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ABSTRACT  

Banking has been a vital part in the economic development of all the nations of the 
world. In fact, banking is the life blood of modern commerce. Excluding those traditional 
business-oriented functions, they have now come out to fulfil national responsibilities. Banks 
carter to the needs of various sections and fields like agriculture, industries, trades and to all 
other sections of the society. Thus, they accelerate the economic growth of the country and 
plays a pivotal role as heart of money circulation as to pumping money in and out of the 
economy. 
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I. INTRODUCTION 
 

Customer awareness is gaining more importance now a days as the competition is 
increasing and updation for each product and its nature is updated within seconds through the 
Social Media Network.  This article we are going to understand the Customer Awareness of E – 
Banking service in Chennai City. 

TECHNOLOGY IN BANK 

The banks have improved Technology to a large extend compared to olden days in 
Modern days. 

OLDEN DAYS 

In olden days, customers used to visit the bank and get to know about the formalities 
with the help of bank staffs and then those customers will deposit or withdraw the cash, and will 
retune home. This will occur in that particular bank or branch. 
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MODERN DAYS 

Now days in the banking sector also, including the technology play dominate play. In 
many years ago, people approached the bank and waited in the long queue for withdrawing cash, 
requesting a statement of account, transferring the funds etc. so the bank takes many steps to 
decreases the difficulties and adopt the new technologies of e-banking service. E-banking 
includes Mobile banking, internet and Automatic Teller Machine. 

Ex: Internet banking, App banking, E-wallets 

 Open with chrome, Firefox 

 Login: www.Tmbnet.in 

 Enter the User ID and password 

 Choose your desired transaction. 
 

INDUSTRY PROFILE 

Banking in India originated in the first decade of 18th century. The General Bank of 
India came into existence in 1786. This was followed by Bank of Hindustan. Both these banks 
are now defunct. The oldest bank in existence in India is the State Bank of India being 
established as "The Bank of Bengal" in Calculate in June 1806. A couple of decades later, 
foreign banks like Credit Lyonnais started their Calcutta operations in the 1850s. At that point 
of time, Calcutta was the most active trading port, mainly due to the trade of the British Empire, 
and due to which banking activity took roots there and prospered. The first fully Indian owned 
bank was the Allahabad Bank, which was established in 1865. By the 1900s, the market 
expanded with the establishment of banks such as Punjab National Bank, in 1895 in Lahore and 
Bank of India, in 1906, in Mumbai - both of which were founded under private ownership. The 
Reserve Bank of India formally took on the responsibility of regulating the Indian banking 
sector from 1935. After India’s independence in 1947, the Reserve Bank was nationalized and 
given broader powers. The banking in India was controlled aid combated by the presidency 
banks, namely, the Bank of Bombay, the Bank of Bengal, and the Bank of Madras -which later 
on merged to form the Imperial Bank of India, and Imperial Bank of India, upon India’s 
independence, was rename the State Bank of India. The presidency banks were like the central 
banks and discharged most old the font tins of central banks. They were established under 
charters from the British East India Company. The exchange banks, mostly owned by the 
Europeans, concentrated on financing of foreign trade. Indian joint stock banks were generally 
under cavil lazed a I d lacked the experience and maturity to compete with the presidency banks, 
and the exchange banks. There was potential for many new banks as the economy was growing 
Under these circumstances, many Indians came forward to set up banks, and many banks were 
set up at that time, and a number of them set up around that time continued to survive and 
prosper even now like Bank of India and Corporation Bank, Indian Bank, Bank of Baroda, and 
Canada Bank’s. Growth and Present Status of t h e Industry: - By the 1960s, the Indian banking 
industry has become an in important tool to facilitate the development of the Indian economy. 
At the same time, it has emerged as a large employer, and a debate has ensued about the 
possibility to nationalize banking industry. Indira Gandhi, the-then Prime Minister o: India 
expressed the intention of the GOI in the annual conference of the All India Congress Meeting 
in a paper entitled "Stray thoughts on Bank Nationalization” The paper was received with 
positive enthusiasm. Thereafter, her move was swift and sudden, and the GOI issued an 
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ordinance and nationalized the 14 largest commercial banks with effect from the midnight of 
July 19, 1969. Jayaprakash Narayan, a national leader of India, described the step as a 
"masterstroke of political sagacity." Within two weeks of the issue of the ordinance, the 
Parliament passed the Banking Companies (Acquit ion and Transfer of Undertaking) Bill, and it 
received the presidential approval on 9th August, 1969. A second dose of nationalization of 6 
more commercial banks followed in 1980. The stated reason for the nationalization was to give 
the government more control of credit delivery. With the second dose of nationalization, the  

GOI controlled around 91% of the banking business of India. After this, until the 
1990s, the nationalize banks grew at a pace of around 4% closer to the average growth rate of 
the Indian economic. 

