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a.Abstract: 

Mobile banking is the latest trend among the banking channels and has evolved as one of the 

most primary and practical tools for a country to gain digitalization in its financial 

transaction. This throws light upon the need and scope of comprehensive research in the area 

of mobile banking. The current study tries to investigate various aspects related to mobile 

banking especially with reference to its knowledge and use among people in the state of 

Kerala. The study also examines the significance of selected features of mobile banking 

responsible for discriminating between user and non-users of mobile banking in the state. 

To achieve the objectives of the study information was collected through structured 

questionnaire from 500 sample respondents including both users and non-users of mobile 

banking in the state by means of uncontrolled quota sampling technique.  

The study brings forth detailed findings on various dimensions related to mobile banking 

use and knowledge in the state of Kerala which is resourceful for policy makers especially 

when the government of the state is putting in appreciable efforts towards achieving 

digitalization and e-literacy and new methods to complement financial inclusion. The 

discriminatory analysis of features of mobile banking is valuable for banks thus providing 

them with valuable inputs to improve upon their service of mobile banking in order to gain 

wider acceptance for the same from the people. 

b.Description on the state of art of research topic. 

According to the definition provided in the mobile banking regulations (2012) by Telecom 

Authority of India (TRAI) –“mobile banking” or “m-banking” means delivery of banking 

services through mobile phones. “According to Reserve Bank of India (RBI), Master 

Circular (2008) “Mobile banking transactions” means undertaking banking transactions 

using mobile phones by bank customers that involve accessing/credit/debit to their accounts. 

This definition of mobile banking transactions given by RBI clearly outlines the boundaries 

as well as brings out the main elements of mobile banking. The definition also draws the line 

between mobile banking and mobile wallets which are two different concepts as the mobile 

wallets are covered under prepaid instruments as per guidelines by RBI, 2011 and are not 

included under the definition of mobile banking. Thus any service of banking provided by 

the bank which is availed with the medium of a mobile phone device pertaining to accessing 

or undertaking transaction involving a bank account comes under the scope of mobile 
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banking. The current study is undertaken for the state of Kerala which is a small state located 

in the southern part of India. The state is ahead of other states in India as far as literacy and 

financial inclusion is concerned. The state however lags behind in terms of industrial growth 

and employment. A considerable proportion of income/wealth in the state is brought in by 

natives of the state working in western countries. The state has well developed banking 

sector along with a high proportion of mobile density and internet penetration of 40.79% 

internet subscriptions per hundred populations as per the records of TRAI (2016). The 

current study revolves around knowledge, use and other significant aspects of mobile 

banking in the state of Kerala. 

Mobile phone can augment the number of channels available to consumers, thereby giving 

consumers more low-cost self-service options by which to access funds, banking information 

and make payments. Mobile as a channel delivers convenience, immediacy and choice to 

consumers (Clark, 2008).  Fast advances in the wireless technology and the intensive 

penetration of cell phones have motivated banks to spend large budget on building mobile 

banking systems, but adoption rate of mobile banking is still underused than expected. 

(Chian-Su, 2012).  

Archana Sharma (2011) in her study on mobile banking adoption and challenges identified 

that access problems, dissatisfaction and inability to provide knowledge act as barriers to 

mobile banking use. The study reported that consumers get disheartened by the complicated 

functions while accessing mobile banking services which leads them to dissatisfaction level 

as no proper guidance is provided to them. According to Wadhe, A & Ghodke, S (2013) 

consumer awareness has significant impact on interest to use mobile banking. Consumers 

are interested because they have heard from somewhere and think that mobile banking will 

allow them to do banking transactions anytime. According to Lin H.F. (2011) customers 

who enjoy using wireless networks in their day to day activities even if it is not related to 

mobile banking transactions are more likely to consider adopting mobile banking as it suits 

their technology driven thoughts.  

