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Summary of Thesis

Introduction

Banks play a very important role in the Indian finel market as they are the
biggest purveyors of credit and attract most of sheings from the population.
Banking is necessary for the economic developmeal the nations of the world
because a developed banking system holds the kewelisas serves as a
barometer for the economic health of a country. KBanIndustry is one of the

most successful and strong industry of our country

Banking structure is effected by the changing emnment of an economy. In
Indian context, there were two phases of natioatitin, introduction of RRBs,

entry of private sector banks and foreign banks aod e-banking are some
important and major changes that affect the streciis well as functioning of the
banks from time to time. On the basis of ReservekBH India Act, 1934, Indian

banks are of two categorized under two terms, sriba “Schedule Commercial
Bank” and another one is “Non-schedule CommercaikB. The banks selected
for this study are State Bank of India, represenfinblic sector banks and HDFC
Bank, representing private sector; as they arelatgest banks in their sector,

considering their number of branches, customer dadeheir net worth.

Successful reform of public sector banks is a gexaimple of a dynamic mix of
public and private ownership in banks. A notewortgture of banking reforms
in India is the growth of newly licensed privatete banks, some of which have
attained globally best standards in terms of teldgy services and

sophistication. In many respects related to peréowe, these domestically
promoted banks have surpassed branches of foraigikshn India and could be a

role model for other banks.



E-Banking

Bank branches alone are no longer enough to offiefices to meet the need of
today's high demanding customers. Electronic oiinenbanking is the latest

delivery channel to be presented by the retail baanid there is large customer
acceptance rate which means delivery of bankingices to customers using
electronic technology either at their office or r@nThe e-banking offers huge
opportunities in every sphere of business as thewpetitive advantage,

member/client retention, increased revenues andceetl costs. Understanding
clients, organizational elasticity, availability afesources, system security,
reputable brand name, having multiple integratednobls, e-channel specific
marketing, support from top management and goaghickervices are the vital

factors for the success of e-banking.

In E-banking system, banks are increasing theitotoer base with the help of
multiple e-delivery channels like ATMs, Credit/DgBmart Cards, Internet
banking, Mobile banking, Tele banking, EFTs etddfking is offered by many
banking institutions due to pressures from glolmahgetitions hence, in case of
delay in offering transactions based services enrternet; they might lose their
market share. To be successful, banks have to eftenking facility instead of

being pushed into it by others.

The customers can do their banking not only whety thant to do but also from
the convenience, comfort, confidentiality and séguof their homes by using
internet or other networks, television, telephorsdems. Due to various aspects
of technology, there is a need to monitor efficieatthe banks to best judge their
status in global environment. The banks with adexjekectronic base are gaining

momentum where the others are fighting for theivisal.



Review of Literature

For the purpose of this study a lot of literatues fbbeen reviewed, that is, books,
journals, magazines, newspapers, etc. Some ofethiewed literature has been

discussed below:

“Internet Banking as a tool for Customer Relationship Management — A
Study on Customer Perspective”, Krishnamoorthy, V.and R. Srinivasan
(2013)™

This study intends to throw light on customer pptioe on internet banking
which serves as a tool for Customer Relationshipndgament. Data was

collected from 154 respondents who are exposeatéonet Banking.

This study clearly indicates that banks are finddifficulty in retaining their
existing customers, for which either they need tone up with innovating,
customized products or they need to develop trugh their customers and

maintain the relation with them.

“Customer Perspective on E-Business Value: Case Sly on Internet
Banking”, Safeena, Rehmath (20105

In this research paper she has determined the om@mn&iperspective on internet
banking adoption. Though customer acceptance igyadkiver determining the
rate of change in the financial sector. This stauhys at examining the impact of
perceived usefulness, perceived ease of use, cemnsawareness on internet
banking and perceived risk on the acceptance ofrnat banking by the

consumers.

The result of this study concludes that majorityco$tomers are accepting online
banking because of many favorable factors. Analgsiscluded that usefulness,

ease of use of the system awareness about onlmenigaand risks related to it



are main perusing factors to accept online bankysgiem. These factors have a

strong and positive effect on customers to accelm® banking system.

“User Friendly E-Banking”, Rourke, Chris (2004)!

This article discusses the importance of usabilityin the e-banking sector and
identifies common usability problems and ways &ohee them.

Research shows 50% of perspective customers neggster online banking bail
out before signing up, mostly due to problems raugy the site, completing
online form, security fears, and understanding esinand feedback.

