
A STUDY ON BANKING INNOVATIONS AND ITS IMPACT  
ON CUSTOMERS IN BENGALURU. 

 
Jayarama1                    Dr. Kubera Naik L2 
 

Abstract 
The Banking Sector Industry is getting a good transformation due to change in consumer needs knowledge and huge 
amount of competition as a result of liberalization globalization and privatization. Hence it is very essential for this 
industry to continuously adopt to change according to the needs because technology has a direct impact on functioning 
of the bank with the technological advancements that customer gets benefit and banks also gets huge customer base 
so this paper focuses on the new innovations in the banking sector. 
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Banking Innovation 
       The Term “Innovation” means to make something new. Banks are no longer restricted to 
traditional banking activities, but explored newer avenues to increase business and capture new 
market. Innovation is introduction of new method of production, the opening of new market, the 
conquest of new source of supply, carrying out the new organization of any industry. Indian 
banking sector has witnessed a numerous change from decades. Value creation is an essential 
element in present era as market is buyer oriented. Most of the banks have introduced innovative 
techniques in banking in order to create value for customer and to add more and more customer in 
its network. Since Independence Indian banking has undergone a huge transformation in the years. 
The tremendous changes were particularly high in the 1990’s and 2000’s, when the introduction 
of innovation changed the facet of banking the way it was perceived as a result of induced and 
autonomous requirement of the environment. 
            In the 1990’s when liberalization, privatization and globalization policies introduced the 
banking sector in India pronounced larger emphasis placed on Innovation and technology. Banks 
started to use innovative technology to provide a better quality of services at fast speed. 
Information technology has made it possible and convenient for customer to perform their banking 
activities from diverse places which was not possible earlier and to extent remain uncovered. So 
technology plays an crucial role in the improvement of banking services and performance 
operations.    
In India, most of banks and financial institution are offering ICT based financial product and 
services to improve their business efficiency and speed of services e.g. called e-banking, internet 
banking, electronic fund transfer, electronic clearing, mobile banking etc. The mechanization and 
computerization of banking were started from 1985 by the first phased plan of bank automation in 
India. Now in India 97percent of public sector bank branches, cent percent private and foreign 
banks are computerized. Bank are offering lots of ICT based banking service to bank customers 
and using modern technology to internal business operation. After financial reform period of 1991, 
various foreign and new private banks are entering in Indian banking industry with their high tech 
banking services. It leads to competition of ICT based banking services in Indian banking system 
and creates efficiency. For the further developments the Reserve Bank of India (RBI), Institute for 
Banking Research and development of technology has continuously trying to enhance the system 
by required facilities to banking and financial institutes in India. 
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Review of Literature 
Birla Institute of Scientific Research (1991) in its study makes a comparative assessment of the 
performance of public sector banks and major private sector banks since nationalization. They find 
that the performance of public sector banks is not satisfactory in rural development activities when 
compared to the private sector banks. 
Govindarajalu (1996) in his article “Satisfaction and dissatisfaction with bank services” views 
that the Indian banks have lost the quality of customer service. The dissatisfaction of customers 
with bank services is an important issue to be considered by banks and policy makers for the 
development of banking sector. 
 P Verma (2000) is in tune with the findings of Varghese. Analysing the impact of information 
technology on new generation banks Verma feels that new generation banks are far ahead of 
traditional public sector banks. He finds that information technology is posing a threat to the public 
sector banks. He observes that the business per employee of major public sector banks in India is 
a mere fraction of the business per employee of new generation banks. So the public sector banks 
have to improve their productivity and efficiency to compete with the new generation banks which 
are fully computerized. But Eapen Varghese (2001)11 finds no such difference between the 
services rendered by public sector and private sector banks. 
 Mini Joseph’s (2001) view is that new generation banks have created a spirit of competition in 
the banking industry by fully utilizing the facilities and amenities available from technology and 
computerization, and by accepting customer satisfaction as the core aspect. For preventing the 
erosion in the market share of old private sector banks and public sector banks, they are also 
providing quality service now in a competitive spirit. 
Dharmendra Singh and Garima Kohli (2006) are of the opinion that the new generation banks 
in India are different from the traditional banks. They are the pioneers in the use of technology, 
utilization of manpower with professional management and implementing corporate governance. 
The traditional banks follow the technology adoption of these banks to retain customers. 
Sujatha.S and Arumgan N (2014) in their study ”Customer satisfaction in Indian Banking  
Sector” view that before introducing various services to customers, banks should take care of their 
needs. To serve customer with different occupations and educational backgrounds bank should 
adopt strategies. There is a correlation between satisfaction of the customer and the performance 
of banks. So it is important for banks to consider satisfaction of the customer as a relationship 
marketing strategy   
Statement of Problem 
The most important purpose of conducting this study is to identify and analyze the efficiency of 
Banking innovative services and impact of information technology provided by the bank to its 
customer. 
The impact of various aspects involved in availing online banking facilities was concerned to 
understand the customer’s perception towards internet banking services. The influence of risks in 
online banking was determined. Due to rapid change in technology and the entry of private and 
foreign banks a number of new products and delivery channels have been introduced. Among the 
major initiatives Internet banking has brought to the customers the much demanded convenience. 
The advent of e banking offers banking firm a new frontier of opportunities and challenges. Despite 
these possibilities, there are various psychological and behavioral issues such reluctance to change, 
trust in one’s bank security concern, preference of human interference and the like impede the 
growth of e-banking. In this regard a study has been undertaken in e-banking services provide by 
the bank. Competition prevailing in the banking sector and the need for introducing effective 
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improvised services by the bank through online facility was clearly analyzed to signify the growth 
opportunities available to the bank and to signify the benefits that can be perceived, and availed 
by the customers. 
Scope of Study 
Scope of study is general term means the extent to which it is possible to cover the subject. The 
area of operation is confined to certain banking innovations provided by SBI Srinagar Branch, 
Canara Bank Hanumanth Nagar Branch, Corporation Bank Srinagar Branch, ICICI Bank 
Basavangudi Branch, Karnataka Bank Srinagar Branch. The study is mainly for the sake of 
knowledge and importance of to know the impact of Banking innovations on the customers. 
Objective of Study 
1) The main objective that is explored in this research is innovative banking practices adopted by 
banks. 
2) This study also focuses on utilities and advantages with introduction of new technology. 
3) To identify and describe the key services that are available to the customers. 
4) To study the impact of Innovations on customers and provide feasible suggestion to improve 
the services. 
Sample Size 
The population of interest was defined as a group of bank customers who were users of Banking 
innovation services. A total of 200 Respondent are selected and they are customer of State Bank 
of India Srinagar Branch, Canara Bank Hanumanthanagar Branch, Corporation Bank Srinagar 
Branch, ICICI bank Hanumanthanagar Branch, Karnataka Bank Srinagar Branch. 
 RESEARCH METHODOLOGY 
Research methodology is the study of research techniques and rules for conducting the research. 
If the project is to be accomplished effectively an appropriate step in the research process has to 
pursued. It contains of inter related activities such as identifying the research problems, description 
of research design, sources of collecting the data and so on. 
The study has been carried out on Banking innovative services. Data used in these study are 
collected from online source 
 Sources of Data 

