
National Research Journal of Banking and Finance Management                ISSN: 2349-6762             
Volume No: 12, Issue No: 2, Year: 2025 (July-December)                               Peer Reviewed & Refereed Journal (IF: 7.56) 

 PP: 120-126                Journal Website www.nrjbfm.in  

Published By: National Press Associates  Page 120 

© Copyright @ Authors 

THE INFLUENCE OF DIGITAL BANKING SERVICES ON CUSTOMER 

SATISFACTION: AN EMPIRICAL STUDY 

Shivani 

Assistant Professor 

P.G. Department of Commerce & Management, Khalsa College for Women, Amritsar 

 

 ABSTRACT 

This study examines the impact of digital banking on customer satisfaction, highlighting its 

growing importance within the financial sector. As digital banking becomes a central 

component of modern financial services, it is essential to understand how it shapes customer 

experiences and preferences. The research focuses on key factors such as convenience, 

accessibility, security, and service responsiveness, which collectively influence customer 

perceptions. Data was gathered using a structured methodology, with participants selected 

through snowball sampling. The findings reveal that customers greatly value the efficiency 

and time-saving benefits of digital banking platforms. Nonetheless, concerns regarding data 

security and the limited scope of personalized services indicate areas for improvement. These 

insights emphasize the need for financial institutions to address such challenges in order to 

strengthen customer satisfaction and trust. The study contributes to the literature on digital 

banking by offering actionable recommendations for banks to refine their digital strategies. 

By closing service delivery gaps, financial institutions can enhance customer experiences, 

build stronger relationships, and promote long-term loyalty in the digital age. 

 KEYWORDS: Digital Banking, Customer Satisfaction, Financial Sector (Banking 

Industry), Customer Retention, Long-Term Loyalty 

 INTRODUCTION: 

The financial sector has experienced a profound transformation with the rise of digital 

banking, which has reshaped customer experiences and expectations. Digital banking—

encompassing online and mobile platforms—has become an essential component of modern 

banking, allowing customers to conduct transactions anytime and anywhere with ease. This 

shift has been driven by rapid technological progress, the widespread use of smartphones, and 

growing demand for fast, efficient, and seamless financial services. At the center of this 

evolution lies customer satisfaction, as banks strive to remain competitive in an increasingly 

digital marketplace. The effectiveness of digital banking depends on several key factors, 

including user-friendliness, accessibility, security, and service responsiveness. Customers 

highly value the ability to perform tasks such as transferring funds, paying bills, and 

managing accounts with minimal effort. Yet, challenges persist—data security risks, 

occasional technical failures, and limited personalization remain significant barriers to 

complete customer satisfaction. 

This study explores how digital banking influences customer satisfaction, with a focus on the 

attributes that shape customer perceptions and preferences. By analyzing customer feedback 

and experiences, the research identifies both the strengths of digital banking and the areas 

where improvement is needed. Such insights are vital for financial institutions seeking to 

refine their digital strategies, close service gaps, and build stronger trust and loyalty with 

customers. Beyond contributing to academic discussions on digital banking, the study 

provides practical recommendations for banks aiming to enhance their digital platforms. As 

reliance on digital services continues to grow, the findings underscore the importance of 
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balancing technological innovation with a customer-centered approach. Addressing customer 

concerns and aligning services with evolving expectations will enable banks to deliver 

optimized digital experiences for today’s tech-savvy clientele. In essence, the rise of digital 

banking marks a critical To evaluate the degree milestone in the evolution of the financial 

industry, and this study seeks to highlight its impact on customer satisfaction while offering a 

roadmap for banks to adapt successfully to the digital era. 

 OBJECTIVES OF THE STUDY:of customer satisfaction derived from the use of digital 

banking services. 

 To investigate the level of customer awareness and understanding of digital banking 

facilities. 

 To examine the role of digital banking in promoting financial literacy and awareness 

among the population. 

 To analyze the influence of customer adaptability to digital banking on overall 

satisfaction levels. 

 REVIEW OF LITERATURE: 

Kumar and Singh (2021) examined the role of digital banking in promoting financial 

inclusion in rural India. Their study highlighted the increasing penetration of banking services 

through mobile applications, digital wallets, and banking correspondents. The authors argued 

that digital banking has successfully bridged the gap between the unbanked population and 

formal financial institutions. Based on field studies conducted in five states, the findings 

revealed that although digital platforms have expanded access to financial services, 

challenges such as limited digital literacy and unreliable internet infrastructure persist. The 

study concluded that policy interventions, including digital literacy campaigns and enhanced 

internet connectivity, are essential for the success of digital banking initiatives in rural 

regions. 

