
© 2018 JETIR July 2018, Volume 5, Issue 7                                                                    www.jetir.org (ISSN-2349-5162) 

JETIR1807A03 Journal of Emerging Technologies and Innovative Research (JETIR) www.jetir.org 26 
 

CUSTOMERS ACCEPTABILITY FOR DIGITAL 

BANKING CHANNELS IN INDIA – AN 

EMPIRICAL STUDY 
Dr. Girish Kumar Painoli 

Faculty of Accounting and Finance 

Shinas College of Technology, Shinas, Sultanate of Oman 

 

Abstract 

‘Digital banking gives gigantic advantages to banks' in cost reserve funds, further developed client connections 

and separating their offerings from contenders. Albeit the Internet banking administrations were presented in India 

for over 10 years ago, the reception among the bank clients is still extremely low. This review plans to analyze the 

variables that decide adoption intentions of clients to utilize Internet banking administrations in India. Financial 

progress and innovation transformation have enabled the development of new and more efficient delivery and 

preparation channels, as well as more inventive financial products and services.' Banking companies are up against 

competition from one another, as well as non-bank monetary intermediaries and alternative finance sources. 

Another important challenge facing banking firms today is the evolving and changing needs and expectations of 

customers, which are accompanied by increased levels of education and growing wealth. Customers are becoming 

more aware of their financial choices and are becoming more involved with them. “The motivation behind this 

examination was to comprehend the Indian clients' mentality towards comfort and confidence in monetary 

exchanges in web banking administrations”. 

Introduction 

The financial area has been the foundation of each economy whether fostered or arising. It plans and executes the 

monetary changes. Any adjustment of this area through the reception of innovation will widely affect an 

economy's development. These days, banks are looking for flighty approaches to give and separate among their 

assorted administrations. ‘Both corp speak just as retail clients are done able to line in banks, or look out for the 

telephone, for the essential banking services. With the approach of Information innovation, the manners in which 

people and business are performing different exercises have changed throughout the most recent twenty years 

around the world. The Internet clients have been quickly developing, as another road of performing undertakings 

like correspondence, shopping, banking, and so on Web innovation has without a doubt reclassified the manner in 

which the items and administrations are designed, communicated and conveyed to the clients.  
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For an advertiser, the Internet has given in number is capable freedoms to comprehend and serve the clients better 

than rivals in the industry. For instance, the Internet has empowered the vast majority of the organizations to save 

a lot of cash, by having customized correspondence and conveying their items and administrations on the web 

“Web banking permits clients to direct a wide scope of banking exchanges electronically through the bank's site – 

whenever and anyplace, quicker, and with lower expenses contrasted with utilizing customary, genuine bank 

offices. Web banking is a stage where bank clients can perform different exercises, for example, balance inquiry, 

fund move, demand for bank articulation, and so forth which were generally acted in branch banking”.  

There are various advantages for the banks and the clients through offering banking administrations on the web 

(Tiwari,2017). Furthermore, for customers, it is feasible to perform the greater part of the financial exchanges 

online without visiting the actual bank office, at whenever and in any spot. In India, the financial administrations 

given by the banks' sites can be grouped under two sorts: educational sites and transnational sites. Instructive sites 

would just give clients admittance to administrations, for example, checking balances, viewing account 

proclamation, and so on while through transnational sites, clients can move reserves on the web, make charge 

installments, etc. Further, with the quick reception of computerized installments the nation over, supported by the 

presentation of inventive items in the installment space, the Bank zeroed in on fortifying framework and 

guaranteeing wellbeing and security of advanced exchanges. The choice for banks to add more advanced 

arrangements at all functional levels and will significantly affect their monetary steadiness (Tobbin,2012) 

Presently the country is confronting a basic circumstance  conveying the administrations in a viable way. As the 

aftereffect of the episode, the nation has seen cross country lockdown to stay away from the spread of Corona 

infection. The Government and the Reserve Bank of India (RBI) has taken quick measures to decrease the 

seriousness. By changing the functioning season of bank offices, decreasing the quantity of staff in branches and 

so on, added to this, during the lockdown time frame The Indian Bankers Association additionally determined that 

main important administrations like store, withdrawal of money, leeway, settlement and government exchanges 

will be delivered. At this crossroads the computerized appropriation channels are viewed as exceptionally 

straightforward, client centered financial experience, everything being equal. Computerized appropriation channels 

showing straightforward, client centered financial encounters will be a basic need for every monetary organization 

(Chavan,2013). The advantages of an exceptional advanced client experience will be quantifiable. Indian banking 

industry to reinforce the computerized banking channels by detailing appropriate systems to assemble the client’s 

steadfastness which accordingly assist the manages an account with holding their client base. 