 Primary Data: Primary data is the first hand information. The primary data for the 
research is extracted from the area of office of State Bank of India Srinagar Branch, Canara 
Bank Hanumanthanagar Branch, Corporation Bank Srinagar Branch, ICICI Bank 
Basavanagudi Branch, Karnataka Bank Srinagar Branch. The data was collected through 
personal interviews and structured questionnaire, administered to target respondents. 

 Secondary Data: The secondary data is an integral part of any research study as it provides 
information on key variables which plays a major part in research. The secondary data have 
been collected from different published sources like internet, books, newspaper, articles 
etc. 

Tools for Analysis 
The data statements using statistical methods collected from primary and secondary sources will 
be analyzed and tabulated into following 

 Pie charts 
 Bar diagrams 
 Tables 
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 Limitations of the Study 
The limitations of the study is determined as the various challenges faced in the process of research 
to understand the impact of banking innovations on customers 

 Study is Limited to only to particulars Banks which is selected for study. 
 Study is mainly undertaken in the area of Basavangudi, Bangalore Urban. 
 Study is limited to only Certain Banking innovations. 
 Time constraint of the study. 

Innovations in Banking  
1) Google Glass Technology: Banco Sabadell in Spain became one of the first bank to create 
retail Google app that allowed users to locate the nearest ATM. Check account balances and use 
video conferencing for technical support.  
2) Beacon Technology: Bluetooth Beacons installed at banks to integrate physical and mobile 
channels to create a new type of interaction and effective commercial communication and to 
deliver to the customers a positive and personal experience Barclays is one of 1st bank to use this 
technology. 
3)Cheque Truncation: Cheque Truncation is the conversion of a physical into a substitute 
electronic form for transmission to the paying bank. Cheque truncation reduces the physical 
movement, time and cost processing the cheque clearance system 
4) E-Banking Services 

 Automated Teller Machine(ATM) 
 Cash Deposit Machines. 
 Internet Banking 
 Mobile Banking 
 Tele Banking 
 Electronic clearing services 
 Electronic Fund Transfer 
 Smart Cards 
 E-cheques 

A) Automated Teller Machine (ATM):  ATMs were introduced to the Indian banking industry 
in the early 1990s initiated by foreign banks. Most foreign banks and some private sector players 
suffered from a serious handicap at that time-lack of a strong branch network. ATM technology 
was used as a means to partially overcome this handicap by reaching out to customer at lower 
initial and transaction cost and offering hassle free services. Since the innovation in ATMs 
technology have come a long way and customer receptiveness has also increased manifold. Public 
sector banks have also now entered the race for expansion of ATM network. Development of ATM 
networks is not only leveraged for lowering the transaction cost, but also an as an effective 
marketing channel resource. 
   Automated Teller Machine (ATM) is an electronic computerized telecommunication device that 
allows a financial institution’s customers to directly use a secure method of communication to 
access their bank accounts, order to make withdrawals and cheque their account balances without 
the need for a human bank teller(or cashier) 
B) Cash Deposit Machine: The Cash Deposit Machine, better known as CDM is an ATM like 
machine that allows you to deposit cash directly into your account using the ATM cum debit card. 
You can use this machine to instantly credit your account without visiting the branch. The 
Transactions receipt also gives you your updated account balance. Some of the salient features of 
this product are: 
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 Instant credit of cash deposits into your own account. 
 Quick and convenient way to deposit cash. 
 Paperless transaction 
 The per transaction limit is Rs 49,900/- for card less deposit and through debit card Rs 

