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Abstract 

Banking industry is a backbone of Indian financial system and it is afflicted by many challenging forces. One such force is 
revolution of information technology. In today’s era, technology support is very important for the successful functioning of the 
banking sector. Without IT and communication, we cannot think about the success of banking industry, it has enlarged the role of 
banking sector in Indian economy. For creating an efficient banking system, which can respond adequately to the needs of growing 
economy, technology has a key role to play. In past 10 years, banks in India have invested heavily in the technology such as Tele 
banking, mobile banking, net banking, ATMs, credit cards, debit cards, electronic payment systems and data warehousing and data 
mining solutions, to bring improvements in quality of customer services and the fast processing of banking operation. With the use of 
technology there had been an increase in penetration, productivity and efficiency. It has not only increased the cost effectiveness but 
also has helped in making small value transactions viable. Indian banking has undergone a total transformation over the last decade. 
Moving seamlessly from a manual, scale-constrained environment to a technological leading position, it has been a miracle. Such a 
transformation takes place in such a short span of time with such a low cost. In this context the researchers intended to undertake a 
research with entitling the topic as “Buffet of information technology on banking services in India- A Study of aye and nay to 
customers”. 
 
Keywords:Buffet, Bank,ATM, Credit Cards, Debit Cards, Electronic Payment Systems. 
 
Introduction 

Information Technology has made a revolution in each and every sphere of human life. Indian Banking System has reached 
every nook and corner of the country. Indian Banking System is no longer kept to just the metropolitans, yet has come to try and to the 
remote corners of the nation. The current technological environment facilitated in providing multiple and innovative contemporary 
services to the customers. Expectations of the customers have increased due to the impact of technology, increase in modern 
technology and increase in global literacy levels. Globalization, liberalization and privatization have brought remarkable changes in 
the banking service sector in India. Competitive pressures have also forced the banks to reconsider the way they do business. The 
traditional over-the-counter banking is slowly losing its prominence due to self-service techniques and competitive pressures by 
banks. Computer, telecommunications and internet have revolutionized banking service by offering alternate services by shifting 
towards internet banking. This enabled customers to access banking services in different ways on their smart phones and computers. 

 
Review of Literature 

Manjushree (2014) defines that the core banking as the business conducted by a banking institution with its retail and small 
business customers. Core banking was considered as a paradigm shift. She has carried out a study to ascertain the level of satisfaction 
among the customers of core banking solutions of the State Bank of India and has made out an inference.  

 
Geetha and Ramanarayanan [2015], in their study explored the impact of core banking solutions on select consumers. 

Their research indicates that younger populations (age group of 35-45) have annual income of more than Rs: 1, 20,000 and were 
familiar and accustomed with the internet banking. The customers, in the study area had opined that core banking solution saves time 
and is more consumers friendly.  

 
A K Bansal (2016) in his studies and described how technology transformed Indian banking sector. ECS, RTGS, NEFT, 

ATM etc. are the various innovations in the banking sector. In this paper, the author highlights advantages and challenges of banking 
initiatives. IT helps banks to modify services, delivery channels to customers. IT also helps to improve the CRM in banks. 

 
Dr.G.Anbalagan(2017)  stated that,the Indian banking sector has improved the terms and new Technology. The innovative 

banking technology changing reforms have changed the face of Indian banking and financial sector. It is the evident that the banking 
system has grown in India to compare with other country.   

 
Gayathri G and Suvitha K Vikram (2018), it is concluded that bank should promote technology in their operations. It will 

definitely enhance their operational efficiency very well. Government and regulations also promote IT-related aspects of their 
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operations which include different software, robots which smoothens bank’s activities and increase profitability. Phishing, hacking 
etc. are the threats that will happen in the banking sector while implementing IT.  

 
Statement of Problem 

From the above discussion and review of literature, it is quite clear that there are N number of studies have been taken place 
in the area of technology usage in banking sector. But still customer related studies with reference to technological banking service are 
very few. To fill this gap the researchers are intended to study by putting title as “Buffet of information technology on banking 
services in India- A Study of aye and nay to customers”. 
 
Objectives 
1. To study the role of technology in banking services 
2. To determine the technology in banks used by the customers. 
3. To analyze the banking innovations after computerization of banks in India 
 
Hypothesis 
1. H0: There is in between no significant relation usage of technology and demographic profile 
2. H0: There is no significant relation in between usage of branch banking and demographic profile 
3. H0: There is no significant relation in between usage of ATM and demographic profile 
4. H0: There is no significant relation in between usage of internet banking and demographic profile 
5. H0: There is no significant relation in between usage of e-banking services and demographic profile 

 
Research Methodology 

For the collection of data, the researchers have used both primary and secondary sources. The primary data has been collected 
from 50 respondents on the basis of convenient sampling. The secondary data have been collected from published sources such as 
journals, periodicals and websites. For analyzing the data simple percentage and Chi-Square tools have been used by the researchers. 

