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Abstract 
The rapid growth of information and communication technology has transformed the banking 

industry, leading to the widespread adoption of online banking services. Online banking offers 

customers convenient access to financial services, including fund transfers, bill payments, 

account monitoring, and online transactions. Despite its advantages, customer acceptance of 

online banking varies due to factors such as perceived usefulness, ease of use, security 

concerns, trust, and technological awareness. This study aims to examine the factors 

influencing customer acceptance of online banking services. Primary data were collected from 

200 banking customers through a structured questionnaire. Statistical tools such as percentage 

analysis, mean score analysis, correlation, and regression analysis were employed to analyze 

the data. The findings reveal that convenience, time-saving benefits, accessibility, and 

perceived security significantly influence customer acceptance of online banking. The study 

concludes that banks should focus on enhancing security features, improving customer 

awareness, and providing user-friendly digital platforms to increase online banking adoption. 
Keywords: Online Banking, Customer Acceptance, Digital Banking, Consumer Behavior, 

Technology Adoption, Banking Services. 

1. Introduction 

The banking sector has experienced significant changes due to technological advancements 

and digital transformation. Online banking, also known as internet banking or e-banking, 

enables customers to conduct financial transactions electronically without visiting a physical 

bank branch. The increasing penetration of smartphones, internet connectivity, and digital 

payment systems has accelerated the adoption of online banking worldwide. 

Online banking provides numerous benefits, including convenience, reduced transaction costs, 

time savings, and 24-hour access to banking services. However, concerns related to security, 

privacy, and technological complexity continue to influence customer acceptance. 

Understanding the factors affecting customer acceptance is essential for banks seeking to 

expand their digital customer base and improve service quality. 

2. Review of Literature 

Davis, F.D. (1989) developed the Technology Acceptance Model (TAM) to explain users' 

acceptance of information technology. The study identified Perceived Usefulness (PU) and 

Perceived Ease of Use (PEOU) as the two key factors influencing technology adoption. Davis 

found that users are more likely to accept and use a technology when they believe it improves 

their performance and is easy to operate. The study has been widely applied in various fields, 

including online banking, where customers are more likely to adopt digital banking services if 

they perceive them as useful, convenient, and user-friendly. This research provides a strong 

theoretical foundation for understanding customer acceptance of online banking services. 

Reserve Bank of India (RBI) Reports on Digital Banking highlight the rapid growth of 

digital and online banking services in India. The reports emphasize that internet banking, 

mobile banking, and digital payment systems have significantly improved financial inclusion, 

transaction efficiency, and customer convenience. RBI has also stressed the importance of 

cybersecurity, customer awareness, and regulatory measures to ensure safe and secure digital 

banking operations. The reports indicate that factors such as accessibility, ease of use, trust, 

and security play a crucial role in encouraging customers to adopt online banking services. 

These findings provide valuable insights into understanding customer acceptance and usage of 

digital banking platforms in India. 

3. Objectives of the Study 

1. To examine the level of customer acceptance of online banking services. 

mailto:iajesm2014@gmail.com


International Advance Journal of Engineering, Science and Management (IAJESM)  

Multidisciplinary, Indexed, Double Blind, Open Access, Peer-Reviewed, Refereed-International Journal. 
SJIF Impact Factor = 7.938, July-December 2024, Submitted in December 2024, ISSN -2393-8048 

Volume-22, Issue-I            iajesm2014@gmail.com 409 

2. To identify the factors influencing customer acceptance of online banking. 

3. To analyze customer perceptions regarding security and convenience of online banking. 

4. To study the relationship between customer demographics and online banking usage. 

5. To suggest measures for improving customer acceptance of online banking. 

4. Research Methodology 

Research Design 

The study adopts a descriptive and analytical research design. 

Sources of Data 

• Primary Data: Structured questionnaire administered to banking customers. 

• Secondary Data: Books, journals, reports, websites, and banking publications. 

Sample Size 

A sample of 200 respondents was selected using convenience sampling. 

Statistical Tools 

• Percentage Analysis 

• Mean Score Analysis 

• Chi-Square Test 

• Correlation Analysis 

• Regression Analysis 

5. Data Analysis and Interpretation 

Demographic Profile of Respondents 

Particulars Percentage 

Male 58% 

Female 42% 

Age 18-30 45% 

Age 31-45 35% 

Above 45 20% 

The majority of respondents belong to the younger age group, indicating greater digital 

adoption among younger customers. 

Frequency of Online Banking Usage 

Usage Frequency Percentage 

Daily 40% 

Weekly 35% 

Monthly 15% 

Rarely 10% 

Most respondents use online banking frequently, demonstrating increasing customer 

acceptance. 

Factors Influencing Customer Acceptance 

Factor Mean Score 

Convenience 4.45 

Time Saving 4.38 

Accessibility 4.32 

Security 4.10 

Ease of Use 4.20 

Convenience emerged as the most influential factor affecting customer acceptance. 

Correlation Analysis 

The analysis revealed a positive correlation between perceived usefulness and customer 

acceptance, indicating that customers who perceive greater benefits are more likely to adopt 

online banking. 
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Regression Analysis 

The regression results indicate that convenience, security, trust, and ease of use significantly 

influence customer acceptance of online banking. Security and trust emerged as the strongest 

predictors. 

6. Findings 

1. Most customers prefer online banking due to convenience and accessibility. 

2. Younger and educated customers show higher acceptance levels. 

3. Security concerns remain a major barrier to adoption. 

4. Trust significantly influences customer willingness to use online banking services. 

5. User-friendly interfaces enhance customer acceptance. 

6. Mobile banking applications contribute significantly to digital banking adoption. 

7. Suggestions 

1. Banks should strengthen cybersecurity measures. 

2. Customer awareness programs regarding online security should be conducted regularly. 

3. User interfaces should be simplified for easier navigation. 

4. Banks should provide quick customer support for digital banking issues. 

5. Digital literacy initiatives should be introduced for elderly customers. 

6. Continuous innovation in mobile banking services should be encouraged. 

8. Conclusion 

Online banking has become an integral part of modern banking services. The study confirms 

that convenience, accessibility, trust, security, and ease of use significantly influence customer 

acceptance of online banking. Although customers recognize the benefits of digital banking, 

security concerns continue to affect adoption decisions. Banks can improve customer 

acceptance by enhancing security infrastructure, providing efficient customer support, and 

increasing awareness regarding the safe use of online banking services. As digital 

transformation continues to reshape the financial sector, online banking is expected to play a 

crucial role in delivering efficient and customer-centric banking services. 
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