2lacs  (subjected to account has PAN number) 
C) Internet Banking: Internet banking refers to the system allowing individuals to perform 
banking activities at home, via the internet. Internet banking allows customers to conduct financial 
transactions on a secure website operated by their retail or virtual bank. 
Internet Banking in India 
The Reserve Bank of India constituted a working group on internet banking. The group divided 
the internet banking products in India into 3 types based on the levels of access granted. They are: 

 Information only system: General purpose information like interest rates, branch 
locations, bank products and their features, loan and deposit calculation are provided in the 
banks website. There exist facilities for downloading various types of application forms. 
The communication is normally done through e-mail. There is no interaction between the 
customer and bank’s application system. 

 Electronic Information Transfer System: The system provides customer specific 
information in the form of account balances, transaction details, and statement of accounts. 
Identification and authentication of customer is through password. 

 Fully Electronic Transactional System: This system allows bi-directional capabilities. 
Transactions can be submitted by the customer for online update. This system requires high 
degree of security and control. It Comprises technology covering computerization, 
networking and security, inter-bank payment gateway and legal infrastructure. 

D) Tele Banking: Telephone banking is service provided by a bank or other financial institution 
that enables customers to perform financial transactions over the telephone, without the need to 
visit a bank branch or automated teller machine. 
 E) Mobile Banking: Mobile banking is a system that allows customer of financial institution to 
conduct a number of financial transactions through a mobile devices such as mobile phone or 
tablet. With the use of a mobile device, the user can perform mobile banking via calls, text, website 
or applications. 
Mobile Banking Services 
Banks offering mobile access are mostly supporting some or all of the following services 

i. Account Balance Enquiry. 
ii. Account Statement Enquiries. 

iii. Cheque status Enquiry. 
iv. Cheque Book Requests. 
v. Fund Transfer between Accounts. 

vi. IMPS (Immediate Mobile Payment system). 
vii. Bill Payment alerts. 

viii. Minimum Balance Alerts. 
ix. Recent Transaction History Requests. 

F) E- Cheque: An E- cheque is the electronic version or representation of paper cheque. The 
information and Legal Framework on the E- cheque is the same as that of the paper cheque. It can 
now be used in place of paper cheques to do any and all remote transactions. An E-Cheque work 
the same way a cheque does, the cheque writer “writes” the e-cheque using one of many types of 
electronic devices and “gives” the e-cheque to the payee electronically. The payee “deposits” the 
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electronic cheque receives credit and payee’s bank “clears” the e-cheque to the paying bank. The 
paying bank validates the e-cheque and then “charges” the check writer’s account for the check 
G) Real Time Gross Settlement (RTGS): It is specialized fund transfer system where the transfer 
of money or securities takes place from one bank to another on a “real time” and on “gross” basis. 
Settlement on “real time” means a payment of transaction is not subjected to any waiting period, 
with transaction being settled as soon as they are processed. “Gross settlement” means the 
transaction is settled on one-to-one basis without bundling or netting with any other transaction. 
“Settlement” means that once processes, payments are final and irrevocable. 
     The RTGS system in operation since March 2008 is primarily for large value transactions with 
the minimum threshold limit at Rs 2 lakh. The service window for customer transactions is 
available from 9.00 hours to 16.30 hours, for inter-bank transactions, the RTGS system stays open 
up to 18.00 hours. 
H) National Electronic Fund Transfer (NEFT): National Electronic Funds Transfer (NEFT) is 
one of the prominent electronic funds transfer systems of India. Started in November 2005. It is 
electronic funds transfer system, which facilitates transfer of funds to other bank accounts in over 
several bank branches across the country. This is simple secure, fast, safe, fastest and cost effective 
way to transfer funds especially for retail remittances. 
Timings 
1)  Customer can use this facility between 8: AM and 7: PM on all weekdays and between 8: AM 
and 1: PM on Saturday. There are twelve hourly settlements between 8: AM and 7: PM on all 
weekdays and six hourly settlements between 8: AM and 1: PM on Saturdays. 
2) The money will be credited to the beneficiary account on the same day or at the most next day 
in case the message is sent during the last batch of settlement.  
Charges 
1) Rs 5 per transaction if the transactions amount is less than Rs 1 lakh 
2) Rs 25 per transaction if the transaction amount is more than Rs 1 Lakh 
I) Electronic Clearing Services (ECS): Electronic clearing services is a retail payment system 
that can be used to make bulk payments/receipts of a similar nature especially where each 
individual payment is of a repetitive nature and of relatively smaller amount. This facility is meant 
for companies and government departments to make or receive large volume of pavements rather 
than for funds transfers by individuals.ECS is used by institution for making bulk payment of 
amounts towards distribution of dividend, interest, salary, pension etc, or for bulk collection of 
amounts towards telephone/electricity/water dues, cess/ tax collection, loan installment 
repayments, periodic investments in mutual funds, insurance premium etc. 
J) Plastic Money: Plastic money or polymer money, made out of plastic, is a new and easier way 
of paying for goods and services. Plastic money was introduced in the 1950s and is now an 
essential form of ready money which reduces the risk of handling a huge amount of cash. It 
includes credit cards, debit cards, and smart cards etc. Plastic money is much more convenient to 
carry around as you don’t have to carry a huge amount of money with you 
     1) Debit cards: Debit card is plastic card that provides an alternative payment method to cash 
when making purchases. It is also called an electronic cheque, as the funds are withdrawn directly 
from either the bank account or from the remaining balance on the card. 
It includes 