Bhardwaj and Mehta (2022) explored the intersection of fintech and traditional banking, with 

a focus on how fintech innovations have enhanced digital banking services in India. Their 

research demonstrated that fintech firms have accelerated the development of digital payment 

systems, mobile wallets, and AI-driven customer support. Using data from 15 major banks 

and fintech startups, the study showed that collaboration between fintech companies and 

traditional banks has improved efficiency and enhanced customer experience. However, the 

authors noted that regulatory challenges and data privacy issues remain significant obstacles 

to the sustainable growth of fintech-driven digital banking. 

The contribution of digital banking services to women’s financial inclusion in India 

investigated by Kaur & Gill (2021). Their research examined the role of digital financial 

services, such as mobile banking and digital wallets, in empowering women in both urban 

and rural areas. By surveying 300 women across various income groups, the study found that 

digital banking has significantly improved women’s access to financial services, particularly 

in rural areas where traditional banks are scarce. The authors emphasized that digital banking 

empowers women by providing greater control over their finances and encouraging financial 

independence. 

The impact of user experience (UX) and interface design on customer satisfaction and 

adoption rates of digital banking applications in India. Conducting usability tests on mobile 

applications of five leading banks, the study identified critical design features—such as 

intuitive navigation, personalized dashboards, and real-time notifications—that enhance user 
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engagement. The findings revealed that ease of use, speed, and security are the most valued 

attributes influencing continued usage of digital platforms. The authors recommended that 

banks invest in UX research and regular updates to meet evolving customer expectations. 

The effects of the COVID-19 pandemic on accelerating digital banking adoption in India 

studied by Nambiar and Koshy (2021). By analyzing consumer behavior during and after the 

lockdown periods, the authors observed a significant increase in the use of digital banking, 

with many individuals adopting online services for the first time. Their study underscored the 

role of safety concerns and the need for contactless transactions as major drivers of this shift. 

The authors concluded that this trend is likely to continue post-pandemic, necessitating that 

banks strengthen their digital infrastructure to adapt to the new normal. 

Jha and Kumar (2022) focused on customer engagement strategies implemented by Indian 

banks to enhance digital banking experiences. Their research examined practices such as 

personalized communication, loyalty programs, and interactive support systems through a 

series of case studies on leading banks. The findings indicated that effective engagement 

strategies significantly increase customer retention and satisfaction. Moreover, the study 

highlighted the importance of leveraging data analytics to better understand customer 

behavior and tailor services. The authors concluded that continuous investment in technology 

and innovation is crucial for creating meaningful customer interactions in the digital 

environment. 

The challenges and opportunities associated with digital banking adoption among the elderly 

population in India (Tyagi and Sharma,2022). Through interviews and surveys with 300 older 

adults, the study identified barriers such as limited technological familiarity and heightened 

concerns about security. The findings suggested that user-friendly interfaces, personalized 

assistance, and targeted support services are essential to improve elderly customers’ 

engagement with digital banking. The authors recommended that banks develop tailored 

training sessions and dedicated support systems to better serve this demographic. 

 RESEARCH METHODOLOGY: 

The research methodology outlines the approach adopted to conduct this study, including data 

collection methods, sampling design, and analytical tools. Both primary and secondary data 

sources were utilized to ensure comprehensive insights: 

 Primary Data: Primary data was collected through a structured survey using a 

questionnaire administered via Google Forms. 

 Secondary Data: Secondary information was gathered from scholarly articles, 

research papers, online databases, and relevant websites. 

 Sample Size: The study considered a sample of 450 respondents. 

 Sampling Method: A simple random sampling technique was employed, focusing on 

participants from Pune city. 

 Statistical Tools: Data analysis was carried out using graphical representations and 

percentage-based methods to interpret and present the findings effectively. 
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 SUMMARY OF DATA COLLECTION:  

AGE NO. OF RESPONSES PERCENTAGE 

18 – 26 70 15.5 

27 – 40 130 28.8 

41 – 50 145 32.2 

50 – 60   75 16.6 

60 and above 30 6.6 

INTERPRETATION: 

The above chart shows the large number of respondents come from the age group of between 

41 – 50 with 32.2%. It is observed that there is very smaller number of respondents is come 

from the age group above 60 with only 6.6%. 

EMPLOYMENT 

STATUS 

NO. OF RESPONSES PERCENTAGE 

Student 70 15.5 

Employed 165 36.6 

Business Owner 135 30 

Unemployed 30 6.6 

Retired 50 11.1 

INTERPRETATION: 

The above chart shows that the majority of customers use digital banking services are 

employed and business owner with 36.6% and 30% respectively. 

