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ABSTRACT 

The revolution in technology and evolution on awareness of internet banking has enroute to this descriptive research. The 
Study on awareness towardsof internet banking among senior citizens, whichhighlightsastheDataarerelaysonrespondentsi.e.,senior 
citizens.Banks may extend customer meeting time with bank officials and also friendly approach is necessary. It will automatically 
improve the banking service and development of banks. The study is useful to know the consumer awareness of internet banking 
system and what types of risk involved in e-banking system and investigatesthefactorsonhindrances,servicesrendered, supporting 
factors,etc.,thefindingdepictsthatthecustomersuseonlylimitedfacilitiesaspertheir 
awarenessgainedamongthevariousavailabilitiesofinternetbankingserviceavailable. 
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INTRODUCTION 

Internet banking is a form of self-service technology. The numbers of Internet users have increased dramatically, but most of 
them are reluctant to provide sensitive personal information to websites because they do not trust e-commerce security. This paper 
investigates the factors influencing of e-services on senior citizens buying behavior and also indicates level of concern regarding 
security and privacy issues in Indian context. Primary data was collected from 200 respondents, above the age of 60, through a 
structured questionnaire. Were used to know trend of internet use and factors affecting Internet Banking services among senior citizen 
customer in Bangalore, India. The finding depicts many factors like security & privacy, trust, innovativeness, familiarity, awareness 
level increases the acceptance of Internet Banking services among Indian customers.  

 
The finding shows that in spite of their security and privacy concern, senior citizen customers are willing to adopt online 

Internet Banking if banks provide him necessary guidance. Based on the results of current study, Bank's managers would segment the 
market on the basis of age group and take their opinion and will provide them necessary guidance regarding use of online Internet 
Banking. Internet Banking is fast becoming a norm in the developed world, and is being implemented by many banks in developing 
economies around the globe. The main reason behind this success is the numerous benefits it can provide, both to the banks and to 
customers of financial services.  

 
For banks, it can provide a cost-effective way of conducting business and enriching relationship with customers by offering 

superior services, and innovative products which may be customized to individual needs. For customers it can provide a greater choice 
in terms of the channels they can use to conduct their business, and convenience in terms of when and where they can use Internet 
Banking. Over the last decade India has been one of the fastest adopters of information technology, particularly because of its 
capability to provide software solution to organizations around the world. This capability has provided a tremendous impetuous to the 
domestic banking industry in India to deploy the latest in technology, particularly in the Internet banking and e-commerce areas. 
Technology is playing a major role in increasing the efficiency, courtesy and speed of customer service. 

 
STATEMENT OF PROBLEM 

In the present state of affairs, Internet Banking sector has been seen a mammoth progress and the popularity with respect to 
the Internet Banking services and its products. This development has led to the large number of Internet Banking transactions, which 
are faster and more convenient mode of transactions, for the bank customers. Internet Banking draws a great attention in Internet 
Banking industry. This is because Internet Banking reflects the internet. Several major banks in India are offering Internet Banking 
services. Thus, Internet Banking becomes an important part of the Indian banking sector. So, it is important to know the awareness 
level of Internet Banking among senior citizen from various bank in Coimbatore city. 
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OBJECTIVE OF THE STUDY 
 To approach on the attitude of senior citizen towards Internet Banking 
 To understand the adaptability of senior citizen towards Internet Banking 
 To know the various risk factors faced by Senior Citizen using internet banking 
 To analyze the awareness towards Internet Banking among Senior citizen. 

 
SCOPE OF THE STUDY 

The aim of the study is to assess the internet banking service among senior citizen in Coimbatore district. The study has been 
taken to identify internet banking facilities available from the bank to the account holders how they are availing the facilities. The 
study also highlights the level of satisfaction among senior citizen regarding the various internet banking services. This study is also 
extended further to cover the influence of socio-economic variables on the satisfaction level of the customers. Moreover, internet 
banking product-wise satisfaction level of the customers has also been studied. 

 
RESEARCH DESIGN 
 The study undertaken was descriptive in nature as it provides description of the state of affairs, as it exists at present “A study 
on awareness towards Internet banking among senior citizen with special reference to Coimbatore city”. 
 
TOOLS FOR ANALYSIS  
 It is carried out in the following ways. 
 Simple percentage method and Ranking analysis 
 
REVIEW OF LITERATURE 
Uma Sankar, BibhutiBhusan, SarojKanta, BidhuBhusan (2017) 1 made a comparative study on “Employee Evaluations of 
Customer Satisfaction: A Comparative Study Between Public and Private Banks in India” and found that good premises and suitable 
location of the branch are essential for bank branches for smooth operation of banking business. When the private banks are compared 
with public sector banks, all the private banks have excellent locations from business point of view compared to public banks. Getting 
high-value customers or more business from the existing customers is being adapted as the major strategies by the public sector banks, 
which is not true in case of private sector banks. For providing better service to customers proper training should be given to the staff 
by the banks. The rate of vanishing customers is higher in case of urban large-sized public sector banks. The more attractive private 
banks are able to attract new customers. 
 
