
Global Journal of Management and Business Studies. 
ISSN 2248-9878 Volume 3, Number 10 (2013), pp. 1169-1172 
© Research India Publications 
http://www.ripublication.com/gjmbs.htm 

 

 
 

An empirical Study on Technology Adoption by  
Indian Banks 

 
 

Tavishi and Santosh Kumar 
 

Research Scholar, NITIE, Mumbai. 
 
 

Abstract 
 
Increasing customers’ awareness in different strata of societies has 
compelled bank to adopt international best practices for sustainable 
business focusing on key issues viz. market, customers, competition, 
technology and society. In order to accelerate growth in space and 
time, Indian banking sector has adopted many dynamics innovation but 
still some step are require regarding risk management, security etc. The 
study is conducted using primary data from 400 respondents with a 
structured questionnaire. This study is accomplished to understand the 
consumer’s awareness of various bank technology possessing online 
banking, mobile banking, ATM , debit card, credit card and RTGS etc. 
This study determines the factors influencing the consumer’s adoption 
of internet banking and mobile banking in India and hence investigates 
the influence of perceived usefulness, perceived ease of use and 
perceived risk on use of internet banking and mobile banking. This 
study also determines what would encourage consumer to use online 
and mobile banking. It is an essential part of a bank’s strategy 
formulation process in an emerging economy like India. 
 
 

1. Introduction 
The Government of India enacted the Information Technology Act, 2000, generally 
known as IT Act, 2000, with effect from the 17th October 2000 to provide legal 
recognition to electronic transactions and other means of Electronic Commerce. 
Reserve bank of India had set up Working Group on Internet Banking to examine key 
areas of Internet banking (I-banking). The Group had focused on three major areas of 
I-banking i.e., (i) technology and security issues, (ii) legal issues and (iii) regulatory 
and supervisory issues. RBI had accepted the recommendations of the Working Group 
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and accordingly issued guidelines on Internet banking in India for implementation by 
banks. In the last two decades there has been a paradigm shift in innovations like 
computerization, satellite banking, distribution channels, ATM, biometrics, internet 
banking, mobile banking, online banking, and card based delivery system, RTGS, 
cheque truncation services, electronic fund transfer. 
 
 
2. Review of Literature 
Sathye (2003) states that the partial privatization of Indian banks really helped 
improve their efficiency and performance. Weng, et al. (2006) states that recent 
information technology developments have forced companies to face stiff competition 
while the lines between industries have disappeared, is giving rise to the possibility of 
cooperative partnerships. Gupta, et al (2007) states that the Indian banking sector, 
which was predominantly controlled by the government, was liberalized in early 
1990s. The resultant competitive forces, coupled with more stringent regulatory 
framework, have created pressure on the banks to perform. Efficiency has become 
critical for banks’ survival and growth. Safeena, et al. (2010) states that, information 
technology services is considered as the key driver for the changes taking place around 
the world. This study determines the factors influencing the consumer’s adoption of 
internet banking in India and hence investigates the influence of perceived usefulness, 
perceived ease of use and perceived risk on use of IB. It is an essential part of a bank’s 
strategy formulation process in an emerging economy like India. In the report of 
McKinsey (2011) research have been described that the economic impact of the 
wireless sector in India, China and Philippines, estimating that the indirect impact of 
wireless is at least three times the direct benefits. Bamoriya et al. (2012) states that 
mobile banking is growing yet there are numbers of issues and threats in mobile 
banking system and the major problem of mobile banking is its non-adoption by the 
customers. Thus in view of the growing utilization of technology, a comprehensive 
study was conducted with following stylized objectives. 

 To analyse the degree of awareness of banking technology among customer. 
 To investigate the reason for partial penetration of online banking among 

customers.  
 To understand the reason for using and not using Mobile banking. 
 To analyse the satisfaction level of customer towards online and mobile 

banking. 
 
 

3. Data and Methodology 
A structured questionnaire is designed with closed and open end queries in order to 
elicit the information from youths in Noida region, a good representative of NCR 
region. Almost 400 respondents have been analysed using factor analysis. The 
response of customers are also analyzed using t test, rank test (Kruskal Walli’s test) at 
95 percent confidence interval. 
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4. Results and Discussion 
Survey reveal that majority of the customers are still inclined to public sector banks. 
So far as frequency of visit is concerned, all most all the respondents agree on two or 
three visits in a month. We find that SBI, PNB, ICICI and HDFC are major customer 
pullers in banking domain primarily driven by public sector banks. On the other hand, 
98 percent customers are visiting branch and 65 percent customer visit branch less than 
one time in a month and 35 percent customer visit branch 1to 3 times in a month. So it 
can be conclude that people are also using alternative channel to perform their banking 
function. Further 40 percent respondents are using mobile banking leading to the fact 
that those majority respondents are not using mobile banking. Online banking presents 
an acceptable picture that the only 17 respondents are not using online banking. It can 
be concluded from above table that majority respondent are using online banking 
rather than mobile banking. The penetration of ATM and debit cards is hundred 
percent. The penetration of online banking is badly affected owing to the lack of 
technical assistance while using online banking. It has another aspect that some of the 
respondents dislike it due to lack of human relation in the process. But in case of 
mobile banking, respondents are more worried of security concern that that of online 
banking. Only 66 percent respondents are visiting branch for their bank statement 
while 34 percent respondents are using online banking for their bank statement. The 62 
percent respondents are visiting branch for their RTGS type banking operation while 
38 percent respondents are using online banking for their RTGS. The 44 percent 
respondents are visiting branch for their balance inquiry type banking operation while 
56 percent respondents are using online banking for their bank inquiry. 

From rank analysis we conclude that branch banking is the more preferred by the 
customer followed by ATM, then Internet banking, and then credit/debit banking and 
less preferred is mobile banking. So we conclude that customers are more comfortable 
in visiting branch banking. 

Further factor analysis reveals that three factors are responsible for 65 percent 
variance explained. Security, user interface and awareness have emerged as three 
principal factors in the penetration of online banking services. 

 
 

5. Conclusion 
Different channels of banking operation have started but they are in maiden stage due 
to varied reasons. The lack of human touch and technical assistance has emerged as 
primary hurdles in the process. The dominance of e-banking over m-banking is mainly 
due to security concern of handsets. Further visits of customers are also not 
economical all the time since very often they come for balance inquiry and bank 
statement. This study recommends that the banks should ensure higher security and 
create technical awareness to encourage customer to use online banking and mobile 
banking. However the findings are limited to the judgments of customers in the Noida 
region. This study can be made more comprehensive using pan India data. 
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