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Today all the banks in India, big or small, have adopted e-banking services.  E-banking is 
a fully automatic service for traditional banking customer’s products based on 
information technology platforms.  E-banking services provide customer access to 
accounts, the ability to move their money between different accounts or making 
payments via e-channels. "e-Banking is not a banking product; rather, it describes the 
way transactions are conducted.  

e-Banking may be understood as a catch -all term which covers the different ways 
of transacting banking business electronically. The terms- PC banking, online banking, 
internet banking, telephone banking or mobile banking refer to a multitude of ways in 
which customers can access their banks without having to be physically present at a bank 
branch. Many specialized works define e-banking as a modern fully automatic service 
which delivers traditional banking products to customers with the help of information 
technology platforms and interactive communication channels. One important factor in e-
banking growth is that banks have discovered the benefits of e-banking and have become 
keener to offer it as an option to costumers. In this context, the paper aims to provide an 
overview of the electronic banking service highlighting various aspects of e-banking. 
KEYWORDS: Mobile Banking, Net Banking, Phone banking, SMS Banking 
 
INTRODUCTION 

Informational technology in form of e-banking plays a significant role in providing better 
services at lower cost. Several innovative IT based service such as Automated Teller 
Machine (ATM), Internet banking, Smart cards, Credit Cards, Mobile banking Phone 
banking, Anywhere-Anytime banking have provided number of convenient services to 
the customer So as the service quality improves, the probability of customer satisfaction 
increases. The banks which are providing these services at large extent to customers are 
more reputed in the eyes of customers. But at the same time technology based product is 
different in public and private sector banks. Bank automation and electronic banking is 
fast in private sector comparative to public sector. 
 
       E-banking is an improvement over traditional banking system because it has reduced 
the cost of transaction processing, improve the payment efficiency, financial services and 
improve the banker-customer relationship. The relationship between e-banking and 
service quality can be studied with the level of satisfaction. As the customer satisfaction 
is the function of customer expectation level and service quality level provided by the 
organization. E-banking plays a pivotal role in giving satisfaction to the customers 
because e-banking fills the gap between the expected and perceived service quality. So in 
order to fill this gap, banks should find ways of making electronic services more 
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accessible and by allowing the customer to verify the accuracy of the e-
bankingtransactions.E-banking as the automatic supply of new and traditional banking 
products and services directly to customers, using interactive channels of electronic 
communication. E-banking services are to achieve its promise for 24 hours availability, 
low error rates and quicker delivery of financial services. 

 The banking industry is being changed by globalization, competition, innovation 
and customer needs.   Due to the emergence of a knowledge-based economy, society has 
advanced information and communication technology (ICT), banking services have 
undergone profound changes during the last period.  Today, customers can use internet 
non-conventional channels use “electronic currency” and offer benefits which have mad 
customers as well as banks. 

Objective Of The Study 

The eBanking is flexible and user-friendly platform that provides integrated form 
of services to the customers irrespective of time and place in cost effective and efficient 
manner.  

To give more freedom to customers as there is no restriction on when and where 
availability of the service. The services are available as per the needs and requirements of 
the customers and banks themselves. 

To give more than just a website on the Internet and service accessibility at 
mobile phones or PDAs (Personal Digital Assistants). It has numerous opportunities in 
addition to challenges such as security and risks which in turn have their own measures to 
mitigate in addition to traditional ones. 

To modern decision making approach with an ability to adopt ever-changing 
environment. 
 
