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ABSTRACT

Every bank aims to build long-lasting relationships with its customers in today's cutthroat market in order to
increase sales, encourage loyalty, strengthen resistance against negative brand views, and lessen pricing
sensitivity. Revenue generating is the primary objective of any firm, and it could potentially attained through
client happiness and perceptions. Happy consumers are more likely to use electronic banking services again and
recommend others to them, which increases earnings and profitability. Like any other organization, banks must
be wealthy to stay in business. Achieving fiscal goals is made easier by the belief that customer contentment and
perception are essential for client retention and devotion. Banks are giving customers conventional and internet-
based banking alternatives as part of the gradual broadening of their service offerings. Traditional branch-based
banking is made better by online banking. This study's main goal was to seek out how clients felt about the
electronic banking services that specific banks offered and exactly how pleased they were with them. 110
respondents' satisfaction levels with the implementation of technology-enabled banking self-services were
determined using a survey proximity. The level of customer contentment with e-banking services was measured
using ranking algorithms. Customers expect an elevated level of contentment in electronic banking due to their
high standards and intense rivalry characterized by minimal uniqueness. As an outcome, bankers progressively
understand the value customer retention is to the success of online banking.

KEYWORDS: contentment, intense rivalry, retention, fiscal goal, uniqueness etc.

INTRODUCTION

The financial services sector has permeated each sector of the financial system. .The rise and rise of every
economy is heavily hinged on the way its banking systems function. The public's money can be mobilized and
rendered available for an array of endeavors by a reliable banking system. In that setting, banks serve as the
drivers of a nation's economic growth and stability. These banking services are vital to modern commerce and
industry. Today, banking amenities are accessible across the whole nation. Banks interact as channel to foster
the monetary growth of a nation in this regard. Also, banking has embedded its own into peoples' routines. Banks
and financial operations are inextricably linked to the lives of people. Indian banking services is categorized into
two distinct categories. The regulated sector is composed of up of regional rural banks, development banks,
commercial banks, plus bank cooperatives. The unorganized sector covers lending institutions and local bankers.

A.The Indian banking sector's use of electronic banking

Plenty of individuals view electronic banking, or "e-banking," as the single most important advancement in
finance ever made. The expression "electronic banking" alludes to the immediate offering of bank services and
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goods to end-users via digital means. Banks use computerized routes of distribution for giving prospects with
their products and services. ATMs, phone banking, online banking, and mobile banking are among the primary
modes of delivery. It is a system the contrary, regardless of the users' spot, constantly offers services to them at
all times a day, seven days a week. With e-banking, clients may perform money-related activities from the ease
of their home or place of business via a computer (desktop or laptop) that has access to the global web. Presently,
e-banking is permitted in all banks, private as well as public. This is merely due to the fact that e-banking allows
banks to increase income by reducing various bank-related operating expenses. Kurtas (2005) found that a direct
money transfer done via the WWW typically costs 30.010. Phone transactions are far more costly than ATM
transactions, that cost $0.27.$0.54 and $1.07 for face-to-face branch transactions. Paperless Today transactions
are not necessary in e-banking, which additionally goes beyond to offer more echo-friendly banking. E-banking
services are great and extremely innovative. In conclusion, banks benefit much from e-banking, which is why
they actively encourage it.

Advancements in Electronic Banking within the Indian Banking Industry"
*  Minimize customer turnover
*  Enhance customer reach
»  Streamline the provision of additional services
*  Draw in new clientele
»  Deliver services akin to competitors

*  Augment customer allegiance

Augment custamer Minimize customer
16 7% 157%

Deliver senices Enhance customer

Draw in new Straamline the

Chart -1 Advancements in Electronic Banking within the Indian Banking Industry

1. Objectives
To investigate how clients view online banking services.

To explore consumers' levels of contentment with banks' online banking services.

2. Scope and Methodology

The services as Indian banks furnish constitute the primary concern in the research. A further source revenue for
banks is e-banking. Bank affiliates might grow with an array of banking services. People, staff, families, students,
and entrepreneurs are its primary stakeholders. Customer relationship management was implemented to create a
strong clientele. With this study, we aimed to find out what people knew, thought, felt, and had positive
experiences with the financial offerings that banks provided.

Requirement for Supporting the Study

For a nation to be economically prosperous, banks are essential. The financial services sector provides vital
support to the numerous service businesses in today's world. How the banking regulations and the financial

Library Progress International | Vol.44 No.3 | Jul-Dec 2024 2214



Prerna Srivastava, Ritu Raj Choudhary, Rakesh Aggarwal, Kritika Tekwani, Pratibha Gupta

system are implemented will have a significant impact on their ability to positively ignite a development process.
A large number of banks joined the Indian markets throughout the globalization era, especially in India. While
the competitiveness of commercial banking sectors determines their dominance, public sector banks are an
inevitable presence in India. A foundational tenet of retail banking is client satisfaction.
* In order to gauge customer satisfaction with the adoption of technology-enabled banking self-services,
a survey method yielded 110 respondents. Consideration is given to the study's customers' perceptions of
the technology-enabled banking self-services that their bankers offer. We utilize a ranking technique to
determine the degree of satisfaction.

