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Abstract: 

Online banking, also called internet banking, is a way to do your bank stuff on a computer or phone. It's 

like having a bank branch at your fingertips, open 24/7. You can check your account balance, transfer money, and 

pay bills anytime, anywhere. This is a new way of banking that is becoming more and more popular. This study 

looked at how happy people in Kota city are with their online banking services. So, the study wants to find out: 

Do people in Kota find online banking convenient and easy to use? Are they happy with the features and security 

of their bank's online system? Are there any concerns people in Kota have about online banking? 
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Introduction: 

Imagine a place you can store your money 

safely, kind of like a giant piggy bank. This place, 

called a bank, also helps you do other things with 

your money, like paying bills or growing it a little. 

Banks used to be buildings you had to visit, but now 

they've gotten super cool with technology! 

Here's the exciting part: online banking! It's like 

having a mini bank on your phone or computer. It's 

safe and secure, just like a regular bank, but you can 

access it anytime, anywhere. No more waiting in 

lines! With online banking, you can see how much 

money you have, move money between accounts, 

and even pay your bills with just a few clicks. 

Think of it like a magic money tool! It's not 

just convenient, it's also efficient. Banks can offer 

all sorts of helpful products and services online, 

from special deals for businesses to regular accounts 

for people like you and me. In India, banks that 

aren't owned by the government (like State Bank of 

India) were the first to jump on the internet banking 

bandwagon. These private banks knew they were a 

bit behind the game because they hadn't been around 

as long. Setting up branches everywhere, especially 

in remote areas, would be a huge challenge. 

So, these private banks got clever. They figured the 

best way to reach customers anytime, anywhere was 

through the internet. They saw internet banking as a 

secret weapon to compete with the big, established 

banks. It was their way of saying, "Hey, we might 

be newer, but we're tech-savvy and can be your 

bank from anywhere!" 

Online Banking Perks: Your Handy Money 

Toolkit: 

Online banking comes with a bunch of advantages 

that make managing your money a breeze: 

1. 24/7 Access: No more waiting in line! Check 

your balance, transfer funds, or pay bills 

anytime, anywhere. Day or night, it's up to you. 

This is especially handy if you catch something 

suspicious in your account - you can deal with it 

right away. 

2. Convenience King: Forget geographical 

limitations. Online banking lets you access your 

bank from anywhere with an internet connection 

(IAMAI’s, 2006; Gonzalez et al., 2008). Need 

to pay a bill while on vacation? No sweat! 

3. Cost-Effective Champion: Online banking is a 

budget-friendly option for both you and the 

bank. Since there's no need for physical 

branches, banks can offer these services at a 

lower cost. 

4. Your Financial Powerhouse: Many online 

banks provide fancy tools like account 

aggregation (seeing all your accounts in one 

place), stock quotes, and even programs to 

manage your investments. It's like having a mini 

financial advisor at your fingertips! 

5. Going Green: Online banking helps save the 

planet by reducing paper waste. No more piles 

of paper statements cluttering your drawers! 

The Ups and Downs of Online Banking: A 

Customer's Perspective: 

The rise of online banking has totally 

shaken things up in the banking world! But with all 

this new technology comes some challenges that 

banks need to address to keep us, the customers, 

happy and confident. 

Here's the thing: Security is a BIG concern. Banks 

got to make sure our online accounts are safe and 

protected from bad guys trying to steal our money. 
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They're working hard with credit card companies 

and other folks to build a secure system for online 

payments, kind of like a high-tech vault for our 

cash. 

Another thing? Online banking needs to be smooth 

and efficient. We shouldn't have to deal with slow 

loading times or clunky websites when trying to 

check our balance or pay bills. It should be fast and 

easy, just like snapping your fingers. 

Speaking of trust, that's a key ingredient too. We 

need to feel confident that the banks are honest and 

reliable when it comes to online banking. They got 

to be transparent and upfront about everything, so 

we know our money is in good hands. 

Finally, online banking should actually deliver on its 

promises. If a bank says you can do something 

online, like transferring money or managing 

investments, it should work flawlessly. No glitches, 

no disappointments! 

This study wants to see how people in India feel 

about the online banking services offered by public 

sector banks (like the State Bank of India). 

Specifically, they want to know if these banks are 

meeting customer expectations and keeping people 

happy with online banking. 

Objectives: 

This study is like a magnifying glass focused on 

understanding how people in a cosmopolitan city 

Kota feel about online banking offered by different 

banks. Here's a breakdown of the key things it aims 

to uncover: 

1. Customer Perception: This is all about how 

people in Kota view online banking services. 

Do they find it easy to use? Do they trust it? 

This part will gauge the general impression 

people have about online banking. 

2. Satisfaction Level: Here, the study dives 

deeper to see how happy customers are with the 

online banking services. Are features easy to 

find? Is the process smooth? This will show if 

the banks are meeting people's expectations. 