Yang A.S (2009) conducted a study on university students in Taiwan to identify factors      

associated with adopting and resisting mobile banking technologies. Finding of the study 

reported that adoption factors included the belief that mobile banking helps fulfil personal 

banking needs, provides location free convenience and is cost effective. The primary factors 

associated with resistance included concerns over system configuration security and basic 

fees for mobile banking web connections. 
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Khraim, H.S et al (2011) conducted a study for Jordanian customers to identify factors 

affecting mobile banking adoption. The findings of the study suggested that self-efficacy, 

trialiblity, compatibility, complexity, risk and relative advantage were important factors 

affecting mobile banking acceptance by customers.  

Riquelme & Rosa (2011) conducted a study in Singapore to test factors that influence 

adoption of mobile banking keeping gender as a moderating variable. The study found that 

ease of use has a stronger influence on female respondents than male whereas relative 

advantage has a stronger effect on perception of usefulness on male respondents. Moreover 

social norm (or the importance of others in the decision) also influences adoption more 

strongly among female respondents than male. Thus the study purposefully used gender as 

moderating variable unlike other studies thus leading to more specific findings. 

Chea, C.M et al (2011) conducted a study of mobile banking in Malaysia by extending the 

technology acceptance model in context of mobile banking with the inclusion of four new 

constructs namely, personal innovativeness, perceived risk, relative advantage and social 

norms. The findings of this study indicated that personal innovativeness (i.e. how innovative 

a user is) is the most important factor in adoption of mobile banking.    Goyal,V et al (2012) 

in their study on  issues surrounding mobile banking in India identified simplicity, 

universality, interoperability ( open technologies that allow one implemented system to 

interact with other system), security, privacy, trust, cost effectiveness, speed and cross border 

payments as desirable features to be included or optimized into mobile banking to make it 

more widely acceptable among people. The study also discussed security issues and risk 

associated with mobile banking 

c.Definition of the problem 

To what extent mobile banking has been able to create its impact upon the people of a state 

as a dependable medium for banking is a question which can be answered only by examining 

and verifying various related elements. The primary among them is the awareness and 

knowledge of mobile banking among the people which should be specifically examined with 

reference to various forms of mobile banking available. Whether people are really 

acquainted to mobile banking use can again be judged only by verifying whether they are 

able to fulfil their basic banking needs through it. These are areas of mobile banking which 

require further exploration and investigation. Relationship between use of mobile banking 

and use of other available banking channels is another area which has failed to draw attention 

of researchers. Some studies have made use of technology related models like the technology 
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acceptance model to study factors affecting mobile banking adoption but these models still 

do not cover many important attributes. .Many studies have explored the features and 

benefits available through mobile banking but there is a need to further investigate as to 

which features of mobile banking are more significant in influencing an individual’s decision 

and thus responsible for discriminating between a user and non-user of mobile banking. Each 

state is culturally, demographically and economically very unique and therefore a study of 

mobile banking specifically with regard to a particular state and its people will provide 

deeper and relevant inputs upon whether it has been able to create its impact on them.  

d.Objectives & Scope of the study 

Primary Objectives: 

1. To examine whether the people of the state are aware of the forms/types of mobile 

banking and to analyse the difference if any in the knowledge levels on method of 

using these forms of mobile banking. 

2. To analyse and examine whether there is any association between demographic 

features of the people in the state with their “knowledge/acquaintance” on method of 

using mobile banking for basic needs. 

3. To examine the difference in use of alternative banking channels by a user and non-

user of mobile banking and to investigate if there is any significant relationship 

between usage of mobile banking and the usage of other alternative banking channels 

in the state. 

4. To analyse and examine which of the selected features of mobile banking are more 

responsible in discriminating between a user and non-user of mobile banking. 

 

 Secondary objective: 

• To identify the span of use of mobile banking by a user and to identify the source 

responsible in primarily educating the user on mobile banking. 