 ANALYSIS OF DATA: 

a.) Which bank do you prefer for conducting digital banking activities? 

BANK NO. OF RESPONSES PERCENTAGE 

SBI Bank 130 29% 

HDFC Bank 216 48% 

Axis Bank 41 9% 

Other Bank 63 14% 
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INTERPRETATION: 

The above chart shows that the majority people use HDFC and SBI with 48% and 29% and 

rest of users use Axis Bank and other bank with 9% and 14% respectively. 

b.)  When did you start using digital banking services? 

TIME PERIOD NO. OF RESPONSES PERCENTAGE 

Less than 1 year 58 13% 

1 – 3 years 302 67% 

3 – 5 years 81 18% 

More than 5 years 09 2% 

 

 

INTERPRETATION: 

Most respondents 67% have been relied on digital banking services for 1 – 3 years indicating 

its relatively recent adoption. Smaller groups have shorter or longer usage durations. 

c.) What is your level of satisfaction with the overall convenience of digital banking? 

SATISFACTION LEVEL NO. OF RESPONSES PERCENTAGE 

Very Satisfied 220 49% 

48% 

29% 

9% 

14% 

BANK 

HDFC Bank

SBI Bank

Axis Bank

Other Bank

 Less than 1 year 
13% 

1 - 3 years 
67% 

3 - 5 years 
18% 

More than 5 years 
2% TIME PERIOD 

 Less than 1 year 1 - 3 years 3 - 5 years More than 5 years
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Satisfied 190 42% 

Neutral 40 9% 

Dissatisfied 0 0.0% 

Very Dissatisfied 0 0.0% 

INTERPRETATION: 

The above chart shows that 49% people are very satisfied for digital banking services and 9% 

people are neutral about digital banking services 0% people are dissatisfied. 

d.) Which aspects of digital banking do you value the most? 

FEATURES NO. OF RESPONSES PERCENTAGE 

Security 150 33% 

24/7 Availability 230 51% 

Customer Support 70 16% 

INTERPRETATION: 

The above chart shows that 51% customers satisfied with 24/7 availability by digital banking 

services and 33% customers are satisfied with the security. 

 FINDINGS: 

 The majority of respondents aged between 41-50 years use digital banking services. 

 Most respondents are employed individuals or business owners. 

 Among the 450 respondents, 300 are both employed and engaged in business, 

indicating that digital banking services are particularly beneficial for the group. 

 It is noteworthy that 346 respondents hold accounts with SBI and HDFC Bank, while 

104 respondents have accounts with Axis Bank and other financial institutions. 

 Out of the 450 respondents, 302 have been using digital banking services for 1 to 3 

years. 

 A total of 220 respondents reported being highly satisfied with the overall 

convenience of digital banking services. 

 Out of 450 respondents, 230 identified 24/7 availability as their most preferred feature 

and 220 respondents are satisfied with security measures and user- friendliness.  

 LIMITATIONS OF THE STUDY: 

 The findings of this study may not be fully representative of the entire customer base, 

as the research is limited to a specific region, demographic group, or banking 

institution. This may result in biased outcomes and limit the generalizability of the 

results. 

 The digital banking environment is rapidly evolving, with continuous advancements 

in technology, features, and security measures. Consequently, the study’s findings 

may lose relevance over time as new innovations are introduced. 
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 Additional factors, such as changing economic conditions, regulatory developments, 

cybersecurity threats, and varying levels of digital literacy among customers, may 

influence satisfaction with digital banking but are not comprehensively addressed in 

this research. 

 CONCLUSION: 

The study on the "The Influence of Digital Banking Services on Customer Satisfaction" 

highlights how digital banking has reshaped customer experiences. Services such as online 

platforms, mobile apps, and automated systems have significantly enhanced satisfaction by 

providing greater convenience, faster transactions, and improved accessibility. Factors like 

user-friendly interfaces, robust security measures, efficient issue resolution, and a diverse 

range of services are crucial in determining customer satisfaction. However, challenges such 

as technical glitches, cybersecurity threats, and varying levels of digital literacy can 

negatively impact the customer experience. To overcome these, financial institutions should 

adopt a customer-focused strategy, emphasizing security, platform reliability, and 

comprehensive support for users of all backgrounds. In summary, digital banking has 

transformed the financial industry, but its sustained success relies on harmonizing 

technological innovation with personalized customer care. By addressing challenges and 

continuously improving services, digital banking can continue to elevate customer 

satisfaction over the long term. 
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