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Abstract: The rapid development of digital technology has significantly transformed the banking sector, 

leading to the emergence of electronic banking (e-banking) services. E-banking allows customers to 

perform various banking transactions such as fund transfers, balance inquiries, bill payments, and 

account management through internet and mobile platforms without visiting bank branches. Despite the 

convenience and efficiency offered by e-banking services, several challenges continue to affect their 

adoption and usage among bank customers. This study aims to identify the major challenges faced by 

customers in adopting and using e-banking services and to analyze the factors influencing the adoption 

of e-banking services among bank customers in Bangalore. The study is based on primary data collected 

from 180 bank customers using a structured questionnaire. Convenience sampling technique was used 

for selecting the respondents. The collected data were analyzed using statistical tools such as descriptive 

statistics, correlation analysis, and regression analysis with the help of SPSS software. The results of the 

study reveal that security and privacy concerns, fear of financial fraud, lack of technical knowledge, and 

poor internet connectivity are some of the major challenges faced by customers in using e-banking 

services. The statistical analysis further indicates that factors such as security perception, ease of use, 

awareness of digital banking services, and internet accessibility have a significant positive influence on 

the adoption of e-banking services. The findings suggest that improving digital literacy, strengthening 

cybersecurity measures, and increasing customer awareness can enhance the adoption of e-banking 

services. The study provides useful insights for banks and policymakers to develop strategies that 

encourage customers to adopt digital banking platforms more effectively.   . 
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I. INTRODUCTION 

The banking sector has undergone significant transformation over the past two decades due to rapid advancements in 

information and communication technology. Traditional banking systems, which required customers to visit physical 

bank branches for almost every transaction, have gradually evolved into modern digital banking systems that allow 

customers to perform banking activities through electronic platforms. One of the most significant developments in this 

transformation is the emergence of Electronic Banking (E-Banking). E-banking refers to the delivery of banking 

services and products through electronic channels such as the internet, mobile applications, automated teller machines 

(ATMs), and other digital platforms. Through these services, customers can perform a variety of financial transactions 

including fund transfers, bill payments, balance inquiries, online shopping payments, and account management without 

physically visiting the bank. 

The adoption of e-banking services has increased rapidly across the world due to the convenience, speed, and 

accessibility it offers to customers. With the widespread use of smartphones, internet connectivity, and digital payment 

platforms, banks have been able to expand their services beyond traditional branch-based operations. Governments and 

financial institutions have also been promoting digital banking as part of broader initiatives aimed at creating a cashless 

economy and improving financial inclusion. In many developing countries, including India, digital banking has gained 

significant momentum due to government initiatives that encourage electronic transactions and digital financial 
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services. The introduction of digital payment systems and mobile banking platforms has further strengthened the 

growth of e-banking and enhanced the overall efficiency of the banking system. 

Despite the rapid expansion of digital banking services, the adoption of e-banking is not without challenges. Many 

customers still face difficulties in using these services due to various technological, social, and security-related issues. 

One of the major challenges associated with e-banking is the concern regarding security and privacy of financial 

information. Customers often worry about the risks of cyber fraud, hacking, identity theft, and unauthorized access to 

their accounts. Such concerns may discourage users from fully trusting electronic banking platforms. In addition to 

security concerns, technical issues such as poor internet connectivity, system errors, and lack of digital infrastructure 

can also limit the effective use of e-banking services, particularly in rural or less developed areas. 

Another important challenge is the lack of digital literacy and awareness among certain segments of the population. 

Many individuals, especially elderly customers or those with limited exposure to technology, may find it difficult to 

understand and use digital banking platforms. The complexity of some banking applications and fear of making 

mistakes during transactions can further discourage users from adopting e-banking services. In some cases, customers 

also prefer traditional banking methods because they feel more comfortable interacting directly with bank staff and 

receiving personal assistance. 

Furthermore, trust and reliability play a crucial role in the adoption of e-banking services. Customers need to have 

confidence in the security and reliability of digital banking platforms before they are willing to conduct financial 

transactions online. Any incidents of fraud, technical failure, or service disruption can negatively affect customer trust 

and reduce the willingness to adopt these services. Banks must therefore invest in strong cybersecurity systems, user-

friendly digital platforms, and effective customer support services to address these challenges and encourage wider 

adoption of e-banking. 

In addition to customer-related challenges, banks themselves face several operational and technological issues in 

implementing and managing e-banking services. These include the high cost of developing and maintaining digital 

infrastructure, the need for continuous technological upgrades, and the requirement for skilled personnel to manage 

digital banking operations. Banks must also comply with regulatory guidelines and data protection policies to ensure 

the safety and reliability of digital transactions. As the banking sector becomes increasingly digitalized, institutions 

must focus on improving system security, strengthening digital infrastructure, and enhancing customer awareness in 

order to promote the effective use of e-banking services. 

