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CHAPTER-I
INTRODUCTION AND RESEARCH METHODOLOGY
1.1 INTRODUCTION

With the development of Information Technology (IT)e world has become a
global village and it has brought a revolution ire tbanking industry. The banks
appear to be on the fast track for IT based preadant services. Deregulation and
liberalization in the financial sector has stimathtfinancial innovations. Breath
taking developments in the technology of telecomications and electronic data
processing have further accelerated these chaigebnology has become the fuel
for rapid change. Information Technology is no lengonsidered as mere transaction
processing or continued to Management Informatigstesn (MIS). In its wider sense
it implies the integration of Information Systemtvcommunication technology. One
sector that has undergone fundamental changes@ssaquence of the application of
IT is banking. The new technology has radicallgr@tl the traditional ways of doing
banking business. Today, no banking business gpocate strategy is complete
without information technology.

Technology in Indian banking has evolvetdssantially from the days of back
office automation to today's online, centralizedl amegrated solutions. Banking is
now no longer confined to the branches where orsetbaapproach the branch in
person, to withdraw cash or deposit a cheque arestcp statement of accounts. With
the expansion of internet usage, e-Banking hasrbeame of the most revolutionized
components of today’s economic growth. E-Bankingasverful value added tool to
attract new customers and retain the existing owath the proliferation of internet
and computer usage, the electronic delivery of ekBey service has become ideal for
banks to meet customer expectations. Besides [ishiel eliminating costly paper
handling and teller interaction in the increasingbmpetitive banking environment.
The potential competitive advantage of e-bankieg In the areas of cost reduction
and satisfaction of consumer needs. As per thenatenal report the banking
transactions on a brick and mortar banking costsrat Rs.50, while through ATM it
costs around Rs.14 toRs.15. On the other handnittéransaction costs less than a
rupee. Providing banking is increasingly becomingeed to have’ than a ‘nice to
have’ service. The e-banking thus now is more nban rather than an exception in



many developed countries due to the fact that ithé cheapest way of providing
banking services. (Arunachalam L and SivaSubramaivia 2007)*

Electronic distribution channels provide alternasivfor faster delivery of
banking services to a wider range of customersleg¢a and Ahmed 2008)Most of
the customers who start banking online do it beedligy need to pay bills frequently
and would like to do it with minimum effort. Besgl¢hat, people use the internet
banking to keep an eye on their money matters, #miv account balance and check
security payments from other parties.(Kolodinsky JMHogarth, and
Hilgert.MA,2004,)® Information technology enabled electronic channelperform
many banking function that would traditionally barmed out over the counter
(Giannakoudi 1999%)the use of paper cheques has been supplemenetysstep
with e-cheques (electronic images) allowing bark$hdve more storage capacity ,
reduce costs, and improve customers services (@abeludgins 2005)

E-Banking provides enormous benefits tastoners in terms of the ease and
cost of transactions. Online banking helps banksetain their existing customers,
improve customer satisfaction, increase banks’ etaskare, reduce administrative
and operational cost and more importantly improamkis’ competitive position.
(Khalfan.et al, 2006°) E-Banking allows people to interact with theirnking
accounts via the Internet from virtually anywherahe world. The electronic banking
system allows consumers to access their bankinguats, review most recent
transactions, request a current statement, trafghels, view current bank rates and
product information and reorder checks. The el@dtrbanking system can be seen as
an “extension of existing banks.”

The introduction of electronic banking\sees also creates new tasks to be
forced, such as the optimization of distributiorachels and the security of data
transfer. The customer will not purchase a sertheg fails to meet his requirements
or a service that does not guarantee the requimedqy and security. E-Banking is a
fast spreading service that allows customers to ameputer to access account-
specific information and possibly conduct transatdi from a remote location - such
as at home or at the workplace. ATM cards, creatitlg, debit cards, smart cards, all
these have eased human life up to such an exerbtifay life without these seems to
be hard, full of misery. Internet made e-Bankingstworthy and useful. Real time
banking, 24x7 days banking, banking from anywhseade and secure banking, high

performance and flexibility etc. are the anotheaatdiees of e-banking. E-Banking is
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using everyday advancements in technology, whiclkesiat smart and banking
system of today and tomorrow. Bank customers actibesworld are now more

willing to bank online as they are more comfortabiéh internet. They also want to
avoid teller lines and telephone queues. As a cuesee of the popularity of the
Internet, hundreds and thousands of Internet uaegstrying electronic banking.

