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Abstract 

Background: Digital banking is a result of tremendous changes that are taking place in the field of information 

technology. It plays an important role in the process of changing a cash-based economy to a digital economy. It 

includes services like ATM, Mobile banking, Internet banking, UPI (Unified payment interface), Digital wallets, etc. 

With the help of these services customers as well as banks can perform their tasks faster and in better ways as compared 

to traditional banking. For customers it’s a door to perform transactions from anywhere at any time whereas for banks 

it’s a great solution for reducing operational costs. it also helps in achieving environmental goals through reduced 

usage of paper by providing various banking services online. However, despite of having so many advantages digital 

banking still has some problems that creates the obstacle in the path of digitization.  

Objectives: The objective of this paper is to understand the customer's perception regarding digital banking services 

as well as the comforts which the user gets while using digital banking services. This research also deals with the 

everyday obstacles faced by the customers while using digital banking services. 

Methods: The study consists of a survey of 500 people of Kachchh district who were using digital banking services. 

The data was collected using a structured questionnaire which is prepared in hard copy as well as soft copy through 

Google form for the convenience of people. The analysis of the collected data has been done by using descriptive 

statistics such as percentages and frequency distribution. The variations of the opinions among various categories are 

found by applying Mann-Whitney test and Kruskal-Wallis test. 

Conclusions: The study found that people are more likely to use digital banking for fund transfer, Mobile/DTH 

recharge and bill payments. The main reason for using digital banking is to save time, it’s faster services and it’s 24*7 

availability. The study concluded that people of Kachchh district face different types of problems and frequency of 

facing such problems is rare however there are some problems which are often faced by some of the respondents and 

among them the most often faced problem is unavailability of cash is ATM machine which is the main issue in case 

of rural areas. 

 

Keywords: Digital Banking, Problems, Kachchh. 

 

1. Introduction 

 

The invention of the Internet has converted the 

world into a global village. With the help of the 

internet, people can carry out their banking 

transactions from anywhere at any time. The 

implementation of the internet has helped banks 

to provide their customers faster and better 

banking services to help them utilize their time 

properly. “We need banking but we don’t need 

banks anymore” (Bill Gates) because now banks 

operate 24*7 digitally. All the traditional banking 

services provided by the bank are now available 

online. Customers are no longer willing to stand 

in a queue or to visit the bank branch to complete 

their banking transactions. With the availability 

of all the banking services online, banks can meet 

their customer expectations. Sweeping changes 

that are taking place in the field of information 

technology has resulted in tremendous 

development in the Indian banking sector. Even 

after the implementation of cutting edge 

technology in the banking sector and providing 

customers the comforts to do their banking 

transactions from their homes, many people still 

don’t use Digital banking facilities. The main 

reasons behind this are security concerns, 

illiteracy, Unwillingness to adopt a new way of 

banking.   

 

2. Literature Review 

 

Bishnoi & Kumar (2011) studied problems 

faced by customers while using internet banking 

services by conducting a survey of 750 internet 

banking users. The study found that at the time of 

using internet banking, respondents face different 

types of problems frequently such as “Transactions 
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take a lot of time to complete”, “Connection 

problem”. Some of the problems which occur 

very rarely i.e. “password gets hacked”, 

“Forgetting login ID and password”. The study 

recommended that the banks should work on the 

problems mentioned above and minimize the 

frequency of their occurrence to achieve higher 

customer satisfaction.      

Singh & Sharma (2014) studied the problems 

faced by customers during the use of internet 

banking with a sample of 150 customers from the 

Sirsa district of Haryana. The study showed that 

customers face different types of problems while 

using internet banking due to lack of proper 

training, proper knowledge, and outdated 

technology. It is recommended that banks should 

develop user-friendly applications and software 

so that customers can use internet banking 

without any difficulties. 

Regi (2017) studied the problems faced by 

customers using technological banking services 

by conducting a survey of 600 customers of 

public and private sector banks in Tirunelveli 

district. The study showed that the respondents 

choose their banks on the basis of the level of 

security provided by the banks. They expect 

better security of their money from the banks. 

Most of the respondents are aware of fund 

transfer and getting account statements but they 

don’t know about the facilities such as mobile 

recharging and stopping cheque payments. The 

study also found that customers use digital 

banking occasionally whereas, they transfer their 

funds frequently, keep information related to the 

rate of interest and latest services provided by 

banks. Most of the respondents have said that 

they have a fear of getting their bank account 

hacked 

Kannan (2019) studied digital user’s perception 

of digital banking frauds by conducting a survey 

of banking customers with the help of a structured 

questionnaire. The study showed that the 

customers have more trust in the authenticated 

sites of nationalized banks whereas, while using 

the same sites for other services like making third 

party payments, etc. they lose their confidence 

because it has to run their services by using other 

payment gateways for such transactions. In the 

case of debit and credit card transactions, 

customers have more trust on banks because it is 

secured by a one-time password (OTP). The 

study concluded that the trust of customers is 

greatly influenced by the level of security 

provided by the banks to their customers while 

using digital banking. It is recommended that 

banks should invest more and more in their digital 

infrastructure to ensure the security of their 

customer’s data. 

