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Abstract: In the contemporary digital era, the internet has become an integral part of human life,
enabling individuals to perform various tasks efficiently and conveniently. The adoption of digital
financial services has significantly increased, particularly after demonetization and during the
COVID-19 pandemic, which accelerated the use of digital payments and internet banking in India.
Internet banking allows users to access banking services anytime and anywhere, eliminating
geographical barriers and reducing the need for physical visits to bank branches.

Despite its advantages, such as convenience, speed, and accessibility, concerns related to security,
trust, and user awareness continue to influence the adoption of internet banking services. The
present study aims to analyze customer perceptions towards internet banking, evaluate awareness
levels, and examine security concerns associated with its usage. The study is based on primary data
collected through an online survey conducted in the Pune administrative division of Maharashtra,
with a sample size of 176 respondents.

Statistical techniques, including Z-test, Chi-square test, and correlation analysis, were employed to
analyze the data using statistical software. The findings indicate that while a majority of
respondents are aware of internet banking services, a significant proportion remains hesitant to
adopt them due to security concerns and lack of trust. The results of this study provide valuable
insights for policymakers and banking institutions to improve digital banking strategies, enhance
security measures, and promote wider adoption of internet banking services.

Key words: Statistical software, Z-test, Chi- square test, Correlation, Internet, Banking, Security,
Customer Satisfaction

1. Introduction

In the contemporary digital era, the internet has become an integral component of everyday human
life, enabling individuals to perform a wide range of activities efficiently, regardless of time and
location. Traditionally, banking operations required customers to physically visit bank branches,
often involving significant time and procedural delays. Tasks such as issuing demand drafts,
withdrawing cash, or clearing outstation cheques were time-consuming and inconvenient.
However, the advent of internet banking has transformed the banking sector by providing seamless,
fast, and user-friendly financial services.
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Electronic banking (e-banking), also referred to as online or internet banking, facilitates various
financial transactions such as fund transfers, bill payments, loan repayments, and account
management through digital platforms. It allows users to access banking services via computers or
mobile applications, eliminating the need for physical presence at bank branches. This digital
transformation has significantly improved efficiency, reduced transaction time, and enhanced
customer convenience.

The importance of internet banking has been further amplified during the COVID-19 pandemic,
where contactless and remote financial services became essential. In this context, the present study
aims to examine the perceptions of people towards internet banking, focusing on awareness, usage,
and associated challenges in the digital banking environment.

2. Literature review

The present study is undertaken to examine people’s perceptions towards internet banking,
focusing on aspects such as security, adoption, and customer satisfaction. Several researchers have
contributed significantly to understanding internet banking behavior at both national and
international levels. Vimala (2016) analyzed internet banking security among Indian bank
customers and highlighted the importance of trust and data protection in digital transactions.
Hanafizadeh, Khedmatgozar, and Keating (2014) conducted a systematic review of internet
banking adoption and identified key factors influencing user acceptance. Kumbhar (2011)
examined factors affecting customer satisfaction in e-banking services in India, emphasizing
service quality and reliability. Malhotra and Singh (2009) reported that approximately 57% of
Indian commercial banks were offering transactional internet banking services, indicating the
growing digital transformation in the banking sector.

Gherib (2014) studied the adoption and diffusion of internet banking in the Tunisian banking
sector, while Al-Fahim (2013) explored factors influencing internet banking adoption among
postgraduate students. Kumar and Dash (2013) focused on developing a service quality
measurement framework for Indian banks, highlighting the importance of customer-centric digital
services.

Recent studies (2020-2025) further strengthen the understanding of internet banking adoption in
the digital era. Sharma and Gupta (2021) found that perceived security and ease of use significantly
influence customer adoption of internet banking services in India. Singh and Srivastava (2020)
emphasized the role of trust, perceived risk, and technological awareness in shaping user behavior.
Verma et al. (2022) highlighted that digital literacy and mobile banking integration are key drivers
of internet banking adoption in urban areas. Patil and Kulkarni (2023) examined customer
satisfaction and found that service reliability, transaction speed, and security measures significantly
impact user satisfaction levels.

Furthermore, recent research by Khan et al. (2024) indicates that the COVID-19 pandemic
accelerated the adoption of internet banking due to increased reliance on contactless transactions.
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Studies by Joshi and Deshpande (2025) suggest that despite increased awareness, security concerns
and lack of technical knowledge remain barriers to adoption, particularly among rural and semi-
urban populations.

Although numerous studies have been conducted at both national and international levels, most of
them focus on specific aspects such as security, adoption, or service quality independently. There
is a lack of comprehensive studies integrating multiple dimensions of internet banking, including
security, customer satisfaction, awareness, advantages, and limitations within a single framework.
Therefore, the present study attempts to address this gap by providing a holistic analysis of user
perceptions towards internet banking.