Internet continues to expand the convenience as®saokcivith electronic banking will

attract more customers. One expectation of eleictioanking is that it will replace

the need for writing cheques. In today’s marketc¢drding to preliminary data from
the latest Federal Reserve survey of patterns mglwroer spending, almost four fifths
of consumer expenditures are handled by chequestigior indirectly.”

This means that electronic banking haerg large potential for use since many
people expect that electronic cheques will suldstipaper cheques. Moreover, for
consumers, electronic money (electronic cash aactrehic cheques) means greater
efficiency than using coins, paper bills, and tiiadal banks. The electronic banking
system brings the convenience of 24-hours, sevgs daveek, banking by offering
home PCs tied directly to a bank’s computers. Iditaah, electronic money also
offers greater security than a paper-and-coin systhe success of this lies in the
fact that, how the customers give meaning (perogptio this changing technology

and to what extent they are aware about these dtaiinal changes.

1.2 NEED AND SIGNIFICANCE OF THE STUDY

The E-Banking is an offshoot of various innovatoevelopments in the fields of
Information Technology. The Indian banking indudtas started making progress in E-
Banking. Most of the private, nationalized and eceroperative banks have entered in
the technology age and providing various types lefteonic facilities and services to
their customers. But at the same time it is necgdsaknow how the customers perceive
these facilities and to what extent they are awaait the E-Banking facilities. Therefore
the present study is undertaken to focus mainlytran perception and awareness of

customers about E-banking facilities and servidessed by the banks.

E-Banking has effect on operations of bagkn a number of different ways. It has
enabled the banks to handle the payments elecalbnend inter-bank settlement faster
and in large volumes. There is increase in cust@atsfaction level, reduction in cost of

banking operations, increased productivity and wh ghere is a tremendous scope for



Indian banks to enlarge their E-banking servicesicivhcould enhance their

competitiveness. Further, new technology has rgpadfered the traditional ways of

doing banking business. Customers can view the uatsp get account statements,
transfer funds, purchase drafts by just makingvaKey punches. Availability of ATMs

and plastic cards, EFT, electronic clearing sesjicg&ernet banking, mobile banking and
phone banking; to a large extent avoid customeiaggto branch premises and has
provided a wider range of services to the customiéiere is a degree of variation in the
services provided by the banks with the emergeh&Ranking services. So, it becomes
necessary to study the nature, growth and exterii-Banking services and to study
customers’ perception and awareness about E-BanRegpite the increasing importance
of E-Banking services, the research pertaining-bamking in Indian context has been
limited. So, the present study is a modest attamtscertain the changes taking place
after e-Banking and to evaluate the customers’qpiens and awareness regarding e-

banking.

In the modern scenario of advanced infoiomatechnology, the present study is a
humble attempt to know the customers perceptionaavateness about e-Banking. It may
definitely offer meaningful insight for policy imightion to be proved better to study
customer perception and awareness while using &Bgiiacilities. The main focus of
the study is to provide information that would hétyg management of the public and
private sector banks to redesign their policiesuch a manner that large number of
customers come forward and take initiative in ugrganking facilities. Such policies or
practices of banks may create due awareness,@oaititude and right perception about
using different e-banking services among the custemThis also helps the banks to
retain its existing customers and to attract newtamers in today’s competitive
environment. This research has practical signiieabecause findings of the research
definitely focus on the factors affecting custoragserception and awareness in using e-
banking services provided by public and private@ebanks. Findings and suggestions
of this research can help the banks to design lapdove their e-Banking facilities and
marketing strategies to cope with the challengekeeiping profitable customers in the

virtual market place.

