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QUESTIONNAIRE

Department of Commerce
SGK Government Degree College,Vinukonda, Palnadu Dist.
Survey Questionnaire
Title of the project: Banking Services and Habits in Vinukonda Rural
Project execution area: Vinukonda Rural

Name of the Respondent: Name of the Mentor:
Locality: Name of the student:
Door No: Programme:

1. Gender of Respondent?

o Male
o Female
o Others

2. Age of Respondent?
o Bellow 18

o 18-30
o 30-45
o 45-60
o Above 60

3. Occupation of Respondent?
o Employee
o Self employed
o Business
o Others
4, How much your annual income ?
o Bellow 2 Lakhs

o 2L-5L
o S5L-10L
o Above 10L
5. Do you have bank account ?
o Yes (specify Bank Name: .. )
o No

6.Which Purpose You have opencd Bank Account?
o Savings Purpose
o Salary Purpose
o Loan Purpose
o Welfare Schemes Purpose
7. Reason For Maintaining Bank account in this Bank?
o Near to My House
o User Friendly Bank
o Giving Good interest Rates
8. Type of Bank Account?

o Saving
o Current
O Fixcd

9. Do you Have a Debit Card?
o Yes



o No
10. You have Linked Your Aadhaar with Your Bank account?

o Yes
o No

11.Do you Have Awarenes About ATM Operations?
o Yes
o No

12.Do You have Cheque Book Facility in Your Bank?
o Yes
o No

13. Do You have Use Digital Transactions For Your Account ?
o Yes (If yes Specify ...Net Banking/Mobile Banking)
o No

14. What is your preferred payment app for transferring money among people ?
o Google pay

Phone pe

Amazon pay

Whats app pay
Others

O 0 0O

15. Why do you prefer paying through these payment apps ?
o Convenience
o Cash back
o Multiple payment methods
o Better user experience
16. Do you trust the security of digital transaction services ?

o Yes
o No
17. Digital payment system is better than cash ?
o Yes
o No
18. Do you think your bank offers a Good interest rate?
o Agree

o Strongly agree
o Disagree
o Strongly disagree

19. Do they charge unnecessarily for not maintain minimum balance in

- your account?-

o Yes
o No
20. Does your bank have listed its share in stock exchange?
o Yes
o No

o We Don’t Know
21. What do you feel about overall service quality of your

bank?
o Excellent
o Verygood
o Good
o Average
o Poor



THEORETICAL FRAMEWORK

The information technology development has revolutionized the way of doing business by
creating a virtual market place across the globe through the internet. Internet is not only
used for sharing information but is increasingly used as a distribution channel, advertising
channel and as a flexible user-friendly mode for payments. The properties of internet make
it an ideal medium for delivering financial services specifically banking products and
services and hence using the internet technology to deliver the banking services reduce the
costs and eliminates uncertainties both for the bank and customer.
The advent of technology has brought out new electronic channels to deliver banking
services such as Automated Teller Machines(ATMs) ,internet banking and mobile banking
Services through the technology based channel is cost effective than the traditional branch
banking for banking industry. Hence, Indian banking industry is heavily investing on
technology based channels and these channels are expected to be utilized by the customers
for their day to day activities like fund transfer, bill payment, ticket booking, shopping and
mobile recharge.
Online banking is a convenient, cost efficient and time saving channel for the customers to
transact with bank at anytime anywhere. Since online banking transactions are processed
electronically it offers quick and efficient service for the customers. Nevertheless online
banking services is yet in its nascent stage and Indian banking customers are reluctant to
adopt online banking services .
Adoption is an important step for acceptance of any technology, but long term viability of
the technology depends on continuous use rather than first time use. Innovation diffusion
theory proposed by Roger (1995) states that adopters reevaluate their earlier acceptance
decision during their final confirmation stage and decide whether to continue or
discontinue that innovation at their post adoption stage.
[nformation technology has changed the face of banking industry in India. The adoption of
information technology started as a mere automation process for the routine works of

banks during 1980 .It was integrated with business process




Reengineering resulting in banking services as branchless, any time and anywhere

and facilitated new product development which enabled near real time service

delivery.

In 1990, the liberalization, globalization and privatisation measures brought a completely
new environment to the Indian banking industry. This was the time the Indian banking
industry started using the technology to provide banking services to meet the global
competition. In the Indian banking industry information technology changes had started
with Narasimhan committee’s suggestion in 1992 for computerization, followed by Saraf
committees recommendations for electronic fund transfer, electronic clearing services and
automatic data capture system in 1994. Currently Indian banking sector reconfigured their
business process and offers services through various electronic banking channels like
ATM, online banking, mobile banking, smart cards, point of sale, electronic fund transfer
etc. Information technology has thus helped banks to reach the door steps of the customers
by overcoming the geographical limitations, volume constraints and easing the resources
unlike traditional brick and mortar system.

Advantages of Internet banking to Customers

4. Internet Banking provides different benefits to customers. It provide
24hours service for seven days in a week for 365 days in a year so there
is no problems of holiday and working day, customer can use banking
services at any time it means whether it is day or night.

5. Internet Banking provides banking facility to customers at anywhere
i.e.at shopping Mall, Railway station. Petrol Pump, Shop, Market Place
and Airport. So customer can take benefits of banking services at any
place with the use of ATM ,Debit Cards and Credit Cards and Mobile
Banking.