Given these circumstances, it becomes important to examine the various challenges faced by customers in adopting e-

banking services. Understanding these challenges will help banks and policymakers develop strategies to improve 

digital banking adoption and enhance customer satisfaction. This study therefore aims to analyze the key obstacles that 

influence the adoption of e-banking services and to identify possible measures that can address these issues. By 

examining factors such as security concerns, technological barriers, digital literacy, and customer trust, the study seeks 

to contribute to a better understanding of the factors affecting the successful implementation of e-banking services. 

Overall, the increasing importance of digital technology in the financial sector makes it essential to address the barriers 

that limit the adoption of e-banking services. Identifying and resolving these challenges will not only improve the 

efficiency of banking operations but also support the broader goals of financial inclusion, digital transformation, and 

economic development. 

 

II. REVIEW OF LITERATURE 

Reshma S (207) The study titled “A Comparative Study of the Customer Satisfaction between Postal Services and 

Nationalised Banking Services” examined the level of customer satisfaction with services offered by postal institutions 

and nationalised banks. The research primarily focused on understanding how service quality influences customer 

perception and satisfaction in both sectors. The study adopted a descriptive research design and collected data from 

customers using structured questionnaires. The findings indicated that service quality plays a crucial role in 

determining customer satisfaction, and improvements in service delivery can lead to higher customer loyalty. The 
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results also revealed that banking services generally provide faster and more technologically advanced services 

compared to traditional postal services. However, postal services continue to maintain customer trust due to their 

widespread reach and reliability. The study concluded that both sectors need to continuously improve their service 

quality, technological adoption, and customer support mechanisms to remain competitive and enhance customer 

satisfaction levels.  

Raj, Murthy, Soundarraj, Rajani, Babladi, and Dixit (2023) examined the level of awareness and adoption of e-banking 

services among rural customers in India. The study focused on understanding the influence of demographic factors such 

as education, occupation, and age on the usage of digital banking services. The results indicated that younger and more 

educated customers were more likely to adopt e-banking services compared to older individuals. The research also 

identified several challenges including lack of awareness, limited access to digital infrastructure, and concerns 

regarding online security. The authors suggested that banks should enhance digital literacy programs and simplify 

online banking platforms to encourage wider adoption of e-banking services. 

Kumbhar (2011) investigated the determinants of customer satisfaction in internet banking services. The study 

examined how factors such as service quality, security, accessibility, and reliability influence the perception and 

adoption of online banking services among customers. The findings revealed that security and privacy concerns 

significantly affect customers’ willingness to adopt e-banking services. The study also highlighted that the availability 

of user-friendly interfaces and efficient customer support can improve customer satisfaction and increase the 

acceptance of electronic banking systems. 

Safeena, Abdullah, and Date (2011) analyzed the factors affecting the adoption of internet banking in India. The 

research explored key determinants such as perceived usefulness, perceived ease of use, security, and trust. Using a 

survey method, the researchers collected responses from banking customers and applied statistical analysis to 

understand their behaviour toward internet banking. The findings showed that perceived usefulness and trust play a 

significant role in influencing customers’ adoption decisions. The study also found that fear of fraud and lack of 

technical knowledge act as major barriers to the adoption of e-banking services. 

Yousafzai, Pallister, and Foxall (2003) studied the importance of trust and security in the adoption of electronic 

banking services. The research emphasized that trust is a critical factor influencing customers’ willingness to engage in 

online financial transactions. The study found that concerns related to privacy, data security, and reliability of online 

systems can negatively affect the adoption of internet banking services. The authors concluded that banks must 

strengthen their security infrastructure and communicate safety measures effectively to customers in order to build trust 

and encourage the use of e-banking services. 

Reshma, S., Aiswarya Devi, S., & Sr. Binu, K. J. (2017) the research titled “Awareness of E-Banking Services among 

Rural Customers” examined the level of awareness and usage of electronic banking services among rural populations. 

The study aimed to analyze how factors such as education, digital literacy, and access to technology influence the 

adoption of e-banking services in rural areas. Using a survey-based research approach, the researchers collected 

primary data from rural customers through structured questionnaires. The findings revealed that although banks have 

introduced various digital services such as internet banking, mobile banking, and ATM facilities, many rural customers 

still have limited awareness and understanding of these services. Lack of digital literacy, poor internet connectivity, and 

security concerns were identified as major barriers preventing rural populations from adopting e-banking services. The 

study emphasized that banks and financial institutions must undertake awareness programs, digital literacy training, and 

customer education initiatives to increase the adoption of e-banking services among rural communities. 

