed & Listed at: Ulrich's Periodicals Directory ©, ProQuest, U.S.A., Open J-Gage, India as well as in Cabell’s Directories of Publishing Opportunities, U.S.A. 
Circulated all over the world & Google has verified that scholars of more than eighty-one countries/territories are visiting our journal on regular basis. 

Ground Floor, Building No. 1041-C-1, Devi Bhawan Bazar, JAGADHRI – 135 003, Yamunanagar, Haryana, INDIA 

www.ijrcm.org.in 

CCCCONTENTSONTENTSONTENTSONTENTS    
    

Sr. 

No. 
TITLE & NAME OF THE AUTHOR (S) Page 

No. 

1. RESPONSIBILITY ACCOUNTING IN SMALL AND MEDIUM SCALE INDUSTRIES MANUFACTURING AUTO COMPONENTS 

ANIRUDDHA THUSE & DR. NEETA BAPORIKAR 
1 

2. LIBERALIZED FINANCIAL SYSTEM AND ECONOMIC DEVELOPMENT IN NIGERIA 

OLOWE, OLUSEGUN 
6 

3. AN INVESTIGATION ON HIGHER LEARNING STUDENTS SATISFACTION ON FOOD SERVICES AT UNIVERSITY CAFETERIA 

SARAVANAN RAMAN & SUBHASENI CHINNIAH 
12 

4. IDENTIFYING AND PRIORITIZING THE MAIN BARRIERS TO KNOWLEDGE MANAGEMENT 

DR. S. ALI AKBAR AHMADI, MOHAMAD ALI AFSHARI & HAMIDEH SHEKARI 
17 

5. PERFORMANCE EVALUATION OF PRIVATE AND PUBLIC SPONSORED MUTUAL FUNDS IN INDIA 

NOONEY LENIN KUMAR & DR. VANGAPANDU RAMA DEVI 
24 

6. TALENT MANAGEMENT PRACTICES IN IT SECTOR 

DR. K. JANARDHANAM, DR. NIRMALA M. & PRATIMA PANDEY 
36 

7. FREQUENT PATTERN MINING USING DYNAMIC PROGRAMMING 

V. G. RAJALEKSHMI & DR. M. S. SAMUEL 
41 

8. PRICE AND LIQUIDITY CHANGES AFTER STOCK SPLITS - EMPIRICAL EVIDENCE FROM INDIAN STOCK MARKET 

DHANYA ALEX, DR. K. B. PAVITHRAN & EAPEN ROHIT PAUL 
45 

9. THE IMPACT OF REVERSE CULTURAL SHOCK AMONG REPATRIATES 

N. PADMAVATHY & DR. N. THANGAVEL 
50 

10. BRAND LOYALTY’S INFLUENCE ON WOMEN’S BUYING BEHAVIOR WITH SPECIAL REFERENCE TO PERSONAL CARE PRODUCTS 

R. SUNDARI & DR. M. SAKTHIVEL MURUGAN 
57 

11. ANALYSIS OF COTTON TEXTILE INDUSTRY IN KARUR DISTRICT, TAMILNADU 

DR. N. RAJASEKAR & M. GURUSAMY 
63 

12. ANALYSING THE TRADING ACTIVITIES OF MUTUAL FUNDS TO IDENTIFY THE TREND OF THE INDIAN STOCK MARKET 

M. JEEVANANTHAN & DR. K. SIVAKUMAR 
69 

13. VIABILITY OF ORGANIC PRODUCTS’ BUSINESS AMONG THE NON-ORGANIC PRODUCT CONSUMERS – A DESCRIPTIVE STUDY 

DR. R. DHANALAKSHMI 
75 

14. EMPLOYEES PERCEPTION TOWARDS ENVIRONMENTAL CHALLENGES: AN EMPIRICAL STUDY ON VEDANTA LTD. IN ODISHA 

DR. B. CHANDRA MOHAN PATNAIK, DR. IPSEETA SATPATHY & DEEPAK KUMAR SINGH 
79 

15. CASH CONVERSION CYCLE AND CORPORATE PROFITABILITY – AN EMPIRICAL ENQUIRY IN INDIAN AUTOMOBILE FIRMS 

DR. A. VIJAYAKUMAR 
84 

16. A STUDY ON BEST PRACTICES IN FINANCIAL SERVICES AT A PUBLIC SECTOR COMPANY AT BHOPAL 

DR. N. SUNDARAM & AJAY KUMAR SHARMA 
92 

17. AN EMPIRICAL STUDY OF FIRM STRUCTURE AND PROFITABILITY RELATIONSHIP: THE CASE OF INDIAN AUTOMOBILE FIRMS 

DR. A. VIJAYAKUMAR 
100 

18. PERCEPTION OF BANK EMPLOYEES TOWARDS ADOPTION OF INFORMATION TECHNOLOGY IN PRIVATE SECTOR BANKS OF INDIA 

BINDIYA TATER, DR. MANISH TANWAR & NAVRATAN BOTHRA 
109 

19. KEY SKILLS IDENTIFICATION AND TRAINING NEED ANALYSIS @ SMALL AND MEDIUM RETAILERS IN DELHI AND NCR 

POOJA MISRA, NEHA JOSHI & RAHUL GOYAL 
118 

20. STRATEGIES FOR MERGERS AND ACQUISITIONS – CASE STUDIES OF SELECTED BUSINESS HOUSES 

DR. PREETI YADAV & DR. JEET SINGH 
127 