 

Scope of the Study: 

The scope of the study primarily revolves around the knowledge, use and aspects related to 

mobile banking among the people in the state of Kerala including a discriminant analysis on 

features of mobile banking in order to study which features are more influential in 

discriminating between a user and non-user of mobile banking. The population for the study 
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consist of citizens of Kerala using a smartphone and operating a bank account. Based on the 

above population 500 samples including both users and non-users of mobile banking service 

are collected form three districts representing the three zones of Kerala i.e. the north zone, 

the central zone and south zone on the basis of quota sampling.  

e. Original Contribution by Thesis 

This thesis through the accomplishment of its objectives has come out with useful 

interpretations, information and facts based on results of various analysis on the aspect of 

mobile banking. Thus the thesis has tried to uncover and analyse areas of mobile banking 

which were parts of identified research gap. The findings of the study are based on the people 

in the state of Kerala but these findings can also be extended up to a reasonable extent to 

other states of the county with no great difference in demography and culture compared to 

Kerala. The thesis provides a detail analysis and assessment of awareness and knowledge of 

use of various forms/channels of mobile banking in the state of Kerala. Through the 

discriminant analysis the thesis tries to examine the significance of selected mobile banking 

features and indicates which feature is more influential to the adoption decision of mobile 

banking by the people. On one hand the thesis reveals the association of selected 

demographic variables on the knowledge of use of mobile banking and on the other hand it 

tries to bring out the relationship between use of mobile banking and the use of alternative 

banking channels. The thesis also provides an idea of the span of use of mobile banking by 

the people using the service and the source primarily responsible for educating them on using 

mobile banking. Thus apart from adding new facts and interpretations in the field of mobile 

banking the thesis also brings forth features mainly influencing the adoption and use of 

mobile banking so that banks can put in more efforts on those features for gaining the wider 

acceptance for the service by the people.  

f. Methodology of research, results/comparison. 

Research Methodology & Sampling Plan: 

Research Design: Descriptive Research 

The study is concerned with description and interpretations of existing conditions pertaining 

to mobile banking service with regard to the people in the state of Kerala and therefore the 

study forms a part of descriptive research. Under descriptive research the current study 

makes use of quantitative approach. 
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Population: In descriptive studies it is customary to define a population and then make 

observations on a sample taken from it (Banerjee et al, 2007). The population for our study 

consist of citizens of the state of Kerala who use a smartphone and operate a bank account 

and the results of the study are extended to this population. 

Sampling unit: Sample units are selected from the above defined population from three 

strata/quotas created by three geographic regions of the state as divided by the Govt of Kerala 

i.e North Kerala, Central Kerala & South Kerala. One district is selected from each region 

and samples are selected therefrom. Districts of Kannur, Ernakulum and 

Thiruvananthapuram are respectively chosen from northern, central and southern regions of 

Kerala. 

Sample size: 500 respondents 

Sampling Technique: The study has adopted Quota Sampling under which it has further 

followed uncontrolled quota sampling for selecting units from three districts respectively 

belonging to three regional quotas namely north, central and south Kerala. 

Data sources: Primary data has been collected through structured questionnaire and 

secondary data has been collected from journals, books, periodicals, newspapers and 

websites. 

Pilot Study: Pilot study was conducted by means of data collected from 100 respondents 

and internal reliability of the questionnaire was assessed. Internal reliability is the extent to 

which a measure is consistent within itself which is generally assessed by means of 

Cronbach’s Alpha. Cronbach’s Alpha came to 0.810 thus ensuring good internal reliability. 

Prior to this content validity of the questionnaire in both languages was also checked by 

presenting the questionnaire to three expert academicians and one professional employed 

with banking sector who are also the localities of Kerala. Their suggestions were 

incorporated in the final draft of the questionnaire. Questionnaire translated to Malayalam 

was again checked by a language expert who is also an academician.  
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Statistical Tools Used:  

Table-1 Different statistical test were used to for the analysis aimed towards  

attaining the objectives of the study. 

Test Used Purpose 

Friedman Test & 

post hoc analysis 

through Sign test. 

To analyse significance of difference in the levels of “knowledge of 

use” of forms/types of mobile banking among the people of the 

state.  

Chi-Square 

Analysis followed 

by Cramer’s V 

To examine association of demographic variables of respondent on 

his “knowledge/acquaintance” of using mobile banking for selected 

basic needs and to test the strength of such association. 