I. Issuing bank logo. 
II. EMV chip (Euro pay, MasterCard and Visa). 

III. Hologram. 
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IV. Card Number. 
V. Card Brand logo. 

VI. Expiration date. 
VII. Cardholder’s name. 

VIII. Magnetic stripe. 
IX. Signature strip. 
X. Card security code. 

         2) Credit Cards: Credit card is a plastic card issued by financial institution that allows its 
user to borrow pre-approved funds at the point of sale in order to complete a purchase. Credit cards 
charges interest and are primarily used for short term financing. 
5) Green Banking: It is the means of promoting environmental friendly practices and reducing 
carbon footprints from your banking activities. Green Banking aims at improving the operations 
and technology along with making the clients habits environment friendly in the banking business. 
It’s like normal banking along with the consideration for social as well as environmental factors 
for protecting environment. It is the way of conducting banking business along with considering 
the social and environmental impacts of its activities. 
6) Digital Banking: It is the application of technology to ensure seamless end-to-end processing 
of banking transactions/operations; initiated by the client, ensuring maximum utility; to the client 
in terms of availability, usefulness and cost; to the bank in terms of reduced operating costs, zero 
errors and enhanced services. The key innovation in Digital banking are 
7) Digital-only: Digital only bank provides end-to end services through digital platforms like 
mobile, tablets and internet. It is paperless, branchless and signature less banking offering 24*7 
services to its customers. In India, digital –only banking is based on Aadhaar infrastructure. It 
offers various services like account opening, term deposits, financial products like insurance and 
mutual fund. While digital banking is simple and cost effective, there are still security risk.  
8) Biometric technology: It allows the person to be identified uniquely by evaluating one or more 
distinguishing biological traits like face, hand, retina, voice, and ear features. The use of biometric 
authentication can eliminate the requirement of multiple passwords and PIN codes.  
9) Artificial intelligence: It provides quick and personalized services by dealing with each 
customer and focusing on their specific requirements. It can be used to collect information, 
automatically build models based on that information, inference and communicate in natural way. 
10) Robotics: The banks have started to deploy robots to answer the customer queries related to 
banking transactions, demat account, locker facility, fixed deposits, loan etc. Apart from humanoid 
robots providing customer services, software robots are also getting deployed in functions such as 
retail banking operations, agri-business, trade and forex, treasury and human resource management 
11) Block Chain technology: It can be used for operations such as money transfer, record keeping 
and other back- end functions. It can be also used to secure document management, reporting, 
payments treasury and securities and trade finance. It helps to prevent fraud, it is cost efficient. 
12) Wholesale and Retail Banking: Retail Banking refers to banking in which banking 
institutions execute transactions directly with consumers rather than corporate or other banks. 
  It includes following services: 

 Savings and checking accounts 
 Personal loans 
 Debit cards 
 Credit cards 
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Wholesale banking refers to conducting banking business with industrial and business entities. 
This includes corporate, trading houses, multinational companies and domestic companies.  

 Fund based services 
 Non fund based services 
 Value added services 
 Internet banking services. 

Data Analysis 
Table:1 Demographic Profile 

Variable Particulars Frequency Percentage 
Age Less than 25 75 38% 

26-40 103 51% 
41-60 20 10% 
Above 60 2 1% 

Education Illiterate 4 2% 
PUC 15 8% 
Degree 78 39% 
Master Degree 95 47% 
Others 8 4% 

Employment Government 
Employee 

12 6% 

Private Employee 86 43% 
Business 40 20% 
Student 52 26% 
Housewife 10 5% 
others 0 0% 

Gender Male 133 66% 
 Female 67 34% 
    

 
From the above table it is inferred that 
1) The Majority of Respondents are Male. 
2) Majority of respondents are Private Employee. 
3) The Majority of Respondents are Graduates. 