21. MANAGEMENT OF NPAS IN DCCBS IN INDIA – AN EMPIRICAL ASSESSMENT 

DR. A. DHARMENDRAN 
136 

22. IMPACT OF MOBILE MARKETING ON THE PURCHASE DECISION OF CONSUMERS: A STUDY OF JALANDHAR REGION 

HARENDRA SINGH, SALEEM ANWAR & SHUJA QAMMER SHAH 
141 

23. A STUDY ON LEADERSHIP STYLE AND THEIR IMPACT IN PUBLIC SECTOR – TAMIL NADU 

N. PRABHA 
146 

24. PARAMETERS OF RATING OF INDIAN COMMERCIAL BANKS – A CRITICAL ANALYSIS 

DR. MUKTA MANI 
149 

25. IMPACT OF INTERNET BANKING ON CUSTOMER SATISFACTION: A COMPARATIVE STUDY OF PUBLIC SECTOR BANKS, PRIVATE 

SECTOR BANKS AND FOREIGN SECTOR BANKS 

RITU SEHGAL & DR. SONIA CHAWLA 

156 

 REQUEST FOR FEEDBACK 164 



VOLUME NO: 1 (2011), ISSUE NO. 2 (JULY)  ISSN 2231-5756 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

ii 

CHIEF PATRONCHIEF PATRONCHIEF PATRONCHIEF PATRON 
PROF. K. K. AGGARWAL 

Chancellor, Lingaya’s University, Delhi 

Founder Vice-Chancellor, Guru Gobind Singh Indraprastha University, Delhi 

Ex. Pro Vice-Chancellor, Guru Jambheshwar University, Hisar 

    

PATRONPATRONPATRONPATRON    
SH. RAM BHAJAN AGGARWAL 

Ex. State Minister for Home & Tourism, Government of Haryana 

Vice-President, Dadri Education Society, Charkhi Dadri 

President, Chinar Syntex Ltd. (Textile Mills), Bhiwani 

    

COCOCOCO----ORDINATORORDINATORORDINATORORDINATOR 
AMITA 

Faculty, E.C.C., Safidon, Jind 
    

ADVISORSADVISORSADVISORSADVISORS 
PROF. M. S. SENAM RAJU 

Director A. C. D., School of Management Studies, I.G.N.O.U., New Delhi 

PROF. M. N. SHARMA 
Chairman, M.B.A., Haryana College of Technology & Management, Kaithal 

PROF. S. L. MAHANDRU 

Principal (Retd.), Maharaja Agrasen College, Jagadhri 

    

EDITOREDITOREDITOREDITOR 
PROF. R. K. SHARMA 

Dean (Academics), Tecnia Institute of Advanced Studies, Delhi 

    

COCOCOCO----EDITOREDITOREDITOREDITOR 
DR. BHAVET 

Faculty, M. M. Institute of Management, Maharishi Markandeshwar University, Mullana, Ambala, Haryana 

    

EDITORIAL ADVISORY BOARDEDITORIAL ADVISORY BOARDEDITORIAL ADVISORY BOARDEDITORIAL ADVISORY BOARD    
DR. AMBIKA ZUTSHI 

Faculty, School of Management & Marketing, Deakin University, Australia 

DR. VIVEK NATRAJAN 
Faculty, Lomar University, U.S.A. 

DR. RAJESH MODI 
Faculty, Yanbu Industrial College, Kingdom of Saudi Arabia 

PROF. SANJIV MITTAL 
University School of Management Studies, Guru Gobind Singh I. P. University, Delhi 

PROF. ANIL K. SAINI 
Chairperson (CRC), Guru Gobind Singh I. P. University, Delhi 

DR. KULBHUSHAN CHANDEL 

Reader, Himachal Pradesh University, Shimla 

DR. TEJINDER SHARMA 

Reader, Kurukshetra University, Kurukshetra 



VOLUME NO: 1 (2011), ISSUE NO. 2 (JULY)  ISSN 2231-5756 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

iii 

DR. SAMBHAVNA 
Faculty, I.I.T.M., Delhi 

DR. MOHENDER KUMAR GUPTA 
Associate Professor, P. J. L. N. Government College, Faridabad 

DR. SHIVAKUMAR DEENE 
Asst. Professor, Government F. G. College Chitguppa, Bidar, Karnataka 

MOHITA 
Faculty, Yamuna Institute of Engineering & Technology, Village Gadholi, P. O. Gadhola, Yamunanagar 

    

ASSOCIATE EDITORSASSOCIATE EDITORSASSOCIATE EDITORSASSOCIATE EDITORS 
PROF. NAWAB ALI KHAN 

Department of Commerce, Aligarh Muslim University, Aligarh, U.P. 