E-BANKING CHANNEL STRATEGY 
In recent years the very nature of banking in changing what used to happen only in 
branches can now happen anywhere in the world at any time and through any delivery 
channel a customer might chose (ATMs, telephones, personal computers). 
 therefore, the introduction of new technologies have led to significant changes in 
bank strategies and branch banking started to lose ground to virtual banking as the use of 
remote banking services increased. 
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In time, the increase of investments in technology was followed by banking 
products innovation, a driving force of efficiency boost.  Banks and information 
technology manufactures have begun to stimulate each other more and more in 
development and profit creation.   
 The increasing range and complexity of electronic banking services has led to the 
expansion of customers while satisfying more sophisticated needs and ensuring customer 
loyalty imposed a continuous demand for new technologies. 
 Virtually every bank around the globe has added at least one new channel in the 
past three to five years.  the mobile, along with the app is at the head of this list. 
 There are three fundamental elements that customer look for in e-banking.  one 
the convenience of ubiquitous and effortless access to e-banking services.  two, digital 
interactions that caster to all their needs and three, an experience that is personalized, 
relevant, engaging and enjoyable. 
 The channel strategy would focus on providing best-in-class personalized 
experiences for all banking needs of the customer.  The preferred mode for customer 
interactions for many transactions has become electronic channels, making this critical 
for the channel experience to be hassle free and simple. 
 
BANKING SERVICES IN INDIA 
 
MOBILE BANKING 
 
Mobile banking is a system that allows bank customers to conduct different financial 
transactions through a mobile device, being the newest service in electronic banking; 
mobile banking relies on WAP (Wireless Application Protocol) technologies since a 
mobile device requires a WAP browser installed in order to allow access to information. 
E-banking may allow banks to offer new products and services, to expand their markets 
for traditional activities and to consolidate their competitive position in offering available 
payment services, while ensuring operating costs cut for banks  
 
PHONE BANKING 
 
Phone banking is the provision of banking services using a classic telephone line. A bank 
client can obtain the necessary information on dialing a telephone number specified in 
advance. Before the requested banking service information is provided, the client’s 
identity is determined using contractually agreed terms. Using this banking service 
enables bank clients to obtain information concerning active and passive banking 
products, but a client can also actively use the bank payment system and request, for 
example, a payment order or a collection order, open or cancel a term deposit or a current 
account. In this case a fax connected to the telephone serves as an output communication 
channel. The client advisor or so-called telephone banker is a bank employee capable of 
providing any information about products and services and, following verification that he 
is speaking with an authorized person, can also perform any passive or active operation. 
He can provide advice to the client and offer further banking products. One advantage of 
this service is that it requires no additional technical equipment apart from a telephone. 
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As a rule bank telephone center (call center) operators work 24 hours a day nonstop and it 
is thus possible to use their services from any place at any time. 
 
SMS BANKING 
 
SMS banking uses short text messages sent through the client’s mobile phone. SMS text 
messages can be used for both passive and active operations similarly as with classic 
telephone banking. A client can automatically receive information about his account 
balance: an SMS is sent to the client immediately after a certain operation is performed, 
or on request: a client sends the bank a correctly formatted message which processes it 
and answers the client’s request by SMS. Information sent on request mostly concerns 
current interest rates or currency exchange rates. Providing these is simple for the bank 
because this is publicly accessible information that needs no protection. A client however 
can request information about the balance in his account, which is not public information 
and must be protected when it is provided. Passwords are used for this purpose or 
technologies based on the principle of an electronic key. A client however is required to 
know the code of every transaction including constant and variable symbols. The whole 
message containing data separated by # symbols sometimes Internet banking 
 
 INTERNET BANKING   
 
  Internet banking also referred as online banking, web banking or virtual banking, an 
outgrowth of PC banking, is a more developed service, a system that enables bank 
customers to access accounts and general information on bank products and services or 
perform account transactions directly with the bank through a personal computer using 
the internet as the delivery channel; customers are able to access all of their accounts 
through the website of the bank and are allowed to conduct banking activities such as 
transferring funds, paying bills, viewing account balances, paying mortgages or 
purchasing financial instruments and certificates of deposits. 
 
