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Article Info. Abstract
E-ISSN: 2583-6528 The banking sector has been transformed by technology, with services increasingly offered
Impact Factor (QJIF): 8.4 through digital platforms such as mobile banking, internet banking, and online payments.

Digital banking adoption provides customers with convenient access to financial services
without visiting branches and helps banks improve efficiency and service quality. This study
examines the key factors influencing customer adoption, including convenience, security,
www.alladvancejournal.com ease of use, and awareness. Secondary sources such as academic journals, industry reports,
and online publications were reviewed to understand current trends. The findings show that
adoption is growing steadily, though challenges like security concerns, limited digital
literacy, and infrastructure gaps remain. Banks must focus on secure, user-friendly, and
innovative solutions to sustain adoption.
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1. Introduction e To examine the key factors that influence the
Recent advancements in information technology have adoption of digital banking services.

significantly reshaped the banking sector. Where customers e To study the benefits along with the challenges
once needed to visit physical branches for most transactions, associated with digital banking.

they can now rely on digital platforms such as mobile banking e To assess the level of customer awareness and
applications, online portals, and electronic payment systems. evaluate the extent of usage of digital banking
These innovations have made banking more convenient, services.

faster, and accessible. Financial institutions are increasingly
adopting these technologies to enhance service delivery and 3. Research Methodology

streamline operations. The widespread use of Smartphones, This Study is based on Secondary data. The data has been
together with improved internet access, has accelerated the collected from:

growth of digital banking, encouraging more users to engage
with these services regularly. This study aims to investigate
the adoption of digital banking and identify the main factors
that influence how customers choose and use these digital
services.

Research journals

e Banking reports

e  Online publications

e  Government and financial websites
The analysis is descriptive in nature and focuses on
2. Objectives of the Study understanding trends and patterns in digital banking adoption.

e To develop a clear understanding of digital banking
and it’s functioning.
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4. Literature Review

2021

Studies reported a significant rise in digital banking usage
during the pandemic, as limitations on physical movement
encouraged customers to choose online transactions for safety
and convenience.

2022

Research highlighted that intuitive mobile applications and
secure payment systems play an important role in promoting
digital banking adoption. Issues of trust and data protection
continue to influence user decisions.

2023

Findings show that younger customers, with higher digital
literacy, are more likely to engage with digital banking. Banks
have upgraded their mobile platforms to appeal to this
segment.

2024

Recent research underscores the impact of artificial
intelligence and personalized banking services in driving
adoption. Enhancing customer experience has become a
central focus for financial institutions.

5. Factors Influencing Digital Banking Adoption

e Convenience: Easy access to banking services
anytime

e  Security:
transactions

e Ease of Use: Simple and user-friendly applications

e Awareness: Knowledge about digital banking
services

e Trust: Confidence
technology

Protection of financial data and

in banking systems and

6. Benefits of Digital Banking

o Limits the Need for Bank Visits: By using digital
banking, customers can perform most financial
transactions online without going to a branch.
Functions such as fund transfers, updating account
information, and bill payments can be managed from
anywhere, making banking more simple and
convenient.

e Enables Quick Transactions: Digital platforms
ensure that transactions are processed immediately or
within a few seconds. Services like online transfers
and mobile pay ments allow users to send and
receive money quickly without delays.

e Improves Customer Satisfaction: Easy access,
faster services, and user-friendly applications
enhance the overall banking experience. Customers
feel more satisfied when their banking needs are
fulfilled efficiently without complications.

o Provides 24/7 Service Availability: Unlike
traditional banks, which are open only during set
hours, digital banking is available at all times.
Customers can access their accounts and carry out
transactions whenever they need, including nights,
weekends, and holidays.

7. Challenges of Digital Banking
e  Security and privacy concerns
e Lack of digital literacy among some users
e  Technical issues and system failures
e Risk of cyber fraud
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8. Hypothesis

HO (Null Hypothesis): Digital banking has no significant
impact on customer satisfaction.

H1 (Alternative Hypothesis): Digital banking has a
significant impact on customer satisfaction.

Findings

e Digital banking usage is increasing rapidly

e Convenience is the main factor influencing adoption

e  Security concerns still affect customer trust

e Younger users adopt digital banking faster than older
users

Suggestions

To increase the use of digital banking, banks need to
strengthen their security frameworks and improve customer
awareness regarding digital services. Designing simple and
user-friendly applications, along with providing digital
literacy programs, can support customers in using these
services more efficiently. Enhancing internet access,
particularly in rural areas, is also essential. In addition, banks
should ensure prompt customer support, encourage cashless
payments through attractive incentives, and continuously
upgrade their systems to maintain performance, reliability,
and customer trust.

Conclusion

Digital banking has become an integral part of the modern
banking system. It offers convenience, speed, and efficiency
to customers. Despite certain challenges such as security risks
and lack of awareness, digital banking continues to grow.
Banks must focus on improving security measures and
educating customers to increase adoption. The future of
banking lies in digital transformation.
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