PROF. ABHAY BANSAL 
Head, Department of Information Technology, Amity School of Engineering & Technology, Amity University, Noida 

PROF. A. SURYANARAYANA 
Department of Business Management, Osmania University, Hyderabad 

DR. ASHOK KUMAR 

Head, Department of Electronics, D. A. V. College (Lahore), Ambala City 

DR. JATINDERKUMAR R. SAINI 

Head, Department of Computer Science, S. P. College of Engineering, Visnagar, Mehsana, Gujrat 

DR. V. SELVAM 
Divisional Leader – Commerce SSL, VIT University, Vellore 

DR. PARDEEP AHLAWAT 
Reader, Institute of Management Studies & Research, Maharshi Dayanand University, Rohtak 

S. TABASSUM SULTANA 
Asst. Professor, Department of Business Management, Matrusri Institute of P.G. Studies, Hyderabad 

    

TECHNICAL ADVISORTECHNICAL ADVISORTECHNICAL ADVISORTECHNICAL ADVISOR    
AMITA 

Faculty, E.C.C., Safidon, Jind 

MOHITA 
Faculty, Yamuna Institute of Engineering & Technology, Village Gadholi, P. O. Gadhola, Yamunanagar 

    

FINANCIAL ADVISORFINANCIAL ADVISORFINANCIAL ADVISORFINANCIAL ADVISORSSSS    
DICKIN GOYAL 

Advocate & Tax Adviser, Panchkula 

NEENA 
Investment Consultant, Chambaghat, Solan, Himachal Pradesh 

    

LEGAL ADVISORSLEGAL ADVISORSLEGAL ADVISORSLEGAL ADVISORS    
JITENDER S. CHAHAL 

Advocate, Punjab & Haryana High Court, Chandigarh U.T. 

CHANDER BHUSHAN SHARMA 
Advocate & Consultant, District Courts, Yamunanagar at Jagadhri 

    

SUPERINTENDENTSUPERINTENDENTSUPERINTENDENTSUPERINTENDENT    
SURENDER KUMAR POONIA 



VOLUME NO: 1 (2011), ISSUE NO. 2 (JULY)  ISSN 2231-5756 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

iv 

CALL FOR MANUSCRIPTSCALL FOR MANUSCRIPTSCALL FOR MANUSCRIPTSCALL FOR MANUSCRIPTS    

We invite unpublished novel, original, empirical and high quality research work pertaining to recent developments & practices in 

the area of Computer, Business, Finance, Marketing, Human Resource Management, General Management, Banking, Insurance, 

Corporate Governance and emerging paradigms in allied subjects like Accounting Education; Accounting Information Systems; 

Accounting Theory & Practice; Auditing; Behavioral Accounting; Behavioral Economics; Corporate Finance; Cost Accounting; 

Econometrics; Economic Development; Economic History; Financial Institutions & Markets; Financial Services; Fiscal Policy; 

Government & Non Profit Accounting; Industrial Organization; International Economics & Trade; International Finance; Macro 

Economics; Micro Economics; Monetary Policy; Portfolio & Security Analysis; Public Policy Economics; Real Estate; Regional 

Economics; Tax Accounting; Advertising & Promotion Management; Business Education; Business Information Systems (MIS); 

Business Law, Public Responsibility & Ethics; Communication; Direct Marketing; E-Commerce; Global Business; Health Care 

Administration; Labor Relations & Human Resource Management; Marketing Research; Marketing Theory & Applications; Non-

Profit Organizations; Office Administration/Management; Operations Research/Statistics; Organizational Behavior & Theory; 

Organizational Development; Production/Operations; Public Administration; Purchasing/Materials Management; Retailing; 

Sales/Selling; Services; Small Business Entrepreneurship; Strategic Management Policy; Technology/Innovation; Tourism, 

Hospitality & Leisure; Transportation/Physical Distribution; Algorithms; Artificial Intelligence; Compilers & Translation; Computer 

Aided Design (CAD); Computer Aided Manufacturing; Computer Graphics; Computer Organization & Architecture; Database 

Structures & Systems; Digital Logic; Discrete Structures; Internet; Management Information Systems; Modeling & Simulation; 

Multimedia; Neural Systems/Neural Networks; Numerical Analysis/Scientific Computing; Object Oriented Programming; 

Operating Systems; Programming Languages; Robotics; Symbolic & Formal Logic; Web Design. The above mentioned tracks are 

only indicative, and not exhaustive. 

Anybody can submit the soft copy of his/her manuscript anytime in M.S. Word format after preparing the same as per our 

submission guidelines duly available on our website under the heading guidelines for submission, at the email addresses, 

infoijrcm@gmail.com or info@ijrcm.org.in. 

GUIDELINES FOR SUBMISSION OF MANUSCRIPTGUIDELINES FOR SUBMISSION OF MANUSCRIPTGUIDELINES FOR SUBMISSION OF MANUSCRIPTGUIDELINES FOR SUBMISSION OF MANUSCRIPT    

1. COVERING LETTER FOR SUBMISSION: 

DATED: _____________ 

THE EDITOR 

IJRCM 

 

Subject: SUBMISSION OF MANUSCRIPT IN THE AREA OF                                                                                                                .                            

(e.g. Computer/IT/Finance/Marketing/HRM/General Management/other, please specify). 

 

DEAR SIR/MADAM 

 

Please find my submission of manuscript titled ‘___________________________________________’ for possible publication in your journal. 

I hereby affirm that the contents of this manuscript are original. Furthermore it has neither been published elsewhere in any language fully or partly, 

nor is it under review for publication anywhere. 