Mann Whitney U 

Test 

To find the difference in the use of alternative banking channels by 

users and non-users of mobile banking. 

Spearman 

Correlation Test 

To find the relationship between usage of mobile banking with the 

usage of alternative banking channels. 

Discriminant 

analysis  

To analyse and examine which of the selected features of mobile 

banking are more responsible in discriminating between a user and 

non-user of mobile banking. 

➢ Tables displaying frequency analysis and cross-tabulations were also used along with 

bar charts and pie charts. 

➢ Software of SPSS 20 and Microsoft excel were used to carry out the above test & 

analysis. 

g. Results and achievements with respect to objectives. 

Objective -1: To examine whether people of the state are aware of the forms/types of mobile 

banking and to analyse the difference if any in the knowledge levels on the method of using 

these forms of mobile banking.  

According to Cambridge English Dictionary “aware” means knowing that something exist. 

It also means to be concerned and well informed about a particular situation or development. 

In the current study respondents were asked whether they were aware about specified 

forms/channels of mobile banking namely SMS (Short Messaging Service), IVR (Interactive 

Voice Response), USSD (Unstructured Supplementary Service Data), banking through 

internet browser on mobile phone and banking through the mobile banking app. The data 

reported that on one hand majority of the respondents are aware of banking through SMS 

and banking thorough mobile banking app which may be because they might have heard of 

these forms more often. However comparatively less are aware of IVR and banking through 

internet browser on mobile and only few are aware of banking through USSD and UPI. 
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The above objective also aimed to find the difference in the knowledge levels on method of 

using various forms of mobile banking discussed above as the person may be aware about 

the existence of a particular form of mobile banking but may or may not possess the 

knowledge to use it for banking. The questionnaire provided inputs to help respondent 

identify his knowledge level on using various forms of mobile banking. Friedman test was 

selected to test the significance in difference in the knowledge levels as the data collected 

from the respondents was not normally distributed. The following is the null hypothesis 

which was tested:- 

(Null Hypothesis) H01: There is “no” significant difference in the knowledge levels of the 

people in the state with regard to the “method of use” of various forms/types of mobile 

banking. 

(Alternate Hypothesis) Ha1: There is significant difference in the knowledge levels of the 

people in the state with regard to the “method of use” of various forms/types of mobile 

banking. 

Friedman Test reported p=0.000. Since p<0.005 null hypothesis was rejected and alternate 

hypothesis was accepted. 

Since statistically significant difference in the knowledge levels on method of using various 

forms of mobile banking was confirmed through the Friedman Test the study employed a 

post hoc analysis through the Sign Test to exactly determine that among which pairs of forms 

of mobile banking is significant difference in knowledge levels found. 

Sign test indicated that except for forms of mobile banking through IVR and banking through 

mobile internet browser the knowledge levels between all other forms of mobile banking 

significantly varied which indicates that wide difference or disparity exist between 

knowledge of using various forms/types of mobile banking. 

Objective-2: To analyse and examine whether there is any association between demographic 

features of the people in the state with their “knowledge/acquaintance” on method of using 

mobile banking for basic needs.  

In order to analyse and examine whether there is any association between demographic 

features of the people in the state with their “knowledge/acquaintance “ on using mobile 

banking for basic needs the study categorized the respondents in two groups :-                            

1) Acquainted (knowledgeable)   2) Unacquainted (unknowledgeable). 
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The questionnaire has provided five basic needs which can be availed through mobile 

banking i.e. 1) Balance inquiry 2) Accessing account summary/mini-statement 3) Fund 

Transfer to a party or account 4) Bill payment for utilities (electricity etc.) and 5) Payment 

for purchases (e.g online shopping). Respondents are asked whether they are acquainted 

(have the knowledge) to fulfil the above needs through any form of mobile banking, for 

which they have to respond in “Yes” or “No”. Score of each respondent is based on his/her 

“Yes” responses. Respondents are categorised based on the cut off score decided by the 

median split approach. It was found that 44.2% were acquainted whereas 55.8% were 

categorised as unacquainted towards knowledge of using mobile banking for the stated basic 

needs. 