II. REVIEW OF THE STUDY 

R.Mayakkannan( 2017) To  conclude,  the  present  study  has  brought  out  the  
impact  of  Human  employee  Perception  and  Performance of selected banks. Most of the 
bank employees have positive perception about their banks as well as the result of analyzing 
reflects that their performance for development of banks is also good. Employees have good 
perception about the bank Personnel policies,36 Human Resource Planning, Recruitment and  
selection,  compensation  system,  employees  |motivation,  performance  appraisal  and  
interpersonal  relationship. Banks provide proper training for employees to improve their 
individual skills.  

D. Jayarama Reddy C. R. Reddy (2019) Banking is a complex business to deliver 
services through a multiple technological channel. The Government should popularize the 
digital payment system among the people including students through media and also protect the 
interests of customers by implementing a stringent Cyber Law. The challenge of security and 
ramifications including cyber-crimes of banking technology should the need of hour in today’s 
digital payment by the means of card payment, electronic fund transfer, payment gateways, 
smart card, e- payment, mobile money wallet, etc 

Dr. K. Riyazahamed(2019) Now-a-days in the scenario of technological 
advancements, net banking and Indian consumer are directly related and dependent to each 
other. Online Banking services are an important means to satisfy the most of the consumer’s 
needs. Government of India encourages people to move towards Cashless Economy. 

FUTURE OF THE INDUSTRY 

A healthy banking system is essential for any economy striving to achieve good Growth 
and yet remain stable in an increasingly global business environment. The Indian banking 
system, with one of the largest banking networks in the world, has witnessed a series of reforms 
over the past few years like the deregulation of interest rates, dilution of the government stake in 
public sector banks (PSBs), and the increased participation of private sector banks. The growth 
of the retail financial services sector has been a key development on the market front. Indian 
banks (both public and private) have not only been keen to tap the domestic market but also to 
compete in the global market place. New foreign banks have been equally keen to gain a 
foothold in the Indian market. The momentum in credit growth has been maintained during 
2005-06 due to two factors: The corporate sector has stepped up its demand for credit to fund 
its expansion plans; there has also been a growth in retail banking. However, even as the 
opportunities increase, there are some issues and challenges that Indian banks will have to 
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contend with f they are to emerge successful in the medium to long term. This report discusses 
these issues and challenges - both intrinsic and external. 

CONSOLIDATION 

Consolidation, which has been on the counter over the last year or so, is likely to gather 
momentum in the coming years. Post April 2009, when the restrictions on operations of foreign 
banks will go, the banking landscape is expected to change dramatically. Foreign banks, which 
currently account for 5% of total deposits and 8%of total advances, are devising new business 
models to capture the Indian market. Their full-fledged entry is expected to transform the 
business of banking in many ways, which would be reflected in terms of greater breadth of 
products. Depth in delivery channels and efficiency in operations. Thus, Indian banks have less 
than three years to consolidate their position. Despite the stiff resistance from certain segments, 
consolidation holds the key to future growth. This view is underpinned by the following: 

 Owing to greater scale and size, consolidation can help save costs and Improve 
operational efficiency.  

 Banks will also have to explore different avenues for raising capital to meet Norms 
under Basel-II  

  Owing to the diversified operations and credit profiles of merging banks, consolidation 
is likely to serve as a risk-mitigation exercises as much as a growth Engine. 

 

Though there is no confirmation yet, speculative signals arising from the market point to 
the prospect of consolidation involving banks such as Union Bank of India, Bank of India, Bank 
of Baroda, Dena Bank, Sta1; Bank of Patiala, and Punjab and Sind Bank. Further, the case for 
merger between stronger banks has also gained ground -a clear deviation from the past when 
only weak banks were thrust on stronger banks. There is a case being made for mergers between 
banks with a distinct geographical presence coming together to leverage their respective 
strengths 

ABOUT THE TOPIC 

Customer awareness is about making the customer aware of his/her rights. It Isa 
marketing term which means that customers are aware of products or services, Limited 
information, limited supplies and low literacy are factors causing exploitation of customers. 
Customer awareness is a very important element as we attempt to move forward to future. 
There are so many stages of awareness in customer. Which are as follows? 