I affirm that all author (s) have seen and agreed to the submitted version of the manuscript and their inclusion of name (s) as co-author (s). 

Also, if our/my manuscript is accepted, I/We agree to comply with the formalities as given on the website of journal & you are free to publish our 

contribution to any of your journals. 

 

NAME OF CORRESPONDING AUTHOR: 

Designation: 

Affiliation with full address & Pin Code: 



VOLUME NO: 1 (2011), ISSUE NO. 2 (JULY)  ISSN 2231-5756 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

v 

Residential address with Pin Code: 

Mobile Number (s): 

Landline Number (s):  

E-mail Address: 

Alternate E-mail Address: 

 

2. INTRODUCTION: Manuscript must be in British English prepared on a standard A4 size paper setting. It must be prepared on a single space and single 

column with 1” margin set for top, bottom, left and right. It should be typed in 8 point Calibri Font with page numbers at the bottom and centre of 

the every page. 

3. MANUSCRIPT TITLE: The title of the paper should be in a 12 point Calibri Font. It should be bold typed, centered and fully capitalised. 

4. AUTHOR NAME(S) & AFFILIATIONS: The author (s) full name, designation, affiliation (s), address, mobile/landline numbers, and email/alternate email 

address should be in italic & 11-point Calibri Font. It must be centered underneath the title. 

5. ABSTRACT: Abstract should be in fully italicized text, not exceeding 250 words. The abstract must be informative and explain the background, aims, 

methods, results & conclusion in a single para. 

6. KEYWORDS: Abstract must be followed by list of keywords, subject to the maximum of five. These should be arranged in alphabetic order separated 

by commas and full stops at the end. 

7. HEADINGS: All the headings should be in a 10 point Calibri Font. These must be bold-faced, aligned left and fully capitalised. Leave a blank line before 

each heading. 

8. SUB-HEADINGS: All the sub-headings should be in a 8 point Calibri Font. These must be bold-faced, aligned left and fully capitalised.  

9. MAIN TEXT: The main text should be in a 8 point Calibri Font, single spaced and justified. 

10. FIGURES &TABLES: These should be simple, centered, separately numbered & self explained, and titles must be above the tables/figures. Sources of 

data should be mentioned below the table/figure. It should be ensured that the tables/figures are referred to from the main text. 

11. EQUATIONS: These should be consecutively numbered in parentheses, horizontally centered with equation number placed at the right. 

12. REFERENCES: The list of all references should be alphabetically arranged. It must be single spaced, and at the end of the manuscript. The author (s) 

should mention only the actually utilised references in the preparation of manuscript and they are supposed to follow Harvard Style of Referencing. 

The author (s) are supposed to follow the references as per following: 

• All works cited in the text (including sources for tables and figures) should be listed alphabetically.  

• Use (ed.) for one editor, and (ed.s) for multiple editors.  

• When listing two or more works by one author, use --- (20xx), such as after Kohl (1997), use --- (2001), etc, in chronologically ascending order. 

• Indicate (opening and closing) page numbers for articles in journals and for chapters in books.  

• The title of books and journals should be in italics. Double quotation marks are used for titles of journal articles, book chapters, dissertations, reports, 

working papers, unpublished material, etc. 

• For titles in a language other than English, provide an English translation in parentheses.  

• The location of endnotes within the text should be indicated by superscript numbers. 

PLEASE USE THE FOLLOWING FOR STYLE AND PUNCTUATION IN REFERENCES: 

BOOKS 

• Bowersox, Donald J., Closs, David J., (1996), "Logistical Management." Tata McGraw, Hill, New Delhi.  

• Hunker, H.L. and A.J. Wright (1963), "Factors of Industrial Location in Ohio," Ohio State University.  

CONTRIBUTIONS TO BOOKS  

• Sharma T., Kwatra, G. (2008) Effectiveness of Social Advertising: A Study of Selected Campaigns, Corporate Social Responsibility, Edited by David 

Crowther & Nicholas Capaldi, Ashgate Research Companion to Corporate Social Responsibility, Chapter 15, pp 287-303. 

JOURNAL AND OTHER ARTICLES  

• Schemenner, R.W., Huber, J.C. and Cook, R.L. (1987), "Geographic Differences and the Location of New Manufacturing Facilities," Journal of Urban 

Economics, Vol. 21, No. 1, pp. 83-104. 

CONFERENCE PAPERS  

• Garg Sambhav (2011): "Business Ethics" Paper presented at the Annual International Conference for the All India Management Association, New 

Delhi, India, 19–22 June. 

UNPUBLISHED DISSERTATIONS AND THESES  

• Kumar S. (2011): "Customer Value: A Comparative Study of Rural and Urban Customers," Thesis, Kurukshetra University, Kurukshetra. 

ONLINE RESOURCES  

• Always indicate the date that the source was accessed, as online resources are frequently updated or removed.  

