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Abstract 

Last decade is known as the technology driven decade.  Banking sector is one of the most 

important sectors of the economy and during last year’s there are several innovative and 

technical changes took place which are responsible for the changed environment in the 

banking sector. Millions of rupees have been spent on the creation of infrastructure and 

supported system. In this study quality enhancement is measured in terms of customer’s 

satisfaction. For this purpose a sample of five banks has been selected out of which three are 

in Jalandhar and three are in Kapurthala. From every bank five employees were given 

questionnaire to fill the information related with bank’s services. For cross checking from 

every bank a sample of twenty customers has been selected for study with the help of 

questionnaire. Jalandhar and Kapurthala cities were selected because of two reasons; one is 

ease of sample collection and Jalandhar being the major hub of commercial activities. This 

belt is also known as NRI belt as most of the families are having income from abroad and 

having heavy deposits in the banks. 
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1. Introduction 

In India, Public Sector Banks have been facing number of challenges due to the liberalization 

policy of the government. This sector had to undergo tremendous changes with the wave of 

privatization and globalization of Indian Economy. “Banks in India are under intense pressure 

in today’s volatile market place” [1]. ICT has brought major changes in the banking sector; 

starting from the single unit, it spans the entire globe. [2] “ICT is a network of networks. It is 

not a single network but a global interconnected network providing free exchange of 

information. Environment in banking sector is changing rapidly hence there is a need for 

banks to adopt those strategies, which are helpful to satisfy the customer needs. 
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2. Need of ICT 

In these days financial markets as well as demand for financial product by the customer 

undergo a change. Strategies of the competitors are also changing, so to survive in this era of 

innovation, it is essential for the banks to invest in the ICT. “It is important to understand the 

current scenario of the ICT based product development, innovation in e-banking and to 

recognize the current challenges and possible solution.”[3] Banking industry is the main 

driver of economic growth in any country. Management Information System is the key 

variable in the growth of banking sector. The possession and the management of sensitive 

information is an important activity is banking. “The influence of process re-engineering and 

innovation through IT is likely to bigger in banking than in any other industries.”[4] ICT 

plays an important role for the Management Information System. 

3. Literature Review 

Banks are putting every effort to engage more and more customers in their network & 

also left no stone unturned to provide best facilities to them. Innovation as well as 

ICT provides with tools which assist the banks to achieve their goals. In fact, ICT & 

innovations are buzz words in the banking industry. Literature which is available, 

strongly advocates ICT. Berger concluded in his study that banks which are using 

ICT, extensively are delivering high quality customer services.[5] Information 

technology is affecting the balance sheet as well as Profit and loss accounts of banks, 

which is highly commendable. In this regard Kozak declared that ICT evolution 

influences the profit and lost effectiveness in the banking industry. [6] Same types of 

arguments were given by Delgado & Nieto in their study. They argued that cost 

effectiveness which is generated in the banking is due to the internet services. They 

further said that cost effectiveness as also due to the economic internet services 

providers, which are providing services in Spain. [7] 

Shirlay & Sushanta empirically and theoretically tested a model in their study. To 

check the effect of ICT on profitability they used a panel of 68 US banks over 20 

years.[8] Both static and dynamic panel econometric techniques are utilized to 

examine the differential impact of IT on average prices, market share and profits. The 

results document the role of IT on the cost and revenue in banking and show the 

impact of network effects on bank profitability. While IT might lead to cost saving, 

we show that higher IT spending can also create network effects lowering bank 

profits. Besides, IT spending has a positive effect on market share 

Although most of the studies are in favour of ICT, but Hermando & Nieto suggested 

in their paper that the impact on performance of adoption of the internet as a delivery 

channel or the broker on line business model varies over time.[9] Number of studies 

conducted in India to access the role of ICT in Banks, Jha et al discussed that ICT 

played a vital role in the development of Indian Banking Sector. It improves the 

speed, enhances the efficiency of operations and also helped in reduction of 

cost.[10]In any business turnover is the checkpoint to measure the success of the 

business. To access the effect of ICT on sales, Lewrich developed a Model known as 

innovativeness, capabilities & potential (ICP). This model can be used to audit the 

capabilities of management to monitor the performance of such innovation. Creation, 