It is widely recognized that online banking prosd®ore revenue per customer
and costs less per transaction than any other ehaimeluding phone banking.
Banks aiming to profit the most from the increaseonline banking volumes
should consider the usability and accessibility alf aspects of their site to

welcome them.

“Banker’'s Perspectives on E-Banking”, Sharma, Himamn(2011)™

This research paper is about the banker’s perspsctin e-banking activities of
respondents, impact of e-banking and promotionagsuees used by banks to
promote e-banking. The survey data used in thisaret are collected through a

questionnaire in Northern region of India by adrsti@iing to 192 bankers.

The enquiry reveals that customers generally usanéing services on persuasion
of bankers.The bankers are convinced that e-banking helpsnjpraving the
relationship between bankers and customers and ithabould bring patent

improvement in the overall performance of banks.

“Online Banking Provides Satisfaction and Convenieoe for Users” Knapp,
Ann (2008)"!

With all attention online banking has receivedhe tast couple of years, it seems
there are new online banks popping up everywheserdJare choosing online

banking for its ease and convenience. And whileidssof identity theft are



important factors to consider with online bankiitgias not stopped people from

utilizing the web to streamline their finances.

Recent studies suggest that internet banking deésjust make life easier,

customers who choose it seem to be more satisfictheir bank.

As a result, banks are seeing tremendous growibniime service. One major
commercial bank cited that in 2004, there weren3illon customers paying bills

online, followed by an increase to 6 million onlib# payers just a year later.

“Online Frauds in Banks and Commerce”, Singh, N. P(2007)"!
Hi-tech fraudsters have urbanized a new way ofking on line banking

customers. One such most well known and fast gr@wanhnique iphishing.

Phishing: Phishing is derived from the word fishing. Phigheiso called brand
spoofing, is a term used for a short of fraud whetishes send out spoof email to
a random database to fool the recipient in to dimg personal information like

credit cards details, usernames and passwords;ahdie used for identity theft.

Online banking is designed mainly to achieve twgedives. First, increased
convenience for the customer and second, redubmgast of operations to the
banks. Numerous benefits such as lower fee to dimegrhigher interest rates,
online viewing of account details and statemenonmiation, pay bills, transfer
money between applying for accounts, schedulingraatic periodic payments
such as rent or loan payments, applying for acsowntloans and managing
loyalty points to achieve first objective. In theopess banks are able to reduce

cost of operations to some extent.

The study opined that there is a sharp rise inhpigsstatistics as it evident from
the values in various tables. May it be number adtimg of phishing sites, or
mails received about phishing monetary loss eitberthe customers or of

organizations. The main reason for losses/sucddsauals is ignorance on part of



customer as well as service providers (bankerailees, etc.). It requires stringent
methods of educating customers and regular revieseaurity related information

of individual customers.

“Acceptance of E-Banking among Adult Customers: An Empirical
Investigation in India”, Dixit, Neha and S. K. Datta (2010)"!

Internet banking is a form of self service techggloThe numbers of Internet
users have increased dramatically, but most of tlaeenreluctant to provide
sensitive personal information to websites becdleg do not trust e-commerce
security. This paper investigates the factors wilaighaffecting the acceptance of
e-banking services among adult customers and al$icates level of concern
regarding security and privacy issues in Indiantexin Also a reason, of not
accepting online banking by adult customers israming or guidance from the

bank’s side.

The result of this study viewed that adult custasrege more reluctant to join new
technologies or methods that might contain liti.rit is also important to note
that some adult customers are interested in oblarking; however, they do not
possess the necessary computer literacy to conduat addition banks should

design the website to concern security and privesyes.

Methodology

The word "research” is used to describe a numbsinufar and often overlapping
activities involving a search for fact. A searcmcerned with information rather

than knowledge or analysis and answers can norrbalfpund in a single source.

This is a comparative study on the e-banking serwicboth public and private
sector banks and the banks selected for this stwdyState Bank of India,
representing the Public Sector and HDFC Bank, sgmting the Private Sector,

mainly on two criterions, the first being the consce during the research,



mainly from the same city i.e., Jaipur and secoeiddthe diversity of the banks

and their prominence in their respective sectors.

Problem Identification, Need and Relevance of the &earch

It is evident from the literature reviewed, thatb&nking has emerged to be
beneficial for both the financial institutes ane ttustomers. Also, for a bank to
survive in this cut-throat competition it is impant to offer the best products,
with quick service, with complete security featueesl to be up-to-date with the
RBI guidelines, therefore a comparison betweenipuwbid private sector banks
was also necessary to understand the market siuafi e-banking better from

both customers’ and the bank employees’ perspective

This forced the researcher to select this as & topher research. This research
would help both the e-banking customers and thé&darot only selected for the
study, but also for the other banks. To the beskrafwledge and belief no

research work from this angle has been undertaikemigody till now.