Sakthivel. G (2016)2 made a comparative study on customer perception towards the services provided by public sector and private 
sector banks with reference to select banks in Coimbatore district. He focused on three public sector banks namely SBI, IOB and 
INDIAN Bank and three private sector banks namely ICICI, HDFC and IndusInd Bank. The study is divided into three parts. The first 
part deals with customer preference while selecting the banks of their choice. The second part is to identify the level of satisfaction. 
The study found that respondents are highly satisfied towards ATM services provided by SBI followed by debit card, Electronic Fund 
Transfer and Cash Credit and Any Where Internet Banking when compared to others and ICICI is the most preferred bank for account 
opening by the respondents. Majority of the customer feel that the banks have to create awareness in the computerization. IOB is the 
most preferred bank towards best facilities available in the bank to the respondents. 
 
Kavitha. R.(2013)3 made a study on “Multi-Dimensional Analysis on Customers‟ Perception and Satisfaction towards Banking 
Services”. Banks today do much more than lend and borrow money. They sell financial products, pay utility bills, file tax returns and 
even get the PAN card made for their customer concepts such as anywhere Internet Banking, twelve hours banking, and transactions 
through ATMs which was introduced by them have revolutionized the Internet Banking practices in India. Today many of the routine 
Internet Banking operations can be done through ATMs, telephone or Internet Banking is also slowly catching on. SBI, Bank of India 
(BOI), Punjab National Bank, Allahabad bank and central bank of India are leading public sector banks while Axis bank, HDFC and 
ICICI are leaders of private banks. 

                                                             
1
. UmaSankar, BibhutiBhusan, SarojKanta, BidhuBhusan (2017) “Employee Evaluations of Customer Satisfaction: A Comparative Study Between Public and Private Banks in India”. International Research Journal of 

Finance and Economics, ISSN 1450-2887 Issue 59 (2010) © EuroJournals Publishing, Inc. 2017. 
2

Sakthivel. G. (2016) “A comparative study on customer perception towards the services provided by public sector and private sector banks with reference to select banks in Coimbatore district. UnpublishedPh.D. 

Thesis.Bharathiyar University .2016. 
3
Kavitha. R. (2017), “Multi-Dimensional Analysis On Customers‟ Perception and Satisfaction Towards Banking Services. UnpublishedPh.D. Thesis.Bharathiyar University. June 2010. 
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Sharma. R.K. (2014)4) in his study present the factors influencing the choice criteria in respect of selected banks in particular. He 
finds those criteria, which have become significantly important in motivating the choice. Data were collected from the account holder 
of two public sector banks and two private sector banks. Convenience sampling was used. A statistical approach-factor analysis has 
been used for the study. A quantitative methodology, using responses given by hundred customers is employed in the analysis. 
Findings show that customization is a significant choice criterion, which includes speed on services, convenient display of counters 
and continuous flow of information and rate of interest. Other factors, which have also increase in importance, are the reliability, 
brand name and economic factors such as interest rates; fees and charges levied location factors for choosing a bank. 
 

 
                                                             
4
Sharma. R.K. (2014), “Paradigm” Volume XII.No.1. Jan-June 2014. PP – 48-52 
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Interpretation 
The above table that shows age reveals that 49% of the respondents were from 66-70 years. The nature of family reveals that 

63% of the respondents were from nuclear family. The area of the respondent’s reveals that 90% of the respondents are from rural and 
the education indicates that 46% of the respondents were at College level. The income indicates that 48% of the respondent’s source 
of income is pension. The source of awareness indicates that 30% of the respondents say Newspaper and 48% of the respondents say 
television. The duration of usage indicates that 1 37% of the respondents spending say 1 to 6 months, 25% of the respondents say 6 to 
12 months and 21% of the respondents say more than 1 year. The time taken for banking transaction indicates that 31% of the 
respondents say within 2 minutes and  56% of the respondents say 2-5. The application used for internet banking indicates that 27% of 
the respondents say Google pay and 45% of the respondents say Amazon pay. The purpose of using indicates that 53% of the 
respondents were using for money transaction and the experience in using banking reveals that 74% of the respondents had experience 
in using internet banking and 26% of the respondents have no experience in internet banking. The difficulties faced in internet banking 
indicates that 23% of the respondents say difficulties faced while during transferring amount and 64% of the respondents say during 
payment of bills. The reason for senior citizen not interesting that indicates that 41% of the respondents say unsafe and 31% of the 
respondents say No computer knowledge. The type of support indicates that 42% of the respondents say guidelines to access banking 
application and 38% of the respondents say helpline from the Internet Banking staffs. 

 
TABLE 4.2 

RANKING OF FREQUENTLY PERFORMING ACTIVITIES ON INTERNET BANKING 
FACTORS 5 4 3 2 1 TOTAL RANK 
Payments of 
bills 

70 26 12 7 5 510 3 
350 104 36 14 6 

Deposits 65 23 32 0 0 519 2 
325 92 96 0 6 

Order for 
cheque book 

66 35 17 2 0 531 1 
330 140 51 4 6 

Amount 
transfer 

28 25 39 14 14 391 4 
140 100 117 28 6 

Checking the 
account 
statement 

40 18 24 11 27 379 5 
200 72 72 22 13 

 
INTERPRETATION 

From the above ranking analysis, it was found that Order for cheque book ranks 1, Deposits ranks 2, Payments of bills ranks 
3, Amount transfer ranks 4 and Checking the account statement ranks 5. 