Adoption & Success of innovation as well as ICT depends upon many factors.[11] 



Inderjit et al. conducted a study to empirical test the relationship between ICT’s 

investment and performance. This study confirms that contribution of technology to 

bank’s performance has a differential behavior. This relationship depends upon 

number of factors i.e. trained manpower, size of scale of business etc.[12] 

Whereas Agboola discussed in his paper that adoption of ICT has influenced the 

content and quality of banking operation. He further concluded that success in this 

however depends upon how they can customize their services to appeal to the ready 

minds of various stake holders in the industry.[13]Behavioural aspects of ICT also 

touched by some of the researches, although there is lack of such studies. Luka & 

Frank concluded in their study that investment on ICT system and infrastructures has 

become a key element in productivity and growth in the banking industry. [14] 

Increased investment in ICT-Capital has accelerated growth in industry. Also, ICT 

facilitates the absorption of high and medium skilled labour. This has a positive effect 

on the labour output of the banking industry. Suranya et al declared in their paper that 

ICT banking is a multifaceted process and a joint consideration of customer’s 

personal, social, psychological and behavioral aspects. According to them future 

banking lies in the hands of ICT, this is mostly welcome by the consumer. [2] 

The present study is an attempt to establish the relationship between use of ICT in 

banking sector and customer satisfaction. Does technology play a pivot role in 

improving the customer satisfaction? This study is an attempt to find the answers of 

this question. 

4. Research Methodology 

The study mainly focuses on improvement in customer satisfaction due to the use of 

ICT and innovation in banking sector. To perform the study & for collection of data 2 

questionnaire have been prepared one for banks personal and one for the clients of the 

similar banks. These appraisal forms are prepared on the basis of two studies. One by 

Agboola and second is by Achimba et al. [15]. As a sample, 5 banks of Jalandhar and 

Kapurthala have been selected. 

5. Objectives of the study 
 

a) To access whether ICT assists banks in the delivery of various services as well 

as in customer satisfaction. 

b) To access the impact of ICT on the banking sector. 

 

6. Data Analysis 

6.1 Analysis of data related to clients of five different banks 

Table 1 shows the age group of respondents and according to this table, 68% 

respondents are in the age group of 30-50.  

Table 2 represents the relationship between age of respondents and ease in opening a 

bank account. Respondent were asked to judge how easy it is to open an account on a 

4 point Likert scale. Respondent in the age group 20-30 said it’s very simple for them 



to open an account whereas 86% of the respondent said it is very simple/simple to 

open an account. 

Table 3 shows the answer of research question “How easy is it to access the account?” 

94% of the respondents said it is very easy/easy to access the account. 

Table 4 shows that it is not complex at all for 12% respondents. 6% of the 

respondents in the age group 30-40 and 8% above 40 years age said that 

documentation is complex whereas 74% of the respondents said that documentation 

was not so complex. 

Table 5 depicts that sample is evenly distributed among all age group i.e. no of 

respondent are almost equal in every age group. 

Table 6 represent that respondent in the age group 20-30 found it very much friendly. 

20% of the clients said ATM software is not so friendly whereas for 5%it’s not at all 

friendly. 

Table 7 represent that 43% of therespondents are strongly agreed with this and 53% 

are agree with this. 

Table 8 represent that 96% of the respondent were strongly agree/ agree with this. 

Only 4% were disagreeing to this.In the answer of this question 98% of the 

respondent were either strongly agree or agree with this and said that technology 

proves to be a great tool in transfer of funds.  

Table 9 represents the same data.44% of the respondents were strongly agreed that 

technology helps in reduction of error. Table 10 shows the result of same. 

Table 11 shows that 39% of the respondents were disagree with this and 3% were 

strongly disagree with the same issue, so security is a major issue in enhances use of 

ICT. 

Table 12 shows that 89% are satisfied from the privacy and secrecy which the banks 

are providing; they agreed that banks respect for their privacy and secrecy all the 

time. 

Table 13 represent that 90% of the clients were satisfied from the communication of 

bank’s employee, but there were 10% who were not satisfied from bank’s 

communication. 