Several studies have found that firms speubstantial resources to attract new
customers by adopting different tact's and techesquas they do keeping existing

customers’. Several other firms have been poolihgheir efforts in attracting new
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customers by providing them traditional methodsnaentives. However, in the recent
era of globalization almost all the banks are myio attract new customers by providing
modern and convenient e-Banking services. By keepinmind this fact, the present
study concluded some findings. For academia, thdirfgs of this research will provide
empirical evidence and may add to new knowledgineoexisting literature of business,
economics and banking for understanding the impaicomplex relationship between e-

Banking services and customers’ perception andevess about it.
1.3 STATEMENT OF THE PROBLEM

For research purpose it very necessary to knowdtienale behind the study.
Banks are the most important service sector inet@omy. Advancement in the
technology has resulted in innovation of alterratbanking channels. These have
changed the attitude, awareness of the customarsthd traditional banking,
customers have to visit the branches to carry anking transactions but now they
have the choice alternative banking channels ATéVs, Credit Cards, Debit Cards,
Internet Banking, Mobile Banking, etc. It includiee systems that enable customers
to access accounts, transact business and obtarmation on financial products and
services through public, private or cooperative kiragn network including the
internet. However various studies on banks inditad the use of IT especially after
2003 has focused on various problems relating tkibg services. Although no one
has been conducted research work which examinesustemers’ perceptions and
awareness about E-Banking. Therefore this resemrctndertaken to study the
customers’ perception and awareness about E-Bankiagever, technology based
alternative banking services differ from the comnsenvice and traditional banking
services. Therefore this research attempts to stindycustomers’ perceptions and
awareness about E-Banking. It is based on the basgarch questions mentioned
below:

1. What is the present scenario of the banking seéctSolapur district?

2. To what extent the new technology of E-Bankingde@ed?

3. What is the exact impact of new technology?

4. How should the banking authorities and customepaeds to this fast
changing technology of E-Banking?

5. What awareness techniques are to be used to farttikatechnology of e-

Banking?



6. What are the future challenges before banks to wofethe techniques of e-

Banking?

1.4 SCOPE OF THE STUDY
For the purpose of this research study, | have seduspecific E-Banking

products and services which have been commonly lngedost of the customers i.e.
Electronic Fund Transfer including NEFT and RTG8®rvies of currency note
counting machine, MICR cheque facilities, Creditd3a ATMs, Internet Banking and
Mobile Banking. The intention behind this is todjthe customers’ perceptions and
awareness about e-Banking services, brand perceptid perceived value about E-
Banking services. | have surveyed customers ofipuinhd private sector banks
working in Solapur district. This survey does notlude co-operative and foreign
banks because in Solapur district co-operative $and at its inception stage as far as
adoption of e-Banking technology. Also Solapur e district place, no foreign
banks or their branches are there in Solapur distiihis study comparatively
examines the customers’ perceptions and awaremesg a-Banking and presented
facts of survey conducted by using appropriatessiedl techniques and tools.

For the purpose of research studlylip and private sector banks in the
Solapur District are selected. Solapur being onthefimportant commercial centers
in Maharashtra, banking services play a vital rivlethe development of trade,
industry and commerce. There is more scope to e@eharBanking or alternative
banking in the city area. It is released that thakis are investing lot of money for
computerization and automation for improvementsthe customer service and
enhance the business. Hence, | have selected $alagbuct to study the customer
perception about e-Banking. Solapur is an importamter of cotton textile industry
ever since the third quarter of the nineteenthuwegntAnd the district ranks fourth as
regards industrialization in the state. At preskate are eight cotton textile mills, and
a number of factories manufacturing bed-covers. Jaeguard Chaddars (bed-covers)
manufactured at Solapur are very famous all ovehadviashtra. Besides the modern
textile mills, Solapur is a congenial home of tledlooms wearing industry which

provides employment to a considerable number okerst

Besides the cotton textile industry, the sugarusty has also found a

congenial home in parts of the district. As a nmratfefact the sugar industry occupies



a very important position in the industrial landseas also the general economy of
the district. The sugar factories are concentratethe areas of Akluj, Malshiras,
Malinagar, Chitalennagar and Akkalkot. Bidi mantfeing and readymade garments

are also important industries in the districts.