Objectives

1. To study public sector banks v/s private sectokkbgrom the e-banking
perspective.

2. To assess the customers’ and bank employees’ asaiist level with the

current banking facilities.

3. To find the most important factor that is inducipgople towards e-
banking.
4. To understand the benefits e-banking as comparéaddional banking,

in terms of cost, efficiency, time, secrecy, quatit service and complaint

resolution, from both the customers’ and the emgesyperspective.

5. To investigate whether e-banking is cost effectiveboth the banks and

the customers or not.



6. To compare that whether e-banking vis-a-vis tradal banking, which is
more secured, from both the bank employees’ and dhstomers’

perspective.
Hypotheses

Ha1 Private sector banks are providing e-banking sesvimore effectively than

public sector banks.

Ha2 Private sector banks safeguard customer interese ra® compared to the

public sector banks.

Has E-Banking in comparison to traditional bankingfiizancially advantageous

for both the banks and the customers.

Scope of the Study

The universe of the research includes all the bamkadia providing e-banking

services.

The banks selected for this study are State Banknaif (SBI), representing
public sector and HDFC Bank, representing privata; as they are the largest
banks in their respective sector, considering thamber of branches, customer

base and net worth.

The study is confined to Jaipur city of Rajasthéates as it has the maximum

bank branches and also e-banking users.
For the present research both primary and secondayhave been collected.

For the present research the primary data has ¢@é&cted through structured
questionnaire, administered by the researcher stomers and the employees of

both public and private sector banks. On the otlaeid, sources for the secondary



data have been books, websites, NEWS bulletin, niags, newspapers, journals

and banks’ annual reports.

Sampling Plan

The Sample of the present study is 500 respond@bt3, representing Public
Sector Banks and 250 representing Private SectokBdurther bifurcation of
250 respondents, each of public and private séeok is 125 employees and 125
customers. The responses were coded and tabulagdresults have been
presented in the form of bar graphs, pie chartsiatedpretation corresponding to

each chart has also been made.

Data Analysis and Interpretation

Analysis of data is a process of inspecting, clegniransforming and modeling
data with the goal of highlighting useful infornmati suggesting conclusiorand
supporting decision making. Analysis is just oneth& many steps that must be
completed when conducting a research. This resesu@h attempt to understand
the customer’s and bank employee’s perspectivadegathe e-banking products

and services of the public and private sector hanks

Data has been collected and the demographic profilthe respondents, the
customers and the bank employees has been studigdrimus parameters like
gender, age, occupation, annual income and qualiic. After demographic
profile analysis, customers’ and bank employeespoase for each question has
been presented through tabulation, bar-graphsch@ets and then inference was

drawn for each respectively.

Methodological tests were employed by the analgskriow that whether the
framed null hypothesis is accepted or rejectedejécted, it is in favour of an
alternate hypothesis. Statisticians have develspedral tests of hypothesis (also
known as the tests of significance) for the purpafstesting of hypotheses which
can be classified as Parametric tests and Non-gdrantests. For the purpose of

this research, Chi-square tegP(test), a non-parametric test and parametric tests



like, One-way Analysis of Variance (ANOVA) and Twey Analysis of

Variance (ANOVA) has been employed.

Comparative Study in SBI and HDFC Bank

During the research period, SBI and HDFC Bank, igadoanks in their

respective sectors, have been studied on variotsmgders, as shown in the

below mentioned Table.

E-Banking Process and Features: Comparison betwee&BI and HDFC Bank

S. No.

Parameter

SBI

HDFC

1.

Customer Service
Process and TAT

-All type of customer

Request, Query

Complain is raised opnComplain is raised o

the “Customer
Management

Utility”. Complains are

dealt on a maximumfor which the TAT is

TAT of 3 days.

For Request and Quer|
the TAT is not defined.

SystemRelationship

Vs

All type of customel

Request, Query

the “Customel

Management  Utility”,
minimum of 3 days an

maximum of 5 days.

It can also be assigne

to the respectivg

department authorize

person, in specific case

—

>d

TAT

Registration of Net;

Banking

for

The “Net-Banking Kit”
with User Name an(
Password is issue
instantly to the user, by
its activation takes

day time.

