International Journal of Trend in Scientific Research and Development (IJTSRD)
International Open Access Journal | www.ijtsrd.com

4 ISSN No: 2456 - 6470 | Volume-2 | Issue—6 | Sep—-Oct2018  *
A Study on Role of Technology in Banking Sector
Aswin Raj. T*, Mr. Bala Nageshwar a Rac®
Student?Director
Saveeth&choo of Management, Chennai, Tamil Nadu
ABSTRACT
The purpose of this study is texamine the The commercial bankswent for Total Branch

relationship between new technologgplementatio
in banking sector and customers. Hthey are aware
about the technologies and how tteee using it. Data
for this study was collected from t-eustomers of
various Banking Sectors under tReserv Bank of
India. A simple percentage analysisc pie chart will
be done. According to questioneBC samples are
collected and interpretations argiven Findings
suggest that most of the customef: bank using
ATM facility. So the banks need tgive awareness
about the E-banking services. Lastthe paper is of
few papers that focus on technolodevelopmer in
banking industry.
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INTRODUCTION

The banking industry of India is ithe midst of an
Information technology revolution. £Zombinatio! of

regulatory and competitive reasc has led to
increasing importance of total bank automation in
this industry. Information technolo( has basically
been used under different avenuedanking One is
communication and connectivity aranothe one is
business  process reengineerit Information

technology enables difficult produ development,
better market infrastructure,implementatio of

reliable techniques for control of risked helps the
financial intermediaries to reachgeographicall

distant and diversified markets.

Information technology has changidw contours of 3
major functions being performed kthe banks i.e.
access to liquidity, transformation aéset and then
monitoring of risks. Furthennformatior technology
and the communication networkirgystem have a
vital bearing on the efficiency aghoney capital and
foreign exchange markets.

Automation Packages forcomputerization. The
middle and late 90witnesse the storm of financial
reforms, deregulatiorglobalizatior etc. coupled with
rapid revolution incommunicatio technologies and
evolution of novel concep of convergence’ of
computer and communicatio technologies, like
internet, mobile phones et:it changed the face of
Indian banking systemompletely

OBJECTIVES:

» To study the role afechnolog' in banks.

» To determine theaechnolog in banks used by
customers.

To analyse the bankin¢ innovations after
computerisation of bankn India.

>

RESEARCH METHODOLOGY:

The study uses both primaanc secondary data. The
primary data has beeasollectec from 50 respondents
on the basis of convenieisampling. The samples
were collected fromcustomer of various banking
sectors. The secondargiate was collected from
published sources such gurnals periodicals and
websites

TOOLSFOR THE STUDY:

The analysis of dataollectec through research been
done systematically. Simpfgercentag: pie chart and
tables where used tepreser variety of data that falls
into various categories. Thanalysis has been done
systematically and accuratedp as to get correct and
authentic.

LIMITATION OF STUDY:

My research has severnitations This study was
primarily limited by smallsampl« size. The sample
size could have beexpandec More contact between
the researcher ancesponden may have increased
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participation. A greater depth ahformatior may
have been obtained by conductifugus group. The
respondents may have had a bettederstandin on
CIBIL based on the questiongicludec on the
guestionnaires. My methodologyhas included
surveying or interviewing individualgwvolved with
the respondents. The study coulldave added
important qualitative data and greatesight into the
respondents’ thoughts and opinion

SCOPE OF THE STUDY:

The study covers the services offet®dBanks to the
customers by the use of technoloiore specifically
latest technological deliverychannels namely
ATM/Debit card, Credit card,Interne Banking,
Mobile Banking etc. have beetaker up for the
purpose of study. This project is analytica study

customers the conveniencef anyplace, anytime
banking. The author endetthat technology was a
helper for advancememtithin the core business of
banking ANd not an finish iitself.

Hogarth and Hilgert (2004)ighlighted that electronic
banking technologyrepresent a spread of various
services, starting frontommor ATM services and
direct deposit toAutomatic Bill Payment (ABP),
Electronic Transfer ofund¢ (EFT) and pc banking
(PC banking). the utilization of e-banking
technologies had grownughog-chop within the USA,
whereas others are adoptiit slowly. The authors
explored such factors thihave an effect on the
adoption to adopt 3 lankin¢ technologies and
changes in these factors otime. They advised that
e-banking technologiesouldn' be aggregate into one

based on random sampling to ascerthe-usage and class, and thus, “one size "all” wouldn't work. the

satisfaction level and customer attitt towards these
channels. The study also gives idec of rendering
secure, 24X7X365 E-banking servial-a lower cost,
without compromising with thequality thereby
resulting in the widening of customigase

REVIEW OF LITERATURE
Aggarwal (2003), in his paperuntec for such
avenues wherever e- banking may gimportant role

utilization of e-bankingdepend upon however it
helps in saving time,decreas the errors, up
inaccurate accounting anieventingin manipulation
of information.