The important cottage industries in ftilistrict are handloom, weaving,
tanning, leather working, fiber working, bamboo Wog, oil-pressing, carpentry,
smithy, dying and printing, silk processing, poftebrick making, ‘bidi’ making,
metal working, soap-making and miscellaneous intasstike ‘kum-kum’ making
‘agarbatti’ making and cap manufacturing. Also alais one of the historical tourist
places of western Maharashtra. Tuljapur, Pandhamkikalkot, Gangapur are the
devotional places. Many tourists are coming acthesState of Maharashtra. These
tourists prefer to stay in Solapur because of gaotbmmodation facilities, railway
and bus transport facilities, hotels including bagkservices. Because of the district
place the government offices are located in the aitany people are coming from all
over the district for their official work. They a&swant such convenient banking
facilities. Therefore, | have selected Solapurraistas a geographical area of my

study.

1.5 OBJECTIVESOF THE STUDY
Keeping in mind the following objectives the studyindertaken:

1) To study the development of e-Banking in India.

2) To study the present position of e-Banking in Sotdpistrict.

3) To study the customer’s perception towards e-Bankervices provided by
the banks in Solapur District.

4) To study the awareness and utilization of e-Bankaugjities provided by the
banks in Solapur District.

5) To suggest remedies to increase the awarenesslotthatomers in handling

E-Banking services.



1.6 HYPOTHESISOF THE STUDY

Hypothesis is the proposed assumption, exptanasupposition for solutions to be
proved or disproved. Hypothesis is a productivéestant capable of being tested by
scientific methods that related to independentalde to some dependant variable. The
main task in research is to test its records vattid. If hypothesis is proved the solution
can be formed and if it is not proved than alteweahypothesis need to be formulated
and tested. The researcher makes queries to swveroblem or guide further research

with the help of testing hypothesis.
This study is proposed to test the followimygpothesis.

Hi: ‘“There is no significant difference between gergtatus of respondents and their

awareness about e-Banking services.’

H,: ‘Awareness of e-Banking services is not likelwary according to marital status

of the respondents.’

Hs: ‘There is no association between awareness oarddBg services of Public

Sector and Private Sector bank customers accotditigeir income level.’

1.7 METHODOLOGY AND DATA COLLECTION

For fulfilling the objectives of the study, for tegy the hypothesis, for
conducting the investigation and thereby arriveaaiclusion, both primary and

secondary data have been collected.
1.7.1 Primary Data

Primary data was collected through questdre, customer survey and
interviews of the customers and the bank branchageus, officers, experts in

banking field.
a) Questionnaire

A detailed and comprehensive questionnaire prapared and a pilot study was
conducted to pre-test the validity of the questaren With the help of pre-tested
guestionnaire, the method of enquiry was suitabigerded and then final

guestionnaire was prepared (See Appendix No.l) reewkssary information was
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collected. The primary data was also collecteduyhodiscussions, observations and
interviews with the customers and bank officersectly related to the banking

transactions.
b) Survey

For collecting primary data surveys were asaducted. The important problem
in conducting survey of bank customers is thatidweks are not providing names and
addresses of the customers. Hence, researcherisited warious offices of the
selected banks during the office hours and off fiair ATM centres of the banks
under study and asks the customers to fill-up thestionnaire. In some cases the
researcher visited the work places of bank custem®ome customers have been
identified by getting information from financial rsé&ce providers, friends, relatives,

