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ABSTRACT

The rapid advancement of digital technology has transformed the Indian banking sector by introducing innovative
digital banking services such as mobile banking, internet banking, Unified Payments Interface (UPI), online fund
transfers, and digital wallets. The present study titled “Impact of Digital Banking on Customer Satisfaction in
India” focuses on examining the impact of digital banking services on customer satisfaction and understanding the
factors that influence customers’ experiences and perceptions. The study evaluates important factors including
convenience, ease of use, transaction speed, accessibility, time-saving benefits, security, trust, and service quality
that affect customer satisfaction towards digital banking platforms. The research follows a descriptive research
methodology and is based on primary data collected through a structured questionnaire using Google Forms from
81 digital banking users. The collected data was analyzed through percentage analysis, frequency distribution,
graphical representation, and satisfaction level analysis using a five-point Likert scale. The findings of the study
indicate that digital banking has a significant positive impact on customer satisfaction as customers prefer digital
services due to faster transactions, 24x7 availability, easy accessibility, and efficient financial management. The
study highlights that UPI and mobile banking are the most preferred digital banking platforms among users.
Security and trust were identified as major factors influencing customer confidence and continued usage of digital
banking services. The study concludes that digital banking has become an essential component of the modern
banking system in India by improving customer experience, increasing financial accessibility, and providing

convenient banking solutions.

INTRODUCTION

Digital banking has become an important part of India’s financial system by providing services such as mobile
banking, internet banking, Unified Payments Interface (UPI), digital wallets, online fund transfers, and other
electronic banking solutions. These services allow customers to access banking facilities anytime and anywhere
through smartphones, computers, and internet-enabled devices, reducing dependency on physical bank branches. In
India, the growth of digital banking has been accelerated by increasing smartphone usage, affordable internet

services, government initiatives such as Digital India, financial inclusion programs, and the expansion of digital
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payment systems. Digital banking has improved customer experience by offering benefits such as convenience,
faster transactions, 24x7 accessibility, time-saving, easy financial management, and improved service efficiency.
Customer satisfaction has become a key factor in determining the success and adoption of digital banking services,
as customers evaluate digital platforms based on ease of use, security, reliability, speed, and overall service quality.
Therefore, this study focuses on examining the impact of digital banking services on customer satisfaction in India
by analyzing customer perceptions, usage patterns, and the factors influencing their satisfaction levels. The research

aims to understand how digital banking technologies contribute to improving banking experiences.

OBJECTIVE OF THE STUDY

e To study the concept, growth, and development of digital banking in India.

e Toexamine the impact of digital banking services on customer satisfaction in India.

e To analyze the relationship between perceived usefulness of digital banking services and customer
satisfaction.

e To identify how time-saving and cost-saving features of digital banking influence customer satisfaction.

e To compare customer satisfaction levels between traditional banking services and digital banking services.

LITERATURE REVIEW

According to Fred D. According to Davis (1989), the Technology Acceptance Model (TAM) says that the two main
reasons people accept new technologies are how useful they think those technologies are and how easy they believe
they are to use.

Liao and Cheung in 2002 found that factors like security, accuracy, convenience, and how easy the service is to
use have a big impact on what customers think about online banking.

Suh and Han (2002) showed that customer trust is very important for boosting customer satisfaction and promoting
the use of online banking services.

Karjaluoto and others in 2002 discovered that the main reasons customers choose to use electronic banking
services are convenience, easy access, and the time they save.

Malhotra and Singh (2009) looked at how internet banking affects bank performance and customer service. Their
research found that digital banking makes things work better and is more convenient for customers.

Pikkarainen and colleagues (2004) looked into how customers feel about using online banking.

RESEARCHMETHODOLOGY
RESEARCH DESIGN

o Descriptive research design is used to study the impact of digital banking on customer satisfaction.
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DATA SOURCE

e Primary Data collected from digital banking users through a structured questionnaire.
DATA COLLECTION SOURCES

e (Google Forms

e Online surveys shared through email, WhatsApp, and social media platforms.
TOOLS USED

e Percentage analysis
e Bar charts and pie charts

e Five-point Likert Scale for measuring customer satisfaction

DATAANALYSIS AND RESULTS

Statement Strongly Agree/Agree  [Neutral |Disagree |Strongly
(90) (%0) (%) (%) Disagree (%)

Digital banking services are easy t067.9% 16.0% [4.9% 6.2% 4.9%

use.

Transactions through digital banking|66.7% 18.5% |4.9% 3.7% 6.2%

are fast.

Digital banking services are

available 24/7 without interruption. 60.5% 22.2% |1.4% 2.5% 7.4%

I feel safe and secure while using|61.7% 19.8% [6.2% 6.2% 6.2%

digital banking.

The user interface of mobile banking|61.7% 21.0% [8.6% 2.5% 6.2%

apps is user-friendly.

Digital banking helps me save time.  [75.3% 12.3% [3.7% 3.7% 4.9%

INTERPRETATION

The analysis of customer satisfaction was done using a five-point Likert scale. This scale helped to measure how

respondents feel about various parts of digital banking services. The findings show that customers are very happy with

the service. Most people who answered the survey either agreed or strongly agreed that digital banking services are

user-friendly, allow quick transactions, and can be accessed at any time. The results indicate that digital banking has

effectively made banking operations easier and more efficient.
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HYPOTHESIS
HO: Digital banking services have no significant impact on customer satisfaction.

H1: Digital banking services have a significant positive impact on customer satisfaction.

FINDINGS

e Digital banking has a positive impact on customer satisfaction in India.

e Customers prefer UP1 and mobile banking due to fast, convenient, and easy transactions.

e Ease of use, transaction speed, 24x7 availability, and time-saving benefits are the major factors improving
customer satisfaction.

e Security and trust significantly influence customers’ willingness to use digital banking services.

e Challenges such as cybersecurity risks, privacy concerns, technical issues.

°

CONCLUSION

Digital banking has become an essential part of India’s modern banking system by providing faster, convenient, and
accessible financial services. The study concludes that digital banking significantly improves customer satisfaction
through better service quality, easy accessibility, and time-saving features. However, banks need to focus on
strengthening cybersecurity, increasing digital awareness, and improving user-friendly platforms to enhance

customer trust and ensure the future growth of digital banking services.
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