WEBSITE  

• Garg, Bhavet (2011): Towards a New Natural Gas Policy, Economic and Political Weekly, Viewed on July 05, 2011 http://epw.in/user/viewabstract.jsp 



VOLUME NO: 1 (2011), ISSUE NO. 2 (JULY)  ISSN 2231-5756 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

156 

IMPACT OF INTERNET BANKING ON CUSTOMER SATISFACTION: A COMPARATIVE STUDY OF PUBLIC 

SECTOR BANKS, PRIVATE SECTOR BANKS AND FOREIGN SECTOR BANKS 
 

RITU SEHGAL 

LECTURER IN MANAGEMENT 

D. A. V. INSTITUTE OF ENGINEERING & TECHNOLOGY 

JALANDHAR CITY – 144 008 

 

DR. SONIA CHAWLA 

PROFESSOR & HEAD 

DEPARTMENT OF BUSINESS MANAGEMENT 

D. A. V. INSTITUTE OF ENGINEERING & TECHNOLOGY 

JALANDHAR CITY – 144 008 
 

ABSTRACT 
Customer satisfaction is very essential in the age of globalization and cutthroat competition when the technology is developing with high pace and customers’ 

expectations are rising. The purpose of this study is to identify the customers’ preferences towards Internet banking and to analyze their satisfaction level due to 

Internet banking. It has also been tried to find the relationship between various demographic variables and satisfaction level of customers. The paper presents the 

analysis of 225 Internet banking customers of three sectors of banks i.e. public sector, private sector and foreign sector banks of Jalandhar City. In case of public 

sector bank, State Bank of India (SBI), for private sector bank, Industrial Credit and Investment Corporation of India (ICICI) bank and for foreign sector bank, 

Standard Chartered banks (SCB) have been taken for study. The Percentages, frequencies and chi-square test has been applied for analysis to explore the results 

of the survey. The cross tabulations have also been done. Charts have also been prepared to depict data. It has been found that the choice of bank is independent 

of age and occupation. In all the three categories of banks, 72% to 80% respondents are satisfied with the Internet banking service of their respective banks. 

 

KEYWORDS 
Customer Satisfaction, Service Quality.  

 

INTRODUCTION 
ndian banking sector is developing at an astounding rate. As per Prathima Rajan, an analyst in Celent’s banking group, “Indian banking industry assets are 

expected to reach US $ 1 trillion by 2010”. On the other side, development of technology is uplifting the functioning and services of banking sector. With 

the development and adoption of technology in banking sector, banking customers are also expecting more day by day. Therefore, the service providers 

are becoming further customer centric in their approach of providing services in order to provide customer satisfaction. In banking sector, the recent 

advancement is Internet banking. Internet banking refers to the use of Internet as a remote delivery channel for banking services. At the basic level, Internet 

banking can mean the setting up of a web page by a bank to give information about its product and services (Jasimuddin, 2000). At an advance level, it involves 

provision of facilities such as accessing accounts, funds transfer, enabling integrated sales of additional products and access to other financial services such as 

investment and insurance(Diniz, 1998).    

 

LITERATURE REVIEW 
Customer is foundation for all sectors and customer expectations are rising now. They want improved, convenient, and easy service. Moreover, in the age of 

globalization and cut throat competition, survival of the service providers becomes difficult. They have to satisfy the customers’ expectations for continued 

existence. Now banks are providing services to the customers through electronic mode. In this section of literature review different studies related to customer 

satisfaction and Internet banking have been discussed.  

Yi (1990) in his study titled ‘A Critical Review of Consumer Satisfaction’ stated that customer satisfaction is a collective outcome of perception, evaluation and 

psychological reactions to the consumption experience with a product or service. Kangis and Voukelatos (1997) in their paper titled ‘Private and Public Banks: a 

Comparison of Customer Expectations and Perceptions’ reported the findings of a survey among customers of private sector banks and public sector banks in 

Greece on service quality perceptions and expectations. It was found that services offered by private sector banks had a more favorable influence on actual 

perceptions of quality received than that of public sector banks. It was suggested that banks should look carefully at each one of the dimensions of customers’ 

perceptions. Frust et al., (2000) in their study titled ‘Who Offers Internet Banking’ investigated how national banks offering Internet banking performed relative 

to other national banks with respect to profitability, cost efficiency and other characteristics. The study revealed that the Institutions with Internet banking 

outperformed non-Internet banks in terms of profitability. It was concluded that revolutionary developments in information and communication technology 

would continue to have a profound impact on the banking and financial industry. Ramayah and Ling (2002) in their study titled ‘An Exploratory Study of Internet 

Banking in Malaysia’ conducted a study on Internet banks of Malaysia. It was opined that the main driving factor for the adoption of Internet banking was the 

extent of Internet connectivity as it was the pioneer to Internet banking. It was found that more than 90% of the respondents indicated that they had some form 

of Internet access. It was also observed that the banks had been successful in promoting and creating awareness of the products and services that were being 

offered through the Internet. The findings of the study revealed that users were very much concerned about security however Internet banking had a lot of 

potential in the Malaysian banks if the concern of the customers could be addressed. Tahir and Ismall (2005) conducted study titled ‘Service Quality in the 

Financial Services Industry in Malaysia: The Case of Islamic Banks and Insurance’ on the Islamic banks and insurance companies to find out difference between 

consumers’ expectations and perceptions. All the six dimensions had negative gap score for Islamic banks and required careful and considerable attention 

because the gap could widen and customer dissatisfaction could rise. In order to close the gap and increase service quality, Islamic banks required to identify and 

improve the specific areas where the gap occurred. The negative gaps indicated that the delivered service level did not meet their expectations of service 

quality. The researcher mentioned that the larger the gap, the more serious quality shortfall was from the point of view of the customers. Malhotra and Singh 

(2007) in their article titled ‘Determinants of Internet Banking Adoption by Banks in India’ attempted to discover the factors affecting a bank’s decision to adopt 

Internet banking. The study revealed that the larger banks with younger age private ownership, higher expenses for assets, higher deposits and lower branch 

intensity evidenced a higher profitability of adoption of this new technology. It was also found that banks with lower market share also saw the Internet banking 

technology as a means to increase the market share by attracting more and more customers through this new channel delivery.    