India's digital banking acceptance status 

‘Innovation has transformed the financial industry on both sides of the globe. In any case, the rate at which 

innovation has empowered financial administrations has shifted throughout countries (Takieddine and Sun 2015). 

In India, almost all banks provide computerized banking services to their customers as a necessary tool for making 

ends meet (Safeena et al. 2014). With the growing interest in innovation among financial service providers in 
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India, it is becoming increasingly important to appreciate client perceptions and create procedures accordingly 

(Roy et al. 2017).Following demonetization (the abolition of large currency notes), the Indian government has 

launched a number of initiatives to encourage customers to switch from cash to electronic payment channels (such 

as e-Wallets, the Unified Payment Interface, the Aadhaar-enabled instalment framework, and so on).The point of 

most extreme significance is that in India the test isn't simply relocating clients from conventional financial 

channels to advanced channels yet in addition to associate the unbanked masses with the standard financial 

framework utilizing computerized finance. The point of most extreme significance is that in India the test isn't 

simply moving clients from customary financial channels to computerized channels yet additionally to interface 

the unbanked masses with the standard financial framework utilizing computerized finance. The lower-than-

expected standard use of computerized mechanisms for banking exchanges calls for additional inside and out and 

basic exploration on defining the procedures and practices to move clients to innovation empowered financial 

channels dependent on the elements that make a difference to clients the most”. 

Boom of e-banking 

“Following the boom of new innovations like the web and cell phones by and by, e-banking has additionally been 

the focal point of various scholastic papers Adoption, insight and utilization of web banking by purchasers is one 

of the themes intensely inspected in e-banking literature. The accommodation of remote access, 7/24 accessibility 

and value impetuses are the primary inspiration factors for the buyers to utilize web banking (Banu et al., 2017). It 

takes note of that the straightforwardness of the items offered by means of web banking works with the reception 

of web banking by purchasers”. The shopper view of web banking and other financial channels and report that web 

banking, ATM and telephone banking substitute each other. The key future obstacles of web-based financial 

reception, according to potential clients, are Internet security, web-based financial guidelines, consumer protection, 

and bank reputation. Without a doubt, potential clients identified web security and customer protection as the most 

significant future challenges that banks face throughout their examination of web-based banking. Seen usefulness, 

seen usefulness, seen usefulness, seen usefulness, seen useful Web security has a significant and direct impact on 

web banking acceptance. (Bashir and Madhavaiah, 2015) 

Threat 

‘Developments are blended gifts. They bring benefits just as posture difficulties. Developments in Information 

Technology are no exemptions for this standard. The most noticeable test emerging from these advancements 

identifies with the idea of safety, the specialist organization's standing; loss of security; and worries about hazards 

related with the unwavering quality of Internet Banking. The significant parts of danger are security and trust. 

Trust is at the core of all sort of connections. It might be defined as a client's complete trust in a bank's ability to 

keep its promises to them (Karjaluoto, 2017). Client trust in their online transactions is critical, and it has been 

identified as a vital to the framework's progress. In a situation when there is an actual division between the bank 
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and the client, conditions are difficult to predict, and connections are difficult to filter, the client's trust is a 

component of the degree of hazard suggested. 

 

Customer Acceptance of Mobile Banking 

“A few definitions of versatile trade are found in scholastic writing. MIS, the board, and advertising all have 

different ways to deal with characterize regarding what precisely establishes versatile business. The portable 

business can be characterized as conveyance of items and administrations through remote innovations to empower 

web-based business exercises whenever or area. It can likewise be characterized as the new kind of web-based 

business exchanges, led through cell phones utilizing remote media communications organizations and other wired 

internet business advancements (Kaur,2012)”. ‘Ebb and flow flexible Internet applications enable clients to gain 

access to a variety of services, including web data search, SMS (short message service), MMS (multimedia 

message service), banking, payment, gaming, messaging, call, weather data, GPS (Global Positioning Service), 

and so on. All things considered; this diverse collection of services will be referred to as portable business (m-

trade). Mobile trade is tied in with purchasing and selling items and administrations through remote handheld 

telecom gadgets like cell phones and PDAs’. The fundamental achievement variables of portable business are its 

comfort, convenience, omnipresence and trust. The versatile trade application is area touchy, time basic and the 

application is constrained by the client or organization administration provider. These administrations can be 

gotten to at whenever and anyplace (Montazemi,2015). The versatile business is empowered through various 

advancements, for example, organizing, installed frameworks, data set and security. Versatile equipment, 

programming and remote innovation empower portable trade application which can send information rapidly, find 

a client position or direct business whenever anyplace. Security and protection are fundamental components for the 

accomplishment of versatile trade and its applications. Mobile banking is viewed as one of the most worth added 

and significant portable business applications right now accessible. 