Laforet and Li (2005), intheir study investigated the
market standing of onlinemobile banking in China.

the target of the study wasspo the target customers
for online and mobilédanking and to match the angle

in e-democracy. The author mentioi2 case studies of users and non-usertoward: e-banking with

on the implementation of lankin¢ in digital
democracy. One was farmer servarw different was
e-seva. Whereas applying e-bankin e-democracy,
services become safer, efficient, cl-and quick. It
becomes a win-win state of affairs -all, for banks
its low price, for presidency ithigher service, for
business it's quick and secure, andvoter: its clear
and economical. The author evaluathat e-banking
might be used for thriving e-bankirfor online bill
payment, online brokerage, online account
management, anyplace bankingic The author
terminated that e-banking servicggve one stop
service and informational unithal gives nice
advantages to banks, customemmployer and
government.

Arora (2003) created an efforto prove that
technology had a definitive roldn facilitating
transactions within the bankingector and also the
impact of technology hadresultec into the
introduction of recent product arsgrvice by varied
banks in Asian nation. The authorentioner varied
initiatives taken by the banksto manage
transformation and these initiativesad brought

relevance variety of thingkke technology, security,
convenience, etc. Thauthor: selected a sample of
three hundred respondenfrom six major cities of
China. The results showetha' online and mobile
banking users were @ponderantl males not
essentially young anéxtremel' educated. Security
was the foremost vitaissue theé driven Chinese
shopper for the adoption of- line banking. however
the most issues baby-facec the shoppers of Chinese
banks in on- line bankingvere perception of risks,
laptop & technological skillsand lack of awareness.
Ashiya (2006) evaluatedlevelopmeni created by
electronic payments. Theutho evaluated completely
different modes of @aymen used across the world.
the most objective of thetudy was to seek out the
present offerings anddevelopmer provided by
electronic payments. Thautho evaluated completely
different modes of @aymen like plastic cards, debit
cards, credit cards, sensil@ards electronic cheques
etc. These electronic ways which provided a
wonderful instrument fopaymen system. The author
analyzed that security wake most concern among
electronic paymentddowever e-payment this subtle
technology may be used asoal for the improvement
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of client loyalty and business of bankscause it had
reduced the danger & value andll increase the
client loyalty.

author conjointlycommente upon some risks like
loss of secrecy of thehopper: money stability, fraud
prone potentialities, eruptioof legal claims, etc. So,
the author urged that bar'ought to adopt such a

Enders et al.(2006), in their papeeltaddressed a technique during whichriske and innovation in

basic downside of the troubl@dnovatior theory that
lies within the problem to categorisew technologies
into sustaining and troubledinnovation The

researchers 1st mentioned bgsimciples of troubled

innovation theory, printed 5 mastrategi' diversions
that incumbent companies ougbtaddres once they
face troubled circumstance in thdwsiness. They
more mentioned completelylifferent e- banking
modes employed by Nordeaanks i.e., e-

identification, e-signature servicesbilling services,
e-salary performs, e-paymepéerforms. However, e-
banking services ought to be propaanalyze: for the

Einstein's theory of relativity afisruption

Jain and Hundal (2006) representecimportance of
mobile banking and barriers withithne adoption of
mobile banking. The paper examiné&e forces which
will act as barriers in mobilebankin¢ service
adoption. the target of the study wio seek out the
explanations why the folks hadol absolutely
accepted the technology tho' providec abundant
advantage to the banking customas compared to
previous technologies. The papered to spot the
varied barriers, viz. access issudsscontentedne

and inability of service suppliemsithin the adoption
of mobile banking services. Thesults of the study
indicated that buyers got demoralizby the difficult

perform whereas accessing thmobile banking
services that cause rise in theiscontentedne level,

as no correct steerage was proviito them. The
researchers instructed that servsrgplier: ought to
bear in mind of the issues of theiustomer: The

findings of the study gave a quiautlook for the
sensible implication for managers epalicy-makers
United Nations agency have to tempellecto create
ways and choices so as to cater thediscovered
service market.

Krishnamurthy (2006) highlighted tHeenefits risks,
innovations and conveniencencerne in e-banking.
ATM, telephone, web and clustdyankin¢ helped
banks to deliver the merchandise a dbteffectively.
The author, in his paperconjointly delineated
operational potency of e- bankingeliclose basic e-
banking, straightforward transactionahd advanced
transactional e- banking. Evenyebsite offered a
differential reasonably services toustomers The

banking merchandise moparalle and at the same
time.

