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ABSTRACT 

Now-a-days the world has changed to a digital world. India has also tried to follow 
the digital banking. Digital cash and online transaction in the current market scenario have 
an important effect on digital banking .The digital bank represent a virtual process that 
includes online banking as an End –to-End platform. Digital banking means more than just 
going paperless. Leading players are offering a new and improved Customer experience, 
Delivering faster and more efficient services. It includes the evolution digital transformation 
in modern banking era. Digital banking plays an important role in the present banking 
system. Most people in the banking sector agree that digital banking is the wave of the 
future with highly safe and secure. However it has includes some of the challenges and 
opportunities of digital banking in India. The paper further tries to discuss some major 
aspects of digital banking. 
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I. INTRODUCTION 

Banking sector act as major role in the economic development of a nation-the 
banking system of India has a wide network of branches providing different services to the 
public. Digital transformation in the modern banking era simply means changing the ways 

 
Received  : 03st  November 2019                                                                                     
Accepted  : 15th   November 2019 
Published : 15th  December 2019        
  
                                          



Digital Banking in India-Challenges and Opportunities 

   
ss 

7 
Emperor International Journal of Finance and Management Research 

banks view and interact with their customers. It provides the ability for users to access the 
financial data through desktop, mobile and ATM services. Digital banking includes the 
system that enables financial institution, customer, and individual toaccess accounts, transact 
business, and obtain information on financial products through a public or private network 
or internet. 

The banking industry has been rapidly developing the use of internet banking as an 
efficient tool to create customer trust. It is one of the popular service offered by the 
traditional banks to the speeder and reliable services to online users. This new technology 
more helpful for attracting new customers. This happened due to the services offered 
through internet banking have yet to satisfy their customers. 

 
Features of Digital Banking 
Following are the main features of digital banking, 

 Checking account balance. 
 Viewing recent transaction. 
 Downloading bank statements. 
 Fund transfer. 
 Ordering Cheque books. 
 Online payments. 

 Telephone bill payments. 
 LIC payments. 
 Electric bill payments etc., 

 Investment purchase on sales. 
 Credit card application. 
 Fund transfer. 
 

Digital Services and Advantages of Digital Banking 
Banking Services: 

 Internet banking 
 Mobile banking 
 Phone banking  
 SMS banking 
 Watch banking  
 ATM’S  
 Missed call banking. 
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Advantages of Digital Banking 
 Lower man power and back office cost. 
 Time saving 
 Convenience 
 24/7 services 
 Transaction mode easy 
 Eco-friendly 
 Settlement of transaction in on time  
 Complete access to your own account. 

 
II. REVIEW OF LITERATURE 

Rakesh H M & Ramya T J (2014) In their research paper titled “A Study on Factors 
Influencing Consumer Adoption of Internet Banking in India” tried to examine the factors 
that influence internet banking adoption. Using PLS, a model is successfully proved and it is 
found that internet banking is influenced by its perceived reliability, Perceived ease of use 
and Perceived usefulness. In the marketing process of internet banking services marketing 
expert should emphasize these benefits its adoption provides and awareness can also be 
improved to attract consumers’ attention to internet banking services.  
 
Amruth Raj Nippatlapalli (2013) In his research paper “A Study on Customer Satisfaction 
of Commercial Banks: Case Study on State Bank of India”. This paper present Customer 
satisfaction, a term frequently used in marketing, is a measure of how products and services 
supplied by a company meet or surpass customer expectation. Customer satisfaction is 
defined as "the number of customers, or percentage of total customers, whose reported 
experience with a firm, its products, or its services (ratings) exceeds specified satisfaction 
goals."Banking in India originated in the last decades of the 18th century.  
 