Reshma S (2017) Another study focusing on the awareness of e-banking services highlighted that technological 

innovations have significantly transformed the banking sector by enabling customers to perform financial transactions 

anytime and anywhere. However, the research found that the adoption of digital banking in rural areas remains 

comparatively low due to infrastructural and technological challenges. Many rural customers prefer traditional banking 

methods because they feel more comfortable with face-to-face interactions with bank staff. The study further observed 

that demographic factors such as age, education level, and occupation significantly influence the awareness and usage 
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of e-banking services. Younger and more educated customers were more likely to use digital banking services 

compared to older customers. The study recommended that banks should simplify digital platforms, improve network 

infrastructure, and enhance cybersecurity measures to build customer confidence and promote wider adoption of e-

banking services. 

 

Objectives: 

 To identify the major challenges faced by customers in adopting and using e-banking services. 

 To analyze the factors influencing the adoption of e-banking services among bank customers. 

 

III. RESEARCH METHODOLOGY 

The present study focuses on analyzing the challenges faced by customers in using e-banking services and identifying 

the factors influencing the adoption of e-banking among bank customers in Bangalore. The research design adopted for 

this study is descriptive in nature, as it aims to describe the behaviour, perceptions, and experiences of bank customers 

regarding e-banking services. Both primary and secondary data were used for the study. Primary data were collected 

through a structured questionnaire distributed among bank customers in Bangalore. The questionnaire included 

questions related to customer perceptions, challenges in using e-banking, and factors influencing their adoption of 

digital banking services. Secondary data were collected from journals, research articles, banking reports, and relevant 

online sources to support the theoretical framework of the study. 

The sample size for the study consists of 180 respondents who are bank customers using or aware of e-banking 

services. The respondents were selected using the convenience sampling method due to ease of accessibility and time 

constraints. The study area was limited to Bangalore city. The collected data were analyzed using Statistical Package 

for Social Sciences (SPSS). Various statistical tools such as descriptive statistics, correlation analysis, and regression 

analysis were used to examine the relationship between variables and to identify the key factors influencing e-banking 

adoption. The results obtained from the analysis helped in understanding customer behaviour and the challenges faced 

in the usage of digital banking services. 

 

IV. DATA ANALYSIS AND INTERPRETATION 

Table 1: Challenges Faced by Customers in Using E-Banking Services 

Challenges Mean Std. Deviation 

Security and privacy concerns 4.12 0.81 

Lack of technical knowledge 3.76 0.94 

Poor internet connectivity 3.58 0.88 

Complexity of online banking interface 3.41 0.90 

Fear of financial fraud 4.05 0.85 

Lack of awareness about services 3.62 0.91 

Interpretation 

Table 1 presents the descriptive statistics of the major challenges faced by customers while using e-banking services. 

The results indicate that security and privacy concerns (Mean = 4.12) are the most significant challenge experienced by 

bank customers. Many users hesitate to conduct online financial transactions due to fear of data theft and unauthorized 

access. Similarly, fear of financial fraud (Mean = 4.05) is also a major concern among respondents. 

Another challenge identified is the lack of technical knowledge (Mean = 3.76), indicating that some customers find it 

difficult to operate internet banking platforms and mobile banking applications. Poor internet connectivity (Mean = 

3.58) also affects the smooth usage of e-banking services, especially when transactions fail or take longer to process. 
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Furthermore, the lack of awareness about various e-banking services (Mean = 3.62) suggests that many customers are 

not fully informed about the features available through digital banking platforms. The complexity of online banking 

interfaces (Mean = 3.41) also contributes to difficulties in usage. Overall, the findings indicate that security concerns, 

fraud risk, and technological barriers are the primary challenges faced by customers in adopting e-banking services in 

Bangalore. 

 

2. Correlation Analysis 

Table 2: Correlation between Factors Influencing E-Banking Adoption 

Variables Security Ease of Use Awareness Internet Access Adoption of E-Banking 

Security 1 
    

Ease of Use 0.52 1 
   

Awareness 0.48 0.55 1 
  

Internet Access 0.44 0.50 0.47 1 
 

Adoption of E-Banking 0.61 0.64 0.58 0.53 1 

(Correlation significant at 0.05 level) 

Interpretation 

The correlation analysis examines the relationship between various factors influencing the adoption of e-banking 

services. The results show a positive correlation between security and adoption of e-banking (r = 0.61), indicating that 

customers who perceive e-banking systems as secure are more likely to adopt digital banking services. 