63% of the respondents are agreed that bank’s efficiency of bank to deal with 

complaints is very good/good. 6% of the respondents were not satisfied from bank’s 

efficiency to deal with complaints. Table 14 represent the answers of the respondent 

towards this question. 

In table 15, it is clear that 90% of the clients wanted to maintain the long term 

relationship with the bank; only 10% were ready to quit the bank in which at present 

they have accounts. 



Table 16 shows that 68% prefer to withdraw money from from ATM as compare to 

bank. 

Table 17 shows the ranking of software installed in the ATM 

85% of the respondent were satisfied from the working of software and said that it’s 

very good/good, where as 15% said it is fair or poor. 

6.2 Analysis of data related to employees of five different banks: 

Out of 25 employees 64% were male and 36% were female. Table 18 shows the detail 

of gender distribution of sample. Table 19 represents the age wise distribution of male 

and female employees in the sample. 18 employees were above the age of 30. There 

are more female (in %age) in the age group 20-30. 

To cross check the selected questions, number of questions, which were asked from 

clients same were repeated from the employees of the bank. There were 11 questions 

which were included in both questionnaires. 

Though all these questions were accessed on 4 points Liker Scale, most of them 

receive maximum Reponses on two point scale.15 employees in response of first 

question said that it’s very easy to open account in the bank, whereas10 of them said 

it’s easy to open the account(see table 20) 

In the answer of second questions 10 employees said it’s very easy access to access 

the account now in these days whereas 15 of them said it’s easy to access the account 

(see table 21) 

15 employees of different banks said documentation is not so complex, whereas 3 of 

them said it’s not complex at all. 7 of the employees said documentation is complex 

(see table 22) 

64% of employees agreed that it’s very easy to operate the ATM while 32% of them 

said that it’s easy to operate the ATM.(see table 23) 

68% of the employees strongly agreed that ICT enhance the speed of various services, 

whereas 32% were agreed with this statement (see table 24) 

88% of employee said that they respect privacy and secrecy of client for all the time 

(see table 25) 

8% of employees disagree with statement that ICT enhance the security where as 92% 

were strongly agreed/ agreed with this (see table 26) 

100% of employees were strongly agreed/ agreed with the statement that technology 

enhance the accessibility of accounts (see table 27) 

96% of employees were strongly agreed/ agreed with the statement that technology 

reduced error (see table 28) 



100% of employees were strongly agreed/agreed that software installed in ATM is 

user friendly (see table 29) 

88% of employees were strongly agreed that technology changed the banking system 

in last 10 years and 12% were agreed with the same.(see table 30) 

7. Suggestions 

8% of the respondent found the documentation complex, so efforts must be made to 

reduce the complexities. 

For 20% of the clients use of ATM is not friendly, where as 5% of clients found it as 

not at all friendly. To reduce the number of lines in public sector banks it is essential 

to make the ATM more users friendly 

There is great need to enhance the security features, although all the employees said 

ICT enhance the security, clients are not in favour of the same. 39% of the clients are 

disagree with this, rather they said ICT raises certain issues which were earlier not 

part of the banking systemi.e. cyber crimes. 

There is communication gap between client and bank’s employee as 10% of the 

clients were not satisfied with communication of bank’s employee. 

Bank’s efficiency to deal with client’s complaint is also not very good. As 37% of the 

clients said it is fair or poor. Bank must make efforts to improve this inefficiency if 

they want to retain their customers. 

Although 37% of clients were not satisfied with bank’s efficiency to deal with 

complaints, still only 10% are ready to quit the bank otherwise most of them are ready 

to maintain long term relationship with bank. This may be good news for public 

sector bank. 

It is essential for banks to improve the software installed in the ATM as 15% of 

clients are not very much satisfied from the software. Banks must make efforts to 

make it more users friendly. 

8. Limitations of Study 

 This work has been done on a sample selected from the urban area. No bank or client 

from the rural area has been included in this study. Only two cities are included in the 

study. For more extensive research, number of cities may increase. A comparative 

analysis of different bank has not been done. 

9. Future Scope 

A comparative analysis of private and public sector banks may be done under the 

same variables. At the same time a comparative analysis of either private or public 

can be done. A comparative analysis of rural and urban areas can be performed. There 

is ample scope of research in banking sector especially in Punjab region as there is 

lack of same. 