Paul (2006) mentioned throle of technology and
scope of remote channetbeir implication, strength,
weakness, chance and thiin banking sector. The
author evaluated that Idevelopmer affects banking
in 2 ways that. Firstly, it hacontributed in reduction
of prices related tananagemel of knowledge by
substitution paper basedostly and labour intensive
strategies with automatigrocesse Secondly, it had
changed the ways thalurinc which customers had
access to banks’ servicemic product. The man of
science found that thmtroductior of RTGS, NDS,
and CFMS hadexaggerate the security, security,
potency and soundnesspaymen system. Lastly, the
author discovered thaechnolog had a good impact
on the structure of bankirggcto within the variety of
bank branches, bamgersonne and alliance.

Raghvan (2006) highlightethe transformation within

the banking sector thanko impact of knowledge

technology, telecommunication and electronic

processing. He conjointl tried to check the

perception of banks idndia within the year 2020

taking under consideratidhe impact of net banking,

ATMs, newt on the performanc of banks and

initiative taken in easingprivatizatior and economic

process. He conjointlgvaluate the long run of on-

line and net bankingTechnolog has modified the

face of the Indian bankingecto through automation.

although the new non-publanc foreign sector banks
have a foothold at thpresen however public sector
banks haveconjointly create a big progress during
this regard. The analysis the info collected from

numerous banks has beeone¢ below the subsequent
heads:

Raja et al. (2008) evaluatghe impact of e-payment
system on the businesgpportunities They known

that attributable to thexpansio of net users, varied
electronic paymenmechanisim had been developed
to cater the range otandidate: The researchers
classified the e-paymenisto 3 main teams, namely,
money like systems, chedike systems, and hybrid
systems that were anglassifiec into credit cards,

debit cards and electronicheques. They known
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3main problems associated wittpaymen that were Figure 1.2 showing how frequently branch
security problems, low interestmon¢ businessman banking used per month
and serious reliance on anciggymen ways. They BRANCH BANKING PER MONTH

additionally analyzed that there hakeer technical
and cultural issues that hinder the tiile-payments.
However, to form e-payments simplsecurit) threats

ought to be reduced; and folk sougbtbe complete :mlHoBtimes
that ancient payment ways welange! intense than " 3loBfimes

. : m 8to 12fimes
electronic payment ways. Thegugh to even be = over12times

complete that plastic card paymentsre additional
convenient, easier and safer timaney or cheques.

Source: primary data
edecpizies  Analysis shows that 10%f the respondents never

DATA ANALYSISAND INTERPRETATION
Table 1.1 showing the level of usage of technology
No of

Usage of technology

. . . JEEIONE I S visit their bank branch onmonthly basis. 53.33% of
Financial transaction S 16.66% respondents visit their banbetweei 1 to 3 times in a
Stoc_:k excha_nge 2 6.66% month.26.66% ofesponden visit their bank branch
Online banking 15 50% 3 to 8 times in @ month ar&i33% of respondents visit
e -payments 8 26.66% their branch 8 to 12 timeim a month. None of the
Total 30 100% respondents vist their barmore than 12 times a
month.
Figure 1.1 showing the level of usage of technology
LEVEL OF USAGE OFTECHNOLOGY Table 1.3 showing how frequently ATM used per
month
ATM use per No of Per centage
S moth respondent
| fransaction stock Nil 0 0%
-Exc:angeonline 1to 3 times 6 20%
anking 3 to 8 times 15 50%
" eonmens 810 12 times 5 16.66%
Over 12 times 4 13.33%
Total 30 100%
Source: primary data Figure 1.3 showing how frequently ATM used per
According to the analysis done 500f respondents month
use the technology for onlinbanking 26.66% of ATM USE PER MONTH
respondents use for e-paymeri6,66% for financial
transactions and 6.66% ofesponden use the
technology in banking service for stogkchange.
=il

B 1o 3times
B 3to8times
B 8to12times

Table 1.2 showing how frequently branch banking
used per month

. [ ] 12 times
Branch banking use No of T ovet
per month respondent
Nil 3 10%

1 to 3 times 16 53.33%

3 to 8 times 8 26.66%

8 to 12 times 1 3.33% Sour ce: primary data
Over 12 times 2 6.66% Analysis shows that nonef the respondents never

Total 30 100% visit their ATMs on a monthly basis. 20% of
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respondents visit their ATM 1 to tBnes in a month,
50% of respondents visit their ATMt8 8 times in a
month, 16.66% of respondents vi®iTM 8 to 12
times in a month and 13.33% m@sponden visit the
ATM over 12 times in a month.