 
Scope and Limitations of The Study 

Due to the confinement of time and money the study is limited to the Kalaburagi city selected banking customers only. Only 
50 respondents’ opinion with reference to banks services has been considered without categorizing banks as public, private and others. 
 
Analysis and Interpretation 

Table No 01. Demographic Profile of the Respondents: 
Age No. % Education No. % 
Upto 25 09 18 Illiterate 04 08 
26-35 17 34 Up to SSLC 13 26 
36-45 12 24 Graduation 18 36 
45- 55 09 18 Post-Graduation 12 24 
55 and above 03 06 other 03 06 
Total 50 100  50 100 
 
Occupation No. % Income No. % 
Employee 12 24 Up to 02 Lakhs 11 22 
Businessman 16 32 02 to 04 Lakhs 18 36 
Professional 08 16 04 to 06 lakhs 14 28 
others 14 28 06 lakhs and above 07 14 
Total 50 100 Total 50 100 

 
Table No.1 crystallizes about the demographic profile of the respondents. It is clear from the above table that, in terms of age 

group 18% were below 25 years; 34% of 26 to 35 years; 24% were 36 to 45 years; 18% were 45 to 55 and remaining 06% were 56 and 
above years old out of 50 respondents are using banking services. Distribution of respondents by level of education revealed that 08% 
are illiterate; 26% are SSLC; 36% are graduates; 24% are post graduates and remaining 06% had other level of education. In relation 
to occupation, 32% are businessmen; 28% are others bracket; 24% are employees and remaining 16% are professionals are bank 
customers. In terms of income is concerned 36% are in 02 to 04 lakhs bracket; 28% are 04 to 06 lakhs group; 22% are having less than 
02 lakhs income and remaining 14% are having more than 06 lakhs income per year. 
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Table .2 showing the level of usage of technology 
H0: There is in between no significant relation usage of technology and demographic profile 
H1: There is significant relation in between usage of technology and demographic profile 

Usage of technology No of respondents Percentage 
Financial transaction 13 26 
Stock exchange 04 08 
Online banking 21 42 
e –payments 12 24 
Total 50 100 
Chi-Square 
 P=Value df Sign. 
Income and Usage of technology 73.704 09 0.000 
Occupation and Usage of technology 89.485 09 0.000 
Education and Usage of technology 90.002 12 0.000 
Age and Usage of technology 89.916 12 0.000 

 
The table No.02 depicts the information about level of usage of technology. From the above it is clear that the calculated 

value of Chi-Squares’ significance level is 0.000 for all the elements with respective degree of freedom, which is less than the 
slandered level of significance i.e.,0.05. Hence the null hypothesis has been rejected and accordingly alternative hypothesis has been 
accepted i.e., there is a significant relation in between usage of technology and demographic profile. In a nutshell the inference may be 
drawn that every element of demographic profile are using the technology which is the need of the hour. Perhaps it may be due the 
reason that, the era is full of technology. 

 
Table .3 showing how frequently branch banking used per month 
H0: There is no significant relation in between usage of branch banking and demographic profile 
H1: There is significant relation in between usage of branch banking and demographic profile 

Branch banking used per month No of respondents Percentage 
Nil 14 28 
1 to 3 times 29 58 
3 to 8 times 05 10 
8 to 12 times 02 04 
Over 12 times 00 00 
Total 50 100 
Chi-Square  
 P=Value df Sign. 
Income and Branch bank use 86.761 09 0.000 
Occupation and Branch bank use 59.698 09 0.000 
Education and Branch bank use 83.182 12 0.000 

Age and Branch bank use 81.923 12 0.000 
 

The table No.03 exhibits the information abouthow frequently branch banking used per month. From the above it is clear that 
the calculated value of Chi-Squares’ significance level is 0.000 for all the elements with respective degree of freedom, which is less 
than the standard level of significance i.e.,0.05. Hence the null hypothesis has been rejected and accordingly alternative hypothesis has 
been accepted i.e., there is a significant relation in between usage of branch banking and demographic profile. In toto it may be 
inferred that, due to the advancement of technology usage in banking sector, customers are not having any interest in branch banking 
services. Perhaps it may be because of huge opportunity for them to access while sitting in any corner of the nation rather than 
physical visit to bank. 
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Table .4 Showing how frequently ATM used per month 
H0: There is no significant relation in between usage of ATM and demographic profile 
H1: There is significant relation in between usage of ATM and demographic profile 