CHALLENGES LIKE: 

SECURITY 

Security is one of the most difficult components of working as a web-based financial marketer. This is because in 

the past, a looter would have to break into a bank vault and make a tough getaway with the money if he or she 

wanted to steal an individual's bank investment funds. This was a frightening concept that included a great deal of 

risk and danger. Digital hackers only need certain personal details to hack into a person's account and take their 

money through internet banking. It's normally done anonymously, and there's a lot less risk involved than before. 
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DIFFICULTY IN TRANSACTION 

Maintaining or withdrawing funds from an online bank may be significantly more complicated and time-

consuming. Not only do online banks often have fewer ATMs than their traditional counterparts, but they also take 

longer to process and deposit purchases into a bank account. “For example, stores show in PayPal accounts, one of 

the most prominent online banks, in roughly 3-5 days. This is an issue that online financial marketing will face 

until online banks improve their exchange rates” (Patel and Patel, 2016). 

TECHNICAL ISSUES 

Because online banks rely so largely on their online platforms, they stand to lose a lot of money if their 

frameworks go down or if their programming is flawed. Millions of dollars in losses could occur from a single 

unique issue that closes down a bank for a day. Customers of banks may also suffer as a result of the outage, as 

they will be unable to make payments or complete transactions while the site is unavailable. 54 percent of buyers 

now use a mobile banking application. In this approach, banks must ensure that not only their web platforms but 

also their mobile applications are up and operating (Rewashed, 2015). 

Perception on Effectiveness of Digital Banking Services  

 

“Banking area is putting colossal sum in advanced drives to keep an upper hand and to convey the most extreme 

administrations to their clients. By embracing digitalization, banking area offer refined types of assistance to their 

clients by anyplace and whenever. The possibility of computerized banking relies upon clients along these lines, 

understanding client's prerequisite and satisfying their need and assumption is turning into a test”. 

 

 

 

Objectives of the Study:  

1. To find the reasons for customers acceptability for digital banking channels in India 

2. To ascertain the significance of the reasons for customers acceptability for digital banking channels in India 

Research Methodology:  

The present study is descriptive in nature in which the reasons for customer’s acceptability for digital banking 

channels in India have been studied. The sample size of the study is 150. The data were collected with the help of a 

structured questionnaire on a five-point scale and analyzed with the help of the mean values and t test.  
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Table1 Demographic profile of the respondents 

Variables 
Number of 

respondents 
%age 

Gender   

Male 86 57% 

Female 64 43% 

Total 150 100% 

Using internet 

banking services 
  

Yes 106 71% 

No 44 29% 

Total 150 100% 

People use internet 

banking services 

because 

  

It is fast 65 43% 

It is convenient 54 36% 

It is safe 25 17% 

It is advanced 6 4% 

Total 150 100% 

Internet banking has 

been a boon  
  

Yes 109 73% 

No 41 27% 

Total 150 100% 

 

Table 1 presents demographic profile of the respondents on customer’s acceptability for digital banking 

channels in India. There are 57% males and 43% females in the study. Among the respondents 71% use 

internet banking and 29% don’t use internet banking. The 43% of the respondents use internet banking services 

because it is fast, 36% use it because it is convenient, 17% use it because it is safe and 4% use it because it is 

advanced.  
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Table 2 Mean Value of the factors determining the customer’s acceptability for digital banking channels in 

India 

Sr. No. Factors determining the customers acceptability for digital banking 

channels in India 

Mean 

Score 

1. Internet gives you an edge over other businesses 4.05 

2. It is easy for customers to conduct transactions through internet banking 4.16 

3. Internet banking saved the day  4.12 

4. Government of India is making a lot of efforts for shifting the consumers 

attention from cash towards digital payments 

4.18 

5. Internet banking is more convenient and safer as compared to 

conventional mode of banking 

4.20 

6. 24/7 availability is one of the biggest attractions for consumers to use 

internet banking 

4.19 

7. People are still apprehensive about adopting internet banking services 3.88 

8. Internet banking gives more options to consumers in terms of services 4.11 

9. Advancements in the banking services contribute to the development of 

an economy 

4.06 

10. Internet banking is capable of answering to all the changing and growing 

expectations of consumers 

4.09 

 