1“One Time Passwor
d(OTP) Generation”
ut

Al

It is immediate, throug]




Site Address o
Bank and for Net;

 Bank's site address:

www.sbi.co.in

For

Banking the site addres

Bank and Netr

S

Banking For Net-Banking: is:
www.onlinesbi.co.in www.hdfcbank.com

For Mobile-Banking,
specifically the site i$
designed with samg
features of Net-Banking,
which is with less
pixels, therefore quic
service. The site address
is:
www.m.hdfcbank.com

Charges for:

Net-Banking Zero Zero

Registration

Mobile-Banking Zero Zero

Registration**

Third Party| Zero Rs. 10/- per NEFT

Transfer Transaction and Rs, 25/-
per RTGS Transaction,
and
Zero Rupees for Fund
Transfer in Interna
Bank’s Account

Biller Registration | Zero 1/- Rupee per biller

E-mail Id | Not Applicable Zero

Registration

Mobile Number| Not Applicable Not Applicable

Registration




Fixed Deposit

Recurring Deposi

Zero

Zero

Booking

Cheque Book Zero for the I time| Zero for ' Fifty (50)

Request request in a year, ancequests for  Saving
after that it is Rs. 2/t Account and for I

per leaf.

Hundred (100) reques

for Current Account in &

Quarter.
After this it is Re. 1/

per leaf.*

Demand Draft

Rs. 1.50/- per 1000 Rs|
rthen Rs. 5/- addition o

And Rs. 10/- extra fo

cash handling

Minimum Rs. 20/-, and

increase of 100 rupee

after Rs. 1000/-

Contest

Not conducting any

such contest

Conducts contests fq
customers to provok
them for the usage ¢
“Net-Banking” and

“Mobile-Banking”.

[S

S

= D

Other Features of Net-Banking:

Account  Balance Yes Yes
Availability

Account Statement| From 2005 onwards | Last 5 years
Accessibility to the Yes Yes
Existing Loan

Account(s)

Application for| Yes Yes

Other Loans

Application for| Yes Yes

Credit Card




Application for| Yes Yes

Insurance

Application for| Yes Yes
Demat

Application for| Yes Yes

Mutual Funds

* Depends on the Account Type
** Mobile Banking Registration can also be doneotigh Net-Banking, Tele-

Banking, ATM and Branch visit

It is found that HDFC Bank’s TAT is more definethost and in detail compared
to that of SBI's. The customer service procesdsis well designed by the central
team of HDFC bank and not by SBI. Also, for molhlenking users, separate
website is designed which is quickly and easily easible on the mobile

applications.

But, as far as the charges are concern, SBI iggoitatess compared to HDFC
Bank, for biller registration, SBI is not chargirigyt HDFC Bank is, similarly for
Demand Draft request and Third Party Transfer aetmsn, HDFC Bank is
charging higher than SBI. Same was also identifiedng survey, when majority
of the respondents said that “additional fees, énddharges, processing fees and
transactional fees are higher in private sectok®as compared to public sector

banks”.

Other product features are same in both the bathied, is, account balance
availability, accessibility to the existing loancacnts and applying for other
loans, credit cards, insurance, demat and mutudisfuExcept that HDFC Bank is
only providing the bank statement of last 5 yearsereas, SBI is providing the

same from 2005 year onward.



* Retail Loan Share
Every bank is strong in market or has a bigger esharthe market basis its
deposits, which includes, saving account, currenpant, Fixed Deposits (FD),
Recurring Deposits (RD), etc. This deposited morgeyeturned back to the
customer with interest by the respective bank amthér this money is used by
the banks in lending to other customers at a highier of interest and then the

difference is bank’s income.

Recent study has shown that SBI is leading behnthe market of retail loan
from HDFC Bank on lending, with the fact that thBI'S rate of lending is lower
than that of HDFC Bank’s. The problem lies in tledivkry channels of SBI or in

the marketing of its retail loan products.

* HDFC Bank Leads in E-Transactions and SBI in Value
The Indian active online audience is growing at tage of approximately 30
percent annually. In addition, there has been &istant rise in the number of
visitors on banking websites in the past twelve thenHowever, a remarkable
fact revealed by the research reports is that mieebanking category has grown
more rapidly than the growth of the active internsers in India. The online
banking category has grown by 35 % in 2010 year @0€9 year. A significant

percentage of these users are from the non-metros.

