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Abstract - Information technology has played a crucial role 
in the financial services.  Internet has proved a magic wand 
for financial services and products, banking in particular.  
Banking sector has been early adopter of technology to offer 
latest modes for transacting business.  Banks have 
transformed themselves and are offering services through 
internet. From computerization to networking to ATMs and 
now E-Banking, banks have moved up the value chain this 
trans-formal change have been dealt with in this study. The 
main focus has been on exploring the impact of 
Demographical variables on Internet banking adoption. Due 
importance also has been accorded to the overall customer 
satisfaction towards Internet banking services. 
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Introduction:     

Today banking is known as innovative banking. Information 
technology has given rise to new innovations in the product 
designing and their delivery in the banking and finance 
industries. Customer services and customer satisfaction are 
their prime work. Current banking sector has come up with a 
lot of initiatives that oriented to providing a better customer 
services with the help of new technologies. Banking through 
internet has emerged as a strategic resource for achieving 
higher efficiency, control of operations and reduction of cost 
by replacing paper based and labor-intensive methods with 
automated processes thus leading to higher productivity and 
profitability.  

Financial innovation associated with technological change 
totally changed the banking philosophy and that is further 
tuned by the competition in the banking industry. As per the 
findings of Internet and Mobile Association of India (IAMAI), 
about 23% of the online users prefer internet banking as 
banking channel in India, second only to ATM which is 
preferred by 53%. Further the study reveals that the people are 
not using internet-based bank websites for executing financial 
transactions in India. The major reasons identified for the 
same were security concerns (43%), preference for face-to-
face transactions (39%), lack of knowledge about transferring 
online (22%), lack of user friendliness (10%), and lack of the 

facility in the current bank (2%). E-banking has gained wide 
acceptance internationally.  

In India also the things are changing fast. With the advent of 
Net-banking, Indian economy is on the threshold of a major 
banking revolution. In 2002, only about a dozen banks were 
providing e-banking services. The Indian banks lag far behind 
the international banks in providing online banking. In fact, 
this is not possible without creating sufficient infrastructure or 
presence of sufficient number of users. 

 

Figure : Global Population and Internet Users in year 2000 to 
2020 

 

The Model 

On the basis of extant literature, a model of the relationships 
between Internet banking system and customer satisfaction is 
proposed in figure below: 
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Figure: Conceptual model of the relationships between 
Internet banking system and customer satisfaction 

 
 REVIEW OF LITERATURE 

Uppal R.K. (2008) analyzes the quality of e-banking services 
in the changing environment. The sample size of bank 
customers is 25. The data is collected through pre-tested and 
well-structured questionnaire in Ludhiana; Punjab in May 
2006.The study concludes that the customers of e-banks are 
satisfied with the different e-channels and their services in the 
spread of e-banking services. It also suggests some measures 
to make e-banking service more effective in the future. 

Mishra J.K. and Jain M. (2007) study various dimensions of 
customer satisfaction in nationalized and private sector banks. 
Two-stage factor analysis is computed to arrive at the 
dimensions of customer satisfaction. The study analyzes ten 
factors and five dimensions of customer satisfaction for 
nationalized and private sector banks respectively. The study 
concludes that satisfaction of the customers is an invaluable 
asset for the modern organizations, providing unmatched 
competitive edge 

Jham Vimi and Garg P. (2006) examine the factors which 
enhance satisfaction with internet banking services with the 
help of factor analysis. The study concludes that customers do 
not prefer to use internet for many transactions, therefore least 
satisfied for foreign exchange requirements, credit card 
payments but privacy and trust play an important role in usage 
of internet but satisfaction is very low. 

Rayappan and shunmghan (2008) have tested regression of 
customer satisfaction with demographic profile of the 
customer. They have found that inaccuracy in transaction 
charges, staff attitude; complaint handling, system and 
procedure are some of the factors which derive dissatisfaction 
to the customers. 

Keerthe and Vijayalkshmi (2009) analyzed perception level of 
the customer with their demographic profile. They suggested 
that traditional bank must have realize the importance of 
ATM, Mobile Banking, Debit card, Online Banking. 

Objectives of the Study 

 To analyze the effect of demographic variables on 
customer satisfaction towards internet banking. 

 To measure the overall customer satisfaction towards 
internet banking 

Research Design: 

 

The present study is an exploratory investigation carried out to 
gain an insight into the customer satisfaction level with the 
quality of Internet banking services provided by public and 
private sector banks in Indore. The study is based on primary 
and secondary data sources. 

Data Collection: 

Primary data shall be collected through a well-equipped 
interview schedule from the customers of public and private 
sector banks in Indore. Secondary source of data shall be the 
journals, magazines and various websites which publish 
articles and statistical data. 

Population of the study:   The population of the study 
consists of the customers those who are having account and 
they frequently access the Internet banking services. For 
effective coverage and lower cost, non-probability and 
convenient sampling technique was used to select the 
participating respondents. Customers were sub- divided into 
demographic profile based on Age, Income, Gender, Marital 
status etc. 

Sample size: Total 150 customers constituted our sample size. 

 
One Way ANOVA of the Effect of Demographic 
Characteristics on Customer Satisfaction with regard to 
the Internet Banking 

H01: Gender wises there is no significant difference in 
Customer Satisfaction towards Internet Banking 
Services in Public and Private Banks in Indore City. 

H11: Gender wises there is a significant difference in 
Customer Satisfaction towards Internet Banking 
Services in Public and Private Banks in Indore City. 
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H02: Age wise there is no significant difference in Customer 
Satisfaction towards Internet Banking Services in Public and 
Private Banks in Indore City. 

H12: Age wise there is a significant difference in Customer 
Satisfaction towards Internet Banking Services in Public and 
Private Banks in Indore City. 

 

 

H04: Education wise there is no significant difference in 
Customer Satisfaction towards Internet Banking 
Services in Public and Private Banks in Indore City. 

 

H14: Education wise there is a significant difference in 
Customer Satisfaction towards Internet Banking 
Services in Public and Private Banks in Indore City. 

 

 

 

 

 

H05: Marital Status wise there is no significant difference in 
Customer Satisfaction towards Internet Banking 
Services in Public and Private Banks in Indore City. 

H15: Marital Status wise there is a significant difference in 
Customer Satisfaction towards Internet Banking 
Services in Public and Private Banks in Indore City. 
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Conclusion 

Internet banking has become a necessary survival weapon and 
is fundamentally changing the banking industry worldwide. 
Today, the click of the mouse offers customers banking 
services at a much lower cost and also empowers them with 
unprecedented freedom in choosing vendors for their financial 
service needs. This study has analyzed the overall satisfaction 
of customers regarding the performance of Internet banking. 
Age, Gender, Education and amount they maintain in the bank 
are the important demographic factors which have major 
impact on the satisfaction of the customers on e-banking. 
Bankers have to adopt the right strategies to attract and 
different age group and different income class customers so as 
to retain the customers and to offer better services to them. 
Internet Banking will be successful for banks only when they 
have Commitment to Internet Banking along with a deeper 
understanding of customer needs. 
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