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IO time immemorial, invention and innovation is part and parcel of human existence,
aware of this notion, after nationalization in 1969 and J980 respectively the banking secior —
erwent dvnamic changes and save new shape from being brick banking to click banking
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ORIGINAL ARTICLE,

INNOVATION OF E-BANKING: A BOONTO
BANKING CUSTOMERS
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erivienie, Secoming gwire of Bz aolioe, aifer
|-.-|_|'n.'.'l'|l-:‘|'_'| the Barling secfor by il undeeven! dynamic changey and e e
vhape from being brick banking to click banking syatem, A5 @ rosolt the harks starfed fo
fiens from produci-conirie i custmRer-coninc Tediy the c-lank TePVECET Qe e
effeetive dug to the time fector, aitrachive fecilifies and bettor qieality fendoe, A5 pe !
sratistical peport, fndia hay 208 miifion internet wers and ranks third mneosg the interro
penetration of {26 per cent afier Ching anad US Therafive this pagper aims & pinedy B
inmovation of banking sector in the récent pasi and how far it has influenced banking
cttosers tnthe shady ared. Beaidfy [Radicare Phod e desers of !"u-'h':-irl_l.! FEFVICEY QY
sieatly herefied by psing ATM services, Checxing the balance enguiry and pavment of
Rills. This paper o0 recommends rupther of fr i riesrefmtions fedhe service providers o
mtake e-Manking services af more pser frienal) awed e il o the cusramers which
T1EFR SaPhe el df T LS Fad die Illn'.'ln'i!.l.'ij,,r EFENL
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INTRODUCTIONN:

With an advent of informaton and communication technology (10T}, the banking seclors were
demanded ta provide new technological services via E-commeree. This has led 1o a novelly of handlng
daily banking business through E-banking services. Today, the banking sector has a major parndigm <hift
Mroan “Brick banking” 1o “Electrenie Banking”. Electrome Banking 1% a genenc lermy which encompasses
ATM, Tntemet banking, Mobile banking, Phone banking, Tele banking, Electrenic elennng services,
Electronic clearing cards, Smart cards, Door slep banking and Electronic fund tmnsfer. I8 warks on the
principles that Banks should make o focus friom being product-centns o customer-cenine [he vae of e-
banking provides lots of benefits which ndd value 1o customers” sitisfaction in terms of hetter quaiity of
service afferding and at the same tme enable the hanks 10 gain mare competitive ndvantage over other
competitons, According to e recent statistics India has 205 miltion imternet users and ranks third among
the ntemel penetration ol 126 per cent alfier Chinaand 115,

The nuemberof intemmned users inurhan India s 137 million, sehile o roml parts s inereasing by 58
per cent annually, This presents p great opporfunity for internel banking in the country. The number of
interned banking users tn Indin i@ expected to rse 1o 213 million by 2014, making India jump onto the
second place replacing 1.5, Referring 10 the current seengrio, out of 205 million users in lndia, 112 million
prefer mobdle banking. This is clearly, dus o mpld T1 development in the banking svstemi in the mapor
cithes. bul the slatistics in subswrban and reral India is different nnd comparateely low. B-banking services
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ot than ATM s snbl do not aecoint for o stgiificant porto of total trensactons in suburban amd
I due to the back of awareness about the e-hinking services provided by banks.

REVIEW OFLITERATURE

Cromiathal 20UT] states that the advent of technology both in terms of computers and communications
have drsuonlly ehanged the methodology of o banking busingss, Hence E-banking services i an
important service t {he banking customers, The E-banks aré more eficient with mexpect o the Wme faciar
artracnive facilices and better quality service and this is e imporant reason for the bank customers to
swiltl over o L-banking services {1 Ippal and Kour), The Intermet banking has attracted the atiention of
tiniks, securitics wrading firms, brokerape houses, insurnnce companies, regulniors and lawmakers in
develapimg nafions sinee the late | 94940 (Sufvan Habib), However these online serviees siill fce some
problems related 10 legal and risk managenent { Fapapom Klomss)

STATEMENT OF PROBLEM

Lhe beaking secto,r being a service secior his undergone tremendous chimge due 1w Banking
reformns i F9SE, Liberalisaton, privetizaton nnd Clobolizogionf LG an 1990, aaid Information  and
technology Act(IUT) in 20040, Asa resull the banking tmnsaction changed Irom brick and mortar sysiem 1o
click system: The bonks cater to millions of peaple whoare in the nook and comer of the wardd with s,
convenicnce ind frendly service vin e-banking services, Rapid strides are atready being made in banking
lechinslogy m Indis and imernet banking 19 0 mamifestation of this. Every day we sce new fie-ups,
inneyilien and strategies being announced by banks, Hence both private and public banks ore beocoming
glubal feaders in ihe curent seenario. Banks have found themselves at the forefront of bichnolopy adoption
for the past three decades. Banks began (o look ut e-banking as a means o replace some of helr traditonal
branch funciions. AL ihis juncture o mumber of questions arise in the minds of the researchers like w bt aire
the Tactors that i lluence the respondents to avail c-banking services? How do they make use the c-banking
selvicesT Towhatextont are they satisfied ina vailing E-banking services? Considering these questions, the
fesearchiers have focused the seady on “ Innovation of E-Banking: A Boon te Banking Customers”