 

OBJECTIVES OF STUDY 
The major objective of this research is to identify the customers’ preferences towards Internet banking and to analyze their satisfaction level due to Internet 

I
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banking. This paper also tries to find the relationship between various demographic variables and satisfaction level of customers.   

 

DEVELOPMENT OF HYPOTHESES 

The hypotheses have been developed to identify the relation between gender, age, profession, education level, preference of bank and satisfaction level.  

H1: There is no significant relation between age and choice of bank of the customers of public sector bank, private sector bank and foreign sector bank. 

H2: There is no significant relation between occupation and choice of bank of the customers of public sector bank, private sector bank and foreign sector bank. 

 

RESEARCH METHODOLOGY 
Matching with the objectives of the present study, the relevant data has been obtained from secondary as well as primary sources. 

SECONDARY SOURCES: Secondary information sources provide the required information to work on the objectives such as study of the trends and 

developments, etc. The various secondary information sources used for the present research include the journals and magazines, viz. Prajnan, Journal of 

Marketing, The Journal of Internet Banking and Commerce, Quarterly Journals of ‘the Office of Comptroller of the Currency’, Journal of Electronic Commerce 

Research, Internet Research, Journal of Academy of Business and Economics, E- Service Journal, International Journal of Bank Marketing, Journal of Service 

Research, Indian Banking Association Bulletin, etc. The secondary sources also include websites of banks. 

PRIMARY SOURCES: A well-structured questionnaire was prepared and distributed to the customers of State Bank of India (SBI), Industrial Credit and Investment 

Corporation of India (ICICI) Bank and Standard Chartered bank (SCB) in the city of Jalandhar.  

PRE TESTING OF QUESTIONNAIRE: The Questionnaire was pre tested with the response obtained from 30 respondents. The feedback of the respondents was 

useful in carrying out a few corrections/modifications in the items included earlier in the questionnaire.  

DATA COLLECTION: The final Questionnaire was prepared and distributed to the selected customers of State Bank of India, Industrial Credit and Investment 

Corporation of India Bank and Standard Chartered bank in major centers of Jalandhar. These banks were selected for study as these have a good market share 

along with more customer base. The survey was conducted among 225 Internet banking customers of Jalandhar City. Only saving and current account holders 

were included in the framework of analysis due to the fact that these customers have contacts with the banks regularly.   

TOOLS USED FOR DATA ANALYSIS: Percentages, frequencies and chi- square test has been applied to conduct analysis of data. Charts have also been prepared 

to depict the data. 

PERIOD OF STUDY: The study has been conducted during January 2010 to October 2010.  

 

DATA ANALYSIS AND INTERPRETATION 
Data has been analyzed and interpreted on the basis of primary data collected from Internet banking users through a questionnaire. 

 

TABLE-1: DISTRIBUTION OF SEX OF RESPONDENTS USING INTERNET BANKING 

Sex SBI ICICI Bank SCB 

No. of Respondents % No. of Respondents % No. of Respondents % 

Male 60 80 63 83.4 60 80 

Female 15 20 12 16.6 15 20 

Total 75 100 75 100 75 100 

Table 1 depicts that out of the total respondents, the percentage of males using Internet banking in case of all the three categories of banks i.e. SBI, ICICI bank 

and SCB varies from 80 % to 83.4%. The percentage of females using Internet banking in all the three categories of banks varies from 16.6% to 20%.  
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TABLE-2: DISTRIBUTION OF AGE GROUP OF RESPONDENTS USING INTERNET BANKING 

Age Group (in years) SBI ICICI Bank SCB 

No. of Respondents % No. of Respondents % No. of Respondents % 

18-30 39 52 40 53.3 41 55 

31-40 21 28 22 30 23 30 

41-50 9 12 8 10 7 10 

51 and above 6 8 5 6.7 4 5 

Total 75 100 75 100 75 100 

Table 2 depicts that 52% of respondents in case of SBI, 53.3% respondents of ICICI bank and 55% respondents of SCB, using Internet banking are young, under 
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the age of thirty years. 28% of respondents in case of SBI, 30% respondents of ICICI bank and 30% respondents of SCB, using Internet banking belongs to the age 

group 31-40. 12% of respondents in case of SBI, 10% respondents of ICICI bank and 10% respondents of SCB, using Internet banking belongs to the age group 41-

50. The least number of respondents using Internet banking is of 51 years or above age group. 

 

 
 

