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ABSTRACT 

 The banking sector plays an important role in the economic development of a 

nation. The Indian banking sector has undergone many positive and significant 

transformation and development in recent years. The internet banking is changing the 

banking industry and is having the major effects on banking relationship. Internet banking 

involves the use of internet for delivering of banking products and services. It enables a 

customer to perform basic banking transactions through PC or laptop, located anywhere in 

the globe. The present study is aimed to analyze the usage and role of internet banking 

among the customers in Thiruvananthapuram District. For this purpose the study made use 

of both primary and secondary data. The primary data were collected from 100 customers 

and these are analyzed with the help of statistical tools. The study found that the most of the 

customers preferred internet banking because of convenience. The customers are highly 

affected by the network problem. It is recommended that the bank should keep at least one 

employee at every bank who is a specialist in internet banking and it will help to clear the 

doubts of customers.  

Keywords: Internet Banking, Customers, Convenience, Transactions 

 
 

 
Received  : 01st November 2019                                                                                     
Accepted  : 15th   November 2019 
Published : 15th  December 2019        
  
                                          

http://www.eijfmr.com/


Dr. Rajasree .P .S & Dr. Shijina .A .S & Suma .R 

   
 

2 

 Emperor International Journal of Finance and Management Research 

Emperor International Journal of Finance and Management 

Research 

I. INTRODUCTION 

 The banking sector plays an important role in the economic development of a 

nation. The Indian banking sector has undergone many changes in the recent years. Modern 

India is exploiting the benefits of technological advancements. As part of the movement to 

the digital age, the customers are provided with internet banking, mobile banking, ATMs, 

etc in order to meet their expectations and requirements. Among these services, the Internet 

banking has taken the lead and has become the most popular and convenient mode of 

banking amongst the elite, educated and networked customers. 

 Internet banking enables a customer to perform basic banking transactions through 

PC or laptop, located anywhere in the globe. Through the Internet, customer can access 

bank’s website for viewing the account details or performing the basic banking transactions. 

Internet banking allows customers to access bank’s facilities round the clock and seven days 

a week. It also allows customers to access facilities from remote sites or home, etc.  

 Now the internet banking is becoming popular among customers. Nowadays, 

customers are more increasingly using net banking facilities. From a bankers’ perspective, 

using the net banking is more efficient than using other distribution mediums because banks 

are looking for an increased customer base. Using these channels, banks can increase 

effective market coverage by enabling different products to be targeted at different 

demographic segments. It reduces cost and saves time. From the customers’ perspective 

online banking provides a convenient and effective way to manage finances that is easily 

accessible 24 hours a day, seven days a week. Nevertheless online banking has certain 

problems such as how to work the technology, set-up cost, legal issues, lack of personal 

contact with customers, security and privacy issues. For some people it simplifies life, while 

for others it is threatening and complex. Therefore, in this context it is necessary to study 

the perception of customers towards the adoption, usage and the role of internet banking. 

 With this end in view the rest of the sections are organized into review of literature, 

objectives of the study, methodology, discussion of results and conclusions. 

 
II. REVIEW OF LITERATURE 

 Sudeep (2008) analyzed the important factors that affect customers’ behavioural 

intention for internet banking in Kerala. He finds that the variable perceived usefulness has 

a positive influence on internet banking use. Rochdi (2010) compared the perception of 

users and non-users of Internet banking in Tunisia. The study revealed that ease of use, 

perceived usefulness, trust and security are motivational factors. Perceived costs and 

personal features are factors to the adoption and usage of Internet banking by Tunisian 

customers.  

 

III. OBJECTIVES OF THE STUDY 

 

The main aims of the study are: 
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 To study the role of internet banking. 

 To study the perception of customers towards the adoption and usage of 

internet banking 

 

 

IV.    METHODOLOGY 

 

 The present study is descriptive and analytical in nature. Both primary and 

secondary data are used for the purpose of study. Primary data were collected from 100 

customers in the Thiruvananthapuram District through a structured questionnaire 

administered among them. Purposive sampling is used to select customers. The primary data 

are analysed with the help of statistical tools like percentages and weighted score.  

 

Discussion 

 Internet banking enables a customer to perform basic banking transactions through 

PC or Laptop, located anywhere in the globe. Through the Internet, customer accesses the 

bank’s website for viewing the account details or performing the basic banking 

transactions.Internet is increasingly used by banks as channel for receiving instructions and 

delivering their product and services to their customers. This form of banking is generally 

referred to as Internet banking. It allows customers to access bank’s facilities round the 

clock and seven days a week. It also allows customers to access facilities from remote sites 

or home, etc.  