ORIECTIVES

Ihe penerdl objective of the paper 15 to assess the imnavation ol e-bunking services among (he
sample respondents. The follow g are the specife objectives:

® Lo kisow the demmgraphie profile of the sample respondents
® oteed oot e e toes inMuencimg thie sample respondents fo preler I-banking services i e study ren.
® i cliscuss the utility ofe-bunking services und measure the satistaetion level of the respandents,

METHODLOGY

THis study 1% based on both primary and sccombvry dat The pomary data were collected from 50
respondents rom Magorcoil wwa, The samples weére selected oi the siniple ranwdom basis, The secondary
datd were collecied Trom books nnd websites,

Avape

biv the 216t centuty being 4 service secior, the banking company stands in the Torefront of
techioluogy adoption due to globatized, liberalized and a competitive environment, Customers are #llmeted
by the convenicnee und easy scecssibility of banking vansaetons which saves their tine wnd ENETEy
Fherefore this study isan eve-ogpener o the banking customers to understand the importance ond the exten
of utitity of banking services, This study eovers the banking customers in end around Nagercoil town,
Hencesthasa greatscope for banking customers o and around the study arca,

Eimitations

Thestdy hos a limited coverage, since the dila were collected from the customers of Indinn Bank.
State Bunk of Tndia, Indian Overseas-bank, Centeal Bank of India, Canary Bank and 1CICT in Magercoil
frwie Morcover duie to e consirainis, witby the top five services like ATM. On-line banking, Mohilc
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banking, Telephone Baakime and E-payments were anitlysed Further the zample size is 50 in number which
i very bess compared 1o seiunl population avaihing E hanking services in the study areq Hemoe the fesills
dravm connot be penerlized. Adding 10 that the problems of E-banking services arc ipmoredl, in ordetr b
highlight the posilive aspects ofthe F-banking services

TOOLS FORANALY SIS

Iy this study, various statisticnl techniques like percentage analysis, Garel s ranking method
weiphted nvernge method and Likert's seale meathod are used Lo analyze and interpret the enllected data

ANALYSIS AND INTERPRETATION

Demapraphic profile is one of the imporiant variables which determine the qualily of decision
pinking i adople ot technology in the 1ife of sample respohidents

Table-1
Pemographic profile of the respondenis
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The table clearly depicts that 34 percoent of Ue pespombesis who avall e-banking services belong
tethe npe group of 25 o 45, 11 evident that younpsters nie earty ndogters of gnv innovation. H) percent of
male respondents are benelited from the B-banking services since during wiirking lours they eannot visit
the banks in person. ks infermed thiat it =nves their time and energy and they spenl that hiour Tor other

productive purposes. 82 per eenl of the respondents are degree holders whn are flexible to chinging

Pectfil Mamagensr Rescach Joumal | Vebame 3 1 fase. ) D 20
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enviruament and they casily adopt modem Endgets due o convenenee and comfon reusons, 37 per cent of
the respomicnis pre professicnals whoe are VERY Conscious aboat thclr pke managenienl %4 per ceme of e
resposidents eirm monthly income ore than Rs 15,0010 1 45,000 whicl feveals that the middle income
sloup are beaefed from B- bunking services, 1158 nferred that the sample respondents who are exposed
RN vation of banking secior are educated, professional ¥oungstess and middle income EITHIpE,

FACTORS INVLLE MOING 1 'STOMER'S PREFER ENCE

Forthe adopiion of wiy product oy AOIVICes, a number of factors should b borme inimind First and
Faremost ot should benefit e receiver us well a3 provider. The factars may differ from one CuUslamer o
wnother, depending upon o humber of reasans, The following wble shows (e factors influenging the
Custames s prefeiencs on vinrions E-banking Services using welghied Ve e o

Tauble
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lable 2 elearly showy that the respondents have gwven bgher welghtage 1o Time saving’ witl a
mieuad seore of 4.52, Tollowed by * Eilsw neceesos il ' Convenienee! with o mican scopg 442 and 4 )2
respectively, Itis sialyzed thar for ihe respandents the time factor is mare precisus and they do not want to
waste Ume, Morcover, (e LE-bamking services T Yery casy 10 operale and coavenient by st af Benic ar
working inthe office

SATISFACTION OF E-BANKING SE RVICHS

Luslisimiens are the Eing ol the market, Unless and o il the customers are ngtsg Uslied no service provider or
Pk Rag vsrer cos withstund in 1l markeding seenirio. The satisfaction of the customers wiries from person
1o peeson depending upon emolicnal, econatnical and social equilibrivm aspects of the iespondesis. The
Tollowing table cleny by depicts about the level of satisfuction of the sample respondenis,
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Fable 3
E Customer Satisfaction
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Louree: Primary data