10. Conclusion 

In today demonetized economy, ICT play an important role. It provides a cutting edge 

to the companies who are providing banking services. Technology enables the 

banking sector to offer good customer services. It’s not only to provide best services, 

savings on cost, security, privacy etc. are some other major issue which must be 

consider by the banking sector. To stay ahead in this sector, banks must be the master 

of technology and not the slave to produce the best results. 
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Annexures: 

Table 1:   Age wise distribution of bank’s client 

 Frequency Percent 

Cumulative 

Percent 



Valid 20-30 15 15.0 15.0 

30-40 42 42.0 57.0 

40-50 26 26.0 83.0 

above 50 17 17.0 100.0 

Total 100 100.0  

 

Table 2: Age * Ease in opening in a/c  --------Cross Tabulation 
 

 

ease in opening in a/c 

Total very simple Simple not so simple 

Age 20-30 6 9 0 15 

30-40 10 27 5 42 

40-50 9 13 4 26 

above 50 3 9 5 17 

Total 28 58 14 100 

 

Table 3: Age * Ease in accessing a/c -----Cross Tabulation 
 

 
ease in accessing a/c 

Total very easy Easy not so easy 

Age 20-30 6 9 0 15 

30-40 8 30 4 42 

40-50 6 18 2 26 

above 50 5 12 0 17 

Total 25 69 6 100 

Table 4: Age *Complexities in opening a/c -------Cross Tabulation 
 

 

 

Total complex 

not so 

complex 

not at all 

complex 

Age 20-30 0 14 1 15 

30-40 6 30 6 42 

40-50 4 19 3 26 

above 50 4 11 2 17 

Total 14 74 12 100 

 

Table 5: Duration as a customer of the Bank 

Time in years Frequency Percent 

Valid 0-5 25 25.0 

5-10 25 25.0 

10-15 26 26.0 

above 15 24 24.0 

Total 100 100.0 

 

Table 6 : Age * ATM Software --------Cross Tabulation 



 

 

ATM software 

Total 

very much 

friendly much friendly not so friendly 

not at all 

friendly 

Age 20-30 7 7 0 1 15 

30-40 8 27 6 1 42 

40-50 6 8 10 2 26 

above 50 5 7 4 1 17 

Total 26 49 20 5 100 

 

Table 7: Does ICT Enhance the speed of Various Services 

 

 Frequency Percent 

Cumulative 

Percent 

Valid strongly agree 42 42.0 42.0 

Agree 53 53.0 95.0 

Disagree 4 4.0 99.0 

strongly disagree 1 1.0 100.0 

Total 100 100.0  

 

Table 8: Because of ICT one can access Account anytime/Anywhere 

 
 Frequency Percent 

Valid strongly agree 45 45.0 

Agree 51 51.0 

Disagree 4 4.0 

Total 100 100.0 

 

Table 9: ICT enhance the Speed of Various Services 

 
 Frequency Percent 

Valid strongly agree 45 45.0 

Agree 53 53.0 

Disagree 2 2.0 

Total 100 100.0 

 

Table 10: ICT Reduced the Error an increase the accuracy of records 
 

 Frequency Percent 

Valid strongly agree 44 44.0 

Agree 50 50.0 

Disagree 6 6.0 

Total 100 100.0 

 

Table 11: ICT enhance the Security 

 Frequency Percent 

Cumulative 

Percent 



Valid strongly agree 12 12.0 12.0 

Agree 46 46.0 58.0 

Disagree 39 39.0 97.0 

strongly disagree 3 3.0 100.0 

Total 100 100.0  

Table 12: Does bank respect for privacy and secrecy of clients? 

 Frequency Percent 

Valid all the time 89 89.0 

some time 10 10.0 

Rarely 1 1.0 

Total 100 100.0 

 

Table 13: Are you satisfied from Bank’s communication? 

 Frequency Percent 

Valid very much satisfied 12 12.0 

Satisfied 78 78.0 

not so satisfied 8 8.0 

not at all satisfied 2 2.0 

Total 100 100.0 

 

 

 

Table 14: Efficiency of Bank to deal with Client’s complaints 

 Frequency Percent 

Cumulative 

Percent 

Valid very good 16 16.0 16.0 

good 47 47.0 63.0 

fair 31 31.0 94.0 

poor 6 6.0 100.0 

Total 100 100.0  

 

Table 15: Are you ready to maintain long-term relation with banks? 

