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INTRODUCTION

In today’s modern world, technology has transformed every aspect of life, and the banking
sector is no exception. Digital banking refers to the use of technology to deliver banking services and
products through electronic platforms such as mobile apps, websites, and ATMs. It eliminates the

need for customers to visit physical branches, offering convenience, speed, and 24/7 access to

financial services.

Digital banking includes a wide range of services such as online fund transfers. bill payments,
mobile banking, e-wallets, internet banking, and digital lending. With the advancement of
smartphones, internet connectivity, and fintech innovations, digital banking has become an essential

part of the financial ecosystem.

In India. the rise of digital banking has been strongly supported by initiatives like Digital India,
Unified Payments Interface (UPI), and Pradhan Mantri Jan Dhan Yojana (PMJDY). These programs

have encouraged people to adopt cashless transactions and helped improve financial inclusion in both
urban and rural areas.
The main objectives of digital banking are to provide a seamless banking experience, reduce

transaction time, improve security, and enhance customer satisfaction. It not only benefits customers

but also helps banks reduce operational costs and manage services more efficiently.

Thus. digital banking represents a major shift from traditional banking methods to a

technology-driven, customer-centric approach that defines the future of the banking industry.
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OBJECTIVES

« To study the banks and digital banking services used by respondents, including the
frequency of usage.

* To dentify problems faced by respondents and the frequency of digital banking password
changes.

» To examine perceptions of safety and the impact of advertisements and promotions on
digital banking usage.

* To evaluate the duration of usage, types of transactions performed, and user satisfaction
with various aspects of digital banking services.

« To assess the proportion of customers who consider digital banking safe.

¢ To analyse the relationship between gender and customer satisfaction.

» To determine whether age influences digital banking satistaction.
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METHODOLOGY

The data for this study was collected using a structured questionnaire survey administered

electronically through Google Forms, targeting users of digital banking services. A total of 188
responses were received, comprising 84 males and 104 females. The respondents represented various
age groups: 66 below 20 years, 94 between 21-30 years, 16 between 31-40 years, 11 between 41-50
years, and 1 above 50 years. In terms of occupation, 126 were students, 20 employed, 14

business/entrepreneurs, 16 homemakers, and 2 retired.

The study primarily intended to use simple random sampling to ensure every digital banking
user had an equal chance of sclection; however, due to accessibility constraints, convenience
sampling was also employed. The questionnaire included questions on demographics, usage patterns.
types of digital banking services used, frequency of usage, perceived safety, problems faced, and

overall satisfaction, allowing a comprehensive assessment of customer satisfaction in digital banking.
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GRAPHICAL REPRESENTATION

1. Bank services used by respondents

Sr. No. | Bank Name | Frequency | Percentage

I SBI 29 15.4%
) HDFC 12 6.4%
3 Icicr 21 | 112%
4 Axis Bank 4 2.1%
5 | Bank of India 7 383%
6 Other 50 26.6%

Total 188 100%

Bank services used by
respondents

=SBl

HDFC

= ICICI

® Axis Bank

m Bank of India

® Other

Conclusion: The data shows that Bank of India has the highest number of digital banking users,
followed by other banks and SBI. ICICI, HDFC, and Axis Bank have comparatively fewer users.
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2. Digital Banking Services used by respondents

Sr. No. | Digital Banking services | Frequency | Percentage

1 Mobile Banking App 46 24.5%

2 Internet Banking 7 3.7%

3 UPI 87 46.3%

4 ATM services 24 12.8%

5 IMPS/NEFT 0 0%

6 Other 24 12.8%
Total 188 100%

Digital banking services used by respondents

siadis & =T 0
Mobile Internet UPI ATM services IMPS/NEFT Other
Banking App Banking

Conclusion: The bar chart above shows that instant and convenient payment methods like UPI are
the most preferred, reflecting a shift towards faster and easier digital transactions.

10
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3. Frequency of Digital Banking Usage

Sr. No. | Duration | Frequency | Percentage
1 Daily 89 47.3%
2 Weekly 32 17%

3 Monthly 24 12.8%
4 Rarely 43 22.9%
Total 188 100%

Frequency of Digital Banking
Usage

60

Frequency e

Conclusion: The data shows that the 47.3% users use digital banking services daily, indicating high
engagement and reliance on these services.

1
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4. Problem faced by respondents

Sr. No. Problems Frequency | Percentage
1 Technical Glitches 29 15.4%
2 Network / Server issue 126 67%
3 Security concerns 9 4.8%
4 Poor customer support 6 3.2%
5 Other _ 18 9.6 %
Total 188 100%

Problems faced using Digital Banking

140
120
100
80
60
40
20
0 o mﬂ‘lﬁm -aamugmm R NI
Technical Network / Security Poor customer Other
Glitches Serverissue concerns support

Conclusion: The bar chart indicates that the most common problem faced by digital banking users

is network or server issues, showing that connectivity and system reliability are major
concerns.

