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ABSTRACT: :  The changing habits of consumers have gained tremendous momentum since last few years 
and lead to a new competitive environment that are forcing banks to focus on adopting the digitalization 
of their banking process as a matter of urgency to survive in the market competition. Digital 
transformation is not only moving from traditional banking to a digital world. This important change is 
about how banks understand, interact with and satisfy their customers. Digital Transformation success 
depends largely upon how well banks understands and implements the concepts of “digital customer 
behaviour, preferences, choices, likes, dislikes, stated as well as unstated needs, aspirations etc.”. And this 
transformation brings about major modifications in the organizations, from product-focused to customer-
focused outlook. This study, therefore, examines the major challenges of adopting the use of e-banking by 
customers. Using a descriptive study, this study collected primary data from 75 respondents from the 
banking sector in Udaipur and Jaipur district of Rajasthan. The respondents were selected using a simple 
random sampling method.  The results of the study revealed that accessibility of information on e-banking, 
education level and the cost associated with e-banking were identified as the significant challenges to 
adopting and use of e-banking by customers. 
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INTRODUCTION 
Knowledge revolution is creating an aggressive movement around the world for a consistent and gradual 
shift from modern industrial culture to information-driven society. In fact, ICT (Information and 
Communication Technology) is also witnessing an almost similar development trend which is a result of 
‘electronic revolution’. Information transformation and electronic revolution are achieving radical changes 
in the manner by which organizations are being overseen, business activities are being performed and state 
administration is being achieved. This pattern has imperative ramifications on the activities and plans of 
action of each business, and the instance of budgetary mediators like business banks is no special case. This 
is apparent from the quick pace at which technological innovations are being adopted by banks around the 
world. Since 2000 Indian financial segment has been following the above worldwide pattern. It is significant 
that Indian banks have been very late in embracing technological developments. Since for them, the genuine 
driving force towards the adoption of most recent innovation was essentially the banking sector 
deregulation measures started in 1992 which constrained them to end up increasingly aggressive in terms 
of productivity and customer service. Genuine push on ICT adoption was given by the Reserve Bank of India 
(RBI) just in 1999-2000, due to two main reasons. First, for the specific reason of uninterrupted growth for 
the year 2000, second for the general motive of guaranteeing in general technological up gradation of Indian 
banks basically to encourage installment and settlement, improved customer service and benefit. 
Demonetisation (DeMo) drive since 08th November 2016 by the Government of India has given another 
impulse for more prominent ICT adoption by banks (Manoj and Jacob, 2018).  
Digital banking can be defined as the digitization of all the conventional financial exercises which were prior 
accessible to customers only when physically present inside a bank office.  More precisely digital banking 
can be categorized as banking that is being executed via electronic means like web, telephone, mobile 
phones etc. it incorporates the whole arrangement of technology services that have assumed control over 
the financial activities of the banking industry. This comprises of activities like: “Withdrawals and Transfers, 
Applying for Financial    Products, Money Deposits, Loan Management, Bill Pay, Checking/Saving Account 
Management, Account Services”. 
 

LITERATURE REVIEW 
As per  Mahmood Shah and Steve Clarke in their investigation performed in the year 2009 – For the 
success of e-banking, the first approach of banks should be customers as a critical element. For banks the 
electronic medium for serving their customers has been proved to be more attractive as it offers a wide 
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variety of advantages like lower delivery cost; also banks find it more convenient to offer better services to 
their customers through electronic media.  Also aspects like “technological advancement, increased 
competition,  change in customer behavior” drives every bank to embrace and implement technological 
digital banking services to enhance bank profitability. 
“In A Study of E-Services of Bank with Special Reference to Private Banks, Ahmednagar, conducted by ‘Prof. 
Atul Arun Nimbalkar ‘ and ‘Prof. Nachiket Deodhar’ discuss mostly the growth and challenges of E-banking 
and also the main aim of this study to create awareness on E-banking users on various security measures to 
be taken to avoid cybercrimes (Krishna Priya, 2018)”. 
In one more  study  by  Aliyu  et  al. which  studied  the  existing relationship  between  Electronic  banking  
adoption  and  the  decisive elements for important success of Electronic Banking in  Nigeria  discovered  
that  the  pertinent  elements  that decide the  adoption  of  Electronic  banking  in  Nigeria comprise of; 
“levels of awareness, ease of use, security, cost, reluctance to change and accessibility,” these results were in 
congruence with the research by Al-Smadi. 
 

OBJECTIVE OF THE STUDY  
 To study the availability of e-banking information. 
 To ascertain the widely used tools of e-banking. 
 To study the adoption of e-banking by banks. 