3. Literature Review

“The research conducted by Sadiyah KLailiyah EYaumi S et al. and published in the Jurnal Riset Akuntansi dan
Manajemen Malahayati (2023) delves into the complex interplay among service quality, price, customer
happiness, and electronic word of mouth (eWOM) as a moderating factor. The researchers want to provide
insightful information about how these variables interact with customer behavior. With a focus on the moderating
effect of electronic word of mouth, the study uses a quantitative approach and descriptive design to provide a
systematic investigation of the relationship between service quality, pricing, and customer happiness. In order to
provide a more localized perspective for the investigation, the study chooses a sample of 100 respondents who
are consumers of CV. Amelia Sukses Mandiri Lamongan”.

“In their article titled "E-banking and Customer Satisfaction with Banking Services," Andreea-Daniela Moraru
and Cristina Duhnea explore how the banking sector is changing and pay specific attention to how e-banking
affects customer satisfaction. The authors draw attention to the increased competition in the banking industry
brought about by the 2007 financial crisis and the alterations in consumer behavior that followed. The paper
places the quick development of the nation's banking system in perspective and attributes its prosperity to
economic expansion”

1. 5.Result and Discussion

CUSTOMER SATISFACTION

15

CUSTOMER SATISFACTION

2. Employing Online Banking Services

3. This part of the respondents' experience with online banking has been the subject of the researcher's
investigation. The analyst gathered information on the length of time the observer has been employing banking
via the internet, the average number of the reporter's online banking sessions, and the avenues the researcher
utilizes to obtain online banking.

As can be observed from the above chart, the bulk of sample respondents (68%) used internet banking for six
months to a year, while only 22% of respondents used it for more than five years. Less than six months (52%)
replies, 1-3 years (36%) and 3- 5 years (30%) are the other categories.

4. chart-2 Consumers' Contentment with Technology-Enabled Banking Self-Services Adoption.
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Consumers' Views of Technology-Enabled Banking Self-Services Provided by Their Bankers

The researcher assessed how customers viewed their banker' technology-enabled financial services self-services.
The researcher identified the variables that are associated with preference for digitally enabled banking self-

services applying the reliability analysis.
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an De | Rank
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4. Findings
The convenience and effectiveness of online banking services are the main reasons for the high degree of
consumer satisfaction found in the investigation. The greatest level of pleasure (mean rank 1) was expressed by
the majority of respondents, who valued the capacity to access services from anywhere at any time.
Reduced risk and enhanced security (mean rank 2) and effective service delivery (mean rank 3) were other highly
appreciated features. This implies that consumers place a high priority on online transaction security and
dependability.
Online banking has been used by a sizable portion of respondents (68%) for six months to a year, indicating a
strong adoption rate. While online banking is extensively used, just a tiny portion (22%) had been using these
services for more than five years, indicating that for many consumers, it is still a relatively new experience.
Factors Influencing Customer Perception:
Customers ranked the availability of precise information, quick access, and the credibility of the bank as essential
factors influencing their perception of e-banking services.
Despite the overall satisfaction, areas like the availability of ATMs in ideal locations and web purchasing options
were less favorably rated, indicating potential areas for improvement.
Impact on Banking Operations:
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The study concludes that online banking has significantly impacted customer retention and satisfaction. Banks
that offer a wide range of online services and maintain high standards of security are more likely to retain
customers and enhance their loyalty.

The findings emphasize the importance of banks adopting customer-centric strategies by continuously innovating
and expanding their e-banking offerings to meet evolving customer needs.

5. Limitations and Research Gaps
Sample Size: The 110 respondents in the study's sample may not be a representative sample of the general
population as a whole. Results that are more broadly applicable may come from a bigger sample size.
Geographic Restrictions: Because the study was limited to a single area, its conclusions cannot be applied to
other regions with distinct banking customs and consumer trends.
Self-Reported Data: Since the study uses self-reported data, it is possible that respondents' responses were
influenced by social desirability and their subjective impressions, which could introduce bias.
Cross-Sectional Design: This type of survey records consumer satisfaction at a certain moment in time and is
cross-sectional in nature. This makes it more difficult to evaluate how consumer satisfaction and perceptions
have changed over time.
Technological Evolution: Since internet banking technology is always changing, the results could become old
when new services and technologies are launched.

6. Conclusion

For every organization or institution to succeed, innovative functions are essential. It is essential to the banking
industry since it creates cutting-edge financial transaction products. The deal offered will be a financial success
for the bank along with the client. Banks should adopt a customer-centric strategy by providing a wide range of
online banking goods and services that are accessible through various delivery channels in order to meet the
constantly evolving needs of their clients.

The financial sector's customer experiences have undergone a major transformation with the incorporation of
online banking services. This study emphasizes how important technology-enabled banking services are to client
perceptions and satisfaction. Customers place a great value on the ease, effectiveness, and security that these
digital services provide, as the research indicates. Banks must have a customer-centric stance in the current
competitive climate and constantly innovate and grow their online products to satisfy changing customer
expectations. Banks may increase client loyalty, reduce attrition, and guarantee long-term financial success by
doing this. The results highlight how important internet banking is to reaching business objectives and ensuring
client pleasure, which makes it an essential tool for contemporary banking procedures.
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