12
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5. Safety of Digital Banking Compared to Physical Branches

Yes or No | Frequency | Percentage
Yes 144 76.6%
No 44 23.4%

Total 188 100%

Safety of Digital Banking
Compared to Physical Branches

®Yes

= No

Conclusion: The data shows that more than 75% of users feel that digital banking is safer than
visiting a physical branch.

13
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6. Frequency of Digital Banking Password Changes

Duration Frequency Percentage

Mounthly 30 16 %

Quarterly 38 20.2%
Yearly 33 17.5%
Never 87 46.3%
Total 188 100%

' Frequency of Digital Banking

Password Changes

which increases the risk of security problems.

= Monthty
= Quarterly
m Yearly

= Never

Conclusion: The pie chart above shows that most users do not change their passwords regularly,

14
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7. Impact of Advertisements and Promotions on Digital Banking Usage

Yes or No Frequency Percentage |
Yes 97 51.6%
No 91 48.4% |

Total 188 100% '

Impact of Advertisements and
Promotions on Digital Banking
Usage

mYes

m No

Conclusion: The data shows that opinions on whether advertisements and promotions encourage
digital banking are almost equally divided.

15




8. Duration of Using Digital Banking Services

Sr. No. Duration Frequency | Percentage
1 Less than 1 year 53 282%
3 13 yours 70 37.2%
3 3-5 years 4 18.1%
4 | Morothan Syears| 31 | 16.5%
Total 188 100%

Conclusion: The above graph shows that most users are relatively new to digital banking, with a

growing number of moderately experienced customers.

16
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9. Types of Transactions Mostly Performed by Respondents

Sr. No. Transaction Frequency | Percentage
1 Bill Payment 26 13.8%
2 Money Transfer 106 56.4%
3 Online Shopping 22 11.7%
4 | Checking Balance /statement | 10 5.3%
5 Other : 24 12.8%
Total 188 100% |

Type of transactions mostly
performed by respondents

OTHER

CHECKING BALANCE / STATEMENT
ONLINE SHOPPING

MONEY TRANSFER

BILL PAYMENT

120

Conclusion: The data shows that more than 50% of users mainly use digital banking for money

transfer.

17
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10. User Satisfaction with Digital Banking Services

Sr. No. | Satisfaction Level | Frequency | Percentage
1 Very satisfied 41 21.8%
2 Satisfied 125 66.1%
3 Neutral 17 9.5%
4 Dissatisfied 5 2.6%
Total 188 100%

G

: User'Satisfaction with Digital Banking
Services

B Very satisfied
® satisfied
m Neutral

= Dissatisfied

Conclusion: The chart indicates more than 85% respondents are satisfied with digital banking

18
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Conclusion: The above graph shows that most users are satisfied with digital banking features.

11. Satisfaction Ratings for Various Digital Banking Features

Sr. No. Aspects '
1 Ease of use &User Interface

Transaction speed
Reliability (Successful transaction)
Security & safety
Availability of services
Customer support/ Help desk

N W B W N

B B2 0 e S
=

| B s £ | . B i I L
Ease of Use & User Transaction Speed Refiability (successhl ~ Security & Salety (R8T}  Avallability of Services ~ Customer Support/Help
Interface @RV ENE  (@RER ¥) mmlmal- (88 Jusaen) Desk (41 HEw)
L] WER)

1 - Very Poor, 2 - Poor, 3 = Medium, 4 - Good, 5 - Very Good

Around 60% rated ease of use as good and 30% as very good.

19




Statistical Analysis of Data

1. One-Sample Proportion Test for testing whether customers consider digital banking safe.

Hypotheses
Ho: The proportion of customers who consider digital banking safe is 0.50. (p = 0.50)
Vis

Hi: The proportion of customers who consider digital banking safe is more than 0.50. (p > 0.50)

Test Statistic
_ P—po
Z =" —
‘Pn(l — Vo)
n
Calculation
p=0.766
Zcal =7.2944
Z 12, =1.645
Interpretation:

more than 50% customers believe that digital banking is safe.

20
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2. Chi-Square Test of Independence for Customer Satisfaction by Gender

Hypotheses

Ho: There is no significant difference in satisfaction levels between males and females.

v/s
Hi: There is significant difference in satisfaction levels between males and females.

| Gender Satisfaction Level Total
Very Satisfied | Satisfied | Neutral
Male 18 54 12 84
Female 23 71 10 104
Total 41 125 22 188
x%, = 0995
atdf =2, a=0.05 X = 5.991

Interpretation:

Customer satisfaction is independent of gender.

21
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3. Chi<Square Test of Independence Between Age and Satisfaction Level

Hypotheses
Ho: There is no significant association between age group and satisfaction level

v/s

Hu: There is significant association between age group and satisfaction level

Age Group | Very Satisfied | Satisfied | Neutral + Dissatisfied | Total
Below 20 14 43 8 65
21-30 21 61 10 92
Above 30 6 18 7 31
Total 41 122 15 188

Here, x2, = 2.87

atdf=4, a=0.05: yZ,. = 9.488

Interpretation:

There is no significant association between age group and satisfaction level.