etc.
C) Interviews

One of the most important and common souramécting primary data is taking
interviews of the concerned persons. Thereforg@velconducted short interviews of
the customers who were using e-Banking services aBsd interviewed those
customers who were not using e-Banking service® ifitension behind this is to
know exactly the reasons of not using e-Bankinglifés such as whether they
actually do not aware of these facilities or evaough knowing what is their
perception regarding this. Such interviews havevigex a lot of information about
customers’ perception, attitude, awareness, contrgroblems, views, opinion etc
in using e-Banking services. Also face to faceriiegav with bank officials, experts in
the field of banking and technology and employeethe bank was also conducted.
The aim of such interviews was to know perspectivketheir approach towards e-
Banking services and customer awareness. Thesevi@ws provide meaningful
insight to the problem under investigation and tektionship between problems

faced by customers while using e-Banking services.
1.7.2 Secondary Data

The secondary data mainly consists the inftonaalready available or existing

information collected from external source. Theoselary data has been collected
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from various magazines, bulletins published bydndBanks, statistical table relating

to banks, trends and progress reports of RBI andalmeports of the bank.

Following sources are used for collectios@fondary data.

=

Bulletins published by Indian Banks Associatioar{gus issues).
2. Statistical tables relating to banks in India aafalié at the website of Reserve
Bank of India ywww.rbi.org.in)

3. Various journals and magazines issued by the bfaokstime to time.
4. Trends and Progress Reports of Reserve Bank od, IRl Bulletin (various
issues).
5. Reports on Currency and Finance, annual publicatid®Bl (various issues).
6. Various speeches delivered by RBI governor fronettmtime on E-payment
system.
7. Other sources of secondary data:
* Annual reports of banks.
» Professional Banker, The Management Accountantadingr banking
update journals.
» Journal of Internet Banking and Commerce, Indiamdals and other
publications.

+ \Websites of RBI.

1.8 SIZE OF SAMPLE
The present study is based on the analysis of mes8) perception and awareness
about e-Banking and the universe of the studyssioted to Solapur district only.
The sample of the present study is based@fotlowing criteria:
1. Only public and private sector banks have beemtake consideration.
2. Only the banks having transactional websites anihgae-Banking facilities
are considered.
3. Banks having good operational performance and cemguality are selected
for the purpose of the study.
4. E-Banking services mainly include retail servicéered to customers such as
ATM, EFT, RTGS, Credit card, Debit card, Mobile kag, etc.
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Solapur District includes 11 talukasnedy Malshiras, Sangola, Pandharpur,
Mangalwedha, Mohol, Karmala, Barshi, Madha, Akkalkéorth Solapur and South
Solapur. Primary investigation has been conducte#niow the availability of e-
Banking facilities. On that basis Pandharpur, Aldnogl Solapur are selected as sample
for the study. Moreover, two public sector banksnaly State Bank of India (SBI)
and Bank of India (BOI) and two private sector banlamely Axis Bank and ICICI
Bank are selected as sample for the study purpgaseng the public sector banks
State Bank of India (SBI) is selected for the stadyit is a largest bank in all respect
in this sector. Bank of India (BOI) is selected $tmdy purpose because it is the ‘Lead
Bank’ of the Solapur district.

However, to study the customers’ peliogpand awareness about e-Banking it
was not possible to select all the banks theretwe,public sector banks (SBI and
BOI) and two private sector banks (Axis Bank antCliBank) were selected and the
criteria was asset base i.e. banks with big asasé land adoption of e-Banking

techniques as said earlier.

1.8.1 Selection of Sample Period

The most important part of research work iled®n of sample period. The
present study relates to the period 2008 onwargisause the Indian banking sector
adopted e-Banking system mainly during this periboe services like ATM, EFT,
RTGS, Debit cards, Credit cards, Mobile Bankingwére introduced after the year
2008 only. To study the extent of e-Banking sewieewebsite analysis was also
conducted.