Table 2 shows the opinions of the respondents. It is observed that Internet banking is more convenient and safer as 

compared to conventional mode of banking with the mean value of 4.20. It is followed by 24/7 availability is one 

of the biggest attractions for consumers to use internet banking (4.19), Government of India is making a lot of 

efforts for shifting the consumer’s attention from cash towards digital payments (4.18), It is easy for customers to 

conduct transactions through internet banking (4.16). Internet banking (4.12), Internet banking gives more options 

to consumers in terms of services (4.11), Internet banking is capable of answering to all the changing and growing 

expectations of consumers (4.09), Advancements in the banking services contribute to the development of an 

economy (4.06) and Internet gives you an edge over other businesses (4.05) were also considered important. 

Reasons like People are still apprehensive about adopting internet banking services (3.88) were also viewed as 

important. 

 

 

http://www.jetir.org/


© 2018 JETIR July 2018, Volume 5, Issue 7                                                                    www.jetir.org (ISSN-2349-5162) 

JETIR1807A03 Journal of Emerging Technologies and Innovative Research (JETIR) www.jetir.org 33 
 

Table 3  

Sr. 

No. 

Factors determining the customers acceptability for 

digital banking channels in India 

Mean 

Score 

t-Value Sig 

1. Internet gives you an edge over other businesses 4.05 6.809 0.000 

2. It is easy for customers to conduct transactions through 

internet banking 
4.16 7.684 0.000 

3. Internet banking  4.12 7.040 0.000 

4. Government of India is making a lot of efforts for shifting 

the consumers attention from cash towards digital 

payments 

4.18 6.595 0.000 

5. Internet banking is more convenient and safer as compared 

to conventional mode of banking 
4.20 7.124 0.000 

6. 24/7 availability is one of the biggest attractions for 

consumers to use internet banking 
4.19 7.920 0.000 

7. People are still apprehensive about adopting internet 

banking services 
3.88 4.532 0.000 

8. Internet banking gives more options to consumers in terms 

of services 
4.11 8.046 0.000 

9. Advancements in the banking services contribute to the 

development of an economy 
4.06 6.713 0.000 

10. Internet banking is capable of answering to all the changing 

and growing expectations of consumers 
4.09 7.118 0.000 

 

Table 3 shows the results of t-test. It is found from the table that the significance value for all the statements is 

below 0.05, hence all the statements regarding the customers acceptability for digital banking channels in India are 

significant. 

CONCLUSION 

Banking and monetary administrations have consistently been amazingly formal in nature, and all things 

considered. They say "cash drives everything and everyone", and regardless of whether the line was planned to be 

skeptical, it stays valid for to some extent all the businesses. Things are, be that as it may, quickly changing in the 

advanced time. It is as significant that the banks stay as straightforward, as their clients stay credible. The primary 

goal behind coordinating financial administrations with innovation is, undoubtedly, convenience. Innovation has 

now gotten comfortable to most people, to a degree that it impacts their way of life. As a result, it's critical for 
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businesses to stand out in the digital world by providing unique services. Security is still one of the most important 

services that banks can provide, thus user-friendly interfaces are the best option. More people are adjusting to 

mobile platforms, and more people are using online platforms at a younger age. As a result of these factors, there is 

undeniable power that may be deleveraged via sophisticated channels. Despite this, there are a number of steps that 

must be followed in order to reap the benefits of digitization. 

In today’s modern world of technology and digitalization, the customers are coming forward and accepting the 

digital channels of banking for their convenience, comfort and safety. Young age customers and elderly customers 

both are easily accepting the digital channels of banking as they are very user friendly and safe at the same time. 

These digital banking channels are very helpful and supportive for their customers and the financial sectors as well 

to keep on working even in some uncertain situations like pandemic.   

 Government of India is making a lot of efforts for shifting the consumer’s attention from cash towards digital 

payments since it is more convenient and safer as compared to conventional mode of banking. 24/7 availability is 

one of the biggest attractions for consumers to use internet banking. It is also found that people are still 

apprehensive about adopting internet banking services but Internet banking gives more options to consumers in 

terms of services and advancements in the banking services contribute to the development of an economy. All the 

factors discussed above significantly influence the customers to accept the digital banking channels in India. 
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