Table No 2: Showing the Status of Bank Usage 
Status of Usage No of Respondents Percentage 

Less than 1 year 24 12 

1-5 90 45 

6-10 67 33 

Above 10 19 10 

Total 200 100 
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Analysis 
From the table it can be analyzed that the 12 percentage of respondent are using the banking 
services for less than 1 year, 45 percentage of respondents are using banking services for 1-5 years, 
and 33 percentage of respondents are using banking services for 6-10 years, 10 percentage of 
respondents are using banking services for more than 10 years. 
It is clearly shown that maximum number of respondents are using Banking services from past 1-
5 years 
 

Graph No 2: Showing Status Of Bank Usage 

 
 
Interpretation  
From the graph No2 Researcher can interpret that 24 respondents are using the banking services 
for less than 1 year, 90 respondents are using the banking services for about 1-5 years, 67 
respondents are using the banking services for about 6-10 years, and 19 respondents are using 
banking services for more than 10 years from the table and Graph Researcher can conclude that 
the majority of respondents are using banking services for about 1- 5 years. 

 
Table No 3 Showing The Technological Adavancement Of Public And Private Sector Bank. 
Attribute No of Respondent Percentage 

Yes 111 56 

No 89 44 

Total 200 100 

 
Analysis 
From the table no 3 it can be analyzed that 56 percentage of respondent agree that public sector 
Banks are more technologically advanced. Remaining 44 percentage of respondent agree that 
private sector banks are more technologically advanced. 
It is Clearly shown that maximum number of respondent believe that public sector banks are more 
technologically advanced than private sector banks. 
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Graph No 3: Showing The Technological Advancement Of Public  
And Private Sector Banks 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
Interpretation 
From the above graph no 3 Researcher can interpret that 111 respondent agree that public sector 
bank are most technologically advanced. However, rest of another 89 respondents believe that 
private sector banks are most technologically advanced. 
 

Table No 4: Showing Customer Usage Level Of E-Banking 
Attributes No of Respondents Percentage 

Yes 198 99 

No 2 1 

Total 200 100 

 
Analysis: 
From the above table it is clear that 99 percentage of respondent are using of E-banking facility 
offered by various public and private sector banks and 1 percentage of respondents were unaware 
and not using the E-Banking facility. The above table makes an attempt to measure the usage level 
of E- Banking among the respondent. 
It is clearly shown that majority of respondents are using E- Banking facilities provided by banks. 
From this we can Analyze that Customer are benefited by the Using E- Banking. 
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Graph No 4.: Showing The Customer Usage Level Of E-Banking 

 

 
Interpretation 
From the above graph Researcher can interpret that 198 respondents are using the E-Banking  
facilities because nowadays most of the people use their mobile phones and cards for online 
shopping hence e-banking is popular and 2 respondents are unaware may be because of illiterate 
From the table and Graph Researcher can conclude that 99 percentage of people are aware of E-
banking facility. This shows that people are getting updated with new technology and they are 
ready to take a risk as they are well educated about the usage of the facility under the umbrella of 
E-banking  
 

Table 5 Table Showing Awareness Level And Beneficiaries Of Neft 
Options Awareness Percentage Beneficiary Percentage 

Yes 177 89 118 59 

No 23 11 82 41 

Total 200 100 200 100 

 
Analysis 
From the table 5 Researcher can analyze that 89 percent of respondent are aware of NEFT facility 
and remaining 11 percent of respondent are not aware of NEFT facility but only 59 percent of 
respondents are beneficiary of NEFT facility and remaining 41 percentage of respondents are not 
a beneficiary of NEFT facility. 
It is clearly shown that more number of respondents are aware and beneficiary of NEFT facility 
and some of the respondent are not aware and beneficiary of NEFT facility. 
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Graph No 5: Awareness Level And Beneficiaries Of National Electronic Fund Transfer 
 

 
 
Intrepretation 
From the graph no 5 Researcher can interpret that 177 respondents are aware of NEFT facility and 
remaining 23 respondents are not aware of NEFT facility, but only 118 respondents are beneficiary 
of NEFT Services and remaining 82 respondents are not beneficiary of NEFT facility 
 

Table No 6: Showing Awareness Level And Beneficiaries Of Real Time Gross Settlement 
Options Awareness Percentage Beneficiary Percentage 

Yes 162 81 85 42 

No 38 19 115 58 

Total 200 100 200 100 

 
Analysis 
From the table no 6 it can be analyzed that 81 percent of respondents are aware of RTGS facility 
and remaining 19 percent of respondents are not aware of RTGS facility, but only 42 percent of 
respondents are beneficiary of RTGS facility and remaining 58 percent of respondents are not a 
beneficiary of RTGS facility. 
It is clearly shown that few are beneficiary of RTGS facility but more number of respondents are 
not a beneficiary of RTGS facility. 

 
 
 
 
 
 
 
 
 
 
 

0

50

100

150

200

Awareness Beneficiary

177

118

23

82 Yes

No

Suraj Punj Journal For Multidisciplinary Research

Volume 6, Issue 2, 2016

ISSN NO: 2394-2886

Page No: 79



 
Graph No 6: Showing Awareness Level And Beneficiaries Of Real  

Time Gross Settlement (Rtgs) 
 

 
 
Interpretation: 
From the graph no 06 Researcher can interpret that 162 respondent are aware of RTGS facility and 
remaining 38 respondents are not aware of RTGS facility, but only 85 respondents are beneficiary 
of RTGS facility and rest 115 respondents are not a beneficiary of RTGS facility. 
From the following table and graph we can conclude that majority of respondents are not a 
beneficiary of RTGS and very few number of respondents are beneficiary of RTGS facility. 
Whereas maximum respondents are aware of RTGS facility but only few respondents are not aware 
of it. 
  