6. Internct banking services save the time and money of customer because
of performing banking transactions there is no need to visit any bank; he
can perform his financial transaction with the use of personal computer,

laptop ,mobile banking ,and phone banking



Offer Fund transfer, immediate payments service ,cheque book request ,bill payments
,mobile and DTH recharge, M Commerce transactions etc.

SMS Banking:

This service is provided with the help of mobile phone of the customers. It offers
balance enquiry, last three transactions statements, cheque status, Alert for password
generations OTP (onetime password) etc.

Cards Facility:

Banks provide different debit cards and credit cards facility. With the use of these

cards customer can purchase, can make ecommerce transaction ,and also can pay bills

ctc.

Adoption of Online Banking in Indian Banks

In India ,new generation private sector banks namely ICICI Bank and HDFCBank were the
pioneers in introducing internet banking services. ICICI bank introduced online banking
with limited number of services in 1996 followed by Citi bank and Indusind Bank. HDFC
bank started offering online banking services in the year 1999. It was during 1996-1998
that the banks adopted internet for their transactions ,how ever the adoption of intemet and
usage in banking industry gained importance only in 1999. Initially nationalized banks
hesitated and viewed online banking as insecure channel and then SBI launched intemet
banking in 2001 and experienced good response from customers. Eventually Canara Bank
,Allahabad Bank, Punjab National Bank, Bank of Baroda, Syndicate Bank and others
introduced it.

In current scenario every bank in India have internet banking facility but not all the banks
are providing integrated features of internet banking. The level of providing online banking
services differs from bank to bank. RBI report (2001) shows that, level of online banking
services has been categorized as i) The basic level service, where the bank’s website
disseminates iﬁformation about the products and services of a particular bank. i) Stple
transactional websites .which allows customers to submit their instructions, applications
for different services, queries on their services, but do not permit any fund based

transactions on their account sand iii)Fully transactional websites, which
S ¢ *
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Relatively new product and therefore its adoption is still at the starting stage of the
diffusion curve ( Jayawardhena et al 2003). Hence virtual bank or bank through World
Wide Web or branchless bank is also a very new concept to any country (Sadeghi and
Hanzaee 2010). In traditional banking there is face to face interaction between the
customers and banker whereas in the case of online banking customers access their
transactions through an electronic media. This kind of system is very new for Indians.
Though this new system offers potential benefits to the customers, it has to convince the
customer’s emotional or psychological belief and also the banking need. Being a

developing country online banking penetration in India differs from the context of

developed countries.



Table 4.1 showing gender classification of respondents on the basis of
age

Gender No .of Respondents 4 Percentage
f Male 34 : 68%
female 16 32%
Total | 50 100

(Source: Survey data)

The above table reveals that among 50 respondents 32% of the respondents are

female and remaining 689 are male.

Figure 4.1 showing classification of respondents on the basis of gender

(Source: Survey data)

: Female
Bl Male

(Source:Survey data)



Table 4.2 showing classification of respondents on the basis of

age

Particulars No. of Percentage(%) N
Respondents o “_“_j

Below 18 05 10 {
— ~—

30-45 24 48 j
45-60 16 32|
60 above 05 10 J
TOTAL 50 100 |

(Source: survey data)

The above table reveals respondents on the basis of age. From the above table it is
clear that majority of the respondents that is 48% of the respondents are 30-45 age and

least respondents are below 18 (10%) and above 60 (10%).

Figure 4.2 showing classification of respondents on the
basis of Age

Below 18
3045
45-60
60-above

(Source: survey data)



Table 4.3 showing classification of data on the basis of

Occupation of Respondent

Particulars No .of Respondents il_?g\_‘_x_‘}tﬁl_gui(_f‘ W)
Employed 11 I 7 S
Self Employed 06 I .
business 20 40
others 13 26

TOTAL 50 100

(Source: survey data)

The above table reveals classification of respondents on the basis of Occupation

among Respondents. Among 50 samples 40% of the respondents are business

respondents and least respondents are 12% of self employed.

Figure 4.5 showing classification of data on the basis of

Occupation of Respondent

22

B Employed
B  Self employeed

B Business
B Others

(Saurce: survey datn)




Iable 4,10 showing Classification of data on the basis of

questioners Do you have awareness on A'TM operations,

Particulars

;\'cs
NO
‘tli\‘“ﬂ

No. of vespondents

Percentage

48%

&0
2%

100%

(Source; survey data)

The above table reveals classification of data of respondents on the basis of question

do you have awareness on a ATM operations. Among 50 samples 48% ol the

respondents have YES, 529 Have Answered NO.

Figure 4.10 showing Classification of data on the basis of

questioners Do you have awareness on about ATM

operations.

(Source: survey data)
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19 Do they charge unnecessarnly for nct maintain minimum bzlance in

your account?

7 Yes
o No

20. Does your bank have listed its share in stock exchange?

o Yes
— No
o WeDon'tKnow
21. What do you feel about overall service quality of your
bank?
o  Excellent
o Verygood
-~ Good
< Average
o Poor

22 In your own words, what are the things you like most about your current bank?

H F e.r Good

36 T
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