 

RESEARCH METHODOLOGY 
According to Webster’s dictionary (1970) “Method indicates a systematic way of procedure adopted in a 
scientific investigation.” If the method is adopted properly, it leads to the systematic proceeding and finally 
brings productive result. The methodology is the precise, hypothetical examination of the techniques 
connected to a field of investigation. It involves the hypothetical investigation of the group of techniques and 
standards related to a specific part of the information. Ordinarily, it includes ideas, for example, worldview, 
hypothetical model, stages and quantitative or subjective systems. 
The research design adopted for this study was a descriptive study because of the nature of the expected 
data and the research objectives. However, both Quantitative and Qualitative data was collected. The 
Quantitative and Qualitative data was collected through primary and secondary sources and was especially 
used in establishing the relationship between the variables through descriptive analysis. 
 

Study population 
The study population comprises of banking customers of Udaipur and Jaipur district of Rajasthan state of 
India. 
 

Sample size 
The study consist of a total of 75 banking customer respondents from Udaipur and Jaipur district of 
Rajasthan.  The sample size chosen was based on the premise that a number of customers have similar 
characteristics in terms of social class as most of these are civil servants and are in private businesses. Thus 
the sample size of this nature gave a clear representation of the banking population in the district. 
 

Descriptive statistics 
This study achieved a response rate of 100%. Below is the descriptive statistics of some of the variables 
covered in the study. 

Table: 1 Frequency table of Gender class of respondents 

Gender 

 Frequency  Percentage  

Male  45 60 

Female 30 40 

Total  75 100 
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Graph: 1 Frequency graph of gender class of respondents 

 
 

Interpretation  
From the above chart, it can be seen that out of the 75 respondents, 60%  were Males whereas 40% were 
females this shows that the majority of respondents were males. However, the percentage for females is also 
considerable representing that females are also using e-banking services by banks these days. 

Table: 2 frequency table of education of respondents 

Education  

 Frequency  Percentage  

Post graduate 14 18.67 

Graduate  18 24 

Diploma holder  9 12 

Sr. secondary 16 21.33 

Secondary  7 9.333 

Others  11 14.67 

Total 75 100 
 

Graph:- 2 Frequency Graph of education of respondents 

 
 

Interpretation  
The above table and graph show that 18.67% of the respondents are post graduate, 24 % are graduate, 12% 
had a diploma, 9.33 % are just 12th pass and remaining 14.67% had various other degrees and certificates. 
Thus it can be interpreted that the majority of respondents were graduate. However, a minimum number of 
respondent are secondary certificate holder as using e-banking services requires technical know-how which 
can be gained and learned in higher studies. 
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Table: 3 frequency table of usage of e-banking 
E-banking usage 

 Frequency  Percentage  
Yes  44 58.66 
No  31 41.34 
Total  75 100 

 

Graph: 3 Frequency Graph of frequent usage of e-banking 

 
 

Interpretation  
The above table and chart show that 58% (29 respondents) were using e-banking services frequently and 
42% (21 respondents) were not using e-banking services frequently, they use them occasionally. The study 
established that there were more people using e-banking services frequently for all the banking transactions 
right from funds transfer to the FD opening. Thus, the service is being adopted and embraced happily by 
most account holders. 

Table: 4 Frequency tables of tools of e-banking used 
E-banking tool used  

 Frequency  Percentage  

Mobile   7 9.33 

Electronic card (Credit /debit card ) 39 52 

Mobile/electronic card  20 26.67 

Internet / electronic card 9 12 

Total  75 100 

 

Graph: 4 Frequency Graph of tools of e-banking used 
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Interpretation  
From the above  chart, it has been found that  52% of the respondents used e-card tool, 26.67% used both 
the mobile and electronic card,  12% used both the internet and the electronic card whereas 9.33% used 
mobile. Thus from the data, it is clear that electronic cards are the most popularly used e-banking tool by the 
people as they can be used easily and serve many transaction services at one go like funds transfer, money 
withdrawal, statement, password change, address change etc. 
Test for dependence (the Chi-square Test) 
The test for dependence was undertaken to establish if there exists any significant relationship between the 
set of variables under consideration. In order to achieve objectives, a test for dependence was conducted 
and the analysis and results are given below. For this purpose the hypothesis established is as follows; 
H01- There is no  significant relationship between E-Banking usage and availability of e-banking 
information. 
H11- There is significant relationship between E-Banking usage and availability of e-banking 
information. 

Table: 5 E-banking service and availability of E-banking information. 
Chi-Square Tests 
 Value df Asymp. Sig.  

(2-sided) 
Pearson Chi-Square  11.713 a 3 0.008 
Likelihood Ratio  12.997  3 0.005 
Linear-by-Linear Association  8.186  1 0.004 
N of Valid Cases 75 - - 
a. 3 cells (37.5%) have expected count less than 5. The minimum expected count is 1.26. 

