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Abstract— Digital transformation today is pervasive across 

organizational functions. There is no area within a company 

where digital has not made its impact felt. Information 

technology bring new paradigm to the Indian banking system. 

Digital Banking is also known as “cyber banking”, “home 

banking” or “virtual banking”. There is no way a bank can 

remain look warm to hi-tech and yet hope to grow. It is choice 

between survival or extinction.    Decision play a very vital 

role in each sector.  In today’s competitive environment 

survival of organisation depends upon the performance of 

organisation which are influenced by decision taken by them 

for their survival.The study attempts to focus on relevance of 

digital / internet marketing and its impact on banking sector. 

The paper describes the positive and negative impact of 

digitalisation in banks. Also, various form service provided 

by bank for online banking is describe in this paper. The study 

is based on secondary data. The paper deals with 

digitalisation of banking system and how the traditional 

banking is preferring to convert into digital bank for its best. 

The paper deals with digitalisation of banking system. 
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I. INTRODUCTION 

"Survival of the fittest" is a phrase that originated from 

Darwinian evolutionary theory as a way of describing the 

mechanism of natural selection. Survival of the fittest is the 

rule to survive. In this continuous changing world to survive 

every organisation is required to equipped with latest 

technology. Banks are not just a part of our lives, but it plays 

a significant role in our daily lives. IT revolution taken place 

in banking sector it decreases operational cost, provide 

improved service to the customers. IT is essential factor to 

success. Bank is changing from cash to cashless payments for 

the easy, efficient and quicker customer service. It involves 

individual and corporate clients and includes bank transfers, 

payments and settlements, documentary collections and 

credits, corporate and household lending and business and 

some others. (UNCTAD-2002) E-banking is a generic term 

making use of electronic channels through ATM’s, mobile 

phones, internet etc. for delivery of banking services and 

products. E-based banking is also known as cyber banking 

home banking and virtual banking and it includes various 

banking activities that can be conducted from anywhere. 

(Dhenadhyayalan 2010). Therefore, E-banking includes 

RTGS, NEFT, ECS, Credit Cards and Debit Cards, Cheques, 

ATM, Tele-banking, Internet banking and mobile banking. 

Digital has a resonance in the marketing sector. The 

introduction of digital banking has revolutionized the 

banking sector. It has facilitated the customers by assisting 

them to check their account details, pay online bills and 

transfer money from one account to another in a quicker way.  

It helps the clients to compare services of more banks.  

Digitalisation, rendered the services very quickly. The rapid 

growth of Internet banking in recent years is a clear indication 

of consumer acceptance of this media. The digital 

environment is constantly changing, requiring banks and 

other financial institutions to adapt their systems and 

processes faster. Therefore, online and mobile banking has 

become a top-of-agenda issue for banks worldwide. Shifting 

towards providing more digital services to consumers also 

means involvement in social media. This has helped the end 

user to enjoy a methodical financial life.  The invention of 

ATMs and credit cards paved the way for the digitization of 

the banks. 

II. LITERATURE REVIEW 

Alpar and Kim (1990) utilized 424-759 U. S. banks during 

1979-1986 to analyse the impact of IT on economic 

performance. Applying cost function approach, they found 

that IT was able to reduce operating costs, increase capital 

expenditures of banks, save personnel costs, reduce demand 

deposits, and increase time deposits. 

Witten and David (2003) define Digitization as, 

―the process of taking traditional library materials that are 

in form of books and papers and converting them to the 

electronic form where they can be stored and manipulated by 

a computer. 

According to Pearce-Moses (2005), Digitization is 

the process of transforming analog material into binary 

electronic (digital)form, especially for storage and use in a 

computer. 

Sivakumaran (2005), believes that adoption of 

technology has led to the following benefits: greater 

productivity, profitability, and efficiency; faster service and 

customer satisfaction; convenience and flexibility; 24x7 

operations; and space and cost savings. 

GV Chalam and KS Nageshwara Rao et al (2006), 

in their paper “E-banking Applications in Indian Bank- 

Emerging Issues” have pointed out that the security and 

privacy aspects continue to remain a major issue especially in 

the case of business people who lack awareness. This is one 

of the biggest road blocks for successful e-banking. To 

protect the interest of the customers, the government does not 

formulate the cyber laws and the legal frame work for E-

banking on a full scale so far. The low density of telephone 

lines and low computerization of banking activities are other 

hurdles for E-banking in India. The breach of security in E-

banking related applications such as internet banking could 

result in the siphoning off a large sum of money by 

perpetrators of computer crime. Therefore, the banks need to 

put in place computer security-related hardware and software 

such as firewalls, encryption programs and virus protection 

software. In the current scenario, legal issues arising out of 

siphoning off cash electronically by the computer criminals 

will pose a major challenge to Indian banks in the E-banking 

era. 
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Subbaroo (2007) concludes the Indian banking 