The study is conducted in the Pune administrative division of Maharashtra, where primary data
was collected through an online survey using Google Forms. A total of 176 responses were
gathered from individuals belonging to diverse demographic backgrounds, enabling a
comprehensive understanding of internet banking usage and perception in the region.

3. Objectives of the Study

The present study aims to examine customer perceptions and awareness regarding internet banking
services. The specific objectives are as follows:

« To analyze customer awareness and perceptions towards internet banking.

« To identify and evaluate security concerns associated with online banking.

e To compare traditional banking systems with internet banking services.

« To examine the importance, functions, advantages, and limitations of internet banking.
« To explore emerging opportunities in the digital banking sector.

4. Significance of the Study

This study provides valuable insights into how individuals perceive and utilize internet banking
services in the current digital era. The adoption of online banking significantly increased during
the COVID-19 lockdown in India, highlighting its importance in ensuring uninterrupted financial
transactions. The study focuses on understanding customer awareness, satisfaction levels, and
security concerns associated with internet banking.

Furthermore, it examines user behavior and expectations, helping to identify key factors that
influence the adoption of digital banking services. The findings contribute to a better understanding
of customer needs, enabling banking institutions to strengthen customer relationships and improve
service delivery. Additionally, the study highlights both the advantages and limitations of internet
banking, offering practical insights for enhancing digital financial services. Overall, the research
benefits both customers and the banking industry by supporting informed decision-making and
promoting efficient and secure banking practices.
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5. Research Methodology

The present study is analytical in nature and focuses on evaluating customer perceptions of internet
banking in the Pune administrative division of Maharashtra. Primary data was collected using a
structured questionnaire designed through Google Forms. The questionnaire was distributed among
respondents from diverse demographic backgrounds, including different age groups, occupations,
and educational levels.

A total of 176 responses were collected and analyzed using appropriate statistical tools and
software. The study employed a simple random sampling without replacement technique to ensure
unbiased data collection. The collected data includes both users and non-users of internet banking,
allowing for a comprehensive comparison of perceptions and adoption behavior.

Statistical methods such as the Z-test, Chi-square test, and correlation analysis were used to
examine relationships, differences, and associations among variables. These methods provide a
scientific basis for validating the study objectives and interpreting user behavior towards internet
banking services.

Hypotheses of the Study
The study is based on the following hypotheses:

v Hoi: There is no significant relationship between internet banking and the traditional banking
system.
Hii: There is a significant relationship between internet banking and the traditional banking
system.

v Ho: There is no significant difference between the proportion of males and females satisfied
with internet banking.
Hiz: There is a significant difference between the proportion of males and females satisfied with
internet banking.

v Hoes: There is no significant association between demographic variables (gender, age group,
employment status, and education) and internet banking usage.
His: There is a significant association between demographic variables and internet banking
usage.

6. Statistical Analysis:

6.1 Graphical presentation
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From Fig. 1 we observed that different professions of peoples are uses internet banking services.
It is evidence that from the respondents most of the students are use internet banking service
compared to other profession. Fig. 2 illustrated that 91% peoples are satisfied using online
banking while only 9% peoples are not satisfied using online banking therefore, we say that
degree of satisfaction is high from of the service via internet comparatively than service via
manual bank. From Fig 3 we say that there are some important reasons for using internet banking
i.e. 24-hour service, save time, lockdown effect, better information, simplification of process.
Peoples are uses internet banking mainly for 24-hour service as well as lockdown effect. As we
on track of the discussion of advantages and disadvantages, From Fig 4 of bar graph, 90% of the
respondence feel that dependent of internet is greatest disadvantage. In addition, second highest
chosen option in the above graph is security. Fig 5 demonstrated that, safety and security is main
challenge for banking industry.
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Hypothesis Testing and Statistical Analysis

Hypothesis 1: Relationship between Internet Banking and Traditional Banking

. Ho:: Internet banking has no significant relationship with the traditional banking system.
. Ha: Internet banking has a significant relationship with the traditional banking system.

To examine the relationship between internet banking and traditional banking services, a
correlation analysis was performed using key service dimensions such as deposit and withdrawal
(DW), interaction with personnel (IWP), safety lockers (SL), time-saving (TS), anytime banking
(ATB), and no queue (NQ).

Table 5.1: Correlation Matrix

Variable | DW IWP SL TS ATB NQ

DW 1 0.056 0.35 0.50 -0.13 -0.30
IWP 0.056 1 0.10 -0.80 -0.20 -0.63
SL 0.35 0.10 1 -0.10 -0.28 0.15
TS 0.50 -0.80 -0.10 1 0.50 -0.28
ATB -0.13 -0.20 -0.28 0.15 1 0.18
NQ -0.30 -0.63 0.15 -0.28 0.18 1

The correlation results indicate mixed relationships among variables, with some moderate positive
correlations (e.g., DW and TS = 0.50) and strong negative correlations (e.g., IWP and TS = -0.80).
However, no consistent or statistically significant relationship is observed between traditional
banking attributes and internet banking features.