Thus, present study covers one district (Sol&pstrict), two public sector banks
(SBI and BOI), two private sector banks (Axis bamid ICICI bank) and total 464
bank customers classified as 343 respondents froblicpsector banks and 121
respondents from private sector banks. The brarish and area wise break-up of
sample size is shown in table no. 1.1
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Tableno 1.1 Size of Sample (Branch wise and Area wise)
a) Public Sector Banks (No. of Customers)

Bank State Bank of India Bank Of India Total | Sample | Total
size Sample
Place (0.20%) | size
Solapur Treasury Br. 20500 Subhash Ch. Br. 19500 137
Balives Br.  15440| Rly. Lines Br. 13000
36000 32500 68500
Akluj Main Br. 25000 | Mahaveer Peth 30300 55300 110
Pandharpur | Bhosale Nagar 22000 Nagar Parishad 26000 48000 96 343
b) Private Sector Banks (No. of Customers)
Bank AXIS Bank ICICI Bank Total | Sample | Total
size Sample
Place (0.20%) | size
Solapur Rly. Lines Br. 7250 | Park Ch. Br. 14200
Hotgi Rd. Br. 5350| Mahaveer Ch. 12400 77
12600 26000 | 38600
Akluj Mahavir Peth 4500 Tamhane Arc.  600( 1050021
Pandharpur | New Bus St. 5900, Navi Peth Br. 5500 11400 23 121

Total sample size (343+121) 464.
Source: urvey

1.9 TECHNIQUES OF DATA ANALYSIS
The secondary data with reference to period 200862D12-13 have been

analyzed and interpreted. The primary data coltefrtem individual bank customers

was processed and analyzed with the help of Midt&sael 2007.

1.10 TESTING OF HYPOTHESIS
The following statistical tools were used to té& hypothesis :

1. Chi-Square Test to study customers’ awareness @&Banhking services.

2. Co-efficient of co-relation technique to study asress of e-Banking

services and income level of Public Sector and a®eivSector bank

customers.
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1.11 LIMITATIONS OF THE STUDY
To have more preciseness in research work,necessary to put forth limitations

of the study also. Every research work is subj@cettain limitations and this study is

not an exception to this rule.

The present study has the following limaati

1.

The present study is restricted to the customessspgectives only. Therefore,
it does not cover any performance appraisal oriopion e-banking services
from bankers’ perspective.

The responses for the study have been solicited tiee bank customers of
Solapur district only. The expectations of the ocostrs in Solapur district
may vary from those of the rest of India.

The present research focus mainly on the perceptioth awareness of
customers about e-Banking services such as ATM, BHGS, ECS, Mobile
Banking, etc. Although an attempt has been madextensively identify the
attributes of the customers regarding these sexyvigs there is possibility of
missing some other dimensions influencing the gusts’ behavior in using
these services.

Any primary data based study carried through adesgned questionnaire
suffers from the basic limitation of possibility dffference between what is
recorded and what is truth, no matter how carefthily interview has been
conducted. The present study may also suffer flamlimitation because the
people might not have deliberately reported theie topinion due to some
biasness. So, the study may suffer from the elesnehbiasness; and it is
difficult to reach at the real situation.

The customers of only four banks (two public seetod two private sector
banks) were selected for the present study. Asualtrehe generalization of
the findings of the present research should be idered carefully.
Furthermore, the sample was restricted to commidoeiaks only. The other
major banks like co-operative banks have also estadffering electronic
banking services. The analysis of e-banking sesvprenmarily concerns retalil
banking services only; and services of corporatergking have not been

analyzed.
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6. To assess the behavioral attitude of the custosesmsral ratios, psychological
models, etc can be used to judge the perceptidityd®, awareness of
customers. But this is judged only by taking thews and opinion of
customers. More rigorous analysis needs to be flumketter understanding
of the results.

7. The secondary data based information collectedhigr study carries all the
limitations inherent in such data.

8. Non-availability of the data and non-response frii@ banks are the other
major limitations of the study. As no published alas available on the
electronic banking services provided by the bankdnidia, so the study
mainly relies upon websites for analyzing the ekteielectronic banking

services.

1.12 DEFINITIONSAND MAJOR TERMSUSED

Following major terms are used in this study. Tieaning and definition of

these terms related with the present study is gageipelow:

1) Customer: The term ‘Customer’ means a person who has an ateath the bank
(whether savings, recurring, current or fixed actpand he is dealing with the bank

at regular intervals.