Table No 7: Showing Customers Usage Level Of Mobile Banking And Internet Banking 
Options Mobile 

Banking 
Percentage Internet 

Banking 
Percentage 

Yes 182 91 175 88 

No 18 9 25 12 

Total 200 100 200 200 

 
Analysis: From the table 7 It can be analyzed that 91 percentage of respondent are using Mobile 
banking and 96 percentage of respondent are using Internet banking. While 9 percent of 
respondents are unaware of Mobile banking and 12 percentages of respondents are unaware of 
Internet banking. 
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Graph No 7: Showing Customers Usage Level Of Respondents  
In Mobile Banking And Internet Banking 

 

 
 
Interpretation 
From the Graph 7 Researcher can interpret that 182 respondents out of 200 are using mobile 
banking, while remaining 18 respondents are not using of mobile banking. 
Further 175 respondents out of 200 are using internet banking, while remaining 25 respondents 
are using internet banking. From the table and Graph7 Researcher can conclude that majority of 
the respondents are using mobile and internet banking facility. But only few respondents were 
unaware as they were well versed with offline services (Traditional banking services). 

Table No 8: Showing Awareness And Usage Rate Of Mobile Banking Services 
Mobile Banking 
Facilities 

No of 
Respondents 
aware of  
facility 

Percentage No of Respondent 
using the facility 

Percentage 

Fund Transfer 144 72 56 28 
Enquiry Services 125 62 52 26 
Cheque book 
request 

112 56 54 27 

Immediate Mobile 
payment Services 

107 53 66 33 

Top up/ Recharge 101 51 65 33 
Total 200 100 200 100 

 
Analysis 
From the table 8 It can be analyzed that in case of Fund transfer 72 percent of respondents are 
aware but only 28 percent of respondents use it. In case of Enquiry Services62 percent of 
respondents are aware but only 26 percent of respondent use it. In case of cheque book request 56 
percent of respondent are aware and only 27 percent of respondents use it. In case of IMPS 53 
percent of respondents are aware but only 33 percent of respondents use it. And in case of Top/ 
Recharge 51 percent of respondents are aware and 33 percent of respondent use it. 

0

100

200

Mobile banking Internet banking

182 175

18 25

Yes

No

Suraj Punj Journal For Multidisciplinary Research

Volume 6, Issue 2, 2016

ISSN NO: 2394-2886

Page No: 81



Graph No 8: Showing The Awareness And Usage Rate Of Mobile Banking Services 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
Interpretation 
From the graph 8 Researcher can interpret that in case of fund transfer 144 respondents are aware 
but only 56 respondents use it. In case of Enquiry services 125 respondents are aware and 52 
respondents use it. In case of cheque book request 112 respondent are aware and but only 54 
respondent use it. In case of IMPS 107 respondents are aware but only 66 respondents use it. In 
case of Top/Recharge 101 respondents are aware and 65 respondent use it. 
From the above table and graph it is observed that most of the respondents are aware of all the 
services offered under mobile banking facility. And most of the services offered under mobile 
banking facility are used by customers when compared to internet banking facility. This may be 
due to the fact that all most 90 percent of people have an android set and they carry where ever 
they go. 
 

Table No 9: Showing Awareness And Usage Rate Of Internet Banking Services 
Internet 
banking 
facilities 

No of 
respondents 
aware of the 
facility 

Percentage No of 
respondent 
used the 
facility 

Percentage 

Account 
Statement 

108 54 73 36 

Inter-Bank 
Transfer 

114 57 47 23 

Ordering 
cheque book 

111 56 39 19 

Fund Transfer 105 52 78 39 
Make bill 
payment 

119 59 58 29 

Total 200 100 200 100 
 
Analysis: 
From the table 9 Researcher can analyze that in case of Account statement 54 percent of respondent 
are aware and 36 percent of respondent use it. In case of inter-bank transfer 57 percent of 
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respondent are aware and 23percent of respondent use it. In case of ordering cheque book 56 
percent of respondent are aware of it and only 19 percent of respondent use it. In case of Fund 
transfer 52 percent of respondents are aware of but only 39 percent of respondents use it. In case 
of making bill payment 59 percent of respondents are aware but only 29 percent of respondent use 
it. It is clearly shown that the maximum number of respondent using internet banking services are 
aware of various services but most of them do not use many services 
 

Graph No 9: Showing Awareness And Usage Rate Of Internet Banking Services 

 
Interpretation: 
From the graph 9 Researcher can interpret that respondent are aware of facilities but many 
customers are not making use of it. In case Account statement 108 respondents are aware but only 
73 respondents use it. In case of inter-bank transfer 114 respondents are aware but only 47 
respondents use it. In case of ordering cheque book 111 respondents are aware but only 39 
respondent use it. In case of Fund Transfer 105 respondents are aware but only 78 of respondents 
use it. In case of making bill payment 119 respondents are aware but only 58 percent of respondent 
use it. 
 