Therefore, the null hypothesis (Hoi) is accepted, indicating that there is no significant relationship
between internet banking and traditional banking systems. This suggests that both systems operate
independently in terms of customer perception and usage patterns.
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Hypothesis 2: Difference in Satisfaction between Male and Female Users

Table 5.2: Z-test for Difference in Proportions
Parameter Value
Proportion of satisfied males (p:) | 0.5313
Proportion of satisfied females (p2) | 0.4875

Z-value 0.578
p-value 0.2816
Level of significance 0.05
Decision Accept Hoz

The Z-test results indicate that the p-value (0.2816) is greater than the significance level of 0.05,
leading to the acceptance of the null hypothesis (Hoz). This suggests that there is no statistically
significant difference between the proportions of male and female users satisfied with internet
banking services. Although the proportion of satisfied males (53.13%) is slightly higher than that
of females (48.75%), the difference is not statistically significant. This implies that satisfaction
levels with internet banking are uniform across gender, indicating that digital banking services are
equally accepted by both male and female users.

Hypothesis 3: Association between Satisfaction and Demographic Variables
Table 5.3: Chi-Square Test Results

Variable y* Value df | p-value Significance (0.05) | Result
Employment Status | 5.535 3 0.137 p>0.05 Not Significant
Education Level 13.462 3 0.004 p <0.05 Significant
Age Group 7.322 3 0.062 p>0.05 Not Significant
Gender 1.416 3 0.702 p>0.05 Not Significant

The Chi-square test results provide insights into the association between customer satisfaction and
various demographic factors. The analysis reveals that education level has a statistically significant
association with satisfaction (p = 0.004 < 0.05), indicating that individuals with higher educational
qualifications tend to exhibit greater satisfaction with internet banking services. This may be
attributed to better digital literacy and understanding of online banking functionalities.

In contrast, variables such as employment status (p = 0.137), age group (p = 0.062), and gender (p
=0.702) do not show significant associations with satisfaction levels. This suggests that satisfaction
with internet banking is relatively consistent across different occupational groups, age categories,
and genders.

Overall, the null hypothesis (Hos) is partially rejected, as only education level significantly
influences satisfaction, while other demographic variables do not. These findings highlight the
importance of digital awareness and education in enhancing user satisfaction and adoption of
internet banking services.
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6. Findings of the Study
The major findings of the study are summarized as follows:

e Internet banking is widely used across different occupational groups, with higher usage
observed among employed individuals and professionals.

o The degree of satisfaction with internet banking services is comparatively higher than
traditional banking services.

o Despite technological advancements, human interaction remains an important factor in
maintaining banking relationships.

e Respondents expect enhanced security measures and improved service quality from banking
institutions.

o Key disadvantages of traditional banking include long waiting times and physical distance to
bank branches.

o Major advantages of internet banking include 24-hour accessibility and the ability to perform
transactions such as bill payments online.

o A significant proportion (64%) of respondents perceive traditional banking as more secure,
indicating persistent trust issues in digital banking.

o Statistical analysis confirms that there is no significant relationship between traditional and
internet banking systems.

« No significant gender-based difference in satisfaction levels was observed among users of
internet banking.

« Education level significantly influences satisfaction, suggesting that higher awareness leads to
better adoption and usage.

7. Conclusion

The present study provides a comprehensive analysis of customer perceptions towards internet
banking in the Pune administrative division, contributing valuable insights into the evolving
landscape of digital financial services. The findings indicate that internet banking has significantly
transformed the traditional banking system by enhancing convenience, accessibility, and
operational efficiency. However, despite these advantages, concerns related to security, privacy,
and trust continue to act as critical barriers influencing user adoption.

The empirical analysis confirms that the quality of internet banking services has a direct and
positive impact on customer satisfaction. Furthermore, the results reveal a statistically significant
association between the level of education and customer satisfaction, highlighting the importance
of digital literacy and awareness in facilitating the adoption of online banking services. Although
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internet banking offers numerous benefits, traditional banking systems continue to hold relevance
due to perceived security and the importance of personal interaction in financial transactions.

The study underscores the necessity for banking institutions to strengthen cybersecurity
frameworks, enhance user awareness programs, and develop more user-centric digital platforms.
Adoption of advanced technologies, robust data protection mechanisms, and continuous innovation
in service delivery are essential to building customer trust and ensuring wider acceptance of internet
banking.

In conclusion, internet banking has emerged as a vital component of the modern financial
ecosystem. With ongoing advancements in technology and improved security infrastructure, it
holds significant potential to drive financial inclusion, improve service efficiency, and support the
growth of the digital economy in India.
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