e sl o e e

A DISSERATION ON

“A STUDY ON DIGITALIZATION IN BANKING INDUSTRY WITH
REFFERENCE TO GUWAHATI CITY”

SUBMITTED TO NALBARI 'CEIMMEH'_EE COLLEGE IN PARTIAL FULFILLMENT OF

THE REQUIRMENT FOR THE DEGREE OF MASTERS OF COMMERCE

R

e

UNDER THE GUIDANCE OF SUBMITTED BY-
PRANAB JYOTI SARMA MRIGEN KALITA
ASSISTANT PROFESSOR M.COM 3" Semester
DEPARTMENT OF MANAGEMENT Roll No- PC-221-200-0021

Nalbari Commerce college Registration No- 19072161 of 2019-20




A DISSERATION ON

“A STUDY ON DIGITALIZATION IN BANKING INDUSTRY WITH
REFFERENCE TO GUWAHATI CITY”

SUBMITTED TO NALBARI COMMERCE COLLEGE IN PARTIAL FULFILLMENT OF
THE REQUIRMENT FOR THE DEGREE OF MASTERS OF COMMERCE

UNDER THE GUIDANCE OF SUBMITTED BY-
PRANAB JYOTI SARMA MRIGEN KALITA
ASSISTANT PROFESSOR M.COM 3™ Semester
DEPARTMENT OF MANAGEMENT Roll No- PC-221-200-0021

Nalbari Commerce college Registration No- 19072161 of 2019-20






1 digitalization
inal work and has not
en Undertaken for

i Commerce College.







& and will also try to find out to what
stomers. This study consist of different




Page Mo
I

e
'R




24 Difference Batwm Online And %ﬁiﬂi g,

13-14

- 2.5 Role Of Digitization h-| Hﬂﬂhﬂg L

K,

14

2.6 Advaniages OF Digialization n Banking

15

2.7 Disadvantages Of Digitalization In Banking

15

2.8:Structure Of Indian Banking System

16-19

2.9:Digital Services/Products Offered By Banks

19-22

2.10: Profile Of The Banks Under Study

22-25

CHAPTER-3 DATA ANALYSIS AND INTERPRETATION

- | CHAPTER-4 FINDINGS, SUGGESTIONS AND CONCLUSION

45-49




[ TITLE OF TABLE [ PAGENO.
~ NO | |
~ 311 | GENDER OF THE RESPONDENTS 27
312 | AGE OF THE RESPONDENTS ' 5
" 313, OCCUPATION OF THE RESPONDENTS 5
3.2 | AWARENESS REGARDING DIGITAL BANKING FACILITIES 30 |
33: | PREFERENCE OF THE CUSTOMERS REGARDING THE USE 31
OF DIGITAL SERVICES
34. | CURRENTLY USING BANKING SERVICE PROVIDER FOR 32
DIGITAL SERVICES
35 | DURATION OF USING DIGITAL SERVICES 7
36 | CHANGES SEEN IN THE OPERATION DURING LAST FEW | 34
YEARS |
MOST PREFERRED DIGITAL SERVICES/PRODUCTS 35
g | LEAST PREFERRED DIGITAL SERVICESPRODUCTS ®
" [EDUCATION PROVIDED BY BANKS REGARDING THE[ 37
" | AVAILABILITY, USE AND BENEFITS OF DIGITAL |
| PRODUCTS/SERVICES OFFERED BY THEM
(RIOUS PROBLEMS FACED BY THE CUSTOMERS| 3841
""" THE USE OF DIGITAL SERVICES/PRODUCTS
=
IMPLEMENTED BY BANKS TO ENCOURAGE e
SATISFACTION LEVEL WITH DIGITAL|




:-D_Hﬁm TITLE OF DIAGRAM | PAGE NO,
N
E
VT |GENDEROFTHERESPONDENTS |
" 312 AGE OF THE RESPONDENTS T

_—I._

313 OCCUPATION OF THE RESPONDENTS |
32 |AWARENESS REGARDING DIGITAL BANKING 30

FACILITIES
33 | PREFERENCE OF THE CUSTOMERS REGARDING THE 31
USE OF DIGITAL SERVICES
| 34 | CURRENTLY USING BANKING SERVICE PROVIDER | 32
'FOR DIGITAL SERVICES |
: 35. | DURATION OF USING DIGITAL SERVICES 33 |

'CHANGES SEEN IN THE OPERATION DURING LAST 34
FEW YEARS
= MOST PREFERRED DIGITAL SERVICES/PRODUCTS 3
. | LEAST PREFERRED DIGITAL SERVICES/PRODUCTS 36
| EDUCATION PROVIDED BY BANKS REGARDING THE 37
AVAILABILITY, USE AND BENEFITS OF DIGITAL
| PRODUCTS/SERVICES OFFERED BY THEM

VARIOUS PROBLEMS FACED BY THE CUSTOMERS | 3841
RING THE USE OF DIGITAL SERVICESPRODUCTS

42
BANKS TO 43




EXECUTIVE SUMMARY

TLE OF THE PROJECT: A STUDY ON DIGITALIZATION IN BANKING
dDUSTRY WITH REFERENCE TO GUWAHAT! CITY

TION: It has taken 3 months to complete the project (i.¢. October to December 2021)
RENCE AREA: Guwahati city

\ME OF THE GUIDE: Dr. Nupur kalita

JJECTIVES OF THE STUDY:

I. To study the present scenario of digitalization and digital services rendered by the
. banking sector.
‘2 To determine the most preferred and less preferred digital products/services offered
by the public sector and private sector banks in India,
3. To study about the vanious problems faced while using digital services rendered by
public sector and private sector banks,

4. To determine the measures to solve the problems.
ESEARCH METHODOLOGY:

- research study is a Deseriptive Research done with the help of various data collected.

he population of the study comprises of all the users of digital products/services rendered by
e private and public banks in India. The samples are selected on the basis of convenience

mpling technique. The preparation of the project contains collection of primary and
econdary data Pnimary data was collected through structured questionnaire and secondary

ata was collected through books, jounals and websites

INDINGS:

15 evident from the study that maximum numbers of digital banking services/prod
from the age group of 18-25 years. Majority of the respondents s tin A

DFC UBLICIC] and BOL While majority of the resp
ade banking easier for all category of custc



digital services products offered by their respective banks needs improvement and have
strongly agreed that, digital products/services offered by their bank is contributing towards a
cashless economy. It was also found that majonty of the respondents have Majority of the
respondents have neither agreed nor disagreed to the statement that their bank has

plemented measures and are able to reduce the problems faced by the customers. Majority

of the respondents prefer to use the digital services and products offered by the public sector
anks.

SUGGESTIONS:

digital banking procedure is challenging for some people those who are illiterate or
nfamiliar with technology. Making customers aware of the benefits of using such products
ind services. While it is the responsibility of respective banks, Reserve Bank of India (RBI)
nd government to create appropriate climate through well planned media campaign. Banks
hould take prompt and timely action to ensure the smooth functioning of digital products.
h a climate should be created where the customers feel comfortable while using various
igital services and products. Digitalization being a new concept needs improvement for its
_lu functioning. More initiatives should be taken so that customers residing in rural areas
be aware about the benefits and use of digital products. Still most number of customer
ave not availed E-banking/ internet banking services because they do not trust the internet
el presuming it as complicated. So the bank may set up a team of personnel to train the
ustomers to gain their interest towards internet banking.
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