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CUSTOMER AWARENESS TOWARDS E- BANKING DURING COVID-19" 7.

Dr. Kashide Suresh Sahebrao

HOD, Depe of Commerce, Degloor College, Degloor Tq Degloor, Dist. Nanded - 431717

Abstract.

In now-a-days many changes has taken place globally specially after introduction of Internet, |,
has changed the life of many people and has become a powerful topl for communication. So dye
reason the study has been taken on "Customer Awareness Towards Internét-Banking During Cov
The study is to understand consumer awareness, Issues encountered, gnd satisfact‘i?n towa
services. The data collected from the customers are In the form of primary data and secon
mode of collecting data is in the form of well-structured questionnaire. The questionnair
study to collect maximum data from the customers. Secondary data is collected from re
internet browsing and textbooks. This study gives information to the banks regardin
activities which bank customers are receiving from the banker. The data collected and ana
customers of the bank helps to suggest the bank for further improvement in banking
analysis and interpretation is done with tables and with percentage method. Based on the
concluded that majority of the customers are aware about various services provided by th
bank should take some new initiative to make awareness about new services in COvID
make cashless transaction during this crisis period.

Keywords: Banking, Internet-Banking, E banking awareness/satisfaction
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INTRODUCTION:

In the past 2 years Indian Banking system has made many changes in banking activities due to COVID - ]9
Among them one of the important activities is Electronic Bahkin
internet Banking plays a important role during COVID crisis for
India has faced several problems in all the sectors, Among the
economy is the banking sector,
all the sectors have faced lot o
while banking. E-banking is an
E-BANKING:

Banking in India, originated in the last decade/of the 18t
were Bank of Hindustan, which was established in 1770 and th
1791. The largest bank, and the oldest still in existence, is the stat
working as the Bank of Calcutta in mid-June 1806. In 1809, it w
was one of the three banks founded by a presidency govern
Bombay in 1840 and the Bank of Madras in 1843. The three
Imperial Bank of India. After India’s independence, Imperial be
many years the presidency banks had acted as central banks.
In 1935, under the Reserve Bank of India Act, 1934.

g or Internet Banking. Online Banking or
cashless transactions. In this crisis period
m one of the important sectors for every
It circulates the money to all the sectors of the economy. During COVID-19

f problems individually. In this study | am specifying the one issues faced
important service provided by banks in jts regular services.

century. Among all the banks first bank
e General Bank of India, established in
e bank of India. It originated and started
as renamed as the Bank of Bengal. This
ment. The other two were the Bank of
banks were merged in 1912 to form the
came the State Bank of India in 1955. For
The Reserve bank of India was established

In 1960, the State Bank of India was given control of eight state-associated banks under the State
Bank of India Act, 1959. These are now called its associate banks. In 1969 the Indian government '
nationalised 14 major private banks, one of the big bank was Bank of India. In 1980, 6 more private hanks }
were nationalised. They dominated the banking sector because of their large size and wide spread !

networks. These nationalised banks are the majority of lenders in the Indian economy. The Indian
banking sector is broadly claceifiad inem ot 11 1 o e v
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Luded under the 2% schedule of the

nt . y , . RESEI've Bu
,r (Iasstﬁed into Nationalised Banks State Ban Orl;kdof India Act, 1934, The scheduled banks
ndia and |ts associates, Reglonal Ruranlnﬂ: ak”"
; anks,

the banks. and other Indian private hanks Tl

areil - " e erm com

r Thcduled Tlon:)r:\:]::zl i‘:I':]l:is‘.'*jg‘(‘ilated underthe Bnnkmgr;zrcllal banks refer to both scheduled and
arally bz ia is devel ttiation Ac |

. GEI;gowzrnnwent has developed mﬁ::ae:.ay_ Y day but they fai o 'L:“:'(‘Vt:r

poo” .|e its pranches all over India, The N'5 al Sresses thi through the :m“ndln 't