system has undergone transformation itself from domestic 

banking to international banking. However, the system 

requires a combination of new technologies, well-regulated 

risk and credit appraisal, treasury management, product 

diversification, internal control, external regulations and 

professional as well as skilled human resource to achieve the 

heights of the international excellence to play its role 

critically in meeting the global challenge 

Dr. A. Subbiah and Dr. Jeyakumar et al (2009), in 

their article “E-banking – A New Dimension of Customer 

Service of Commercial Banks in India” has stated that the E-

banking is becoming immensely popular globally and India 

is no exception to it. The declining interest rates, falling PC 

prices, broad bandwidth access through cable and digital 

subscriber lines accessing the NET through cable TV and the 

like would encourage the boom in E-banking. It is reducing 

the transaction costs and is winning the trust of customers and 

proving to be an appropriate model for customer service of 

commercial banks in India. So, the E-banking has a greater 

role in customer service of the commercial banks in India. 

Kharis (2013) Suggested that in new banking 

environment, internet banking is increasing managed as an 

operational activity and an important component of a multi-

channel strategy. Customers are being facilitated by reducing 

their visits in bank and doing their transaction via online 

banking channel. 

Library Services (IMLS) defines digitization as 

―the process of converting, creating, and maintaining books, 

art works, historical documents, photos, journal, etc. in 

electronic representation so they can be viewed via computers 

and other devices. 

III. OBJECTIVE OF THE STUDY 

1) To study the relevance of digitalisation in banks. 

2) To know about various e-banking products and service. 

3) To know about significance and drawback of 

digitalisation. 

4) To know about initiative taken by Government in area of 

digitalisation. 

IV. RESEARCH METHODOLOGY TO BE USED FOR STUDY 

Data is collected from published articles, journal, magazine 

newspaper and internet is used extensively as a source of 

information. 

A. What Is Digitization: 

Digitization is the process of converting data into digital 

format. Digitalization means the adoption of technology.  

B. Digitization in Banking Sector: 

Banks plays a significant role in our daily life.  Our day not 

end without at least a single transaction. So, it become 

inherent part of our life. Banks always try to adopt latest 

technologies to attract customer and to enhance its 

performance. Digitalisation changes the behaviour of 

consumer from traditional consumer to digital media. 

Digitization is not an option for banking industry, rather it is 

inevitable because every industry is being digitized and 

banking sector is no exception. Mobile banking is increasing 

at a fast pace more than online banking. Internet banking has 

emerged as the biggest focus area in the “Digital 

Transformation” agenda of banks. 

C. Why Digital?: 

Digital technology leads to massive increase in transaction by 

the customer. Digital banking is eradicating paper from 

banking system as paper based process are slow as paper 

work takes time. The benefit of environment from 

digitalisation cannot be ignored. Digitalisation helps banks to 

effectively manage, monitor and report on regulatory 

compliance. Back office digitalisation simplifies document 

storage, search and retrieval, and enable banks to furnish 

compliance related information more easily to regulators. By 

doing so, bank can also gain the confidence of regulators on 

their commitment to transparency and control. 

D. Growth of Internet Banking: 

Early 1990s led the commercial evolution of the internet by 

introduction of online banking services. Online banking cut 

down the cost of operations. So, all bank created their own 

cyber presence with newly designed website and services like 

opening new accounts online, necessary form downloads and 

processing loans. This led to recruitment of technology 

experts also.  Online banking make life easier by online 

transfer of funds, bill payments, Income tax filing, opening 

recurring accounts, fixed deposits and many more.  

E. Process of Transformation Towards Digital Banking: 

Bank are using different approaches to transform into digital 

banking. Digital banking means generating the supply, 

distribution and sales of financial products and services via 

digital channels, exploiting cutting-edge technology to know 

customers better and anticipate their needs swiftly and 

suitably, and an omni-channel solution, or the possibility of 

customers communicating with their bank via all channels, 

both analogue and digital, as well as the automation of 

services. Digital banking gives priority to the needs of end 

customers above all. So, traditional banks are undergoing a 

digital transformation. 

F. Indian Banks Provided to Their Customers E-Banking 

Product and Services Is Given Here Under: 

1) Automated Teller Machines 

2) Internet Banking 

3) Mobile Banking 

4) Phone Banking 

5) Debit/Credit Cards 

6) Smart card 

7) Electronic Fund Transfer 

8) Cheques transaction payment system. 

