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Abstract

Introduction of fintech practices in banking sector along with high smartphone adoption and
government initiatives like Unified Payments Interface (UPI) and Digital India has indeed
brought an enormous revolution in Indian banking sector. Digital banking is convenient, the
bank is accessible and being efficient but the challenges remain that the customer experience
will be seamless, that the bank is secure and that the bank offers personalized financial
service. Using the examples of 500 respondents in India, this study empirically investigates
what the key factors are that have an impact on customer satisfaction in digital banking.

What stands out is that ease of use (4.2/5) and security (3.8/5) are the two most important
drivers of satisfaction, but customer support (3.5/5), personalization (3.6/5) can still be
improved. Over 90% (of total digital payments volumes) are transacted in UPI and the
trustability of UPI payments (especially towards merchants) is not as good as cards. Although
almost every bank has embraced digital banking, 67 percent of respondents choose traditional
banks because of fraud risks and fear of data privacy. The study would emphasize that the
user engagement and retention rates can benefit a lot from personalized financial services, Al
based security measures and faster dispute resolution.

The research airs the need to use Al-enabled fraud detection and tighten up security
framework while enhancing customer service to develop lasting trust of consumers in digital
banking. The insights offered here are very useful to banks, fintechs and policymakers to help
make digital banking adoption secure while addressing user demands, creating the secure and
customer-centric digital financial ecosystem in India.

Keywords: Digital banking, customer satisfaction, fintech, UPI transactions, cybersecurity,
personalized banking, Al-driven financial services, customer trust, mobile banking, digital
transformation, India banking sector.

Introduction

Over the last few years, the landscape of Indian banking has completely changed as a result
of the country’s dynamic financial technology (fintech) market, sharp rise in smartphone
penetration as well as governmental digital payment initiatives. With the introduction of such
platforms as Unified Payments Interface (UPI), Aadhaar enabled banking and mobile banking
applications, it has become very accessible to the masses at large. Being one of the best, most
convenient, efficient and cost effective digital banking instruments, it has not only
transformed the customer experience but also been responsible for the inclusion of financial
services for people. However, despite this progress, problems remain, such as issues related
to cybersecurity, lack of trust on part of the customers in digital banks, and demand for
personal attention.
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This thesis attempts to find out determinants that influence customer satisfaction in digital
banking, and the underlying general theme here is an empirical analysis with a survey of 500
respondents from India. The component digitization of banking, from the moment where
customer requests financial services from a bank until the day where this transaction results
in funds being debited, represents a new chapter of history in the financial system. This study
would cover a deep analysis of the impact of get banking services such as UPI, cell banking,
digital wallets, and Al encouraged monetary advisory services on the whole experience of the
user. Furthermore, it will study the effect of factors like ease of use, security measures,
transaction speed and the customer support effectiveness on user satisfaction. The other
aspect of this research has to do with how customers behave towards digital only banks as
compared to traditional banking institutions. Digital banking on the rise of course, but still
plenty of people are liking the good old fashioned traditional banks because they are worried
about fraud risks, data privacy and the reliable of digital financial services. Within the study,
the statistical relationship between these factors and how it impacts the consumer trust as well
as the impact of retention rates is explored. It besides checks out how customized banking
options for instance personate Al driven recommendations, personalised financial offers,
preventive of fraud detection.

It is also meant to give actionable insights for banks, policymakers as well as fintech
companies on how to formulate more customer centric digital banking strategies. Considering
the importance being given to artificial intelligence, blockchain and fast dispute resolution
mechanisms, digital banking in India has a very promising future even as it moves forward.
In identifying the gaps of current digital banking services and circumventing consumer
concerns, this study presents suggestions that enhance cybersecurity by improving digital
banking services, enhancing customer support, and enhancing the experience. Additionally,
this research adds to the ongoing discussion on India’s finance system transitioning; and the
need to create a secure, fluid and customer-friendly digital infrastructure. These findings will
be a huge asset for the financial institutions that can use it when crafting their service
offerings to create trust and engagement with consumers in a new electronic first economy.

Objective of the Study:

1. To identify key factors affecting a customer in a digital banking experience (ease of
use, security, trust and customer support).

2. To analyse the customer preferences and usage trends in terms of different digital
banking services like UPI, mobile banking and digital wallet.