Ms. Nisha Malik & Mr. Chand Prakash Saini (Jul 2013) In their research titled on 
“Private Sector Banks Service Quality and Customer Satisfaction” A Empirical Study two 
Private Sector Banks”. This research paper is an effort to examine the relationship between 
service quality and customer satisfaction of two private sectors bank of India. Service quality 
has been described as a form of attitude that results from the comparison of prospect with 
recital (Cronin and Taylor, 1992, Parasuraman et al, 1985). Gronroos 1982) argued that 
customers, while evaluating the quality of service, compare the service they expect with 
perceptions of the services they actually receive. Since financial products offered by various 
banksare similar by nature then why any particular bank of product of any bank is preferred 
than others a matter of interest for academician as well as banking industry. They may be 
difference between customers of public and private sector banks, but why are two banks of 
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one sector being preferred differently by customers. This research study is an effort to find 
out the answer of these questions.  
 

III. OBJECTIVES OF THE STUDY 

1. To know the opportunities and challenges of digital banking. 
2. To identify the future of digital banking. 
 

IV. RESEARCH METHODOLOGY 

The study is based on secondary data. Different journals, news paper, magazines, articles 
and relevant web site have been used for this study. This study is an attempt to determine 
the digital banking in India. 
 
Challenges of Digital Banking 

 Sustainable competitive advantage  
           This is an important challenge aced by the digital banking system. It means 
sustainable competitive advantage over the competition because of all the hardwork 
over the years. It is a unique process or special skill which allow the banking functionto 
dominatetheir area. It provide a superior or favorable long term position over 
competitors   
 Dealing with digital risk of new dimension 

     In every sector, they face different types of risk in this digital banking field, they 
deals many number of digital risks like recruitment ,reputation, IT security, privacy 
issues etc. 

 Customer satisfaction  
            Customer satisfaction is an important factor to help banks to sustain 
competitive advantages. Service quality, security, web design, convenience etc are 
influencing factors for the customer satisfaction. Fulfilling this type of all factors, 
digital banking is one of the major service in India. 

 Staying connected and relevant 
           Digital banking system musty connected with the people and  create a good 
relationship with the customers. It means the digital banking system staying 
connected with the peoples. This system provides up-to-date information  related to 
the digital banking industry. So it is always connected and relevant. 

  Regulation and Legalities 
               Internet banking make it possible for banks and their customer to do business 
room anywhere in the world. This mostly increase the banks potential client base. 
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Regulations differ from nation to nation and banks are not always proficient in the financial 
laws for every nation in which they have business.  
 
Opportunities 

 Increasing Internet Users and Computer Literacy 
           To use internet banking it is very important or initial requirement that people 
should have knowledge about internet technology. So that they can early adopt the 
internet banking service. The fast increasing internet users in India can be a very big 
opportunity and banking industry should en-cash the opportunity to attract more 
internet users to adopt internet banking service. 
 Competitive Advantage  

      The benefit of adapting digital banking provides a competitive advantage to 
the banks over other players. The implementation of of digital transaction is 
beneficial for banks in many ways as it reduce cost to banks, improves customer 
relation. The benefits of digital banking have become opportunities for the banks 
to manage their banking business in a better way. 

 The right time and the place 
     This is the largest penetration of mobile infrastructure than ever before. The 
government and regulator that have been promoting the development of a strong 
digital economy. The   right time and the right place available the digital banking 
easily. 

 Creating high value digital services 
     Customer behaviors and expectations have changed radically over the last 
decade. Customers want available banking services anytime and anywhere. The 
number of banking related digital interactions is estimated more than 
70%.customers always looking for highly customized services and musty create a 
good digital relationship. 

 Improving operational efficiency and consumers trust 
Financial institutions can generate save up to dozens of millions of Euros through 
reduced printing. Digital can help compensate for the lower margins observed in 
the banking world in the recent years.and trust is naturally construct the 
relationship. 
 

V. CONCLUSION 

  Finally the study conclude that the Digital banking act an important role in India. 
Most of the banks have implemented digital banking facilities which are beneficial to both 
banks and the customers. Though there are many challenges and opportunities handled in 
the smooth implementation of digital banking system in India . most of the services through 
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digital banking performed by both private and public banks are beyond the expectations of 
the customers. This  study has its own advantages and disadvantages. But nowadays its an 
essential factor in everyone’s life so, Digital banking having a good future.  
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