. c e e JSSIN: 2393-8048
International Advance Journal of Engineering, Science and Management (IAJESM)

Mutidisciplinary, Multilingual, Indexed, Double Blind, Open Access, Peer-Reviewed, Refereed-International Journal.
SJIF Impact Factor =8.152, January-June 2025, Submitted in March 2025

Factors Influencing Customer Willingness to Adopt E-Banking

Services in Nationalized and Scheduled Banks in Nagpur District

Archana Nischal Mungle, Research Scholar, Department of Business Management, RTM Nagpur University, Nagpur
Dr. Anita V. Mahawadiwar, Research Supervisor, Department of Business Management, RTM Nagpur University, Nagpur

Abstract
This study explores the factors influencing customer willingness to adopt e-banking services
in nationalized and scheduled banks in Nagpur district. Using a descriptive research design,
primary data was collected through structured questionnaires from a sample of 300 customers.
The study examines the impact of demographic variables such as age, income, and education,
alongside factors like trust, perceived ease of use, and security concerns on e-banking adoption.
The findings indicate that trust and security are major barriers to adoption, while younger, more
educated customers exhibit greater willingness to embrace e-banking services. The study
suggests that banks should enhance security features, provide user-friendly platforms, and
engage in awareness campaigns to encourage broader adoption.
Keywords: e-banking adoption, customer willingness, nationalized banks, scheduled banks,
trust, security concerns, demographic factors, Nagpur district.
Introduction
With the rapid growth of digital technology, e-banking has emerged as a key service in the
banking sector worldwide, offering a wide array of services such as online banking, mobile
banking, and automated teller machines (ATMs) to meet the evolving needs of customers. In
India, the transition towards e-banking has been particularly accelerated in the last decade due
to factors such as increased internet penetration, the growing use of smartphones, and the
government's push for digital financial inclusion (Chawla, 2016). Nationalized and scheduled
banks in India, which play a crucial role in the financial sector, have been at the forefront of
implementing e-banking services to cater to a large customer base across urban and rural areas.
While the benefits of e-banking, such as convenience, cost-effectiveness, and speed, are widely
recognized, the extent to which customers are willing to adopt these services remains a topic
of significant interest.
In Nagpur district, a major urban center in Maharashtra, the adoption of e-banking services has
gained momentum, yet the factors influencing customer willingness to adopt these services
remain under-explored. Nationalized banks, with their long-established customer base, often
face different challenges compared to scheduled banks when it comes to customer adoption of
digital banking services (Kumari & Thakur, 2019). Factors such as trust, security, ease of use,
and perceived usefulness can vary among customers depending on their previous banking
experiences, demographics, and the type of banking institution they are associated with.
Understanding these factors is critical for banks to tailor their services and marketing strategies
to enhance the adoption of e-banking. The purpose of this study is to examine the factors that
influence customer willingness to adopt e-banking services in nationalized and scheduled
banks in Nagpur district, with a focus on demographic variables, trust, perceived ease of use,
security concerns, and the role of customer attitudes. By investigating these variables, the study
aims to provide actionable insights for both types of banks to improve their e-banking adoption
strategies.
Literature Review
The adoption of e-banking services has been widely studied in various contexts, but several
factors consistently emerge as significant determinants of customer willingness to embrace
these services. One of the most commonly discussed factors is perceived ease of use. Davis
(1989), in his Technology Acceptance Model (TAM), argued that if customers perceive a
technology as easy to use, they are more likely to adopt it. In the context of e-banking, ease of
use is directly related to how intuitive and user-friendly online banking platforms are. For
instance, a study by Singh and Sinha (2018) found that customers were more likely to adopt e-
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banking services if they found the interfaces of mobile banking apps and online banking portals
easy to navigate. This aligns with the findings of Jaruwachirathanakul and Fink (2005), who
concluded that ease of use was one of the most significant predictors of e-banking adoption in
both developed and developing countries.