3. To understand the purpose of evaluating the security concerns, fraud risks, and trust
level based on digital only banks in comparison to regular banking institutions.

4. To see how personalized banking solutions and Al powered innovations may help us
to know how they will help in increasing of the customer satisfaction and retention.

5. For offering data driven recommendations for enhancing the cybersecurity, customer

support and the service efficiency of the digital banking services.
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Review of Literature

J Kaur, Ali, Hassan, and Al-Emran (2021), the study explores the digital banking
channels adoption in emerging economies, with a focus on the how emphasis on in branch
efforts allows digital transition. Though digital banking is an efficient means of conducting
business, customer adoption of digital banking is also claimed to hinge on the traditional in
branch interaction such as staff assistance, personalized guidance and such despite digital
banking being conducted in an electronic gesture instead. Biased: The authors stress that
banks have the obligation to bridge the digital divide through teaching customers, providing
assurances for digital banking security and offering hands on support for digital banking tools.
It also explores the key adoption barriers pertaining to technological apprehension, lack of
awareness, and resistance to change, which can be eliminated through notion of active in
branch engagement. In addition, considering they suggest that a digital banking individual
adoption is accelerated by digital banking innovation combined with powerful in-person
customer services. The study through a physical and digital banking experiences interplay
examines how increasing digital banking adoption in the emerging markets could be achieved.
o Kaur, Kiran, Grima, and Rupeika-Apoga (2021), examines the risks involved with
digital banking in Northern India and the impacts on customer satisfaction would be
examined. Risk factors that have a large impact on customer trust as well as satisfaction are
determined as cybersecurity threats, technical failures, data privacy concern and financial
fraud, which are identified by the study. It reveals that while digital banks are in the same
league as convenience, accessibility, efficiency issues, there is still apprehension about
security and the inefficiency of systems. The authors note that regulatory frameworks, strong
cybersecurity measures, as well as customer awareness initiatives lay significant role in
limiting the risk and increasing user trust on digital banking service. Further, the study
recommends to the banks to pay attention on digital literacy and grievance redressal
mechanism to address customers concerns effectively. The research produces an in-depth
review of risk factors and their effect on mobile adoption, as such it provides useful
information regarding the obstacles of digital banking adoption and ways of promoting
customer satisfaction in the contemporary financial eco system.

J Makudza (2021), In this paper, the role of customer experience management (CEM)
in increasing customer loyalty focusing on the banking industry has been explored. This
study highlights the fact that a properly created CEM strategy consisting of service quality,
personalization and seamless digital interactions have great bearing on the retention and
customer satisfaction. This tells us how it is important to engage emotionally, to have trust
and percieved value, to keep future relationships with the bank customers. The author also
draws the influence of digital transformation as the integration of technology fueled solution
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such as Al, mobile banking and real time customer support brings in the overall customer
experience. At the same time however, there are challenges including inconsistent service
delivery, data security emergencies, and absence of personal sales points. The study advises
banks that customer relates approach should be used through advanced analytics and
customer feedback mechanism with the aim to deliver services optimally. It offer a
theoretical and practical view to how a strong CEM strategy can strengthen a customer
loyalty possible in the modern banking environment.

. Sharma and Choubey (2022), focuses on the role of green banking in the Indian
banking sector in promoting green banking practices and promoting environmental
sustainability and corporate social responsibility. It discussed eco-friendly banking such as
paperless banking, green loans, energy efficient branches and sustainable investment policies
which helps removing carbon footprint from banking institutions. Regulatory frameworks,
customer awareness and technological advancements are discussed as determinants of
adoption of green banking strategies in the authors' discussion. These initiatives, however, are
good for an environmental responsible and respectable image of a bank, but high
implementation costs, absence of standardized policies and low participation of customers
make the implementation spread. The study promotes that banks allow digital banking
solutions and financial incentives to facilitate both institutional and individual participation in
sustainable banking. The research provides insights to the benefits, challenges and outlook of
green banking which is beginning to feature in the discussion on sustainable finance in
emerging economies.

o Chauhan, Akhtar, and Gupta (2022), provide a review of the whole experience of
customer experience in digital banking and its key determinants as well as directions for
further researches. The study focuses on how various technological advances, service quality
and customer engagement works to promote and improve personalised banking experiences
with the use of the use of Al, machine learning and big data analytics. However, the authors
find gaps in literature, which includes empirical studies of long term customer engagement.
Future research directions considered by them are the effects of the emerging technology
such as blockchain, the regulatory influence, and the cross cultural comparison of digital
banking experiences. Their review adds important information by reconciling already
existing research and finding places for a promising further research in the development of
the financial landscape.