Shettar (2019) studied digital banking and Indian 

perspective with the help of secondary data like 

research article publications from the government 

of India, various bulletin of RBI, and 

authenticated website. The study showed that 

digital banking has helped the banks in providing 

higher interest rates and charging lower fees for 

their services. Digital banking has drastically 

increased the profits of the banks because of the 

decrease in their operating cost. The study also 

found that digital banking has the potential to 

bring drastic changes in the process of financial 

inclusion and it has helped in bringing the 

unbanked economy into the mainstream.  

Sen et al., (2019) studied mobile banking 

awareness and problems faced by working 

women by conducting a survey of 100 working 

women from Satna city. The study found that out 

of 100 women, 80% are aware of mobile banking 

and 60% operate it. 85% of them said that mobile 

banking saves their time while 90% of them 

believe that it saves money. 66% of women 

considered mobile banking as a user-friendly 

facility. This study is done to know about the 

awareness about mobile banking among working 

women. Mobile banking is used very little in rural 

areas as compared to urban areas. The study 

concluded that women of Satna city are happy 

with traditional banking. 

 

3. Objective of the Study 

 

1) To understand the customer's perception 

regarding digital banking services. 

2) To study the comforts and obstacles of digital 

banking. 

 

4. Hypothesis of the Study 

 

1) H01: The demographic characteristics of the 

respondents has no major impact on the usage 

of various digital banking services. 

2) H02: The reasons for the usage of various 

digital banking services are not impacted by 

the demographic characteristics of the 

respondents. 

3) H03: Problems faced while using digital 

banking services does not differ significantly 

on the basis of the demographic characteristics 

of the Respondents. 

 

  



Dr. Jagdish R. Raiyani              2002 

 
5. Research Methodology 

 

This research is based on primary data. The 

primary data was collected through a well-

structured questionnaire from 500 respondents 

who used digital banking services in the Kachchh 

district of Gujarat state. Non-probability 

convenience sampling was used to select the 

samples. The collected data have been analysed 

by using descriptive statistics such as 

percentages, and frequency distribution. To find 

out the variation of opinion among various 

categories Mann-Whitney test and Kruskal-

Wallis test have been applied. 

 

6. Data Analysis and Interpretation 

 

Table 1: Distributions of Respondents on the 

basis of Demographic Factors 

 
 

As shown in the above table, the sample 

contained 500 respondents out of which 64.60% 

are male and 35.40% are female. Regarding the 

Age of the respondents, most of the respondents 

are young as 57% of the total respondents are 

below 25 years’ age followed by 23.20% 

respondents belonging from the age group of 26-

35 years. As far as education is concerned, 

majority of the respondents are highly educated 

as 59.4% which is more than half of the total 

respondents are either graduates or post 

graduates. In terms of occupation, 35.8% are 

students and 32.2 % respondents are private 

employees. In the case of Monthly income, 

57.8% respondents which is more than half of the 

total have a monthly income up to Rs. 15000 

while 21.2% respondents have a monthly income 

between Rs. 15001 to Rs 30000. 

 

H01: The demographic characteristics of 

the respondents has no major impact on 

the usage of various digital banking 

services. 

 

Table 2 Services of Digital Banking 

 
 

The above frequency table of multiple responses 

shown that among the different services of digital 

banking, fund transfer (61%) followed by the 

Mobile/DTH recharge (59.6%) are the most used 

services of digital banking. 58.8%, 57.1% and 

56.9% respondents use digital banking for the 

purpose of bill payment, checking A/C balance, 

and shopping online respectively. For the purpose 

of withdrawing cash and generating account 

statement, (49.9%) and (29.4%) respondents use 

digital banking respectively. (25.2%), (20.3%) 

and (15.9%) respondents use digital banking for 

the purpose of Cash Deposit, Tax/fees payment 

and Activate/Block Debit/Credit card whereas 

(12.7%) and (12.3%) respondents use digital 

banking for investment purposes and making 

changes in account information online 

respectively. 