2) Perception: Perception determines what is seen and felt albeusituation. In its
simple sense, perception means perceiving i.engjivheaning to the situation or
environment around us. It perceives of objects wiatare faced with. In our day to
day life, what we do in practice is that we receseene objects while we reject the
others. Further, we look at something, yet percéiv@ive meaning) differently.
Looking at a painting, some may perceive it as blauthe others as ugly. Then, the
guestion arises why the same object is perceivedénstood differently by different
people. The answer to it is ‘Perception’ which iscagnitive factor of human
behavior. In the present study the customers magepe the e-Banking services
differently. Therefore, it becomes necessary ferrgsearcher to study the customers’
perception about different e-Banking services piesli by the public and private

sector banks.
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3) Awareness. In its lateral sense ‘Awareness’ means having kedgé of
something. In the present study awareness of cestors judged. To what extent the

customers are having knowledge of different e-cknis measured in this study.

4) Public Sector Banks: All nationalized banks are the public sector bariksblic
sector banks are those in which majority stakeeld by Government of India. They

include State bank of India and its associatesodimel nationalized banks in India.

5) Private Sector Banks: Private sector banks are those banks, the majirishare
capital is held by private individuals and corperakhe private banks include the old

private sector banks and new private sector banks.

6) E-banking: E-Banking is defined as the automated delivery arikding products
and services through electronic, interactive compation channels. Any user with
the personal computer and a browser can get cathdot his banks’ website to
perform any of the virtual banking functions. IrBanking system the bank has the
centralized data base that is web- enabled. Threexganking individuals and
corporate customers can access accounts, transsioebs, transfer funds or obtain
information on bank products and services throlnghdlectronic media without any
paper transaction. E-Banking also means transtgeoirfunds electronically with the
use of computer and other electronic modes. Theeptestudy mainly focuses on e-

Banking facilities offered by public and privatecg® bank.
1.13 CHAPTER SCHEME OF THE STUDY

The study has been structured into the followinxgchiapters:
Chapter 1: Introduction and Research Methodology:

This chapter mainly focuses on introduction of #tedy. This chapter also
includes the need and significance of the studgteBtent of the problem is also given
in this chapter. The objectives, scope and hyp&hashe study are covered in detalil
in this chapter. The main part of the researchthe. research methodology, data
collection, technique of data analysis is explcifiven in this chapter. Detailed
procedure of size of sample and selection of sampleod is also given. Lastly,

limitations of the study and definitions of the wrajerms are outlined in this chapter.
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Chapter 2: Review of Literature:

In this chapter | have presdnthe review of literature of various

authors, experts and the research articles refatdw: subject.
Chapter 3: Theoretical Framework of the study:

This chapter is mainly coveng theoretical framework of the study,
which includes historical perspective of Indian Biag with brief history of Indian
Banking. The main focus of this chapter is highligh the emergence of e-Banking
services, development of e-Banking in India, redesmds and e-banking products
and services. Lastly, this chapter also includessite risks while handling e-

Banking services.
Chapter 4: Profile of the Study:

This chapter consists the profile of the Solapurstiit such as
introduction, historical background, physical backgd which includes location,
geographical area etc, demographic background wihidihdes population, literacy
status etc and economic background comprising ¢iahrand banking scenario of

Solapur District.
Chapter 5: Analysisand Interpretation of Data:

This chapter deals with thestionportant aspect of research work i.e.
analysis and interpretation of data collected. @halysis and interpretation is done
with the help of information and statistics colktthrough questionnaires, interviews
and surveys conducted. The data is presented hgtine¢lp of tables, graphs, charts,

etc in this chapter.
Chapter 6: Findings, Suggestions and Conclusion:

This final chapter is the outptithe whole research work. In this chapter
with the help of data analysis and interpretati@anfindings are highlighted. On the
basis of findings, the summary of research workthe form of suggestions,
conclusions and recommendations for future reseanrk is highlighted in this last
chapter.
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