o Ogundipe, Odejide, and Edunjobi (2024), study the use of agile methods in a digital
banking application with considering its theoretical background and the influence of
application on the bank customers. This study illustrates on how agile frameworks like Scrum
and Kanban aid in improving the bank’s ability to adapt and respond to change which results
into better customer experience. It examines how continuous planning of client service
relationship, use of iterative development path and trans-function collaboration are used in
delivering customer centric banking solutions. The authors discuss the benefits of becoming
agile: Faster service delivery, more personal banking experiences, more risk management.
While implementation complexity, regulatory constraints, and the obstacle to change in
traditional banking is acknowledged, they also mention the challenges associated. This study
suggests that alongside digital banking efficiency and customer engagement, introducing
such technologies as Al and blockchain can be further helped by an attitude to agile
principles. The study synthesizes past research as well as lays out future directions for
guiding the use of agile methodologies to define the failures and success for future digital
banking.
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o Bandyopadhyay and Mukerjee (2024),they will examine how in digital era, customer
centricity together with digitalization impact on Bank performance by emphasising digital
transformation to improve the customer experience as well as operational efficiency. It is
stressed that adopting a customer centric approach toward service delivery and delivering
excellent performance in the banking is possible using the digital banking innovations such as
Al driven personalization, mobile banking, and data analytics. The authors present the use of
digital tools to boost customer engagement, streamline process and thereby gain competitive
advantage. While they also point out such challenges as cybersecurity threats, regulatory
compliance, as well as digital literacy gaps may constitute as a hindrance to the development
of digital banking strategies. Thus, with the study, banks should strive to strike a balance of
technological advancements and customer centric policies to remain stable and in long terms
to remain customer centric. The research integrates knowledge of digitalization and customer
focused banking strategies and presents insights as to how financial institutions can optimise
their performance in a context of more and more digital banks.

Research Methodology

This study is a quantitative and qualitative research study.

o Data Collection

Primary Data: The primary data was collected through online survey of 500 users of digital
banking services in India and they were classified on the basis of demographic variables.
Secondary Data: Studies from the RBI, NPCI and other related banks were obtained and
scrutinized.

o Research Instrument

The questions in the survey carried on a Likert scale to measure the level of the following
factors:

This also includes the easiness of use and/or navigation, user interface and accessibility, and
website speed all of which are essential elements of both UX/UI and website performance.

o Security & Privacy (fraud protection, authentication)
o Customer Support (response time, problem resolution)
o Personalization & Al-driven Recommendations

o Data Analysis

Descriptive Statistics: Mean, standard deviation, and frequency analysis.

Predictive Analysis to identify popularity of products and determine the factors that influence
the choice of customers, by the use of Regression analysis.

This is due to the use of natural language processing where qualitative responses are analysed
in order to carry out a sentiment analysis.

Key Findings from the Survey

1. Demographic Distribution

Majority of the respondents are from the age group of 25-40 years which in turn shows that
the digital banking services are primarily used by working professionals in the age group of
25 to 40 years. Significantly, a large proportion of respondents are urban dwellers, giving
digital banking a higher penetration in the cities than in the rural areas.

2. Preferred Digital Banking Services
o The most used services were mobile banking apps and UPI payments.
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o Internet banking is mainly used for transactions of high value as well as the
management of accounts.

o Complex issues are ubiquitous, and their solutions are still favoured by traditional

banking services like visiting branches.

3. Ease of Use & Accessibility

o Over half of respondents rated ease of use a 4 or 5 (out of 5), while about 80% rated it
at 4 or 5, suggesting ease of use is a common characteristic of most banking apps.
o One of the frequent complaints was that you could not navigate multiple menus, app

crashes, and slow transactions.

4. Security Concerns

o About 35% feel uncomfortable with data privacy and fraud, phishing when 65% of
them feel secure.

. Therefore, the customers are preferring biometric authentication as well as OTP

verification over the conventional password-based login.

Customer Support Effectiveness

Mixed responses

The ratings of online chatbots were poor for complex queries.

