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ABSTRACT: In today’s fast-moving digital world, banking has become easier, quicker, and more accessible than ever
before. Customers no longer need to visit bank branches for routine transactions, as most services are now available
through mobile apps and online platforms. This study focuses on understanding how satisfied customers are with digital
banking services offered by retail banks.

The research is based on responses collected from 100 users of digital banking services. Along with this, information
from journals and reports has been used to support the findings. The study looks at important factors such as ease of
use, speed of transactions, security, reliability, and customer support.

The findings show that most customers are satisfied with digital banking because it saves time and offers convenience.
However, issues like security concerns, technical problems, and weak customer support still affect overall satisfaction.
The study concludes that while digital banking is widely accepted, improving trust and service quality is essential for
long-term success.

I. INTRODUCTION

The banking industry has experienced a major transformation in recent years due to the rapid growth of digital
technology. Earlier, banking was a time-consuming process that required customers to visit branches, fill out forms,
and wait in long queues. This traditional system was not only inefficient but also inconvenient for many people.

With the introduction of digital banking, this situation has changed completely. Today, customers can access their bank
accounts, transfer money, pay bills, and perform many other activities from the comfort of their homes. Digital banking
includes services such as mobile banking apps, internet banking, ATMs, and digital payment platforms.

In India, the growth of digital banking has been particularly impressive. The increasing use of smartphones, affordable
internet services, and government initiatives like Digital India and UPI have encouraged people to shift from cash-
based transactions to digital payments.

Digital banking has also improved financial inclusion by providing banking services to people in rural and remote
areas. It has reduced dependency on physical branches and made financial services more accessible.

However, the success of digital banking depends largely on customer satisfaction. If customers find digital services
easy, reliable, and secure, they are more likely to continue using them. On the other hand, if they face problems or feel
insecure, they may avoid digital platforms.Therefore, understanding customer satisfaction is very important for banks
to improve their services and remain competitive.

Il. RESEARCH PROBLEM
Although digital banking offers many advantages, it also comes with certain challenges that affect customer
satisfaction.One of the main issues is the difference in user experience. Some customers find digital banking very

convenient, while others face difficulties such as login problems, app crashes, and slow transactions. These issues can
create frustration and reduce satisfaction.
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Security is another major concern. Many customers are worried about cyber threats such as hacking, phishing, and
fraud. Even if the system is technically secure, the fear of losing money or personal data can reduce trust.
Another challenge is the increasing expectations of customers. People are now used to using fast and user-friendly apps
in other areas like shopping and entertainment. They expect the same level of performance from banking apps. If these
expectations are not met, dissatisfaction occurs.

Digital literacy also plays a role. Not all users have the same level of knowledge or comfort with technology. Older
users or those with limited education may find it difficult to use digital banking services.

These challenges highlight the need to study customer satisfaction in detail and identify areas for improvement.
I11. OBJECTIVES OF THE STUDY

The main objective of this study is to understand customer satisfaction towards digital banking services. To achieve
this, the study focuses on several specific objectives:

e Toanalyse how satisfied customers are with digital banking services

e To identify the main factors that influence satisfaction

e To study the role of security and trust in digital banking

e To understand how demographic factors affect satisfaction

e To examine the problems faced by customers

e To suggest ways to improve digital banking services

IV. CONCEPTUAL UNDERSTANDING OF DIGITAL BANKING

Digital banking is more than just online transactions. It represents a complete shift in how banking services are
delivered.

It allows customers to:

e Access accounts anytime

Transfer money instantly

Pay bills quickly

Track financial activities

Manage investments

This transformation has changed customer expectations. People now expect banking services to be:
o [ast

e Simple

e Secure

e Available 24/7

V. LITERATURE REVIEW

Several researchers have studied digital banking and customer satisfaction over the years.

Studies show that service quality plays a major role in customer satisfaction. If services are reliable and efficient,
customers are more likely to be satisfied.Ease of use is another important factor. If a system is simple and easy to
understand, more people will use it without hesitation.

Security is one of the most critical aspects. Customers need to feel that their money and personal information are safe.
Trust is closely related to security. When customers trust a bank’s digital system, they are more likely to use it regularly
and recommend it to others.Recent studies also highlight the importance of mobile banking apps, as most users prefer
smartphones over other devices.

However, many studies focus more on adoption rather than satisfaction, especially in the Indian context. This study
aims to address that gap.
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VI. RESEARCH METHODOLOGY

This study follows a structured and systematic approach.

Research Design
The study is descriptive and analytical in nature. It focuses on understanding customer behaviour and analysing
relationships between variables.

Data Collection
e Primary data: Questionnaire
e Secondary data: Journals, reports

Sample Size

100 respondents
Sampling Method
Convenience sampling

Data Analysis Tools

e Percentage analysis

e Descriptive statistics
e Correlation analysis
e Regression analysis

VII. DATA ANALYSIS AND INTERPRETATION

7.1 Demographic Analysis

The study shows that most users belong to the younger age group (18-35 years). This indicates that younger people are
more comfortable using digital technology.

At the same time, users from different income levels and educational backgrounds are also using digital banking, which
shows its wide reach.

7.2 Usage Patterns

Customers use multiple digital banking services depending on their needs:

e UPI for quick payments

o Mobile apps for daily use

¢ Internet banking for complex transactions

Most users access digital banking daily, showing its importance in modern life.

7.3 Key Factors Affecting Satisfaction

Ease of Use

Customers prefer systems that are simple and easy to navigate. A complicated interface can discourage usage.
Transaction Speed

Fast transactions increase satisfaction. Delays can create frustration.

Availability

24/7 access is one of the biggest advantages of digital banking.

7.4 Security and Trust

Security is one of the most important factors affecting satisfaction. Even if services are fast and convenient, lack of
security can reduce trust.

Customers are aware of cyber risks and expect banks to protect their data.

Trust is built over time through consistent performance and secure transactions.
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7.5 Customer Support
Customer support plays a crucial role in resolving issues. However, many customers feel that support services are slow
and not very helpful.
Improving customer support can significantly increase satisfaction.

7.6 Problems Faced by Customers
Common problems include:

e App crashes

Login issues

e Slow transactions

e Security concerns

e Poor support

These problems reduce satisfaction and trust.

VIII. DISCUSSION

The study shows that digital banking is widely accepted due to its convenience and efficiency. However, customer
satisfaction depends on multiple factors.

Technology alone is not enough. Customers also need trust, security, and support.

Even small issues can have a big impact on satisfaction. Therefore, banks must focus on providing a smooth and
reliable experience.

IX. FINDINGS

Digital banking is widely used
Younger users dominate

Mobile banking is most preferred
Convenience is the main advantage
Security concerns still exist

Customer support needs improvement

X. RECOMMENDATIONS

Banks should:

e Improve security measures
Enhance app performance
Provide better customer support
Educate users about safety
Regularly update systems

XI. CONCLUSION

Digital banking has become an essential part of modern life. It offers convenience, speed, and flexibility, making
financial transactions easier than ever before.

Most customers are satisfied with digital banking services. However, there are still areas that need improvement,
especially security, reliability, and customer support.

Customer satisfaction depends on both technical performance and emotional factors like trust and confidence. Banks
that focus on these aspects will be able to build stronger relationships with their customers.
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