According to Bank Statistics monthly report relehbgy RBI in the FY 2009-10,
HDFC Bank stands at number one position when it eoro number of e-
transactions taking place in India, while SBI iseath in terms of value of

transactions.

* Most Popular Banking Service on Mobile
Mobile banking is popular among the Rs. 1 to 5 &aglker annum income group
with almost 60% of mobile banking users falling tims income bracket and

majorly preferred by younger generation. Mobile lag in India is set to



explode approximately millions of urban Indians,onlse their mobile phones to
access banking services. The number of transactisimgy mobile banking in
India has gone up by 68.86% while the amount hagased by 102.65% taking
into consideration the period from August 2011 tay\N2012.

The most popular banking service availed througtbitadbanking is “Account
Balance Availability”, followed by “Transaction H®y” and “Cheque Book

Request”.

ICICI bank maintains its position as country’'s keggprivate lender on mobile
screen with 17.75 million users. HDFC bank accotmtsecond with 9.1 million

subscribers followed by State Bank of India with3million.

* RBI's Role in facilitating E-Commerce and Online Transactions in
India
Internet businesses would be sustainable in Indawhen the volumes of online
transactions in India go up, which in turn happen$/ when internet banking,
Debit Card usage and proliferation of Credit Caaggens. It is important as it not
just would direct e-commerce websites, but alseri®t Industry would grow

along with that, as both are inter-dependent.

The volume of online transactions would determiog imature the internet user
base in country is. And therefore the destiny ¢érimet industry lies in the hands
of Reserve Bank of India by ensuring facilitatiohusage credit/debit cards &
internet banking facilities by all scheduled baitkéndia.



Findings, Conclusion and Recommendations

Key Findings

The key findings of the researcher during the stodye-banking between public
and private sector banks, both customer’'s and leamloyee’s perspective has
been mentioned below:

1. Comparison of E-Banking Adoption Frequency by Catomers on Bankers’
Persuasion or by Own Initiative between Public andPrivate Sector Banks

On comparing the e-banking adoption frequency lstaraers on persuasion of
bankers or on their own between public and privegetor banks, it has been
found that there is not enough of awareness amoagustomers regarding the
use of e-banking services and the guidance andugso® by bankers help
promote the use of such services amongst the cessorMore private sector

banks are working towards it compared to that dfipisector bankers.

2. Age-wise Preference of E-banking Services

Different age groups of customers availing e-baglkservices, in the banker’s
perspective, middle age men (26 to 50 years oj awggke the greatest use,
followed by the young age men (up to 26 years @&).adlso it is found that

women customers use such services relatively tegsiéntly.

3. Occupation-wise Preference of E-banking Services

In the bankers’ view regarding preference in the afse-banking services on the
basis of occupation, this study revealed that gsibamals are at the top and then it
is the business class who makes the greatest mskeinAhe end it is the service

class and students.

4. Impact of E-banking on Overall Performance of Baks
It has been analysed that the majority of the bemkelieved that e-banking
services have brought about some improvement inotlegall performance of

banks, in both public and private sector banks.



5. E-banking Marketing Effectiveness
Promotion of e-banking products is not effectivepublic sector banks compared

to that of the private sector banks.

6. Customer Orientation

Private sector banks safeguard customer’s intemes¢ as compared to the public
sector banks. As per the statistics of 2010, itheen found that the average time
spent on internet by an e-banking user of HDFC Bautitghest, followed by SBI.
HDFC Bank also sees the highest incidence of repsis by a user in a month (7
visits) and also sees the maximum average timet $pea user followed by the
State Bank of India (5 visits). In the mobile serdending, HDFC Bank is the
most popular bank with 9.1 million subscribers,ldaled by SBI with 6.13

million subscribers.

E-Banking services are better of private sectorkbasompared to public sector

banks.

As per customers’ feedback on the charges chargetheé banks, it has been
found that additional fees, hidden charges, pracgdses and transactional fees
are high in private sector banks as compared tdigpsbctor banks. However,
private sector banks have a higher growth rate tienpublic sector banks

because of the quality of service rendered by pgigactor people.

7. Comparison of E-Banking with Traditional Banking

The start-up cost of an e-bank is high, establglartrusted brand is also very
costly as it requires significant advertising exgligure in addition to the purchase
of expensive technology (as security and privacy @ery important to gain

customer approval).

The most significant contribution of e-banking farstomers of both the sectors
out of time saving, efficient, convenient and secisrconvenience. Convenience

is followed by time and then it is efficiency aretcarity in the end.