 

Various Types of Internet Banking 

 Understanding the various types of Internet banking products will help examiners 

assess the risk involves. Currently, the following three basic kinds of Internet banking are 

being employed in the market place. 

 

Informational 

 This is the basic level of Internet banking. Typically the bank has marketing 

information about the bank’s products and services on a stand –alone server. The risk is 

relatively low, as informational systems typically have no path between the server and the 

bank’s internet network. This level of Internet banking can be provided by the bank or 

outsource. While the risk to a bank is relatively low, the server or website may be vulnerable 

to alteration. Appropriate controls therefore must be in place to prevent unauthorized 

alterations to the bank’s server or website. 

 

Communicative 

 This type of Internet banking system allows some interaction between the bank’s 

systems and the customer. The interaction may be limited to electronic mail account inquiry, 
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loan applications, or static file updates (name and address changes). Because these servers 

may have a path to the bank’s internet networks, risk is higher with this configuration than 

with informational systems. Appropriate controls need to be in place to prevent, monitor 

and alert management of any authorized attempt to access the bank’s internal networks and 

computer systems. Virus control also becomes much more critical in this environment. 

 

Transactional 

 The level of Internet banking allows customers to execute transactions. Since a path 

typically exists between the server and the bank or outsourcer’s internal network, this is the 

highest risk architecture and the bank or outsourcer’s internal network; this is the highest 

risk architecture and must have the strongest controls. Customer transactions can include 

accessing accounts, paying bills, transferring fund, etc. 

 

V.  FINDINGS OF THE STUDY 

 

The important findings of the study are discussed as following.  

 Majority of the customers are in the age group of 26- 35 years age group. 

 Majority of the customers are males. 

 Majority of the customers have professional education 

 Majority of the customers are salaried. 

 Majority of the customers have monthly income of Rs 10000- 19999. 

 Majority of the customers have bank accounts and used internet banking at State Bank 

of India. 

 Majority of the customers have savings accounts. 

 Majority of the customers have started their bank accounts for a period of 1-3 years. 

 Majority of the customers have used internet banking for a period of 6 months- 1 year. 

 Majority of the customers are partly aware of internet banking while opening their 

bank accounts. 

 Most of the customers selected their bank for internet banking services primarly 

because of convenience. 

 Majority of the customers get information about internet banking from the bank staff. 

 Majority of the customers were aware of internet banking services like checking status 

of account, fund transfer, sending requests and intimations, bill payment, RTGS, 

online payment, mobile recharging, statement of accounts, stop payment of cheques, 

requests for issue of cheque book, DD, etc and access information like opening of 

accounts, rate of interest, products offered by bank, etc. 

 Most of the customers used internet banking services because of convenience. 

 65 per cent of the customers mostly used internet banking for their banking 

transactions. 
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 Majority of the customers who are mostly using internet banking are satisfied with 

convenience, ease of use, cost savings, time savings, use of technology and security. 

But they are partly satisfied with the human element, employee behavior and grievance 

redressed mechanism. 

 Majority of the customers preferred internet channels to carry out banking transactions 

than going to branch. 

 Majority of the younger customers preferred internet banking than going to branch for 

their banking activities. 

 Majority of the customers feel that internet banking have improved the service level in 

banks. 

 Majority of the customers opined that there is high improvement in the better and 

quicker service, time savings, cost savings, all time availability, any where banking, 

queue avoidance and quality services by using internet banking. 

 Majority of the customers have not influenced the problem of time consuming, 

insecurity, password forgotten, hidden costs, lack of operational knowledge and no 

access of internet while using internet banking. But they are highly affected the 

problem of network problem and moderately influenced processing time. 

 

VI. CONCLUSION 

Internet banking is changing the banking industry and now is having the major 

effects on banking relationships. Banking is now no longer confined to the branches where 

one has to approach the branch in person, to withdraw cash or deposit a cheque or request a 

statement of accounts and wait two or three hours to do these banking transactions. In 

Internet banking, any inquiry or transaction is processed online without any reference to the 

branch at any time. Providing Internet banking is increasingly becoming a “need to have” 

than a “nice to have” service. The study found that the most of the customers preferred 

internet banking because of convenience. The customers are highly affected by the network 

problem. It is recommended that the bank should keep at least one employee at every bank 

who is a specialist in internet banking and it will help to clear the doubts of customers.    
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