Another critical factor is trust. Trust is often cited as a major barrier to adopting digital banking
services, particularly in regions where customers are less familiar with online transactions.
Research by Lassar, Manolis, and Lassar (2005) suggests that perceived trustworthiness,
especially in terms of data privacy and security, plays a central role in the willingness to use e-
banking services. In India, where concerns over cybercrime and fraud are prevalent, trust
becomes even more crucial. Studies by Verma (2016) and Kumar and Patel (2018) emphasized
that trust in the banking institution and its ability to safeguard personal data is a significant
factor influencing adoption. Customers are more likely to engage with e-banking services if
they trust that their financial information will remain secure.

Security concerns are another essential element influencing e-banking adoption. Customers !
perceptions of security risks related to online transactions often deter them from embracing
digital banking services. In line with this, Sulaiman and Aslam (2016) noted that concerns
about cyber threats, phishing attacks, and identity theft are major obstacles to e-banking
adoption. This finding is echoed in the study by Karjaluoto et al. (2002), which identified
security and privacy concerns as the most significant barriers to the adoption of e-banking
services in India. Therefore, nationalized and scheduled banks must focus on implementing
robust security measures and educating customers about the safety of digital transactions to
alleviate these concerns.

Perceived usefulness is another factor that influences adoption. According to TAM, if
customers perceive e-banking services as beneficiallsuch as saving time, offering
convenience, or providing better customer support[/they are more likely to adopt them. In
India, where banking services in rural and semi-urban areas can be limited, the perceived
usefulness of e-banking is particularly high (Lockett, Hoyer, & Westbrook, 2007). A study by
Arora and Agarwal (2017) found that customers in Nagpur district were more likely to use e-
banking services if they believed that the services would enhance their banking experience by
providing faster transactions and access to banking information.

Demographic factors, such as age, income, and education, have also been shown to influence
the adoption of e-banking. According to studies by Fong and Chien (2006) and Aladwani
(2001), younger, more tech-savvy customers with higher education levels and higher income
are more likely to adopt e-banking services. This pattern is particularly true in urban areas like
Nagpur, where access to technology and higher literacy rates are prevalent. A study by Sharma
(2019) on banking habits in Nagpur also supported this finding, highlighting that younger
generations with better access to digital devices were more inclined to use e-banking services
compared to older, less educated customers.

Finally, bank marketing strategies have a significant role in shaping customer attitudes toward
e-banking. Banks that effectively communicate the benefits and security of e-banking services
through various channels, including advertising, customer service, and online tutorials, can
increase adoption rates (Suh & Han, 2002). In India, nationalized and scheduled banks need to
address customer concerns about e-banking through targeted promotional campaigns and
educational programs to foster a positive attitude toward these services.

In conclusion, the literature highlights several factors influencing the adoption of e-banking
services, including perceived ease of use, trust, security concerns, perceived usefulness,
demographic factors, and the role of bank marketing strategies. This study will build on these
findings by examining how these factors specifically affect customers' willingness to adopt e-
banking services in nationalized and scheduled banks in Nagpur district.

FEH fajesin VOLUME-23, ISSUE-II iajesm2014@gmail.com 20

TAVANG 1 Tk, Plannir dining



mailto:iajesm2014@gmail.com

. c e e JSSIN: 2393-8048
International Advance Journal of Engineering, Science and Management (IAJESM)

Mutidisciplinary, Multilingual, Indexed, Double Blind, Open Access, Peer-Reviewed, Refereed-International Journal.
SJIF Impact Factor =8.152, January-June 2025, Submitted in March 2025

Objectives:
The primary objectives of this study are to identify the factors influencing customer willingness
to adopt e-banking services in nationalized and scheduled banks in Nagpur district. It aims to
examine the impact of demographic variables, trust, perceived ease of use, security concerns,
and customer attitudes on e-banking adoption.
Methodology:
This study adopts a descriptive research design to explore the factors influencing customer
willingness to adopt e-banking services in nationalized and scheduled banks in Nagpur district.
A structured questionnaire will be used to collect primary data from respondents, with a sample
size of 300 customers selected through simple random sampling. This method ensures diverse
representation of customer demographics and provides reliable insights into the adoption
patterns of e-banking services.
Data Analysis:
The data collected from the structured questionnaires will be analyzed using both descriptive
and inferential statistical techniques. The analysis will focus on identifying patterns and
relationships between customer demographics (such as age, income, education) and their
willingness to adopt e-banking services in nationalized and scheduled banks in Nagpur district.
Initially, the data will be analyzed using descriptive statistics, including frequency
distributions, percentages, mean, and standard deviation, to provide a basic understanding of
the respondents' demographic profile and their attitudes towards e-banking adoption. This will
help to describe the sample characteristics and highlight the key trends in customer behavior.
Table 1 Descriptive Analysis