, tablished to ensure that b Bl anrléuli R Doeopmen
was establis at banking facilities shoylq be n\mll'nhllntamI it

allable to rural India and poor

facilities typically have many features ang
S C

ine banking

L enec | apabllities i

atare application specific. The common featules fal) broadly Into sev r; oo but also have
. several categories:

4 bank customer <" perform non-transactional tasks through online b; i
Viewing account balances e banking, including:
Jiewing recent transactions
(\
pownloading bank statements for example in PDF format
«l

_ Viewing images of paid cheques

ordering cheque books
Download periodic account statements

5 Dowhloading applications for M-banking, E-banking etc.
Bank customers can transact banking tasks through online banking, including:

Funds transfers between the customer’s linked accounts ;
g third parties, including bill payments (see, e;g., BPAY) and third party fund transfers (see,

-
v

P

~

o Payn
eg. FAST)
Investment purchase or sale
o Loanapplications and transactions, such as repayments of enrollments
o Credit card applications o |
o Register utility billers and make bill payments
+ Financial'institution administration
« Management of multiple users having varying levels o

¢ Tmnsactipn approval process
+ Personal financial management support, suc
Some online banking platforms support account aggrega
their accounts in one place whether they are with their main ban
Objectives: |
1.To find the customer awareness towards E banking
2 To determine services received while using E-banking.
3 Tostudy the factors which affect the consumer towards [-banking
;Z;jnalyse the satisfaction of customers using E-banking.
ope: ‘
LThe scope of the study is limited to customer awareness towards E-banking services.
; lT[h: :Aan?ple size of the study is on bank vcu.stomers only.
WUHW COVID crisis.
*  The study helps the e banking customer to get awareness regarrflmg Th: s;‘a“‘;':g ;Z:‘:,:ZS
The study is useful for knowing factors effecting customer pre Li:e““ 04[ hrl L r(-)ve e
It helps to know the issues faced by cus E-ban mlg as it help P
Researciegorma“% activities and services.
o= ethodoloev

(s]

|

fauthority

rsonal accounting software.

h as importing data into pe
tomers to monitor all of

tion to allow the cus
k or with other institutions.

tomer during

/.//5

1“" Y |
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sned to fulfil the data the dat, R ,
p i Mained by a study spm'lﬂcnll)’ deslgn senerated in large numb Nee Wlh F .
nimary data are obtained by i ) and are e er o et
problem at I\arr:d Such data are orignal character B J

Sup,
| come indlviduals and research b"d[“""tms““dy i
conducted mostly by government and also b
SUY _Vaﬂ\lrl““l

Tlm !
. was filled by the Bank ¢ an
fata coll I1-structured ll"‘"‘“”"”"“cwhkh ust”murs !
data collected is in the form of well-s

Secondary data:

. )
Data which are not originally ¢ | f which st
l ;
constitutes the chief material on the hasis ¢

ted but rather obtained from published or Unpuh
‘ted .
let Jtistical work Is carried out in many invest|

ion
jesirable that one should go through 4. N s

Ay data (LIS ¢ ' Xis
I fis Before.polectnd 1l 00 (lfthc general area In which the specific problem falls an:j'ni(
n D
literature and learn what Is already known

gl
sons.

ads and less

surtounding information that may klve ' . varlous sources llke reference books, textbook ang ¢

In this study Secondary data Is collected from Ve ton,
official sites related to banks

: ing to the study is
QUESTI((]S::;I;I:IHM under this study fs @ Iist of questions pertaining to Y Is prepareq ang ¢

stions and provides space f
to various respondents. The quesllunnalrc contalns varlous q:e uestionna?re and senﬁi it bOr Nty
Request l;- ,,,gdo to the respondents through a letter to fill up the qd estigtinglne s don :Ck Withip,
‘P(‘(lﬁ;’d ~time In this study for collecting the data well-structured 4 gned to gy, Se

and interpret the data

S IQUES: , .
AMPLI;?};:EIE:: sQimple orocess of learning about the population on the basis of a sample drawn ¢