G. Significance of Digitalization: 

1) Increased customer satisfaction 

2) Increased connectivity of user 

3) Environment preservation by paperless work 

4) Increased area of connectivity 

5) Improvement in quality of service  

6) Automation of banking service 

7) Increased efficiency of bank 

8) Fake currency threat will have reduced. 

9) Digitalisation save cost of bank by saving labour 

cost, infrastructure cost, maintenance cost, etc. 
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10) Reduction in cost of customer due to cashless 

transaction. 

11) There will be no gap between rural and urban area. 

12) It reduces human error. 

H. Drawbacks/challenges of digitalisation adaptation 

1) Risk of security 

2) Loss of personal relationship with customer 

3) Loss of job of employee due to automation of 

banking service. 

4) Increase in staff expertise  

5) Loss of intelligent people 

6) Increase in complexity due to digitalisation 

7) Challenges of illiteracy and lack of technological 

knowledge on customer front. 

8) Weak internet connection. 

I. To Overcome the Challenges in Banking Sectors Some of 

The Measure Which Can Mitigate The Challenges In Some 

Degree: 

1) In the matter of security, a well train staff should be 

appointed having knowledge related to counter 

measure about broken security system. 

2) The banks should establish training institution for 

their employee for training about net banking or 

online banking  

3) For computer illiterate, seminar & workshop should 

be organized in order to expertise them. 

4) Awareness programmes for making people aware 

about E-banking benefit like speed, safe, secure less 

cast etc and make it simple to use.  

5) E-banking serviced should be customized on the 

base of age, gender, occupation etc so that need and 

requirement of people are met accordingly 

J. Initiatives taken by the government of india for 

developing the internet banking and promote digitalisation: 

 Indian government and RBI have been taken several        

initiatives to promote e-banking/digitalisation in India. 

 Legal recognition to electronic transactions and other 

means of electronic commerce gains on October 17,2000 

by Government of India IT Act, 2000. 

 To establish financial stability of the nation RBI on 

continuous basis monitors and reviews the legal 

requirements of e-banking. 

 IT Vision Document- 2011-17 prepared by Dr. K.C. 

Chakrabarty Committee provide a guideline to enhance 

the usage of IT in the banking sector. 

 Various risk associated with channels of payment. In this 

aspect, RBI advised banks and other stakeholders to 

strengthen the security aspects in internet banking by 

adopting certain security measures in a timely manner.   

 RBI is working towards enhancement of mobile banking 

services and widen the IMPS (Immediate Payment 

Service) channels like ATMs, internet, mobile etc.  

 RBI provide guidelines on the recommendations of the 

Damodaran Committee, under this, customer can 

approach with their complaints to Banking Ombudsman 

in order to deal with online banking frauds, under 

Banking Ombudsman Scheme 2006, a customer can file 

their complaint against any deficiencies in banking 

service including internet banking, credit cards & ATM. 

 The Basel Committee on Banking Supervision’s (2001) 

focus on extending, adapting, and tailoring the existing 

risk-management framework to the electronic banking 

setting.  

V. RESULT AND CONCLUSION 

The wave of digitalisation carry the banking sector to new 

shores. Everyone benefited from digitalisation. So far as our 

country is concerned, although the process of this change is 

bit slow, even then it has already made its presence felt. 

Technology is going to bring dramatic change in our daily 

life. As we live in a highly-digitalized world. Digitalisation 

bring tremendous opportunities for advancement and growth. 

Digital transformation means exciting new opportunities. 

Technologies changes converted the banking industry from 

paper and branch based banks to digitized and networked 

banking services. With the increasing usage of smartphones, 

digitization of banking sector is inevitable to catch up the 

increasing expectations of the world. It reduced human errors 

and increased convenience. But the fact that cyber threats are 

on the rise, banks must be very careful and should be prepared 

to handle cyber-attacks. The key to survival of banks depends 

on retention of customer loyalty. Banks must evolve their 

services as per changing user needs, expectations and 

technology innovation. Scope of e-banking are enhancing as 

banks are now having their mobile apps and people are 

preferring to do their transactions through online services.  

Countries progressively reaping the benefits of digitalization, 

it is hoped that the digital revolution will also spread all over 

the world very soon and contribute to economic progress. 

There is no doubt that soon e-banking overcome traditional 

banking and convert into convenience bank. Digitalisation 

hounded by negative issues like identity theft and phishing 

attacks which are the factor scaring customers for using 

electronic channels for conducting banking transactions. The 

bank in India is using information technology not only to 

improve their own internal processes but also to improvise 

facilities and service to their customers and it is sure that the 

future of banking will offer more sophisticated services to the 

customers with the continuous product and process 

innovations. Also, steps taken by Government surely helps in 

digitalizing banking. This paper traces the digitalisation 

which facilitate efficient and integrated banking system in the 

country.  
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