 
TABLE 4.3 

RANKING OF VARIOUS HINDRANCE IN INTERNET BANKING AMONG SENIOR CITIZENS 
FACTORS 5 4 3 2 1 TOTAL RANK 
Remembering 
password 

38 46 29 1 6 469 2 190 184 87 2 6 
Misplacing of 
ATM cards 

57 14 44 2 3 483 1 285 56 132 4 6 
Lack of 
android usage 

47 18 21 30 4 436 4 235 72 63 60 6 
Renewalof net 
package 

14 39 21 34 12 363 5 70 156 63 68 6 

Health issues 47 18 32 11 12 438 3 235 72 96 22 13 
 
INTERPRETATION 

From the above ranking analysis, it was found that Misplacing of ATM cards ranks 1, Remembering password ranks 2, 
Health issues ranks 3, Lack of android usage ranks 4 and faster Renewal of net package ranks 5. 



 

  

 
Cover Page 

 

ISSN:2277-7881; IMPACT FACTOR :7.816(2021); IC VALUE:5.16; ISI VALUE:2.286 
Peer Reviewed and Refereed Journal: VOLUME:10, ISSUE:5(1), May:2021 

Online Copy of Article Publication Available: www.ijmer.in 
Digital certificate of publication:http://ijmer.in/pdf/e-Certificate%20of%20Publication-IJMER.pdf 

DOI: http://ijmer.in.doi./2021/10.05.21 
Scopus Review ID: A2B96D3ACF3FEA2A 

Article Received: 10th May- Publication Date:30th May 2021 

 

 
135 

 

TABLE 4.4 
SATISFACTION WITH BANKING SERVICE 

Factors Strongly 
Disagree 

Disagree Neutral Agree Strongly 
Agree Total 

Speed and efficiency 44 21 8 28 19 120 
Saves timing 33 10 12 55 10 120 
Digitalised wallets 24 28 47 15 6 120 
Easy accessibility 22 31 56 10 1 120 
Attitude of 
Independency 18 32 46 20 4 120 

 

Factors Strongly Disagree Disagree Neutral Agree Strongly 
Agree Mean score Mean Rank 

Speed and efficiency 220 84 24 56 19 403 26.87 3 
Saves timing 165 40 36 110 10 361 24.07 5 
Digitalised wallets 120 112 141 30 6 409 27.27 2 
Easy accessibility 110 124 168 20 1 423 28.20 1 
Attitude of Independency 90 128 138 40 4 400 26.67 4 

 
INTERPRETATION 

The above table result it is found that Easy accessibility ranks 1, Digitalised wallets ranks 2, Speed and efficiency ranks 3, 
Attitude of Independency ranks 4 and Saves timing ranks 5. 

 
FINDINGS, SUGGESTIONS AND CONCLUSION 
 FINDINGS 

 Mostly 49% of the respondents were from 66-70 years. 
 Majority 63% of the respondents were from nuclear family. 
 Majority 90% of the respondents are from Rural. 
 Mostly 46% of the respondents were at college level. 
 Mostly 48% of the respondent’s source of income is pension. 
 Mostly 48% of the respondents say their source of awareness is Television. 
 Mostly 37% of the respondents say their duration of usage is 1 to 6 months. 
 Majority 53% of the respondents were using for money transaction. 
 Majority 74% of the respondents had experience in using internet banking. 
 Majority 64% of the respondents facing difficulties during payment of bills. 
 Mostly 41% of the respondents feel unsafe for using internet banking. 
 Mostly 38% of the respondents say type of support as help lines from banking staffs. 

 
SUGGESTIONS 

There is lack of awareness about Internet Banking usage among rural people. Banks should take necessary steps to create 
awareness among them about the various services of Internet Banking that are available and also the advantages of using such 
services. Demonstration of Internet Banking should be provided to the customers to promote Electronic banking. The banks should 
focus on the security issues regarding the confidential credentials which are under the risk of hacking in the cyber world. The cost 
involved in using the Internet Banking services can be minimized in order to increase the number of users of Internet banking. The 
Internet Banking system should be enhanced to make online enquiry and online payment much easier to the customers. To increase 
efficiency; service quality of banks, safety, integrity, Internet Banking can be used in a rightful way.  

 
CONCLUSION 

According to the study, the researcher concludes that the most of the bank senior citizen customers are aware about the entire 
internet banking services in Coimbatore city. The banks further have to take necessary steps to educate the customers regarding the 
new technology and other services offered by the banks. Banks may extend customer meeting time with bank officials and also 
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friendly approach is necessary. Definitely it will help to retain the existing customers and to attract new customers. It will 
automatically improve the banking service and development of banks. The study is useful to know the consumer awareness of internet 
banking system and what types of risk involved in e-banking system. 
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