Chi-square test and Cramer’s V were used to find association of demographic variables of 

the people with their acquaintance or knowledge of using mobile banking based on the above 

results. The demographic variables selected for this were gender, age, education and 

occupation. The findings of the test are presented in the table as follows:                                                                                                                                      

Table-2 Association of demographic variables with knowledge of using mobile 

banking for banking needs. 

Demographic 

Variable 
“Association” with “knowledge of using 

mobile-banking” –  

Statistically “Significant” or “Not-Significant” 

Strength of 

association as per 

“Cramer’s V” 

Gender “Significant” as p-value<0.05  (H02) 0.117 (weak) 

Age “Significant” as p-value<0.05 (H03) 0.272 (medium) 

Education “Significant” as p-value<0.05 (H04) 0.217 (medium) 

Occupation “Significant” as p-value<0.05 (H05) 0.239 (medium) 

 

Ojective-3: To examine the difference in use of alternative banking channels by a user and 

non-user of mobile banking and to investigate if there is any significant relationship between 

usage of mobile banking and the usage of other alternative banking channels in the state. 

In the questionnaire respondents were asked to report their monthly frequency of use of 

various banking channels like internet banking, cheque, branch banking etc. to study if there 

is any difference in the use of each of these banking channels by a user and non-user of 

banking. Since data obtained was not normally distributed Mann Whitney U test was used 

to test if significant difference exist. The following are findings from the test:- 
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Table-3 Mann Whitney U Test to check if there is significant difference in use  

of each of the alternate banking channels by users and non-users of mobile banking. 

Use of Alternative 

Banking Channels 

Groups: 

  User & 

Non-user 

of 

Mobile 

Banking No 

Mean 

Rank 

(based on 

frequency 

of use in 

a month) 

Sum of 

ranks 

Asymp. Sig. 

(2-tailed) 

Use of Internet Banking 

Via Laptop/PC 

User 233 327.05 76203 "Significant" 

Non-User 267 183.70 49048 p = 0.000 (H06) 

Total 500      

Use of Credit/Debit 

Card physically for 

purchases & payments 

User 233 282.18 65749 "Significant" 

Non-User 267 222.85 59502 p = 0.000 (H07) 

Total 500      

Use of ATM 

User 233 224.35 52274 "Significant" 

Non-User 267 273.32 72976 p = 0.000 (H08) 

Total 500      

Use of Cheques 

User 233 224.03 52199 "Significant" 

Non-User 267 273.6 73051 p = 0.000 (H09) 

Total 500      

Visiting the branch for 

banking activities 

User 233 223.15 51995 "Significant" 

Non-User 267 274.36 73255 p = 0.000 (H010) 

Total 500       

 

For all the listed alternate banking channels in Table- 3 we found significant difference in 

use by users and non-users of mobile banking.  

In order to study the relationship between use of mobile banking and use of alternative 

banking channels the study analysed the data collected from users of mobile banking (as 

non-users do not use mobile banking) with regard to their monthly use of mobile banking 

and other banking channels. The following hypothesis were tested by Spearman Correlation. 

Table -4 Summary of hypothesis testing through Spearman’s Correlation test 

Sr. 

No 

 

Null Hypothesis to be tested 

 

Findings 

1 H011: There is no significant 

relationship between use of mobile 

banking and use of internet banking 

via laptop/PC. 

Null hypothesis is rejected as (p < 0.05); 

There exist a negative relationship                     

with r = -0.143 and p = 0.029.  

(i.e use of mobile banking reduces use of 

internet banking) 

2 H012: There is no significant 

relationship between use of mobile 

banking and use of credit/debit card 

physically for purchases & payments 

 

Fail to reject null hypothesis as p > 0.05             

(p = 0.262). 

 

 

 

 

 

                Contd… 
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Sr.

No 

Null Hypothesis to be tested             Findings 

3 H013: There is no significant 

relationship between use of mobile 

banking and use of ATM. 