TABLE-3: EDUCATIONAL LEVEL OF RESPONDENTS USING INTERNET BANKING 

Educational Level SBI ICICI Bank SCB 

No. of Respondents % No. of Respondents % No. of Respondents % 

High School or Lower 21 28 22 30 15 20 

Bachelors’ Degree 24 32 25 33.34 23 30 

Masters’ Degree 21 28 20 26.67 26 35 

Doctorate Degree 6 8 5 6.66 7 10 

Any Other (please specify) 3 4 3 3.33 4 5 

Total 75 100 75 100 75 100 

Table 3 discloses that data regarding educational level of Internet banking users indicate that in case of SBI and ICICI bank, maximum users i.e. 32% and 33.34% 

respectively are having Bachelor’s degree. But in case of SCB, maximum users i.e. 35% of the total respondents are having Masters’ degree.  
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TABLE-4: DISTRIBUTION OF OCCUPATION OF RESPONDENTS USING INTERNET BANKING 

Occupation SBI ICICI Bank SCB 

No. of Respondents % No. of Respondents % No. of Respondents % 

Student 18 24 17 23.33 19 25 

Industrialist 21 28 20 26.67 22 30 

Professional 21 28 23 30 22 30 

Unemployed 6 8 5 6.67 4 5 

Retired 3 4 2 3.33 0 0 

Others 6 8 8 10 8 10 

Total 75 100 75 100 75 100 

Table 4 exhibits that by collecting data of Internet usage as per occupation, it has been observed that in case of all the three categories of banks, maximum users 

are Industrialists and professionals. The percentage of respondents of these two occupations varies from 26.67% to 30% in case of all the three categories of 

banks. The retired persons’ usage of Internet banking is least in all the three categories of banks. 

 

 
 

TABLE-5: DISTRIBUTION OF INTERNET BANKING RESPONDENTS AS PER NUMBER OF BANKS CURRENTLY USING 

Number of Banks Currently Using SBI ICICI Bank SCB 

No. of Respondents % No. of Respondents % No. of Respondents % 

One bank 57 76 60 80 30 40 

More than one bank 18 24 15 20 45 60 

Total 75 100 75 100 75 100 

 

Table 5 exhibits that 76% respondents in case of SBI and 80% of ICICI bank are using only one bank but the percentage is 40% in case of SCB. In case of SCB 60% 

respondents are using more than one bank i.e. along with foreign bank; they are using either public bank i.e. SBI or private bank i.e. ICICI bank.  
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TABLE-6: RESPONDENTS’ FREQUENCY OF USING INTERNET BANKING 

Respondents’ Frequency of Use  SBI ICICI Bank SCB 

No. of Respondents % No. of Respondents % No. of Respondents % 

Once a Week 12 16 12 16.66 11 15 

Few Times a Week 6 8 8 10 8 10 

Once a Month 15 20 15 20 15 20 

Few Times a Month  6 8 10 13.34 11 15 

Everyday 36 48 30 40 30 40 

Total 75 100 75 100 75 100 

Table 6 shows that 48% respondents in case of SBI, 40% respondents of ICICI bank and 40% respondents of SCB use Internet every day. In the category of using 

Internet banking ‘few times a month’ only 8% respondents, 13.34% respondents and 15% respondents fall in case of SBI, ICICI bank and SCB respectively.    
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TABLE-7: RESPONSE OF INTERNET BANKING RESPONDENTS TOWARDS ‘IS INTERNET BANKING BETTER THAN TRADITIONAL BANKING’ 

Response SBI ICICI Bank SCB 

No. of Respondents % No. of Respondents % No. of Respondents % 

Yes 54 72 57 76.6 60 80 

No 21 28 18 23.4 15 20 

Total 75 100 75 100 75 100 

 

Table 7 shows that Internet banking is better than traditional banking as most of the respondents respond in favor of Internet banking. 72% respondents of SBI, 

76.6% respondents from ICICI bank and 80% respondents of SCB considered the Internet banking as better than the traditional banking.  

 

 
 

TABLE-8: RESPONSE OF INTERNET BANKING RESPONDENTS TOWARDS ‘DO YOU PREFER INTERNET BANKING’ 

Response SBI ICICI Bank SCB 

No. of Respondents % No. of Respondents % No. of Respondents % 

Yes 51 68 57 76.6 60 80 

No 24 32 18 23.4 15 20 

Total 75 100 75 100 75 100 

Table 8 reveals that 68% respondents in case of SBI, 76.6% respondents of ICICI bank and 80% respondents from SCB prefer Internet banking.  

 

 
 

 

 



VOLUME NO: 1 (2011), ISSUE NO. 2 (JULY)  ISSN 2231-5756 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

www.ijrcm.org.in 

162 

TABLE-9: RESPONSE OF RESPONDENTS TOWARDS SERVICE LEVEL OF THE RESPECTIVE BANK 

Response Level SBI ICICI Bank SCB 

No. of  

Respondents 

% No. of  

Respondents 

% No. of Respondents % 

Excellent 30 40 38 50 45 60 

Good 24 32 20 26.67 15 20 

Average 9 12 7 10 11 15 

Poor 12 16 10 13.33 4 5 

Total 75 100 75 100 75 100 

Table 9 depicts that 40% respondents of SBI, 50% respondents of ICICI bank and 60% respondents of SCB stated Internet banking as ‘excellent’. 32% respondents 

of SBI, 26.67% respondents of ICICI bank and 20% respondents of SCB consider the Internet banking as good. Only 16% respondents of SBI, 13.33% respondents 

of ICICI bank and 5% respondents of SCB stated Internet banking as ‘poor’. Thus, response of maximum respondents in all the three categories of banks is at the 

response level of ‘excellent’.  
 