Similarly, ease of use shows the strongest positive relationship with adoption (r = 0.64). This suggests that when online 

banking platforms are simple and user-friendly, customers are more willing to use them regularly. Awareness of e-

banking services (r = 0.58) also has a strong positive association with adoption, indicating that customers who are 

aware of digital banking facilities are more likely to utilize them. 

In addition, internet accessibility (r = 0.53) has a moderate positive relationship with e-banking adoption. Reliable 

internet connectivity plays an important role in enabling customers to perform online transactions smoothly. The results 

clearly demonstrate that security perception, ease of use, awareness, and internet accessibility significantly influence 

customers’ willingness to adopt e-banking services. 

 

3. Regression Analysis 

Table 3: Regression Analysis for Factors Influencing E-Banking Adoption 

Variables Beta t value Sig. 

Security 0.312 4.52 0.000 

Ease of Use 0.356 5.01 0.000 

Awareness 0.287 3.98 0.001 

Internet Access 0.214 2.85 0.005 

Model Summary 

R R² Adjusted R² 

0.71 0.50 0.48 

Interpretation 

Regression analysis was conducted to determine the influence of various factors on the adoption of e-banking services. 

The model summary indicates that R² = 0.50, which means that 50% of the variation in e-banking adoption can be 

explained by the independent variables such as security, ease of use, awareness, and internet access. 
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Among the variables, ease of use (β = 0.356, p < 0.001) has the strongest influence on the adoption of e-banking 

services. This implies that customers prefer digital banking platforms that are simple, convenient, and easy to operate. 

Security (β = 0.312, p < 0.001) also plays a significant role, indicating that customers are more willing to adopt e-

banking when they feel their financial transactions are safe and protected. 

Furthermore, awareness (β = 0.287, p = 0.001) significantly affects adoption. Customers who are informed about online 

banking features and benefits tend to use these services more frequently. Internet access (β = 0.214, p = 0.005) also has 

a positive influence, highlighting the importance of reliable internet connectivity in facilitating digital banking. 

Overall, the regression results confirm that ease of use, security perception, awareness, and internet connectivity 

significantly influence the adoption of e-banking services among customers in Bangalore. 

 

V. FINDINGS 

he study reveals several important findings regarding the adoption and usage of e-banking services among bank 

customers in Bangalore. 

The majority of respondents are aware of e-banking services and use digital banking platforms for basic transactions 

such as balance inquiries, fund transfers, and bill payments. 

Security and privacy concerns are identified as the most significant challenges faced by customers while using e-

banking services. 

Fear of financial fraud and cybercrime discourages some customers from fully adopting digital banking platforms. 

Lack of technical knowledge and digital literacy among certain groups of customers creates difficulties in operating 

online banking applications. 

Poor or unstable internet connectivity also acts as a barrier to the effective use of e-banking services. 

The correlation analysis indicates a positive relationship between factors such as security perception, ease of use, 

awareness, and internet access with the adoption of e-banking services. 

Regression analysis shows that ease of use is the most influential factor affecting the adoption of e-banking among 

customers. 

Security perception also plays a significant role in encouraging customers to adopt digital banking services. 

Awareness of e-banking services and features positively influences customers’ willingness to use digital banking 

platforms. 

Overall, the study indicates that improving digital literacy and strengthening security measures can significantly 

enhance the adoption of e-banking services. 

 

VI. CONCLUSION 

E-banking has become an essential component of the modern banking system due to the rapid advancement of digital 

technologies and increasing customer demand for convenient banking services. The findings of the present study 

indicate that bank customers in Bangalore are gradually adopting e-banking services due to the convenience, time 

efficiency, and accessibility they provide. However, several challenges continue to influence the adoption and usage of 

these services. Security and privacy concerns, fear of financial fraud, lack of technical knowledge, and internet 

connectivity issues are among the major obstacles faced by customers. 

The statistical analysis conducted in the study shows that factors such as ease of use, security perception, awareness of 

digital banking services, and internet accessibility have a significant impact on the adoption of e-banking services. 

Among these factors, ease of use and security perception play the most crucial roles in influencing customer behaviour. 

Therefore, banks must focus on developing user-friendly digital banking platforms and implementing strong 

cybersecurity measures to enhance customer trust and confidence. 

Furthermore, banks should conduct awareness programs and digital literacy campaigns to educate customers about the 

benefits and safe usage of e-banking services. Improving technological infrastructure and providing customer support 

can also encourage more customers to adopt digital banking platforms. Overall, the study highlights the importance of 
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addressing customer concerns and improving digital banking systems to ensure greater adoption and effective 

utilization of e-banking services. 
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