Null hypothesis is rejected as (p < 0.05); 

There is negative relationship                        

with r = -0.184 and p = 0.005 (i.e. use of 

mobile banking reduces use of ATM) 

4 H014: There is no significant 

relationship between use of mobile 

banking and use of cheques. 

 

Fail to reject null hypothesis as p > 0.05             

(p = 0.668). 

 

5 H015: There is no significant 

relationship between use of mobile 

banking and visiting the branch for 

banking needs. 

 

Fail to reject null hypothesis as p > 0.05             

(p = 0.062). 

 

 

Objective-4 To analyse and examine which of the selected features of mobile banking are 

more responsible in discriminating between a user and non-user of mobile banking.  

Discriminant analysis can examine the most parsimonious way to discriminate between 

groups, investigate the amount of variance accounted for by the discriminant variables and 

evaluate the relative contribution of each discriminant variable. (Salkind.N.J, 2010). The 

purpose of discriminant analysis is to investigate differences between groups on the basis of 

attributes thus indicating which attribute contributes most to group separation. In the current 

study the discriminant variables (independent variables) are the “features of mobile banking” 

and the dependent variables are the two categorical groups of users and non-users of mobile 

banking. The study has identified ten abstract independent variables/features pertaining to 

mobile banking which may influence the decision of a person towards adopting or not 

adopting the service of mobile banking thus leading to classification of user and non-user. 

These features/variables are identified based on wide literature review and information 

gathered by the study of current facts and circumstances revolving around the service of 

mobile banking especially relating to those features which are individual oriented and non-

technical in nature. The ten features of mobile banking identified for discriminant analysis 

are mobility, accessibility, ease of use, cost of transaction, time saving, language offered, 

security of transaction, grievance redressal, availability of source to educate on “use” and 

coverage of banking needs. 

Respondents are provided with a brief note about each of the features by its side in the 

questionnaire itself so that the respondent obtains clarity for giving their responses. We have 

asked the respondents to rate these features on a scale of one to five so that we are able to 

identify a pattern of rating distinguishing a user from a non-user. 
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Table-5 Test of Equality of Group Means 

Independent Variables 

Wilks' 

Lambda Sig. 

Mobility .568 .000 

Accessibility .430 .000 

Ease of use .318 .000 

Cost of transaction .980 .002 

Time Saving .748 .000 

Language offered .940 .000 

Security of transaction .665 .000 

Grievance Redressal .988 .019 

Available source to educate on “use” .710 .000 

Coverage of banking needs .813 .000 

Wilk’s Lamda is used to check variability between group means. Lower the value of Wilk’s 

Lamda for the independent variable (feature) the greater is its contribution towards 

variability of group means of dependent variable (group of user and non-user) thus 

contributing to discrimination/distinguishing between groups.  

 

Hypothesis testing for equality of group means: 

(Null Hypothesis) H016: Group means of users and non-users do not significantly differ 

with respect to independent variables. 

Since all “p values” as displayed in the above Table-5 are less than 0.05 we reject the null 

hypothesis. Thus all independent variables (i.e features) in the study display significant 

variability in group means which is essential for discrimination between groups. 

 

Table-6 Independents variables arranged in rank order based on “absolute value”  

of standardized canonical discriminant coefficients 

 

 

 

 

 

 

 

 

 

 

 

 

 

Independent Variables/ 

Features 

Standardized  

Canonical 
Discriminant Coefficient. 