This means customers across all age groups show similar satisfaction levels with digital banking.

L
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CONCLUSION

Bank of India has the highest number of digital banking users in Kolhapur city.
Instant and convenient payment methods like UPT are the most preferred, reflecting a shift

towards faster and easier digital transactions.
The majority of users use digital banking services daily, indicating high engagement and refiance

on these services.
The most common problem faced by digital banking users is network or server issues, showing

that connectivity and system reliability are major concerns.

More than 75% of users feel that digital banking is safer than visiting a physical branch. This
clearly indicates that most users consider digital banking to be safer.

Most users do not change their passwords regularly, which increases the risk of security
problems.

Opinions on whether advertisements and promotions encourage digital banking are almost
equally divided.

Most users are relatively new to digital banking, with a growing number of moderately
experienced customers.

Digital banking is primarily used for transferring money, highlighting its convenience and
efficiency.

A large majority of respondents are satisfied with digital banking services & they realise the
features easy to use, and believe that digital banking is safe.

Male and female customers, as well as customers from all age groups, show similar levels of
satisfaction with digital banking.

23
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Questionnaire

1. Age Group (w2 m);
Below 20 years (20 wwfars)
21-30 years (21-30 =)
3140 years (31-40 a¥)

41-50 years (41-50 7¥)

2. Gender (fm):
Male (g#v)
Female (&)

Other (zav)

3. Occupation (=am):

Student (fremef)

Salaried Employee (e #it)
Business/Entrepreneur (7@ [ 329)
Homemaker (7fevff)

Retired (&arfigm)

Other (37@)

4, Which bank s digital services do you use the most?
(e 3= Rfseet v gl waitus: 3var #ar))

SBI (zwafisra)
HDFC (vashrwe)

ICICI (smismaetanT)

25




Axis Bank (s %)
BOI (shanama)

Other (v, 7E ®u):

5. Which digital banking service do you use most often?
(gt wiorht Rfsreer dfd G watfvw argm?)

Mobile Banking App (v afd o)

Internet Banking (Website) (32te #f%7 — 3779152)
UPLIMPS/NEFT transfers (3¥iema/smagadien/grsesd! =raen)
ATM Services (veium da1)

Others Fm): ___

6. How often do you use digital banking services?
(gt feforee far |an fadft daar qroear?)

Daily ()
Weekly (sr@agargT g#a1)

Monthly (afe=rga T=er)

Rarely (#f57)

7. Which problems have you faced while using digital banking?
(Rfsree dfd1 arawarar qreTen v GE] Y — e Jifers Fag wan)

Technical Glitches (afa® 3rz=vit)
Network/Server Issues (278 /#egt 7aen)

Security Concerns (fraud, phishing, OTP issues)
(geen v — wwavw, e, sieit sreem)

Poor Customer Support (= w3 77es war=2)

Others (sm):

26




VV00WUOLLULLOLWLHLLOLGLELELLHLALOLAOLALI

H
W

AR R

8. Do you feel digital banking is safer than visiting a physical branch?
(qreren ared =1 ) fafazsy dfn ymaa ararian gidaa sm87)

Yes (gh)

No (7m#)

9. How often do you update or change your digital banking password?
(7 Fefree I wwra? frdt 3a1 weean?)

Monthly (z7 wfé=men)

Quarterly (a7 afg=n)

Yearly (=7 7v)

Never (F¢fa 7#1)

10. Do advertisements and promotions encourage you to use digital banking more frequently?
(Sfeareht foba sifwd greren fefsreer s sifers aroaraen waa F<am #17)

Yes (gm@)

No (aef)

11. How long have you been using digital banking?
(71 fefreer sifdr Tt srasTarg o sara?)

Less than 1 year (1 Fafdan 740)

1-3 years (1-3 7¥)

3-5 years (3—5 ¥9)

More than 5 years (5 F5ftan smer)

12. What type of transactions do you mostly perform?
(et wTgEr FioA SraER war?)

Bill Payments (faa wm)
Money Transfers (38 vraavi/waas 4v)
Online Shopping (337 @id)

Checking Balance / Statements (freeim/eedz auram)

27
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Other (sa):

13. How satisfied are you with the range of services offered in digital banking?
(Refirzer IR Rekean Fan yarmrarar Siqvr e FATIT) HTET?)

Very Satisfied (gv gamur)
Satisfied (wmmurt)

Neutral (7ew¥)
Dissatisfied (sr&wmm?)

14, Rate your satisfaction with the following aspects of digital banking
(@refter f¥foree wifd aeined ga= garam T an):

Ease of Use & User Interface (=t gg g fzrdw): 12345
Transaction Speed (z@err=nan): 1 234 5

Reliability (successful transactions) (fawatar — e =en): 1 234 5
Seccurity & Safety (gean): 12345

Availability of Services (#a= syemyar). 1 23 4 5

Customer Support/Help Desk (#re# #erzz). 123 45
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