8. Future of Banking is E-Banking
All the customers and employees of both public prndate sector banks were of
the view that in future e-banking would play a ma®@minant role viz-a-viz

traditional banking.

9. Trend is towards Mobile-banking now from the PCbanking

Customer’s interest in using mobile-banking servigekeen compared to PC
banking and is substantially greater among younsfocoers of 26 to 35 age
group. But, from the banker’s view the most userily mode of banking is PC-

banking and not mobile-banking.

Conclusion

Present research is based on empirical data cadlgbtough the customers’ and
bank employees’ survey regarding the market sanatif e-banking products and
services provided by public and private sector bankJaipur. It is an effort to

examine the relationship between the demographidsastomers’ satisfaction in
e-banking, relationship between the bank's custorservice quality and

customers’ satisfaction, promotional measures banksadopting or they should
adopt in order to make it more effective, as welcamparison of the quality of e-

banking service between public and private secioksb.

There is greater incidence of e-banking usage anttemgniddle age men (26 to
50 years of age); and women customers use suclteemuch less frequently.
Occupation-wise, the professionals, followed byihess class, make more use of

e-banking services.

In order to make e-banking more popular, banks msaparate their customers
based on demographic priority (i.e., age, gend=mpation etc.) and customise e-
banking services as per their needs and requirsménis seen that banks are
heavily dependent on message alerts to promote ¢hbanking products and
services; it is felt that they should supplemerig thith other modes like print

media, hoardings, e-mail, etc. to stimulate e-bamkisage and create greater



awareness. There is a need for the bankers to gundetrain their customers;
additionally they can also resort to video pres#ona at bank branches. There
should be seminars/workshops/talks on the heakhge of e-banking, especially
for those who are ATM or computer illiterates. Givihe increased competition
and pressures to cut expenses, banks need ta attkhecetain their customers by

creating, maintaining and highlighting attractieatures of e-banking.

Results also show that there is a significant ciffiee between the customers’
perception about e-banking products and servicesiged by the public and

private sector banks, they are dissatisfied bystheices offered by public sector
banks in terms of quality and by private sectorkisain terms of cost. Therefore,
public sector banks need to gear up and improvierims of latest technology
adoption and offering variety of e-banking produetth high quality of customer

service, as per the expectations of their custonderd private sector banks need
to bring down their cost and inform their customeradvance at the time of

offering the product(s) or service(s).

E-Banking is the future of banking, going onling Banking has become a trend
among the customers and also it helps in improvirg relationship between
bankers and customers. Customers are inclined ¢savaobile banking now in
particular from PC banking. As the popularity ob&nking is increasing and
banks are adopting the latest technology, theysoee towards cyber crimes and
greater is the potential for reputational risk®atherefore, there is a need to have

sound security controls and strong cyber laws dhian

Recommendations

Recommendations for the e-banks basis key findiogshe betterment of public
and private sector banks and their respective m&® in Jaipur has been

mentioned below:



1. Security Control Practices

E-banking data and systems should be classifiedrditg to their sensitivity and
importance and protected accordingly. Appropriatecinanisms, such as
encryption, access control and data recovery pesild be used to protect all

sensitive and high-risk e-banking systems, sergatbases and applications.

2. Practices for Managing Outsourced E-Banking Sysims and Services

Banks should adopt appropriate processes for eadudecisions to outsource e-
banking systems or services. Bank management shoektly identify the
strategic purposes, benefits and costs associatbdewtering into outsourcing

arrangements for e-banking with third parties.

Banks should conduct appropriate risk analysis doe diligence prior to

selecting an e-banking service provider and at@ppate intervals thereafter.

3. Sound Practices to Help Maintain the Privacy ofCustomer E-Banking
Information
Banks should take appropriate steps to inform &ibgncustomers about the

confidentiality and privacy of their information.

4. Proper Training to the Customers about E-Banking

Banks should give proper training to their custasrayout e-banking facilities, for
their customers’ better understanding, especialhg tpublic sector bank
employees. Also because it has been found thatustemers are more influenced

by the banker and less by the print media.

5. TAT for E-Banking Products and Services should & short and well
defined

Public sector banks should have a short and wéihetk TAT, same as it is in
private sector banks for customers’ conveniencéli®sector banks should work
towards reducing their TAT and then customers shaldo be well informed
about the same by the bank.



6. Effective Promotional Strategies for the E-Bankig Products and Services
Public sector banks should have more effective ptamal strategies for the e-
banking products and services, same as privaterdeanks are doing, in order to
create more awareness among the customers, whighe®alt into an increase in
bank’'s market share or business. Accordingly thendustomers should also be

informed about the same.