 

E-Banking service and availability of e-banking information: The chi-square test results are shown    
below.  The null hypothesis under this study is that there  is no significant relationship between E-Banking 
usage and availability of e-banking information.  The rule is to reject the null hypothesis if the p-value is less 
than 0.05, otherwise, we do not reject. 
From the table  above, it can be seen that the  p-value  (0.008) is significantly lower than 0.05. The null 
hypothesis has therefore been rejected and the alternative hypothesis has been accepted that there is a 
significant relationship between e-bank usage and availability of e-banking information. There is however 
dependence of e-banking usage on the availability of e-banking information. 
For finding the relationship between e-banking usage and education level following hypothesis has been 
formulated and tested; 
H02- There is no significant relationship between E-Banking usage and education level. 
H12- There is a significant relationship between E-Banking usage and education level. 

Table 6: Education levels influence e-banking usage. 
Chi-Square Tests 
 Value df Asymp. Sig.  

(2-sided) 
Pearson Chi-Square  17.285a  4 0.002 
Likelihood Ratio  19.895  4 0.001 
Linear-by-Linear Association  13.503 1 0 
N of Valid Cases  75 - - 
a. 6 cells (60.0%) have expected count less than 5. The minimum expected count is 1.68. 

 

Education levels influence e-banking usage: The study also sought to find the dependence of e-banking 
usage on education level. The result of the test is given in the table below (Table 2). Since the p -value 
(0.002) is significantly lower than 0.05, the null hypothesis of no dependence has been rejected and 
alternative has been accepted that there is a significant relationship between e-banking usage and education 
level which is quite evident from the fact that e-banking requires technical knowledge that can be achieved 
via education and learning only. 
For finding the relationship between e-banking usage and concern for personal security following 
hypothesis has been formulated and tested; 
H02- There is no significant relationship between E-Banking usage and concern for personal security. 
H12- There is a significant relationship between E-Banking usage and concern for personal security. 
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Table 7: E-banking usage and concern for personal security 
Chi-Square Tests 
 Value df Asymp. Sig.  

(2-sided) 
Pearson Chi-Square  2.255a 4 0.689 
Likelihood Ratio  2.284 4 0.684 
Linear-by-Linear Association  1.646 1 0.200 
N of Valid Cases  75 - - 
a. 6 cells (60.0%) have expected count less than 5. The minimum expected count is 2.10 

 

E-banking usage and concern for personal security: This study wanted to establish if e-banking usage is   
associated with concern for personal security. The results of the chi-square test are given. The study found 
that at .689p-value, the null hypothesis is accepted and hence there is no significant relationship between E-
Banking usage and concern for personal security. 
Discussions 
Does e-banking usage dependent on the availability of e-banking information? Using the chi-square  
results, the study found that e-banking usage dependent on the  availability of e-banking information. This 
means that there is increased marketing and awareness generation on e-banking, it is expected that many 
customers would use and embrace the service.  The availability of e-banking information includes available 
information on the benefits, risk, costs, and ease of use process. This is in line with the complexity and 
familiarity hypothesis discussed in the literature.  The results of this study are found consistent with the 
findings of the study by Kassim but were not found consistent with the findings by Aliyu et al. 
Does education level influence e-banking usage? The findings of the study found that education level has 
a statistically significant influence on e-banking usage. This means that the higher the level of education, the 
more the usage of e-banking  services.  This conforms to results that showed that none of the respondents 
below diploma level used the service. The reason as discussed is that with higher consumer education level 
their confidence and knowledge about the use of the service of e-banking is also enhanced. 
Does concern for personal security influence e-banking usage? The findings of the study found that 
concern for personal security doesn’t have any statistically significant influence on e-banking usage. This 
means that people are adopting the usage of e-banking services without much concern about personal 
security as they feel it as the responsibility of their banks to keep their accounts and money safe. 
The other challenge of not adopting the use of e-banking is the cost associated with the service. The cost 
may include charges per usage, incomplete transactions, defective service among others.  Customers may 
fear that at anytime, the transaction may not be completed but may be charged for the service which 
becomes an unnecessary costly affair for them. 
Lastly, the challenge found to be significant is the education level where in this study it was found that 
respondent with lower education were the ones who rarely used the service. This is so because, with 
advancement in education levels, the individual tends to acquaint themselves with more and more 
information about products and services whereas people of lower education level had  a tendency of not 
accepting change and technology with ease. 
 

LIMITATION OF THE STUDY 
Geographical limitation: The study is limited in its present scope because it has been confined to Udaipur 
and Jaipur city.   
Lacking in constructs: Further studies can incorporate more constructs to analyze the perception of 
customers and bankers towards digital banking. 
 

CONCLUSION  
It can therefore  be concluded that the  availability of information and higher education level is of great 
importance in the adoption of e-banking service. This is because, in line with the theory of reasoned  action, 
the customer can only adopt  a service or product if he has full information regarding its use and also 
concluded that familiarity is very important in the use of e-banking as technological acceptance is based on 
the familiarity and complexity of the  service.  However, it can be concluded that as much as other theories 
emphasis on the concern for  security, security is not  a challenge in the adoption and use of e-banking.  The 
only challenges to the use of e-banking are the availability of information, education level and the cost of the 
service. 
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