Product and Services Offered through Internet Banking Facility  
1. Account Summary: Accounts which are ‘Internet Banking Enabled’ may be displayed 
along with the Current Balance, Total Balance, Unclear Balance and Available Balance 
etc. (Savings /Current / Overdraft /Term Deposit / Loan Accounts).  
 
2. Overdraft Details: Limit and Drawing Power for OD Accounts, Repayment Schedule 
for Loan Accounts may be viewed.  

3. Transactions Details: User may view, download and print of the last 14 transactions 
or for specified period of selected account.  
 
4. Online Requests: User may request for Stop Payment for a particular Cheque or 
Range of Cheques in select accounts, Revoke of Stop Payment of Cheques already 
stopped. User may also change his contact no. (phone no., mobile no., email etc.)  
 
5. Funds Transfer between own Accounts: User may transfer funds from one account 
(with requested transaction facility) to his/her another account to the extent of fund 
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transfer limit fixed by the bank from time to time, subject to the available balance, by 
selecting ‘from’ & ‘to’ accounts.  
 
6. Adding of Account in Beneficiary List: If amounts are frequently transferred to a 
particular account, then the facility of adding that account in beneficiary list will be 
available by providing a nick name to that account.  
 
7. Viewing of Beneficiary Accounts: User may view all the beneficiaries that have been 
added and may also modify the details of a beneficiary by selecting that beneficiary.  
 
8. Fund transfer to other Beneficiary Account: User may transfer fund from his/her 
account (with requested transaction facility) to any other third party account, maintained 
with any of our CBS Branch, to the extent of fund transfer limit fixed by the bank from 
time to time, subject to the available balance, by selecting his/her account and giving 
either third party’s account number or selecting a beneficiary.  
9. Standing Order: User may give standing order for transfer of funds from one account 
to another to be executed on a predefined frequency (daily /monthly / month end). User 
may also amend or cancel the standing order so given.  
 
10. E-Payment Facilities: User may use E-Payment facility for payment of Direct 
(CBDT) and Indirect (CBEC) taxes by debiting the account online and may print cyber 
receipt & challan also.  
 
E-BANKING MANAGEMENT PROBLEMATIC ISSUES 
 
The implementation of e-banking services is far for being well known and is 
encountering a numerous difficulties and barriers the Internet as the unique channel for 
services delivery is totally different from the classic branches network or telephone 
banking. That’s way it brings up its own challenges that require unique and innovative 
solutions. 
The most common problematic issues in e-banking implementation and management 
include: 

• Traditional structures that are unable to respond to the agility required for the e-
banking; 

• Resistance from the employees; 
• Legacy systems; 
• Security issues; 
• Regulatory issues which are more complex than traditional ones; 
• Project management problems 
• Further more it is necessary to identify the technology related problems like: 
• IT and Telecommunication issues; 
• Capacity (or scalability) problems; 
• Availability and System Integration; 
• Operational Functionality of Web Site Design;together with management 

problems like: 
• Regulatory issues; 
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• Information Management; 
• Outsourcing problems ; 
• Security; 
• Loss of Personal Relationship; 
• Organizational structure and resistance; 
• Trust issues; 
• Acceptance issues; 
• Clash with other service delivery channels; 
• Change Management issues; 
• Ethical issues. 

 
CONCLUSION 
Customer satisfaction and customer service delivery are key element for banks to 
ascertain customer acquisition, retention and increase bank profitability. New 
technologies enabled banks to serve and assist customers not only in branches, but 
anywhere in the world at any time and through any delivery channel a customer cares to 
select. With the convenience of digital channels, customers are visiting branches less 
often and they use online and mobile technology for their banking needs more often. 
Online and mobile banking are growing fast while branch importance decline rapidly. 
Nevertheless, branch banking is still preferred by customers when it comes to getting 
banking advice. Although the internet and mobile does not completely replace other 
channels, they have become lately the dominant means for consumers to interact with 
their banks. Thus, there is no doubt that in the near future electronic banking will 
undeniably overcome traditional banking. 
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