Personal responses had better but customer support slowness was noted
Personalization & User Engagement

Half of respondents say banking apps lack ‘a personalized component’ such as
customized financial advice’.

J However, users liked personalized offers and recommendations, but excessive
notifications were considered as spam.

e N O o o W

-

7. Overall Satisfaction & Recommendations
o More than 72 per cent of respondents are satisfied with digital banking service.
o Suggestions for the improvements in fraud prevention, transactional speed, grievance

redressal mechanisms were also made by users.

Statistical Analysis & Insights

The findings of the survey in the form of statistics are very important with regard to the
customer experience in using digital banking in India. The study also reveals that 90 per cent
of users respond actively to UPI transactions, they are most engaged with using UPI
transactions and then mobile banking apps at 85 per cent along with the internet banking at
65 per cent. Although it’s widely used, it’s still the case that security concerns — including
fraudulent practices and data breaches — have a lot of people scared, as over 35% are
concerned about the previously mentioned things. Interestingly, 67% of respondents still trust
traditional banks more than digital only banks, which proves that it’s necessary to increase
some level of cybersecurity mechanisms, as well as customer’s confidence.

Digital banking still relies on customer support to some extent. Results show that users whose
responses are received in under 5 minutes had an average satisfaction score of 4.6 while
having responses delayed for longer than 30 minutes were only given a satisfaction score of
2.8. In addition, customer retention is improved when customers perceive that their money is
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being taken care of by personalized banking services as customers that receive Al driven
recommendations for service or items they may be interested in have 40 per cent higher

levels of satisfaction than customers without personalized banking features.

The study also shows that the use of Al-based security alerts is requested by 80% of the
respondents, while 70% are interested in instant loan approvals.
Satisfaction Score Analysis

1.

Factor Average Score (out of 5)
Ease of Use 4.2
Security & Fraud Protection 3.8
Customer Support 3.5
Personalization Experience 3.6
Overall Satisfaction 4

Average Score

4.2

Service

Security &

Ease of Use Fraud

Protection

Customer Personalization  Overall Factors

Support Experience  Satisfaction

Average Factor Scores for Service

Security Concerns by Age Group

Age Group Concerned About Security (%) | Feel Secure (%)
18-30 20 80
31-40 30 70
41-50 50 50
51+ 60 40

90
80
70
60
50
40
30
20
10

Security Concerns

70
60
50 50
40
30 l l I

31-40 41-50 51+

B Concerned About Security (%) M Feel Secure (%)
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3. Service Usage Distribution (Urban vs. Rural)
Service Type Urban Users (%) Rural Users (%)
Mobile Banking Apps 85 50
UPI Transactions 92 88
Internet Banking 70 40
Digital Wallets 60 50
Branch Visits 20 50

Banking Services

UPI
Transactions

Internet
Banking

Digital Wallets

Sransactions Usage statistics for

Total transactions conducted through digital wallet

made using UPI internet banking

(Unified Payments
Interface).

Branch Visits

Number of visits to
bank branches.

transactions.

platforms.

4. Impact of Personalized Offers on Retention
Received Personalized Offers? Average Satisfaction Score
Yes (Personalized Offers) 4.5
No (No Personalization) 3.2
AVERAGE SATISFACTION SCORE
M Yes (Personalized Offers) M No (No Personalization)
3.2,42%
5. Customer Support Response Time & Satisfaction
Response Time Average Satisfaction Score
<5 min 4.6
5-15 min 4
15-30 min 3.5
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> 30 min 2.8
Average Satisfaction Scores
4
4.6 2.8
3.5
)
\/ 5-15 min > 30 min
Above average Lowest satisfaction
< 5 min satisfaction level 15-30 min among all categories
Highest satisfaction Moderate satisfaction
among all categories rating
6. Device Preference for Digital Banking
Device Type Usage Percentage (%)
Mobile Apps 80
Desktop/Laptop 15
Tablet 5
Device Usage Distribution
Mobile Apps @
Represents the dominant
platform for access
Desktop/Laptop
Indicates significant but
lesser usage
Tablet ||288
Shows minimal but notable
usage
7. Most Common Transaction Types
Transaction Type Usage Percentage (%)
UPI Transactions 90
Bill Payments 75
Online Shopping 70
Investment Transactions 25
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Usoge Percentoge of Tronsoction Types