Table 1.4 showing how frequently internet banking
isused per month

I nter net banking No of Per centage
use per month respondent

nil 3 10%
1 to 3 times 12 40%
3 to 8 times 6 20%

8 to 12 times 5 16.66%

Over 12 times 4 13.33%
total 30 100%

Figure 1.4 showing how frequently internet

banking isused per month
INTERNET BANKING USE PER MONTH

=il

®  1to3times
3to 8times

m 8to 12times

m gyer 12 times

Source: primary data

According to the analysis done #how: 10% of

respondents never use thamterne banking on
monthly basis, 40% of respondenise¢ their internet
banking 1 to 3 times in a month, 2Cof respondents
use internet banking 3 to 8 times imonth 16.66%

of respondents use internet banking 12 times in a
month and 13.33% of responde use internet
banking over 12 times in a month.

Tale 1.5 Showing reasons why E-banking services
not used by most of the customer
E-banking services Number of

not adopted respondents FefeslEs
Security risk 12 40%
Prefer traditional 0
banking ! 23.3%
Not aware of e- 0
banking 5 16.6%
Somg bank charge 6 20%
high fees
Total 30 100%

Figure 1.5 Showing reasons why E-banking

services not used by most of the customer
E-BANKING SERVICES NOT ADOPTED

= security risk
m prefer traditional banking not
aware of e-banking

m some bank charge high
fees

Sour ce: primery data

According to this analysid0% of respondents have
not adopted E-Banking due security risk. 23.30% of
respondents prefer traditiorBanking and 16.60% of
respondents are not awaof e-banking. 20% of
respondents consider thiaank charges high fees for
e-banking.

FINDINGS:

According to the study itvas found that technology
has paved a huge way fbankin¢ sector. A large
number of respondentwefel E-Banking in the study
region. A large number afesponden are satisfied
with- ATM facilities providec by banks. Majority of
the respondents do not u$ele banking in the study
region. A large number afesponden are benefited
by paying utility bills by usin¢c Mobile Banking.
Based on the study it wefound that 90% of the
respondents prefer usingterne Banking. A large
number of respondents asatisfiec with the level of
Security provided by thébank only 10% of the
respondents are not satist according to the study
conducted. Security threatthe possible reason why
E-Banking services haveol been adopted by the
respondents. The studshow: that majority of the
respondents considePrivate sector banks to be
technologically advancetthar Public sector banks. A
large number of theespondent rate the technology
oriented services of thbank as good in the study
region. Majority of thecustomer have opined that
bank’s operation is efficieraftel the introduction of
computers in the banks.

SUGGETIONS:

» The bank needs to givawarenes to customers
about internet banking.

» Most of the customerare feeling risk in E-
banking so the bankinigpdustry needs teliminate
those risks.

CONCLUSION

Technology today hdsecom: integral to the business
of banking; it is difficult toenvisior one without the
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other. However as with otheesource it has costs
attached to it and with substantiavestment in IT

Laforet and Li (2005), in their study investigated the
market status of onlinenmiobile bankingin China.

infrastructure business leaders wilave to seek Ashiya (2006) evaluated developmen: made by

answers to whether the infrastructusebeing used
optimally.

Technology have to be clierdentrically to derive
optimum edges and banks can gotetpually target
client retention and increasing sharecaé« instead of
solely acquisition. for many obankin¢ customers
going back to their primary bank fahe other new
relationship could be a majahallenge This can be
attributable to the insufficiency dERM and atomic
number 83 solutions. Knowledgetegratior of client

interaction through multiple channelsmain: not on

the market to side branch personiWith redoubled
use technology additionally comesdouble risk of

security breaches. Banks can got tctheir toes with
real time alert systems argbvernanc policies to
manage the threats for eartletectiol and control.
The longer term IT vision anstrateg' of banks can
got to balance price delivered to thwm. It'll got to

be aligned to the strategic objectivef the firm and
be in command of the deliverimgsire( price.

To achieve this difficult task ofsatisfyin¢ the
customers, the banks area unitninc towards the
technology for the assistanc&echnolog has been
one among the foremost necessé&actors for the
event of human Dbeings. Informatior and
communication technology is that :-major advent
within the field of technology that -employed for
access, process, storage atidseminatio of data
electronically. industry is quiclgrowin¢c with the
employment of technology withirthe variety of
ATMs, online banking, SMS bankintylobile banking
etc., plastic card is one amol the banking
merchandise that cater to the waaf retail section
has seen its range grow in patteraelvanc in recent
years. Net has compete a maagportunitie for
players within the banking sectM/hereas the new
entrants have the advantage of lateshnology the
goodwill of the established banksffers them a
special chance to steer the net world.
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