 

Table 3: Mann Whitney Test & Kruskal-Wallis 

Test 

 
 

The above table shown that the P-value is less 

than 0.05 (alpha value) at a 95 % level of 

confidence for S1, S2, S4, S6, S7, S9, S10, S11, S12, 

and S13 which shown that these services regarding 

digital banking services are significantly 

impacted on the basis of the gender of the 

respondents. In the case of age, P-value is less 

than 0.05 for S1, S2, S4, S5, S11, S12, and S13 

representing that the age of the respondents 
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significantly impacted these services regarding 

digital banking. In the case of educational 

qualification, P-value is less than 0.05 for S2, S5, 

S6, S8, and S11which represented that these 

services regarding digital banking differs 

significantly impacted on the basis of the 

educational qualification of the respondents. In 

the case of occupation, P-value is less than 0.05 

for S2, S3, S5, S6, S9, and S11 so it is clear that the 

occupation of the respondents significantly 

impacted these opinions regarding digital 

banking services. P-value is less than 0.05 for S2, 

S4, S7, S9, S11, and S12 which shows that these 

services regarding digital banking services are 

significantly impacted on the basis of the monthly 

income of the respondents. 

 

H02: The reasons for the usage of various 

digital banking services are not impacted 

by the demographic characteristics of the 

respondents. 

 

Table 4 Reasons for Using Digital Banking 

Services 

 
 

The above frequency table of multiple responses 

represented that among the various reasons for 

using digital banking services the most common 

reason is Time saving followed by its faster 

services, 24*7 availability, and getting relief from 

carrying cash. 

 

Table 5: Mann Whitney Test & Kruskal-Wallis 

Test 

 
As shown in the above the table, P-value is less 

than 0.05 (alpha value) at a 95 % level of 

confidence for R2, R3, R4, and R5 which shown 

that these reasons for using digital banking 

services are significantly impacted on the basis of 

the gender of the respondents. Whereas in terms 

of age, P-value is less than 0.05 for R2, R3, R5, R6, 

R7, and R9 which signifies that these reasons for 

using digital banking services differs 

significantly impacted on the basis of age of the 

respondents.  In the case of educational 

qualification, P-value is less than 0.05 for R1, R2, 

and R6 which represented that these services 

regarding digital banking services differs 

significantly on the basis of the educational 

qualification of the respondents. P-value, in the 

case of occupation is less than 0.05 for R2, R3, R6 

and R9 which means that these reasons for using 

digital banking services varies significantly on 

the basis of occupation of the respondents. 

Regarding the income of the respondents, the P-

value is less than 0.05 in case of R4, R7, and R9 

which indicates that these reasons for using 

digital banking services are greatly influenced by 

the income of the respondents. 

 

H03: Problems faced while using digital 

banking services does not differ 

significantly on the basis of the 

demographic characteristics of the 

Respondents. 

 

Table 6 Problems Faced while Using Digital 

Banking Services 

 
 

As seen in the above table the frequency of facing 

these problems by the respondents is rare. 

 

Table 7: Mann Whitney Test & Kruskal-Wallis 

Test 

 
 

As seen in the above table, the gender of the 

respondents significantly impacted the problems 

P4, P6, and P8 as the P-value for these problems is 

less than 0.05 (alpha value) at a 95 % level of 
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confidence. Whereas, in case of age, the P-value 

is less than 0.05 (alpha value) for P3, P7, and P9 

signifying the impact of age on these problems. 

In case of educational qualification, the P-value 

is more than 0.05 (alpha value) at a 95 % level of 

confidence in all the above cases indicating that 

the null hypothesis is failed to reject in all of the 

above cases. Regarding the occupation of the 

respondents, it has significant impact on the P6 

and P9. The income of the respondents doesn’t 

have significant impact on the above mentioned 

problems as the P-value is more than 0.05 (alpha 

value) at a 95 % level of confidence in all the 

above cases. 

 

7. Conclusion 

 

In the last few years, IT sector has witnessed 

various breakthrough innovations which has 

significantly impacted the different sectors of 

economy. Among them is a banking sector which 

has benefited a lot in the form of digitization. 

These concept has completely changed the way 

people used to bank. With the introduction of 

digitization, digital banking services were 

introduced which provides all the banking 

services through online medium. This has helped 

the banks in providing faster and better services 

at the comfort of customers. The study found that 

people are more likely to use digital banking for 

fund transfer, Mobile/DTH recharge and bill 

payments. The main reason for using digital 

banking is to save time, it’s faster services and it’s 

24*7 availability. The study concluded that 

people of Kachchh district face different types of 

problems and frequency of facing such problems 

is rare however there are some problems which 

are often faced by some of the respondents and 

among them the most often faced problem is 

unavailability of cash is ATM machine which is 

the main issue in case of rural areas. Hence it can 

be said that digital banking also has some of the 

shortcomings however its advantages are far 

greater than its disadvantages. 
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