520 _ N o

V& ‘3, International Scientific Journal of Engineering and Management (ISJEM) ISSN: 2583-6129

\\'LISJEM‘L\,’ Volume: 04 Issue: 04 | April — 2025 DOI: 10.55041/ISJEM02846
An International Scholarly || Multidisciplinary || Open Access || Indexing in all major Database & Metadata

b S L 4

The Impact of Digital Banking on Customer Satisfaction in India

Author: Isha Yadav

Abstract

Digital banking has revolutionized the Indian financial ecosystem, offering convenience, speed, and accessibility.
This research paper examines the impact of digital banking services on customer satisfaction in India. Using
secondary data, this study explores the key factors influencing user experience, such as ease of use, security,
responsiveness, and service quality. The paper concludes that while digital banking has significantly improved
customer satisfaction, challenges like cybersecurity and digital literacy still persist.

1. Introduction

In recent years, digital banking has emerged as a powerful tool transforming the way financial services are
delivered. With the rise of smartphones, internet penetration, and government initiatives like Digital India, the
banking sector has seen a rapid shift from traditional methods to digital platforms. The COVID-19 pandemic
further accelerated this trend, making digital banking not just a convenience but a necessity. This paper studies
how this transition impacts customer satisfaction in India.

2. Objectives of the Study

- To understand the growth of digital banking in India.
- To analyze the key factors that influence customer satisfaction in digital banking.
- To identify the benefits and challenges associated with digital banking from a customer perspective.

3. Research Methodology

This study is based on secondary data collected from various journals, articles, RBI reports, and websites.
Descriptive analysis has been used to interpret the data and draw conclusions. No primary data
(survey/interviews) has been used in this study.

4. Review of Literature

According to the Reserve Bank of India (RBI), digital transactions in India have grown exponentially over the
past decade. Several studies highlight that digital banking offers benefits like 24/7 access, time-saving
transactions, and reduced paperwork. However, some researchers also point out concerns regarding transaction
errors, lack of digital literacy, and security issues. Overall, literature supports the idea that digital banking
enhances customer satisfaction when services are secure, easy to use, and efficient.

5. Data Analysis & Findings

Based on secondary data:

- User Growth: As per RBIs 2023 data, UPI transactions crossed 10 billion per month, showing massive adoption.
- Customer Preferences: Customers prefer apps with high-speed transactions, intuitive Ul, and strong security
features.
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- Security Concerns: Despite growth, over 30% of users still worry about fraud and data breaches.
- Customer Support: Digital-only banks face criticism for lack of human interaction in problem-solving.

Findings suggest that customers are largely satisfied with digital banking due to its convenience, but want better
support systems and security improvements.

6. Conclusion & Suggestions

Digital banking has significantly improved the overall customer experience by making banking faster, easier, and
more accessible. However, to sustain and increase satisfaction, banks should:

- Invest in cybersecurity infrastructure.

- Simplify user interfaces for rural and elderly customers.

- Offer hybrid models combining digital and human assistance.

- Educate customers about safe digital practices.

With continued innovation and customer-centric improvements, digital banking can further strengthen its role in
financial inclusion and satisfaction in India.
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