Tom
iL Thus in the sampling technique instead of ever)‘f unit of the ulnn(erse;:)::jyrjwp:: otfhthe uqiverse s
studied and the conclusion s are drawn on that basis for the conclusions n ?t basis for s
[, ' . lation units. The process of sampling Involves
entire universe. A sample is a subset of popu Tee
elements:
a. selection the sample -
b. collecting the information
i i out the population
‘l:t I:::lll?f ;: lnnoffer;ntiea:: samp!epispnot studies for its own shake. The basic objective of the study s 1
draw inference about the population. In other words sampling is a tool which helps to knoy the
characteristics of values obtained from the study of a sample such as the average and dispersio 3,
known as statistics. On the other hand such values for the population are called parameters, '
SAMPLING METHODS: |
In this study is obtained by using simple random sampling techniques in which each and every
unit of the population has an equal opportunity of being selected in the sample. In simple randon
sampling which items get selected in the sample is just a matter of chance personal bias of the
investigator does not influence the selection. It should be noted that the word random does not mean

haphazard or hit or miss it rather means that chance only determines which items shall be included in
sample.

SAMPLE SIZE: ’

I'Shg

An important decision that has to be taken in adopting a sampling technique is about the size of
the sample. Size of the sample means numbers of sam

pling units selected from the population for
investigation.

In this study the sample size is "50" customers. It is more than “30" respondents and it is considerec
as large sample.

chosen chs:sted of 50 sample respondents representing the customers of E-banks. The samphin?
random. The data collected from the primary source w

] ) il
ere analyzed with the help of various 505"
measures such as 5“’“010 percentaee analucic p
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0 LlTERATUR'E
r|Ew U|Haq'eta"(2020):
pan he study, "Impact of e-banking service
lnof -satisfaction’
,nf"rpmi( circumstances progress the requirement of e-bankj
N Cur:loﬂ“] panking and focused on the inflyence durin

one o trust safety and security, reliability, websjte de

#
quali
‘ Juality op e-loyalty in pandemic times through

"R, had a critical influence on the

usage of
B the pandemic, how

ever their preferences

| signs and custom i

e . previous literature is noted. The probable reason Is the hard tler;::m[f"t)ln' R,
o S i = 0t the ongning pandemic
[hang 9).

/! )M g Ramya T} (2014):

akes e research paper titled "A Study on Factors Influenc
1? ndia” tried to examine the factors that inflyence Inter
n

Ban“m?‘ i ccessf““y proved and itis found that interpet banking is

odel su ase of use and Perceived usefulness. In the marketing
od ©

erccwe

ing Consumer Adoption of Internet
net banking adoption Using PLS, a

nfluenced by its percelved reliability,

| process of inter
o should emphasize these benefits Its adoption provides.

mal'kett';:i;i Nippatlapalli (20"13): | |

r in his reseal-ch_paper A Study on Custonxer.Satnsfactlon of Commercial Banks: Case Study on

k of India” This paper prgsent Custolmer‘ satisfaction, a term frequent]y used in marketing, 1s a
sate BT f how products and services supplied by a company meet or surpass customer expectation
neasf® © tisfaction is defined as "the number of customers, or percentage of total customers, whose
Customer S;,a erience with 2 firm, its products, or its services (ratings) exceeds specified satisfaction
epored e;p in India originated in the last decades of the 18th century. The first banks were The
goalS “Bank;:iflndia, now which started in 1786, and Bank of Hindustan, which started in 1790; both are
Geners 27 The oldest bank in existence in India is the State Bank of India, which 6rigiﬁated in the Bank
o defunft~ ne 1806, which almost immediately became the Bank of Bengal. This was one of the three
of alce™ ]; ]uks the o‘ther two being the Bank of Bombay and the Bank of Madras, all three of which
pesder ‘ahn d‘under charters from the British: East India Company. For many years the Presidency
wer}iseasieb:]lz:quam-central banks, as did their successors. The three banks merged in 1921 to form the
ban
Imperial Bank of India.
TERPRETTION OF DATA:

ANALYSITSh:riSCLiique used for interpretation the detail percentage methlc)ti.lPer.ct;nmﬂg‘:rm\:?;)t:hz
technique which analyse the data in numerfical. lthheldpst tolcotmhipseu:tau ?;;,ei:f;:r;a::, n i0S dor.‘e el

alysis we can easily draw the inference from the data. In . . g
ir;bl);s and Percentage Method. The table is used to convert ti;le raw data Lr;n: an::::z?::doiizr: fsoorm y
everyone can easily analyse the data and can draw c.onclusmns. Perce:n gna]yse b Tillesanl
interpretation of the data. It is in chat form. By observing the ché!;t Weﬂce i
Percentage method are time saving techniques to interpret and analyse the s
GENDER ‘

————

net banking services

PERCENTAGE ]
| GENDER e
WAL 32 o
FEMALE Tom
— TOTAL 50
o ' ales and 36% of females .
o lh?fb'r:’?ggl.e -it can be observed that respondents include 64% of male
A OF BANKING sERVICES NT PERCENTAGE
~~—____ RESPONSE RESPONDE o
42
= VEC

16%
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INTERPRETAION:From the above table - it can be observed that there are different responden,
different opinions regarding awareness of banking services. The majority of respondents are awl With
al'c f)f

banking services. That is 42 (84%).
PROVIDEING E-BANKING DETAILS

[ RESPONSE RESPONDENT PERCENTAGE

[ VIA SMS 23 46 |

B BROUCHERS 17 N

| E MAIL 6 12 |

| OTHER 4 8 y

B TOTAL 50 m
INTERPRETATION:

From the above table - it can be observed that there are different services of e-banking provided by ban

to the customer are via SMS, brouchers, E-mail, others. In this analysis the majority of customer Satisfieg

Via SMS services. that is 46%.
BENEFITS FROM THE E-BAKING DURING COVID-19

RESPONSE RESPONDENT PERCENTAGE
ONLINE SHOPPING 8 16 ﬁ
. EASY TRANSFER 22 44 ‘
24/7 SERVICES 124 12 : Vo240
" OTHER SERVICES (SPECIFIC) 8 6
! TOTAL 50 100

INTERPRETATION: From the above table - it can be observed that there are different customer with
different benefits from E-banking like online shopping, easy transfer, 24/7 services, others. In this
analyses the majority of respondents are getting easy transfer benefit. This percentage is 44%.

SATISFIED WITH E-BANKING

RESPONSE RESPONDENT PERCENTAGE
YES 32 64
NO 18 36
TOTAL 50 100
INTERPRETATION:

From t_he above table - it can be observed that there are different customer with different opinions
regarding satisfaction of E-banking. In this analysis the majority of customer satisfied with E-banking
services. That is 64%.

FINDINGS SUGGESTIONS AND CONCLUSIONS
FINDINGS:
*  Ithasfound that, the majority of customer satisfied with E-banking services. ie: 64%.
¢ In ab'ove study the majority of respondents are getting easy transfer benefit. le: 44%.
» Inthis study it is found that the majority of customer are satisfied Via SMS services. that is 46%:
*  Itcan be observed that respondents include 64% of males and 36% of females
* Maamum number of respondents claim that their banks d ’
0 not for £
banking facilities. charge exira CarE”
*  Inthis study most of the respondents are aware of E- banking services.

* o this analysis maximum res : o
pondents are facing transacti i
CONCIHSIONS- 8 onlimjt

Fy .
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It 1s concluded fina)) tw
th ' '
respeet o bith Y that there is significant difference between public and private B

concluded fromt;eer:;cszslsr(;wded and services performed via e-banking / internet bankiqg. lthls
customers tend to use o.p 0 Fhe St‘.ldy that the customers prefer e-banking over manual banking, t e
services the usage ofATe- anking / internet banking and adoption of e-banking and internet banking

M. Tele banking and Internet banking are perceived as important and the use

of t '
hese services through e-banking / internet banking performed are beyond the expectation of the
customers,
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