 
 

TABLE-10: RESPONSE OF INTERNET BANKING RESPONDENTS TOWARDS “ARE YOU SATISFIED WITH INTERNET BANKING OF YOUR BANK” 

Response  SBI ICICI Bank SCB 

No. of Respondents % No. of Respondents % No. of Respondents % 

Yes 54 72 57 76.6 60 80 

No 21 28 18 23.4 15 20 

Total 75 100 75 100 75 100 

Table 10 shows that maximum respondents are satisfied with the use of Internet banking. 72% respondents of SBI, 76.6% respondents of ICICI bank 80% 

respondents of SCB are satisfied with Internet banking of their respective banks.   
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CROSS TABULATION OF AGE AND CHOICE OF BANK  

Table 11 discloses that there is no significant relation between age of respondents and choice of bank of the three categories of banks.  
 

 

 

 

 

 

Name of Bank 

Table 11: Contingency Table of Cross Tabulation between Age and Choice of Bank  Total (Number 

of Respondents)  Age 

 Less than 30 Years 31-40 Years 41-50 Years More than 50 Years 

SBI 30 16 7 4 57 

ICICI 32 18 6 4 60 

SCB 16 9 3 2 30 

SBI & ICICI 25 9 4 2 40 

SCB & ICICI 9 9 3 2 23 

SCB & SBI 8 5 1 1 15 

Total (Number of Respondents) 120 66 24 15 225 

Calculated chi-square value = 3.898 

Degree of Freedom= 15 

Table value of chi-square at 5% level = 24.996 

The chi-square value is not significant at 5% level of significance. Calculated value is less than table value. Hence, null hypothesis is accepted. It means the choice 

of banks is independent of different age groups.  

CROSS TABULATION BETWEEN OCCUPATION AND CHOICE OF BANK 

Table 12 reveals that there is no significant relation between occupation and choice of bank of respondents of the three categories of banks. 
 

      Table 12: Contingency Table of Cross Tabulation between occupation and Choice of Bank  

 

 

 

 

Name of Bank 

 Occupation  

Students Industrialists Professionals Unemployed Retired Others Total   

SBI 13 16 16 5 2 5 57 

ICICI 14 16 18 4 2 6 60 

SCB 8 9 9 1 0 3 30 

SBI & ICICI 9 11 12 2 1 4 39 

SCB & ICICI 6 5 4 1 0 1 17 

SCB & SBI 4 6 7 2 0 3 22 

Total (Number of Respondents) 54 63 66 15 5 22 225 

Calculated chi-square value = 5.985 

Degree of Freedom = 25   

Table value of chi-square at 5% level = 37.65 

The chi-square value is not significant at 5% level of significance. Calculated value is less than table value. Hence, null hypothesis is accepted. It means the choice 

of banks is independent of different occupations.  
 

FINDINGS 
1. The percentage of males using Internet banking in case of all the three categories of banks i.e. SBI, ICICI bank and SCB varies from 80 % to 83.4%. 

2. 52% of respondents in case of SBI, 53.3% respondents of ICICI bank and 55% respondents of SCB, using Internet banking are young, under the age of thirty 

years. 

3. In case of SBI and ICICI bank, maximum users i.e. 32% and 33.34% respectively are having Bachelor’s degree. But in case of SCB, maximum users i.e. 35% of 

the total respondents are having Masters’ degree.  

4. 76% respondents in case of SBI and 80% of ICICI bank are using only one bank but the percentage is 40% in case of SCB. In case of SCB 60% respondents are 

using more than one bank. 

5. 48% respondents in case of SBI, 40% respondents of ICICI bank and 40% respondents of SCB use Internet every day. 

6. In case of all the three categories of banks, maximum users are Industrialists and professionals. 

7. 72% respondents of SBI, 76.6% respondents from ICICI bank and 80% respondents of SCB considered the Internet banking as better than the traditional 

banking.  

8. 68% respondents in case of SBI, 76.6% respondents of ICICI bank and 80% respondents from SCB prefer Internet banking. 

9. 40% respondents of SBI, 50% respondents of ICICI bank and 60% respondents of SCB stated Internet banking as ‘excellent’. 32% respondents of SBI, 26.67% 

respondents of ICICI bank and 20% respondents of SCB consider the Internet banking as good. Only 16% respondents of SBI, 13.33% respondents of ICICI 

bank and 5% respondents of SCB stated Internet banking as ‘poor’. 

10. 72% respondents of SBI, 76.6% respondents of ICICI bank 80% respondents of SCB are satisfied with Internet banking of their respective banks.   
 

CONCLUSION 
It can be concluded from study that age is independent of choice of banks. Hence, there is no significant relation between age and choice of bank of customers 

of SBI, ICICI bank and SCB.  The occupation is also independent of choice of bank. Hence, there is no significant relation between occupation and choice of bank 

of customers of SBI, ICICI bank and SCB.  Hence, Null hypothesis has been accepted.  The study reveals that majority of the respondents of all the three sectors of 

banks are satisfied with Internet banking of their respective banks. 
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