Table No 10: Showing The Atms Convenience To Customer 
Particulars No of respondent Percentage 

Strongly agree 94 47 

Agree 87 43 

Neutral 17 9 

Disagree 2 2 

Strongly Disagree Nil Nil 

Total 200 100 

 
Analysis: From the above table 10 Researcher have analyzed that 47 percent of respondent 
strongly agree that ATM services leads to convenience to customer. 43 percent of respondent agree 
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that ATM services leads to convenience to customer. 9 percent of respondents are neutral and 
remaining 2 percent customers disagree with ATM services leading to convenience to customer. 

 
Graph NO 10: SHOWING ATMS CONVENIENCE TO CUSTOMER 

 
 
Interpretation 
From the graph No 10 Researcher can interpret that 94 respondent strongly agree ATM services 
leads to convenience for customers. 87 respondents agree that ATM services leads to convenience 
for customers and 2 respondents disagree and 17 respondents are neutral in their opinion. 
From the above table and graph Researcher can conclude that majority of the respondents agree 
that ATM services leads to convenience for customer 
 

Table No 11: Showing The Awareness Level Of Tele Banking And Green Banking 
Options Tele Banking Percentage Green 

Banking 
Percentage 

Yes 151 76 124 62 

No 49 24 76 38 

Total 200 100 200 100 
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Analysis 
From the table 11 Researcher can analyze that 76 percent of respondent are aware of Tele banking 
and 62 percent of respondent are aware of Green banking. While 24 percent of respondent are 
unaware of Tele banking and 38 percent of respondent are unaware of Green banking 
It is clearly shown that most of the respondents are aware of Tele banking and Green banking. 
  

Graph No 11: Showing The Awareness Level Of Tele Banking And Green Banking 

 
 
Interpretation: 
From the Graph no 11 is interpreting that 151 respondents out 200 are aware of Tele Banking, 
while remaining 49 respondents are unaware of Tele Banking 
Further 124 Respondents out of 200 are aware of Green Banking, while remaining 76 Respondents 
are unaware of Green banking. 

 
Table No 12: Showing The Comparision Of New Banking System Is Better Than 

Traditional Banking System 
Options No of Respondents Percentage 

Strongly Agree 83 41 

Agree 87 43 

Neutral 4 2 

Disagree 26 13 

Strongly Disagree 0 0 

Total 200 100 
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Analysis 
From the table 12 It can be analyzed that 41 and 43 percent of respondent strongly agree and agree 
that new banking system is better than traditional banking services. While 2 percent were neutral 
and 13 percent of respondent disagrees with new banking system is better than traditional Banking 
It is clearly shown that the majority of Respondents agrees with new banking system is better than 
traditional banking system 

 
Graph No 12: Showing The Comparision Of New Banking System Is Better Than 

Traditional Banking System 

 
Interpretation 
From the Graph no 12 It can be interpreted that 83 and 87 respondents strongly agree, just agrees 
that new banking system is better than traditional banking system. Only 4 respondents disagree 
with said issue and 26 respondents are neutral in their opinion. 
 

Table No 13: Showing Whether Bank Employees Have Sufficient Knowledge To Guide 
About Services Of New Innovations In Banking 

Options No of Respondents Percentage 
Strongly Agree 87 43 
Agree 90 45 
Neutral 20 10 
Disagree 3 2 
Strongly Disagree 0 0 
Total 200 100 

 
Analysis 
From table 13 It can analyzed that 43 percent of respondent strongly agreed, 45 percent of 
respondent agreed, 10 percent were neutral, with 2 percent disagreed  with the fact the bank 
employee should have sufficient knowledge to guide about the services of new innovations in 
banking 
It is clearly shown that maximum number of respondents believe that bank employees should have 
sufficient knowledge to guide about services of new innovations in banking. 
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Graph N0 13: Showing Whether Bank Employees Have Sufficient Knowledge To Guide 
About Services Of New Innovations In Banking 

 
 
Interpretation: 
From the graph no 13 It can be interpreted that 87 respondents strongly agree and 90 respondent 
agrees that bank employees should have sufficient knowledge to guide about service of new 
innovations in banking. However only 3 respondents disagrees with the bankers should have less 
knowledge about new innovations in banking.\ 
From the table and graph It can be concluded that the majority of respondents agrees that bank 
employees should have sufficient knowledge to guide about new innovation services in banking. 