3. Room for Improvement:  

Finally, the study will use the findings to suggest 

ways banks can improve their online banking 

services. Maybe there are new features people 

would love or things that need to be made more 

user-friendly. 

By understanding these aspects, banks can make 

their online banking services even better for their 

customers in Kota City. 

Sample design and Data collection: 

This study focused on people in Kota City 

who already use online banking services, either with 

public or private sector banks. We wanted to hear 

from the folks who are already using these online 

tools. - that was our target group (sample frame). 

To make sure we got a good mix of opinions, we 

used a random sampling method, where everyone 

has an equal chance of being chosen. We then 

reached out to these chosen people and asked them 

to fill out surveys (open surveys).  

By talking to a random selection of online banking 

users, we aimed to get a well-rounded picture of 

what people in Kota really think about these 

services. 

Understanding Customer  

Thoughts: Convenience, Trust, and More: 
To understand how people in Kota feel 

about online banking, we looked at four key areas: 

convenience, trust and safety, efficiency, and how 

well the service meets their needs. We used a 

special technique called "scaling" to analyse these 

areas.We asked people to rate five statements about 

each area on a scale of 1 to 5. A score of 5 meant 

they strongly agreed with the statement, while 1 

meant they strongly disagreed. For example, a 

statement about convenience might be "It's easy to 

transfer money online" - people would rate how 

much they agree with that statement. 

By analysing these scores, we could see 

how people in Kota felt about the different aspects 

of online banking. 

This helped us understand their overall perception of 

theservice.

 

Table 1: Perception of customer towards convenience 

Criteria SA A N DA SDA Total 

Easily accessible by phone 101 19 0 0 0 581 

Website always delivers quick service 52 50 18 0 0 514 

Total Average      547.5 

Table 1: 

 shows some interesting things about how 

people in Kota feel about online banking. The 

statement "bank's online services are easily 

accessible by phone" scored the highest overall, not 

just for convenience but out of all the statements! 

This suggests that easy phone access is a big plus 

for online banking users. 

 

The table also tells us that people in Kota 

generally find online banking convenient. The 

"convenience dimension" had the highest total 

average score, which means most people agreed that 

online banking makes things easier. Following 

convenience came trust and safety, then how well 

the service meets their needs, and finally, efficiency. 
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Table 2: Perception of customer towards trust and safety. 

 

Criteria SA A N DA SDA Total 

Bank’s website makes accurate promises 

about the services 
24 84 8 4 0 488 

Bank website launches and runs quickly 

and always available 
86 34 0 0 0 566 

No misuse of personal information 48 63 9 0 0 519 

Confidence in banks online services 22 86 8 4 0 486 

Feel safe in online transactions 62 43 15 0 0 527 

Bank frequently educates about online 

banking 
39 43 27 11 0 470 

Bank name is well known and reputed 

 
108 12 0 0 0 588 

Total Average      520.57 

 Looking at 

 

Table 2, it seems people in Kota trust their banks' 

reputations the most. The statement "Bank's name is 

well known and has a good reputation" got the 

highest score. However, the statement "Bank 

frequently educates about online banking" got the 

lowest score. This tells us that while people trust 

their banks, they might not feel like they're getting 

enough information about how to use online 

banking features safely. 

Table 3: Perception of customer towards efficiency 

Criteria SA A N DA SDA Total 

Customer service representatives always available 

online 

32 27 17 44 0 

407 

Quickly resolve problem 8 70 26 16 0 430 

Easily accessible by mobile phone 101 19 0 0 0 581 

Prompt responses to request by email or other 

means 

8 80 32 0 

 

0 

456 

Website always delivers quick service 52 50 18 0 0 514 

Bank site launches and runs quickly and always 

available 

86 34 0 0 0 

566 

Website design is attractive 22 89 5 4 0 489 

Regular upgrade of online services 33 72 8 7 0 491 

Bank frequently educates about online banking 39 43 27 11 0 470 

Online transaction is always accurate 50 70 0 0 0 530 

Total Average      493.4 

Let's dive into 

 Table 3 which looks at how people in Kota view 

the efficiency of online banking. Here's what we 

found: 

Thumbs Up for Mobile Access: The statement 

"Bank is easily accessible by mobile phone" got the 

highest score (581), showing that people really 

appreciate being able to access their bank easily 

through their phones. This makes sense - it's 

convenient and allows people to bank on the go! 

Room for Improvement in Customer 

Service:  
The statement "Customer service 

representatives are always available online" 

got the lowest score. This suggests that 

some people might have had trouble getting 

help when they needed it online. Maybe 

they couldn't find a way to contact someone 

or had to wait a long time for assistance. 

Table 4: Perception of customer towards fulfilment 

Criteria SA A N DA SDA Total 

Website always delivers quick service 52 50 18 0 0 514 

Bank’s website makes accurate promises about 

the services 
24 84 8 4 0 488 

Online transaction is always accurate 50 70 0 0 0 530 

Bank website launches and runs quickly and 

always available 
86 34 0 0 0 566 

Website design is attractive 22 89 5 4 0 489 

Total Average      517.4 

Let's take a look at  
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Table 4: which explores how well online banking 

services in Kota meet customer needs. Here's what 

we discovered: 

Up and Running: The statement "Bank site 

launches and runs quickly and is always available" 

scored the highest. This means people appreciate 

online banking platforms that are reliable and 

accessible whenever they need them. Nobody likes a 

website that crashes or takes forever to load! 