 The most aware - customer knows of the product or services, knows what it does, and 
knows he wants it 

 Customer knows of your product or services, but doesn’t yet want it. 

 New Product or services - customer knows or recognizes that they want what the 
product does, but doesn’t know how to go with the product or services. 

 New products or services that solve NEEDS - customer has a need they want fulfilled 
but isn’t aware of the connection between their need and your product or services. 
They are completely unaware of the market. 
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However, an organized and systematic movement to safeguard the interest of 
customers is a recent phenomenon. Enactment of Customer Protection Act, 1986 was one of 
the most important steps taken to protect the interests of customers. The provision of the Act 
came into force, with effect from July 1, 1987. The act recognizes customer’s right to seek 
redresses and right to customer education. The salient features of the Act are as follows: -  

Applies to all goods and services unless specifically exempted by the Union 
Government; Covers all the sectors whether private, public or cooperative; enshrines the 
customers rights related to safety. Information, choice, representation and redress and customer 
education. The act gives customers an additional remedy besides those which may be available 
to them under the provisions of other existing laws and they are free to choose the remedy. 
Empower customers seeking discontinuance of certain unfair and restrictive trade practices, 
defects or deficiencies in services and stopping in services. 

1. NEED FOR STUDY 
 

Internet banking is been prevalent in India since 1999. But the fact is that there are only 
limited customers who use this facility till date, compared to other services. Hence to enable the 
awareness of this service in the minds of the customers the researcher is interested to study 
“Customer awareness towards the internet banking services provided with special reference to 
Chennai” in terms of  

 Factors determining customer awareness towards the internet banking services.  

 To identify the customers perception about the internet banking service.  

 To trace out the expectation of customer towards the internet banking services 
 

2. SCOPE OF THE STUDY 
 

The study entitled "Customer awareness towards internet banking services with special 
reference to Chennai" aims to find out the awareness level and the effectiveness of Internet 
banking service provided to the customers. The analysis will help to know the awareness level of 
customers regarding the internet banking services. Along with the satisfaction level of tie 
customers in the internet banking services and the customers perception regarding the internet 
banking service. 

III. RESEARCH OBJECTIVES 

PRIMARY OBJECTIVES 

To study customer awareness about the Internet Banking services provided with special 
reference To Chennai. 

SECONDARY OBJECTIVES 

 To analyse customer satisfaction level in the internet banking services  

 To know the reason for preferring internet banking service in Chennai 

 To know the customers perception about the internet banking services 
 



 

 

 

A Study on the Customer Awareness of E-Banking Service in Chennai City. 

   
 

6 

 Emperor Journal of Operations Research 

IV. FINDINGS AND SUGGESTIONS 
 

 Customers are not satisfied with conventional banking to full extend and also, they 
aren’t fully aware of all the facilities that E-banking provides. 
 

 Through the Internet Banking an effective tool but many customers are not using it due 
to the awareness of the particular direct banking channel. Now the responsibility lies 
with the banks to make them aware about various Internet banking channels through 
publicity and advertisement. 

 Banks should educate the customers about the usage of internet banking channels and 
also their advantage. This would prompt the customers to shift from traditional to E-
banking. 

 It has been observed that even the customers who knew about internet Banking are not 
using this facility due to misconception and lack of information. These customers 
should be targeted by the bank and must be convinced to use the same. 

 Banks should even encourage the rural and other downtrodden areas to use and benefit 
from E-banking 

 The best way to promote E-banking is though customer-care services. 

 A lot of people are concerned of the security of E-banking on which they have to be 
educated adverse. 

 

V. CONCLUSION 
 

 The success of any bank directly or indirectly depends on their customers as they are 
the backbone of the banks. With the development of technology the customers’ 
expectations are raising relentlessly. 

 With India moving on to a digital economy it is more reasonable for everyone to be 
aware and audible in terms of E-banking. 

 The project with fixing the objective then sample were collected accordingly around 50 
samples have been collected from the population in a structure method and analysis 
have been done to get the results. 

 The objective framed at the beginning of the project has been achieved. 

 The results of this study show that perceived usefulness, easy to use, customer 
awareness and perceived risk are the important determinants of internet banking 
adoption. 

 Study concludes that majority of the customers are accepting internet banking because 
of many favourable factors. Analysis concluded that flexible, time and cost saving, 
security, prompt problem solving are the main perusing factors to accept E-banking 
system. 

 These factors have a strong and positive effect on customers to accept E-banking 
system, the task is to enlighten people on the same. 

 This “customer awareness survey” is conducted to rival the awareness level of the 
customers towards internet banking services in different context and parameters. 
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