(absolute value) 

1 Ease of Use 0.615 

2 Accessibility 0.474 

3 Security of transaction 0.313 

4 Mobility 0.219 

5 
Available source to 

educate on “use” 0.172 

6 Cost of transaction 0.11 

7 Time Saving 0.057 

8 Grievance Redressal 0.035 

9 Coverage of banking needs 0.022 

10 Language offered 0.02 
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Standardized coefficients (displayed in Table-6) allow the comparison of variables by using 

the absolute value of their coefficients. Thus variables with coefficients having large 

absolute value are considered to have higher discriminant ability and the same can be used 

to rank the importance of each variable. A high standardized discriminant function 

coefficient means that the groups within the analysis differ a lot on that variable. By 

examining Table- 6  we come to know that among the ten variables “ease of use” (0.615), 

“accessibility” (0.474), “security of transaction” (0.313), “mobility” (0.219) and “available 

source to educate on use” (0.172) are the variables with higher standardized coefficients and 

thus lay a greater contribution in discriminating between the two groups. “Cost of 

transaction” (0.11) and “Time Saving” (0.057) are variables with comparatively lower 

discriminating power whereas variables of  “Grievance Redressal” (0.035), “Coverage of  

banking needs” (0.22) and “language offered (0.020)”, have very small coefficients thus 

indicating that there discriminating ability to differentiate between users and non-users of 

mobile banking is very minimum. Our objective behind this analysis was to examine the 

significance of selected features/peculiarities of the mobile banking service responsible for 

discriminating between a user and a non-user so that banks can be suggested upon making 

desired changes or improvement to the mobile banking service based on this information 

about the features. Thus with discriminant analysis we were able to achieve our objective. 

Secondary Objective of the study: To identify the span of use of mobile banking by a user 

and to identify the source responsible in primarily educating the user on mobile banking. 

Respondents who were users of mobile banking were enquired about their span of their use 

of mobile banking and the source responsible in primarily educating them on using mobile 

banking. It was found that majority of the respondents (30.5%) were using mobile banking 

from the last two to three years followed by 26.2% who started using it only in the past few 

months. However only 6.9% have reported using mobile banking service for more than past 

6 years when majority of the banks had just introduced the service in the state.  Majority of 

the user respondents (39.5%) have reported that they were educated on the use of mobile 

banking by a friend or relative. A fairly good proportion of respondents i.e. 20.6% of them 

have claimed they educated themselves by simply following the steps in the downloaded 

mobile banking app. Again 14.6% of the respondents have claimed that they were introduced 

to mobile banking by a bank employee/personnel. Sources other than above included demo 

videos on YouTube and information on bank website and brochures which have been able 

to educate the people to a small extent. 
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h. Conclusion: 

It is encouraging to find that gradually people in the state of Kerala are discovering the source 

of mobile banking for meeting their banking needs and a fair proportion of employed and 

educated youth in the state have actually become active users of mobile banking. However 

when compared to the state’s high merits on literacy and financial inclusion the knowledge 

and use of mobile banking is still low. The government of the state has been putting in 

appreciable efforts towards achieving digitalization and e-literacy but the sources have not 

been effectively channelized towards educating people on mobile banking. Majority of the 

people in the state have no idea about forms of mobile banking like USSD and UPI. Overall 

huge disparity was found in the knowledge levels of people on various forms of mobile 

banking. People in the state are still highly dependable on traditional forms of banking. 

Demographical features of the people in the state like age, education and profession have 

shown to have significant association with the knowledge on using mobile banking. The 

study indicated that majority of the users of mobile banking have adopted the service only 

in the recent past i.e. two to three years back. It was found that transfer of knowledge between 

related groups like friends and relatives have contributed most in educating the people on 

mobile banking use as reported by them. A good proportion have gained access to knowledge 

on mobile banking use by simply downloading the mobile banking app and following the 

steps mentioned thereby and on the other hand employees of the bank have also contributed 

in disseminating knowledge on use of mobile banking as reported by some respondents 

which indicates the fact that employees of the bank remain an influential and trustworthy 

source for obtaining knowledge on banking products. Significant negative relationship was 

found between use of mobile banking and use of alternative channels of ATM and internet 

banking via laptop/pc for banking. Features of mobile banking like ease of use, accessibility, 

security of transaction, mobility and available source to educate on “use” were found to be 

more influential in discriminating users from non-users. Overall the study brings forth 

detailed findings on various dimensions related to mobile banking use and knowledge in the 

state of Kerala which is resourceful for policy makers and banks in designing strategies to 

promote mobile banking service and uphold it as a means to attain digitalization in the state. 
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