Promises vs. Reality: The statement "Bank's site 

makes accurate promises about the services" got the 

second-lowest score. This suggests that some folks 

might feel like the advertised features of online 

banking don't always match the actual experience. 

Maybe they encountered limitations or unexpected 

features they weren't informed about. 

Looks Aren't Everything:  The statement "Website 

design is attractive" got the lowest score. While a 

visually appealing design can be nice, it seems 

functionality is more important to Kota's online 

banking users. They prioritize a website that's easy 

to navigate and use over fancy graphics. 

Table 5: Level of Customers’ Satisfaction 

Satisfaction level Percentage 

Highly Satisfied 16 

Satisfied 27 

Moderate 52 

Dissatisfied 4 

Highly Dissatisfied 1 

Table 5 : 
 Takes a look at the big picture: how 

satisfied are people in Kota with their online 

banking services overall? Here's the key takeaway: 

Moderately Satisfied Majority:  
Over 50% of customers fell into the 

"moderate satisfaction" category. This doesn't 

necessarily mean they're unhappy, but it also doesn't 

mean they're super impressed. It suggests there's 

room for improvement. 

Silver Lining: Even though a majority fell under 

moderate satisfaction, it's still a positive sign! It 

means more people are satisfied with online banking 

than not. 

What can Banks Do? 

Based on this finding, here are some ways banks 

can improve their online banking efficiency: 

Educate Customers:  
Banks should focus on teaching people 

more about online banking, especially in these times 

with more cybercrime. This could involve 

workshops, online tutorials, or even brochures 

displayed in the bank. 

The study also found that some customers avoid 

online banking services because they're unsure how 

to use them or worry about safety. To address this, 

banks can:  

1. Clearly explain all the online banking features 

they offer. 

2. Provide detailed instructions on how to use 

these services safely. 

3. Have a 24/7 helpline specifically for online 

banking questions. 

Prioritize Problem-Solving:  
Banks should make sure any problems customers 

encounter with online banking are addressed quickly 

and efficiently. This builds trust and keeps people 

happy. 

 

 

Embrace Technology: In today's world, it's crucial 

for banks to invest in good technology and 

infrastructure. This ensures a smooth online banking 

experience for everyone. 

Boost Online Support: Banks should make it easier 

for customers to get help online. This could involve 

offering live chat options, clear instructions on how 

to contact support, and ensuring there are enough 

representatives available to answer questions 

promptly. 

Transparency is Key: Banks should ensure their 

online banking platforms accurately represent the 

features and services offered. This builds trust and 

avoids frustration for users. 

Focus on Usability: While aesthetics is nice, banks 

should prioritize creating online banking platforms 

that are clear, user-friendly, and easy to navigate. 

People shouldn't have to struggle to find what they 

need. 

Keep it Running Smoothly:  Banks should invest 

in maintaining their online banking platforms to 

ensure they're reliable, fast, and accessible 24/7. 

Downtime or slow loading times can be a major 

turn-off for users. 

Focus on the Weak Spots: Address the areas where 

customers expressed concerns, like ensuring clear 

communication about features, improving customer 

service accessibility, and making sure the online 

platform is user-friendly and reliable. 

Keep Innovating:  
Don't stop there! Banks can also keep 

developing new features and functionalities that 

meet the evolving needs of their online banking 

users in Kota. By listening to their customers and 

making ongoing improvements, banks can create 

online banking experiences that are truly 

convenient, secure, and satisfying for everyone. 
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Conclusion: 

The way people bank is changing, and online 

banking is a big part of that story. Here's a 

breakdown of the key points: 

1. The New Norm: Online banking isn't just a 

perk anymore; it's becoming essential. It's a 

faster, cheaper way for banks to offer services, 

and the pandemic really highlighted its 

importance. Just like ATMs became 

widespread, online banking is likely to become 

the standard. 

2. A Banking Revolution: Online banking has 

totally transformed how banks work. It makes 

transactions easier and quicker, saving both 

time and money. Banks have invested heavily in 

this technology, and its success hinges on 

getting people to switch over. 

Helping People Embrace the Change:  
Since folks are used to traditional banking, 

education is crucial. Banks need to show people 

how to use online banking features comfortably. 

The Big Picture: 

 When online banking works well, it 

benefits everyone. Banks can operate more 

efficiently, costs go down, and they can even offer 

new features and services. This creates a thriving 

banking industry that better serves its customers. 

Overall, online banking is a powerful force 

changing the banking landscape in Kota and around 

the world. By educating customers and making the 

switch smooth, banks can ensure this technology 

reaches its full potential. 
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