Outof five F-banking scevices the first mnk i pivento Al W service with wsgore valoe of 229 Itis
evident the ATM services function for 24 hoursan a day and 7 dnysina week, Ifis inferred that g an:d when
fime permils the respongdents withdrw cash a1 nvtime, anywhere ond any place from the tank avcount,
The fnst runk is given 1o Tele banking with 18 mean score of 147 points, 1tis clear thal these servioes i Inidin
mre b infand stge and (1S popular in developed cownines

USAGE OF E-RANKING SERVICES
The usoges of any product or serviees depend upon need, preference and tasie ol any person who

ik (hem i their day to day circumsianccs, The following table clearly shows the extent 1o W hich the
samiple responclents ublize their E-banking services,

Tahle 4
Lismge of F-Banking services
%Mo 1'ur||-;|-':r_ Cirreti mean Itank
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Fhe first mank is given to "Cash withdrawal” followed by "Balance enquiry ' and ' peymient of bills'
otk kb mean score OF 66,32, 61 00, and 56 58 respectively, [0 s ohserved thal the respondents withdraw
cash throagh ALK faciliy from any whers and af any fimoe, 1z analysed that witlout gonag fo banks ey
e able to e heek balonee cimgury and pay Use balls like |.'|m'||||.'|1':.1m surance, |'|:-|;||.jrgi||g1||-;r'b|l-: Lop wpeic.

FINDENGS

e B prer cont of the respondenis who avanl E-banking services are aged between 25643 venrs 1is eviden
it ba- banking aervices hove s gredl scope inour siudy binea

w0 porcent of make respondents are beneliled Tom il E-banking services sinee they are e employvess
[Eas imferted Ut siiting atthe deskisp ey can do ll banking trinsactions withoul geing (o banks.

% B2 per cemt of the respondents are degree holders whi are flexible 1o changing envitonment ond they

easily adopticdern adgens due to convenienee nod com fori ressons,

23 per cent of the respondents are professionals wha are very conscrous about therr ime manngement

4 per cent of the respondents cam maenthly income between By, 15,000 w0 45,000 which clearly depicts

it e micome groups are beaelited from E- banking transsciions,

2 Thie Bestmnk sogeven to “Tine saving' with s mean score of 4252, followed by *Easy secesses’ ol

Lonvenence witha meanseore of 4 42 uml 4, 18 respeciively,

& The bnstrank wsgiven to “Tele banking ' with ils 1otalscore of 147 points. 1 clear that Uese services in

Enchin sire ot amfunt stage and it is papularonly s developed coumnes,

The Gratcoek b5 given w " Castowitislrwal” followed by *Balavce enguire” and * paymentof bills" wiik s

nenir scope ol G B2 61 00 and 56_35 respectively.

&

e

SUGGESTHMNS

& The service providers cati creale awireness regandmg the ovailability of electronic banking services amd
the extent of its usope through ndvenisement in the Torm of print or media which might nttmet many
micye bank customers

% The bandes con mike their sites more user fiendly and atirctive, So that Indin being o young populated
st mi gk hene fit from oller E-banking services like that of AT facilifies,

w " Safory system for online bankasyg and mobile banking showld be muode cfTective which cresiesa inist in
mienel of customens wwards secunity of their accounds

< Dunng the beginning of the month or in case of any holidavs for three consesulive clay's there will be n
risotey i ATM e This frustrates e onstomers, Therefore, there should be a link between the ATMs and
the biank offices so that the money avatoble in the ATM will be monitored and sufficient money eon be
kept s alis ATM

@ The Educational mstitutions con onganize seminnr ‘workshopsymposivm related 10 ' E-banking

services which o b cocates emeidous awareness o s stadent con |:.uni'|}- whi mmh: be pillars of

LOETOTTEW,
he Ciovermmett and REL can insist the tan payers 1o pay thelr income tax through ¢-payment which
minghl increase the number of the customiers aken to tat of developed countries

i

COre L U S0

I this present ora pebple wre very Hime consciois due (o milu tisk work and they do not have me
b stand i bong quenes. Keeping in mind, ithe banking sector too adopted E-banking services which are
mislant, quick and fagt which satisfics the customers in tlerms of time, energy and cost. Hence E-banking
SCIVLEEs are 8 boomn o the customers in this compennve world. Ttis evadent from the presens study that the
custemmers prefer E-channels due 1o advinscement nmd utility. Although, there are some draowhacks in §-
banking like, ATM out of erder, buck of persenal service, securily concem eic., but still  E-banking is
preforred as the customer feels that. (ts essential (o suve their tme, energy and cost. 5o, the banks have.to
upgrade Hs services constanidy ansd think of new innovative customized puckages and services iy order 1o
retnn s customers and augméntthe economy of the country,
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