Table No 14: Showing the Contribution of New Banking Innovation  
To the Success Of Banks 

Options No of Respondents Percentage 
Very high 66 33 
High 97 49 
Average 33 16 
Low 4 2 
Total 200 100 

 
Analysis 
From table no 14 Researcher can analyze that 33 and 49 percent of respondent agrees that 
contribution of banking innovation to the success of the banks are high. 16 percent of respondent 
agrees that contribution of banking innovation to the success of the banks are average and only 2 
percent of respondents say that contribution of new banking innovation to the success of Banks 
are low 

Graph No 14: Showing The Contribution Of New Banking  
Innovation To The Success Of Banks 
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Interpretation: 
From the above graph we can interpret that 66 and 97 respondents clearly agrees that contribution 
of new banking innovations to the success of banks are very high. 33 respondents out of 200 
respondents agrees that contribution of new banking innovations to the success of banks is average 
and remaining 4 respondents says that contribution of new banking innovations to the success of 
banks is low 
From the table and graph it can be concluded that majority of respondents agrees that contribution 
of banking innovations to the success of Banks are high  
 
Findings, Suggestions And Conclusion 
A questionnaire was administered to a sampled comprising of respondents. The data so collected 
was tabulated and analyzed. On the evaluation of the collected data from the respondents, the 
following findings were collected 
 Findings: 

 Among 200 respondents of various public and private sector banks that are undertaken for 
study it is found that majority of 66% are male and only 34% are female. 

 Majority of customers that is 51% of them belongs to the age group of 25-40 years and 
only 1 % of the customers are above 60 years 

 It is found that 47% of the Respondent have studied master degree and 39% of the 
respondent have studied degree and 8% of the respondent have studied PUC and 2% 
percent of responded are illiterate. 

 It is found that among 200 respondents 43% of them are private employee and 20% percent 
of the respondent are business men and 26% of the respondents are students and rest 5% 
of respondents are house wife’s. 

 Among 200 respondents the majority of respondents that is 45% of them have maintained 
their accounts from past 1 to 5 years and 34% of them have accounts in banks from past 6 
to 10 years and only 9% of people have maintained account in banks for more than 10 
years. 

 The findings shows that majority of the customer are aware of E- Banking facilities 
provided by banks  

 Awareness level in the case of NEFT and RTGS services are very high, but beneficiary of 
these services are very Low. 

 Awareness Level in the case of NEFT and RTGS services are very high, but the beneficiary 
of these services are very low. 

 Awareness level in the case of Mobile banking, Internet banking, services are very high, 
maximum number of customers prefer for either for Fund transfer, enquiry services, 
Account Statement, and Inter Bank transfer. 

 More than 47% of the respondents strongly agree that the ATM services provided by 
various banks leads to convenience for them. 

 More than 50% of the respondent agree that they are satisfied with the quality of currency 
notes available in ATM 

 Awareness level in case of Tele Banking and Green Banking are very high but the 
beneficiary of these services are very low. 

 Most of the respondent feels that New banking system are better than traditional banking. 
 More than 77% of people feel that E-banking , Internet Banking are cheaper than traditional 

banking. 
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 More than 87% of the respondent feel that bank employees should have sufficient 
knowledge to guide about the new innovations in banking. 

 Through the study it is found that although people are aware of New Innovations they desist 
from using online mode of transactions as it is more comfortable for them to visit the bank 
branch and have face to face interactions with the bankers and perform banking activity 

 The Customers are satisfied with the overall services provided by bank. 
 The Technology development has drastically improved the banking staff performance 

 Conclusion 
As per the present challenge there is a need for bank to come up with new innovations. The 
upgraded versions of E- banking, Internet banking, Mobile banking, Telephone banking, which 
allows the users to access the utilities or facilities over internet and their smart phones. The various 
public and private sector banks has to encourage the common public to reduce the burden of 
maintaining paper records where the works can be more digitized which increases the efficiency 
of the bank and also profitability of the banks. 
As the banks can use mobile banking, internet banking, e- banking as a tool to attract customers 
and encourage them to do banking functions such as fund transfer, account statement, cheque book 
order, utility payments etc. Banks should also keep a check on security software to up to date to 
avoid hacking of the banks private information by unauthorized persons. From the primary data 
collected we can conclude that majority of customers are aware of various banking innovations 
but they are not using it due to safety and security concerns or because of illiteracy. Various banks 
have to use promotional strategy to encourage the remaining portion of the accounts holders to use 
banking innovations services which will be a great achievement on the part of the bank and it also 
will enhance country’s banking industry efficiency 
 
 Suggestions: 

 First and foremost obvious steps that bank should take is to see basic problem of 
unsatisfied customers which needs to be addressed. 

 Banks should take up the responsibility of educating the customer and make them aware 
about all the services and benefits of banking innovations 

 E-banking, Mobile banking, Internet banking, Tele- Banking, Green banking are 
functioning properly in banks but interestingly same is not popular among the customers. 
So bank should inform about such services to customers, 

 Banks staffs need to be more responsive to the grievance of customer to help in building 
a positive image about their respective banks. 

 Banks should take an initiative to reach customers in effective way by providing training 
programme to develop skills to use various banking innovations. 

 As the competition among the public and private sector banks are increasing they should 
provide prompt and effective services to customer. 

 Promotional activities should be undertaken by banks through various medias so that it 
can reach the customers effectively 

 Though the majority of customers are aware of all innovations in banking but they are 
not using it because of security issues and banks should take adequate steps, measures to 
check the security software. 
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