ATM used per month No of respondents Percentage 
Nil 03 06 
1 to 3 times 07 14 
3 to 8 times 13 26 
8 to 12 times 17 34 
Over 12 times 10 20 
Total 50 100 
Chi-Square  
 P=Value df Sign. 
Income and ATM use 96.090 12 0.000 
Occupation and ATM use 89.236 12 0.000 
Education and ATM use 96.329 16 0.000 
Age and ATM use 1.143E2 16 0.000 

 
The table No.04 crystallizes the information abouthow frequently ATM used per month. From the above it is clear that the 

calculated value of Chi-Squares’ significance level is 0.000 for all the elements with respective degree of freedom, which is less than 
the standard level of significance i.e.,0.05. Hence the null hypothesis has been rejected and accordingly alternative hypothesis has 
been accepted i.e., there is a significant relation in between usage of ATM and demographic profile. At last, it may be inferred that, 
due to the easy and huge availability of ATM machines and card swiping facilities customers are using ATM cards as a mode of 
cashless instrument for their day today financial transactions. 

 
Table .5 Showing how frequently internet banking is used per month 
H0: There is no significant relation in between usage of internet banking and demographic profile 
H1: There is significant relation in between usage of internet banking and demographic profile 

Internet banking is used 
per month 

No of respondents Percentage 

Nil 04 08 
1 to 3 times 07 14 
3 to 8 times 15 30 
8 to 12 times 19 38 
Over 12 times 05 10 
total 50 100 
Chi-Square  
 P=Value df Sign. 
Income and Internet banking 
usage 

1.170E2 12 0.000 

Occupation and Internet 
banking usage 

91.738 12 0.000 

Education and Internet 
banking usage 

1.183E2 16 0.000 

Age and Internet banking 
usage 

1.182E2 16 0.000 

 
The table No.05 reveals the information abouthow frequently internet banking used per month. From the above it is clear that 

the calculated value of Chi-Squares’ significance level is 0.000 for all the elements with respective degree of freedom, which is less 
than the standard level of significance i.e.,0.05. Hence the null hypothesis has been rejected and accordingly alternative hypothesis has 
been accepted i.e., there is a significant relation in between usage of internet banking and demographic profile. At the end inferences 
may be that, due to the advancement of technology there is a paradigm shift in banking services, hence customers are having more 
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interest in internet banking.  Because internet banking has become a modern plethora for the customers to meet out all their desires by 
transacting through internet banking. 

 
Table .6 Showing reasons why E-banking services not used by most of the customers 
H0: There is no significant relation in between usage of e-banking services and demographic profile 
H1: There is significant relation in between usage of e-banking services and demographic profile 

E-banking services not used No of respondents Percentage 
Security risk 22 44 
Prefer traditional banking 11 22 
Not aware of e-banking 08 16 
Some bank charge high fees 09 18 
Total 50 100 
Chi-Square 
 P=Value df Sign. 
Income and reason not use e-banking 
services 76.894 09 0.000 

Occupation and reason not use e-banking 
services 66.244 09 0.000 

Education and reason not use e-banking 
services 75.821 12 0.000 

Age and reason not use e-banking services 74.047 12 0.000 
 

The table No.06 shows reasons why E-banking services not used by most of the customers. From the above it is clear that the 
calculated value of Chi-Squares’ significance level is 0.000 for all the elements with respective degree of freedom, which is less than 
the standard level of significance i.e.,0.05. Hence the null hypothesis has been rejected and accordingly alternative hypothesis has 
been accepted i.e., there is a significant relation in between usage of E-banking services and demographic profile. At last, it may be 
inferred that, though the technology has become more advanced but still there are many hackings, frauds are taking place in spite of all 
the security majors. For that reasons only some customers are hinders to go for online banking. But now banking has become more 
secure as it was in the past. 

 
Conclusion 

Technology has been one among the foremost necessary factors for the event of human beings. Information and 
communication technology is that the major advent within the field of technology that is employed for access, process, storage and 
dissemination of data electronically. Banking industry is quick growing with the employment of technology within the variety of 
ATMs, online banking, SMS banking, Mobile banking etc., plastic card is one among the banking merchandise that cater to the wants 
of retail section has seen its range grow in patterned advance in recent years. Net has competed as many opportunities for players 
within the banking sector. Whereas the new entrants have the advantage of latest technology; the goodwill of the established banks 
offers them a special chance to steer the net world. Now technological banking has become flourish or perish both for bankers and 
customers due to the announcement of cashless economy. But it’s a welcome issue which helps both customers as well as bankers in 
particular and speed growth of nation’s economy in general. 
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