7. Better Customer Service

A bank should pay due attention to the customertegat him like a king only,
customer’s convenience, high quality of servicecused e-banking features
should be the key of success, especially for thaelipsector banks. Even the

customer complaint resolution process should terfas a public sector bank.

8. No Hidden/Additional Charges Deduction
A bank should not deduct any hidden or additiorferges from the customer,

that too without informing him/her, especially fibe private sector banks.

9. Bank’s Policies and Procedures should be Transpent and detailed
Banks’ policies and procedures should be transparghany updation or revision

in the same should also be then informed to theooue.

10. User-friendly Modes of Banking
Apart from the promotion of e-banking, modes ofaking should also be made
more user-friendly, mobile-banking is new and maser-unfriendly mode

and there is a need for the banks to work on threesan priority.

Limitations of the Research

Like any other research study, this research als® $ome limitations. The

findings of this research, however, must be comsaié light of its limitations.

Firstly, time was the biggest constraint.



Secondly, the analysis and study was largely basethe secondary data of the
articles, research papers published from timente tin various journals, reports
by various agencies. This at times does not degiet true picture. So, the

conclusions reached may not be fully correct.

Thirdly, primary data is collected through questiame and where questionnaires
are not filled by the respondent, the techniquiantsrviewer was utilized. So, the
respondent might have not given a genuine respandetherefore, the response

cannot be trusted more.

Fourthly, the study is subject to general humarntéitions of an individual in a

society.

Fifthly, limited sample size (500 respondents oblmusector bank and private
sector bank) did not permit the use of many stesistecometric/multivariate

analysis techniques that require larger data $étseover, the research being
more descriptive than explanatory, did not attenptsvestigate the causality of

any phenomenon.

However, the study has made an earnest attempirtyg out the research in its
true perspective. It has attempted to have a alitppraisal of some of the
marketing factors of the e-banking products andises by both public and
private sector banks and thereby drawing certapomant conclusions for future
improvement. Further, the findings may lead toaarpositive suggestion which

may be useful for the Indian banks.

Scope for the Future Research

The present study has made an attempt to underitarichpact of e-banking of
selected public and private sector banks, to atekessomparative service quality
of e-banking between them and to analyze the implaetbanking on customers.
There still remains a viable prospect for futurgeach.
» The service quality of Indian banking sector hasrnbassessed in Jaipur
only. So service quality could be studied for otbi#ies of Rajasthan or

other states.



The present research focused only on comparatisferpgnce of public
and private sector banks in e-banking. Future rekeaan be done to
analyze the performance of foreign banks also ay twe the early
adopters of e-banking.

The present study has assessed the performanbe bahks on the basis
of customer’s and bank employee’s perspectiveaeltd the marketing of
e-banking and customer satisfaction level. However study the
operational performance-return on asset, returaquity, etc. can also be
the area for research under this aspect.

The study has been focused only on the performandeservice quality
aspect of e-banking. The impact of e-banking ofiifatuility and financial
aspect of the same on them has been ignored wilinhgve a good

platform for future research.

sekskeskokeskskeskekskskskokskskoksk



References

. Krishnamoorthy, V. and R. Srinivasan (2013), Ing¢rBanking as a tool
for Customer Relationship Management — A Study oast@mer
Perspectivelndian Journal of Research, Volume 2, Issue 2,pp 187-190

. Safeena, R., Abdullah and H. Date (2010), Custasneerspective on E-
Business Value: A Case Study on Internet Bankiogrnal of Internet
Banking and Commerce, Volume 15, No. 1pp 2

. Retrieved on Septemberld,32012 from
http://www.uservision.co.uk/resources/articles/2084ér-friendly-e-
banking/

. Sharma, H. (2011), Banker’'s Perspective on E-BapkidRIM, Volume
1,No.1pp1

. Retrieved on January t’1‘32011 from
http://www.articlesbase.com/banking-articles/onlv@nking-provides-
satisfaction-and-convenience-for-users-505412.html

. Singh, N. P. (2007), Online Frauds in Banks withisRimg, Journal of
Internet Banking and Commerce, Volume 12, No. 2pp 2

. Dixit, N. and S. K. Datta (2010), Acceptance of BARBing among Adult
Customers: An Empirical Investigation in Indidpurnal of Internet