 Frequency Percent 

Cumulative 

Percent 

Valid yes 90 90.0 90.0 

No 10 10.0 100.0 

Total 100 100.0  

 

Table 16: Which Delivery Channel Used By Clients to withdraw Money 

 Frequency Percent 

Cumulative 

Percent 

Valid ATM 68 68.0 68.0 



Bank 32 32.0 100.0 

Total 100 100.0  

 

Table 17: Rating of software used in Banks 

 Frequency Percent 

Cumulative 

Percent 

Valid very good 29 29.0 29.0 

good 56 56.0 85.0 

fair 12 12.0 97.0 

poor 3 3.0 100.0 

Total 100 100.0  

 

Table 18: Gender distribution of employees in Banks 

 Frequency Percent 

Valid M 16 64.0 

F 9 36.0 

Total 25 100.0 

 

Table 19: Gender * Age ---------Cross Tabulation 
 

 

Age 

Total 20-30 30-40 40-50 above 50 

Gender M 4 7 4 1 16 

F 3 3 2 1 9 

Total 7 10 6 2 25 

 

Table 20: Age * Ease in opening an Account---Cross Tabulation  
 

 

ease in opening a/c 

     Total very simple Simple 

Age 20-30 3 4              7 

30-40 7 3           10 

40-50 4 2            6 

above 50 1 1            2 

Total 15 10           25 

 

Table 21: Age * Ease in accessing Account 

Cross Tabulation 
 

 
ease in accessing a/c 

Total very easy Easy 

Age 20-30 1 6 7 

30-40 4 6 10 

40-50 4 2 6 

above 50 1 1 2 



Total 10 15 25 

 

Table 22: Age * Complexities in Documentation -----Cross Tabulation 
 

 

complexities in documentation 

Total very complex Complex 

not so 

complex 

not complex at 

all 

Age 20-30 0 0 5 2 7 

30-40 3 2 5 0 10 

40-50 0 2 4 0 6 

above 50 0 0 1 1 2 

Total 3 4 15 3 25 

 

Table 23: Ease in Operating the ATM 

 Frequency Percent 

Cumulative 

Percent 

Valid very easy 16 64.0 64.0 

Easy 8 32.0 96.0 

not so easy 1 4.0 100.0 

Total 25 100.0  

 

Table 24: ICT Enhance the speed of Various Services 

 Frequency Percent 

Cumulative 

Percent 

Valid strongly agree 17 68.0 68.0 

Agree 8 32.0 100.0 

Total 25 100.0  

 

Table 25: Bank’s Respect for Privacy and Secrecy of Employees 

 Frequency Percent 

Cumulative 

Percent 

Valid all the time 22 88.0 88.0 

some time 3 12.0 100.0 

Total 25 100.0  

 

Table 26: ICT Enhance the Security 

 Frequency Percent 

Cumulative 

Percent 

Valid strongly agree 7 28.0 28.0 

Agree 16 64.0 92.0 

Disagree 2 8.0 100.0 

Total 25 100.0  

 

Table 27: ICT enhance the Accessibility of Accounts  

 Frequency Percent 

Cumulative 

Percent 

Valid strongly agree 15 60.0 60.0 



Agree 10 40.0 100.0 

Total 25 100.0  

 

Table 28: ATM’s software is User Friendly 

 Frequency Percent 

Cumulative 

Percent 

Valid strongly agree 11 44.0 44.0 

Agree 13 52.0 96.0 

Disagree 1 4.0 100.0 

Total 25 100.0  

 

Table 29: ATM’s software is user friendly 

 Frequency Percent 

Cumulative 

Percent 

Valid strongly agree 13 52.0 52.0 

Agree 12 48.0 100.0 

Total 25 100.0  

 

Table 30: ICT changed the Banking in last 10 years 

 Frequency Percent 

Cumulative 

Percent 

Valid strongly agree 22 88.0 88.0 

Agree 3 12.0 100.0 

Total 25 100.0  

 

 