A - | N b
UePI Bill Poyments Online Investment
Tronsoctions Regular utility and Shopping Tronsoctions
Popular digital Service: porsiaets Financial market
poayment method ond asset

in Indio investnents

8. Trust in Digital-Only Banks vs. Traditional Banks
Bank Type Trust Percentage (%)
Traditional Banks 67
Digital-Only Banks 33

DIGITAL-ONLY BANKS

Trust Percentage (%)

TRADITIONAL BANKS

o 10 20 30 40 50 60 70 80
9. Complaint Resolution Efficiency
Complaint Type Resolution Time (Avg Days)
Failed Transactions 3To5
Fraudulent Activities 5To7
General Banking Issues 1 To3
Customer Service Delays 2To4
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General Customer
Banking Service
Issues Delays

Failed Fraudulent
Transactions  Activities

Average Resolution Times for
Complaint Types

10. Future Expectations from Digital Banking

Feature User Interest (%)
Al-based Security Alerts 80
Instant Loan Approvals 70
Integrated Investment Advisory 65

User Interest in Financial Technology

Features
- ‘
Al-based Security Instant Loan Approvals Integrated Investment
Alerts Advisory

Major Inferences from the Survey

Based on the analysis of survey questions, some key inferences have been made.

1. Though the traditional way of banking is still in use (but in less number), net banking
(35%) and UPI (UPI(50%) are the most preferred digital banking services.

2. Ease of Use is a Key Driver — Customers that rated the ease of use above 4 (on a scale 5)
are also generally more satisfied towards the whole product (4.5/5). On the opposite end,
users who considered digital banking interfaces difficult were also not satisfied (2.5/5).

3. The Group Most Safety Concerns Affect Trust — 35% of respondents mentioned that
fraud and security were the main concerns. For customers with a security satisfaction
rating of less than 3, overall satisfaction fell 40%.

4. Digital Customer Support is not so Well — Some users rate their customer support
experience was extremely satisfactory (rated between 5 on a 5 point likert scale), while
40% of respondents found less than satisfactory (less than 3 on a 5 point likert scale).

5. Respondents who received Al based financial recommendations or personalized offers
had 20% higher satisfaction rate as compared to those who didn’t.
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10.

11.

12.

13.

14.

Confidence shaken — 30% of users experienced network or technical issues that impacted
their transactions, where network issues became an alarming factor affecting the
confidence of users.

20 percent of respondents mentioned that Banking app Interfaces were not user friendly,
which in turn made it difficult to transit operate these applications.

Traditional banking is still preferred by Older Age Groups — More than half of users
aged 56+ preferred branch visits to digital banking, suggesting a requirement for better
digital literacy initiatives for the senior citizens.

They Value Digital — The respondents in the age of 18-25 year preferred to get Al driven
suggestion, instant loan approvals, and seamless UPI integration.

Complaints Noteably Have an Impact on Retention — Users, who get their complaints
solved within 24 hours, are 40% more likely to recommend digital banking services.

50% of Users Prefer UPI, But Some Face Issues in UPI — Based transactions using UPI
preferred by 50%, but 20% had problem with failed or slow processing times.

Digital Banking for Investments & Loans (Investment & Loan Features) are
Underutilized — Respondents use digital banking for investment & loans for only 30%.
This presents an opportunity for improving product awareness.

Al Chatbot’s need to be improved — 25% of users suggested that the chatbot based
assistance was inadequate and users would rather have the help of a human in resolving
complex banking issues.

Although Mobile Banking Apps don’t need to be the most feature-rich mobile
applications out there, Mobile Banking App Performance is VERY CRUCIAL — users
that reported a crash or slow performance on the app reported an average satisfaction
score of 2.5 out of 5 which certainly indicates that the need to have more robust app
development is very much there.

Recommendations for Enhancing Digital Banking Experience

1.

2.

3.

10.

Establish an Al Driven Fraud Detection; a biometric authentication; and real time
security alert in order to strengthen security measures to gain customer trust.

Park Banks to be aware programs; for the senior citizens and rural users to conduct the
Digital Banking popularization.

Making the User Interfaces better — Your banking app should have a simpler, intuitive or
rather intuitive interface with easy navigation and enough instructions.

Improve Customer Support — For complex issues, the solution should be oriented
towards the best resolution query that can be difficult to be determined by the Al chatbot
itself, while still providing human support for the bot.