Banking and Commerce, Volume 15, No. 2pp 2



List of Published Papers

S. No. Title of the Paper Detail(s) about Journal

1. E-Banking Scenario in Indiainternational Journal: Proficient International
A Study of RBI's Role as Refereed Journal of Management;
Promoter ISSN 0975-475X

(Volume-lIlI; Issue-VII; July-2011; pp 80-91)

2. A Study on Popularity andinternational School of Informatics and
Usage Pattern of E-BankingMlanagement: Oorja — International Journal| of
Facilities Between OIld andManagement and IT;

New Generation ISSN 0974-7869
(Volume-9; No.-3; September-December-20[L1;
pp 75-83)
3. Job Stress AmongDepartment of Business Administratign,
Employees: An Empirical University of Rajasthan: Journal of Business
Study on Indian Banks and Management

ISSN 2277-8012
(Volume-6; No.-1; December-2011; pp 167-

178)
4. A Study on Occupationalinternational Journal: Proficient International
Stress: With SpeciglRefereed Journal of Management;

Reference to Private SectolSSN 0975-475X
Bank Employees of Jaipur | (Volume-1V; Issue-II; February-2012; pp 79-8)7)

5. Microfinance as a tool fagrHDFC Bank’s Internal Magazine: Learning and
Women Empowerment withDevelopment Konnect;
some Challenges (Volume-12; July-Sept.-2012; pp 9-9)

6. Employee Retention:  AThe IIS University's: Journal of Commerce and
Study on Public and PrivateManagement;
Sector Banks* ISSN 2320-4907

(Volume-1; November-2012; pp 13-22)

*First Prize winner in the Poster Presentation, onHR Conclave, 2011, titled:

“Employee Retention: A Study on Public and PrivateSector Banks”.



S. No. Page No.
Acknowledgement [
Preface iii
List of Tables v
List of Figures viii
List of Charts iX
List of Abbreviations Xi
1. E-Banking: A Conceptual Framework 1-35
1.1 Indian Banking: An Overview
1.2 Structure of Indian Banking Industry
1.3 E-Banking
1.3.1The Internet: A Distribution Channel
1.3.2Internet Usage in India
1.3.3Phases of Transformation of Banking Industry
1.4 Evolution of E-Banking
1.5 E-Banking Scenario in Indian Perspective
1.5.1Traditional Approach
1.5.2Modern Approach
1.5.3Impact of E-Banking on Traditional Banking
1.5.4E-Banking Scenario in India
1.6 Products and Services of E-Banks
1.7 E-Banking Support Services
1.8 Risks Associated with E-Banking
1.9 Risk Management of E-Banking Activities

CONTENTS OF THE THESIS

1.10 Banking Regulatory Framework at a Glance

1.10.1 Laws Formed

1.11 Information Security Program and Control Issues
1.12 E-Banking Strategy

References



2. Methodology 36-45

2.1 Research: A Prologue

2.2 Types of Research

2.3 Review of Literature

2.4 Problem Identification, Need and Relevance of tesdarch

2.5 Objectives of the Research

2.6 Hypothesis

2.7 Scope of Study

2.8 Research Design
2.8.1Data Sources
2.8.2Sampling Plan

2.9 Limitations of the Research

References

3. Data Analysis and Interpretation 46-88
3.1 Introduction to Data Analysis
3.1.1Demographic Profiles of the Respondents
3.1.2Customer’s Perspective
3.1.3Bank Employee’s Perspective
3.2 Hypothesis Testing
3.2.1Analysis of Variance (ANOVA) Test
3.21.1 One-way Analysis of Variance (ANOVA) Test
3.21.2 Two-way Analysis of Variance (ANOVA) Test
3.2.2Chi-Square (2) Test

References

4. Comparative Study in Public and Private Sector Bank
89-120

4.1 Introduction to Public and Private Sector Banks
4.2 Comparative Study in SBI and HDFC Bank

4.2.1E-Banking Process and Features Comparison



4.2.2HDFC Leads in E-Transactions and SBI in Value
4.2.3Mobile-Banking: Most Popular Bank and Service
4.3 RBI's Role in Facilitating E-Commerce and Onlinaiisactions in
India

References

5. Conclusion 121-131
5.1 Key Findings
5.2 Conclusion
5.3 Recommendations

5.4 Scope for Future Study

» Bibliography and Webliography Xiii

* Appendices
A: Questionnaire: AQuestionnaire for Customers XXX
A, Questionnaire for Bank Employeesxxxv
B: Research Papers Published/Presented XXXIX
B: List
B, Copy of Manuscripts

C: A Personal Profile of the Researcher XXXXI



