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Mohile Banking: The User Friendly Services of the Banking Scctor
SSahaya Selviy Department of Commerce, Holy Cross College, Nagereonl
Introduction

Ranks are one of the service sectors whch have atiracted customers
from time immemaorial  The mobilization and creation of finance s rooted
through banks w millions and millions of customers for the day w-day
activities. The economy of the entire ghobe 15 chamelized through banks
Ranks have become pan and parcel of every organization, and it plays a
vital mole in the life of every individual or sector. The banks contnbui
finance towands the development and growth of the company. Phae 1o the
advinced technology in Information ad Communication  Technology
(1CT) the banks undenvemt pamdigm shift from bricks md morar system
to click system.

The bank emplovees used fhis opportunity to their  benelit and
reached the customers in every nook and comer of the world via mobile
banking. Mobile banking has filled the gap of the unbanked population.
S for banks, mobile banking is a potential methed for aftraching and
retaininge customers, It also provides the convemence of reducing the
usage of curreney potes and cost elfeetively servicing the unbanked
peographics. A astomer who uses mobile banking is far mone profitable
tora bank than a customer who uses other channels for banking services,
Statement ol the problem

Maobile technological growth has opened new vistas mn the area of
hanking operation, Mobik banking is now gaining popularty over interme
banking, In case of intemet or onhne bankmg we peed a4 compuner and
imlernet connechion (o access our account and this becomes o pmblem
during emergencics of when we don’t have interned comnection, Flowese
this is net a problem with mobile banking a5 we wall pel nebwvork
gonrection even in the remote arcas. Personally, gomnge to the bank for
wansferring money or for any other tansaction takes o ot of e and
energy, On the other hand, with thie use of mosn e bankme, we s gel o
work done within few mindes. With the implementation of new  user
friendly applications and software, mobile banking through our cell phone
has become simpler. As a result of ihis, mone and more people ar
aitrcted towards i, Mobile banking keeps the customer updated with any
petivilty done m therr account. At this juncture, fow quostions anse m the
minds of the researcher like what are the mobile services provided by the
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Mubiks Banking: Th

¢ User Friendlv Services of the Banking Sector
banking segtor and how
Liowd fitteng

undderalken

e clients ate satisficd with those services. Ta
answers 1o the aforesand questions, the reseinch study has been

Cbjeciiyves

The pgeneral abjective of this paper s to discuss ahout the
mobile services rovided by the banking companies and the extent in
which these services are utilizsd by the clients in the study area. The
following are the speci i olsectives:

to find out the mature of mobile
service prividers in the study anea

services that are provided by the

Lo discuss the frequent usage of services by the sample respondents

tu amalyze the satisfaction of the sample respondents in terms of
benefits of mobile banking services

Methodology

This swdy comprises both Primary and Secondary dat, The
pronary datn was collected with the help of a pre- tested interview
schedule. The sexondary dstn was collected trom books, magazines,
peumals, unpublished thesis and websiies Filty sample respondents who
are ising mobile banking services in and  sround Nagercoil were
interviewed on the basis of mndon samphng method. The collected data
wis analyzed with the help of Henry'

5 Gomrett ranking method  and
Likert's fve pramt scale

Prata and Discussions

the speed culture paves ways and means for quick transictions
Every one considers time and cnes £¥ are precions. Hence while they are in
ransit they do lor of business transactions, Mohile banking is the boon 1o

the customers as while they are in transit itself, they can do all possible

banking wansactions withou pong to bunk. Table 1 clearly depicts the
ature of services offerad by the bank cmphiyees,
TABLE 1 - Services Provided to the Customers
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Source: Primary Data  Figure in parenthesis represents score