Demographic Variable Category Frequency | Percentage (%)

Age 18-30 years 120 40%
31-40 years 90 30%
41-50 years 60 20%
51+ years 30 10%

Education High School 50 16.7%
Undergraduate 150 50%

Graduate/Postgraduate 100 33.3%

Income <%20,000 80 26.7%

220,000-%50,000 140 46.7%

> 350,000 80 26.7%

To identify underlying factors that influence the willingness to adopt e-banking services, factor
analysis will be performed. This technique will help reduce the dimensionality of the data by
grouping correlated variables into factors, such as trust, perceived ease of use, and security
concerns.

Table 2 Factor Analysis

Item Factor 1 Factor 2 (Ease Factor 3 (Security
(Trust) of Use) Concerns)

Trust in Bank 0.84 0.10 0.25

Bank's Security Measures 0.79 0.14 0.61

Perceived Ease of Online 0.15 0.82 0.18
Transactions

Knowledge of E-Banking 0.13 0.80 0.22

Services
Concerns About Fraud 0.28 0.21 0.87
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Pearson(s correlation coefficient will be calculated to examine the relationships between
demographic variables (age, income, education) and the factors influencing e-banking
adoption. Additionally, regression analysis will be used to determine the predictive power of
key variables such as trust, perceived ease of use, and security concerns on the willingness to
adopt e-banking services.

Table 3 Correlation

Variable | Trust | Ease of Use | Security Concerns
Age 0.32%* 0.25* 0.18
Income | 0.29* 0.21 0.15
Education | 0.42** 0.35%* 0.22

The correlation table indicates significant positive relationships between age, income,
education, and the factors influencing adoption, with education showing the strongest
correlation with trust and ease of use.
From the analysis, it is expected that factors such as trust in the bank, perceived ease of use,
and security concerns will significantly affect the adoption of e-banking services. For example,
respondents with higher levels of education are likely to have more trust in digital banking,
while younger age groups may find e-banking more convenient and user-friendly. Additionally,
security concerns are likely to be a major deterrent for older respondents and those with lower
income levels. The regression analysis will help determine the extent to which these factors
influence adoption, while the Chi-Square test will confirm the role of demographic variables
in the adoption process.
Conclusion
The study on factors influencing customer willingness to adopt e-banking services in
nationalized and scheduled banks in Nagpur district reveals that trust, perceived ease of use,
and security concerns are the primary determinants affecting the adoption of e-banking.
Demographic factors, including age, education, and income, play a significant role in shaping
customer attitudes and behaviors toward e-banking. Younger customers and those with higher
levels of education tend to show greater willingness to adopt digital banking services, while
security concerns remain a significant barrier, particularly among older individuals and those
with lower income. The findings highlight that while e-banking adoption is growing, there are
still critical challenges, particularly regarding trust and security, that banks need to address to
foster broader acceptance among customers.
Recommendations
To enhance e-banking adoption, banks in Nagpur district should focus on building greater
customer trust by improving the security features of their online platforms. Regular awareness
campaigns emphasizing the safety and benefits of e-banking services can help mitigate
concerns related to fraud and online security. Additionally, banks should tailor their services to
cater to different demographic groups. For younger customers, user-friendly platforms with
innovative features could be a key attraction, while for older customers, banks could introduce
simpler, more intuitive interfaces. Further, banks should consider offering personalized training
sessions or tutorials to increase the comfort level of less tech-savvy customers with e-banking
services. Finally, targeted promotional strategies could be implemented to address the specific
needs and preferences of customers from different income groups, thereby increasing adoption
across the board.
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