Gain Competitive Advantage — Enable banks to compete with other companies offering
similar services and products.

Maintain a Robust Backend Systems — This will keep transaction failures and delays to
minimal.

Offer Discounts, Cashback or Reward Points on Digital Banking — For promoting digital
banking, providing discounts, cashback or reward points can also lead to higher adoption.
Grow Digital Loan & Investment Services — Extending digital investment and loan
products awareness and to the greater audience through effective marketing practice.
Implement Al based tracking for customer complaints to reduce complainer resolution
time to 24 hours.

For better speed, security and functionality on Apps — Rely on it to update apps on a
regular basis.
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11. Provide Combined Digital Banking and Traditional Customer Support Options — These
provide a way to transition from traditional user banking to that of a digital kind.

12. Provide Local Language Support — Particularly required as most people use banking apps
based on the regional language they are comfortable with.

13. Strengthen UPI servers and make UPI Integration better so the downtime is lower and
there are no issues in transaction processing.

14. Use Al to Increase Usage in Financial Planning — Using personal finance management
technology based on Al can be of help to customers in managing spending, setting goals
regarding savings and investment.

15. Enable Voice Based Banking — Add voice commands for transactions and account
management to facilitate users/unaided who are disabled or unable to conduct
transactions using a digital medium.

Conclusion

The digital banking growth has led the financial transactions in Indian to next level by
accelerating the pace of the digital banking. The basis of this study is through customer
survey responses that examine the factors that most influence customer experience in digital
banking—the ease of use, the customer’s security concerns, the efficiency of customer
support, and just how much the integration of Al into their personalization of banking matters.
The adoption of the digital banking is quite wide, as services like UPI, mobile banking,
internet banking etc. are dominating, but then again the study also highlighted areas that need
improvement to have a smooth as well as secure experience for the users.

The most important result of this research is that, surprisingly, digital banking services do
make financial transactions easier, but at the same time they continue to create security
concerns that are essential barriers to complete trust and adoption. There were many
customers who were very afraid of fraud, cyber threats, data privacy and this all became very
bad in customer satisfaction. The study also discovered that if the transaction fails or is
delayed, customers were way less satisfied and happier with a digital banking experience, but
more robust infrastructure, more relevant issue resolution mechanisms are necessary.

It was also found that generation adopted digital banking differently. The older users
preferred suggestions based on conversations with an Al agent, tailored financial services,
quick loan approvals, and other related services. On the other hand, older customers—the
ones older than 56 years in particular—who still considered the branch visit as a preferred
option to digital alternatives indicated a need for more dedication in designing digital targets.
Awareness programs and interfaces that are simple can bridge this digital divide thus
significantly increasing the uptake of technology by the older customer. Another takeaway is
what a customer support agency can do to influence user satisfaction. Offers of immediate
and effective assistance from help desk agents elicited a greater satisfaction score from
respondents than when they encountered delays or when agents lacked on the engagement of
digital banking services. Banks could enhance by investing in the Al-powered customer
service solutions, chatbots with more powerful problem solving and the grievance redressal
mechanisms seem to work much more efficiently.

The study also points out that still waiting digital banking services should be continuously
innovative. Many respondents pointed out desirables such as Al based security alert,
biometric authenication, voice assisted banking etc. In the ever-changing world of digital
banking, financial institutions must evolve along with clients’ expectations; in this context,
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the integration of top notch technologies that will make banking safer and more convenient
for users should be implemented. Banks and fintech companies should also pay attention
towards personalization in order to ensure long term success. Additionally, according to the
findings, banks with customers receiving customized recommendations, financial advice, and
personalized offers have more loyal customers compared with those offering using just one
set of similar recommendations. A bank, using Al and big data analytics, is capable of
understanding when the customer prefers a service is delivered or the way they prefer to be
approached.

To conclude, security areas, enhanced customer support, faster transaction, and providing
personalized experience are key areas of focus to develop the future of digital banking India.
If used, digital banking has been well accepted, however fraud risks, technical glitches, or
distrust towards the digital-only banking platforms should be actively and successfully
handled. With a concentration on these vital sections and follow the recommendations in this
study, the banks and fintech will improve the client experience, further advancement of
digital acceptance, and cultivate a lasting trust among customers.

A quick transaction, has a quicker turnover and profits more than the non digital banking and
hence the growth of digital banking is increasing in the country.
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