Fable | reveals thal out of 16 statements with repard 16 Wae of
mithile hanking services the sample respondents have aiven st rank o
Balunce enquiry’, second  roank i given to *Request for Tnancial
utlormation” amd  thard rank 15 grven to Mot fication”™. Simtlarly the Jas
tank or 16" mnk is mven 1o ‘Interbank wobile payment services”, snce it
5 uschul enly for those who are engaped 0 business orpnniztion, Tt i
analysed that through software progeamme, withou govngt 1o Lhe bank they

are abée 1o ransset all the |'|:||lLr||5__'_ SErVIces YL mobile banlss, [t snves

e energy and economizes the ansactions of the sample res pondents,
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lable 2 shows that the oeder of preferences of the respondenis
usimg  molale banking - services by appiving Henry's
technmgue

he User Friendly Services of the Banking Scotoi

Ciarret ranking

FABLE 2- PURMSES IN THE ORDER OF MREFERENCE

L1 ] Purpases af llh.ill;l_': imelile hivoking Biave Rank
M, RUCVICEY

I Muking enguiry about the bank hilanee SH.06 i

2 Making enquiry of the lnst fow transaclions 551 I

i Viewing the details of the bank account LR I

| Cirdier o dbesnand o enfi _I-?'E.“l 4 |

) Request For 2 cheque A5.7H v

I oolop paviment of chegue 4208 W

lable 2 shows tht out of these six lype ol activities first rank

second rank 15 given 1o
‘Making enquiry about the bank balance’ and third

gven o Viewing the details of hank decoumt’,

nnk 15 @ven 1o
It 15 inferred that these
serviees becomes necessary for all the sample espondents i their

day tramsactions

“Mokmg enquiry of the last fow ransaciions',

day to
and they need not go 10 banks to cheek and venly all
these tmmsactions which helps the customers

o use their tme in other
|ZI|'-.HJ|I|_'Ii'.'-;_' PuUrposes, |

ble 3 shows the satisfaction level of the sanple
resporkdents in the study aneg

FABLE 3 Level of Satisfaction of the Sample Respondents
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Lable 3 reveals that oot of 10 sitements the sample respondents haw
gwen fwstrank o 'Comvendent’, second rank o “saves mme” and third mank

to tUbser friendly: with ils mean score ol 4588, 4 449 angd 4,400 ||_‘-|‘:|;-;_'1"i'-.-|.']:-. I

tast rank is given o *Transaction on cost” with its score villue of 358 I i
respondents are highly satisficd and conm fiartall e
with maobile banking services e 4y 1t

observed that the sampl

Lomvement, Wme saving and ser
Ervenally mvire
Recommendations

In Indis the mnhile banking services are in mascent stages il it w oper
PopLiar mmong the common public excepl the professionals, Henee the
bankers can create awareness through adventising snd  odicate ihe

customers with nepard to benefits and usage of mohi e banking services,

Fhe RE (Reserve Bank of Indea) can make i mandatory that ol pccount

holders use the mobale bhanking serviees.
| he Crovermmaent can i ffuence the employess i piey thar incare s

through mobile banking, So thar this cancept of mobike banking serviges

may reach every nook and corner of the world and b ulpe the gap belween
the rur and wrban populations

The scademic institutions ¢an ncluck in 1ts curtculion, mokile barking
wrvlces, so a5 o popularze the mobile hanking

envices ke in ores
developed countr s

This serviee has reached only the professional and 1T based eanplioyiees

Flence the soflware packase should be simplified and muoss e W LT

friemlly so that all clisses of peaple can use i
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Conclusion

With the phenamenal growth of echnology, maobile banking i3
gaming populanity over internpet banking Persenally, going to hank for
lnsleming money or for any other transaction takes lime ani energy. (n
the other mdl, with the use of mobile banking we can get our work done
withi few munutes. With the implementation of new user friendly
applications and software, mobile banking though our cell phone has
become simpler, As n result of this, more and more people are alracted
towards it Mobile imking keeps the customer updated with any achvity
done 1o their account. This innovation T become a hoon 10 every
customer of the banking sector and has emerged as a grest user friendly
service of the 217 centuny
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