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CHAPTER 7

INTRODUCTION

1.1. BACKGROUND

Llecteonic banking, or e-banking, « the teom tot desenbes bl egneae o at tae e nlice amapy

COMpPanies argarzations, and moividuals and the e banku retitutiony it cope, ftuatizen in tre

Ml 1620, somue banks offered customoes vlhecteonic banking 0 YYES HOwever the lack of interne
ULB s, and couts assaciated with using anhne banking, stunted prowth The Intermo suploson in te
1ate- 19905 muade people more comfortable with oaking U ans o Lons Guer the wieh Despie the dos
com erash, o banking prow alonpside the lnternes

. 13 ]
N Okl Dok won tnternet bankion o Banking allonc oo anicscu e 0l e
Teocrmntadic ! naenic sl (0ams et s 1l 1 von e woebaah oo b iy 1

cedeert g v band Creet tinon o Dagildin oo

W Onlie kg i die practioe of making boank teansac s or fresvang indiy v the Bt it

iy torog fu:u."uu. aucd the fetes et o particulas poopdo o Lasacs fii o foon, e Liotise

foshop, commiimicate, or even do e faakamgy Onlune fai oee Glhnes G atoarer to mk.

depasa wathideawals, and ey B Gl o she R of e,

1.2. HISTORY

White linancial imnstitutions took steps to implement e-banking services in the mud 19904, many
cansumers were hesant to conduct 1 wnetary transactions over the web 1t took walespre g
adoption of electronc commerce, based an traiblziNg companice wLoh as Amer Ontina,
Amazon.com and efay, to make the idea of paving for emes online wide pread By 2000, 80 percent
of LS banke offered e-banking. Customer use grew slowly At Bans of Aosenica, for exaample, o tooh
10 years to acquire 2 million e-banking custamers, However, 4 stpnficant cultural change taok place
after the Y28 scare ended. In 2001, Bank of America became the firet bark 1o top 3 million online
banking customers, mare than 20 percont of its customer base 1 Cotmoanson, larger natonal
institutions, such as Caigraup ¢ldimed 2.2 milicr online redationships plotaily, while 1P Morgan
Chase estimated it had more than 750,000 ontoe bankap cuctamers Welle §- gm0 had 7.5 mithan
onhne banking customaes, nctuding smiall Dusinesses, Ontinge Lustomers prove nvgre foyal and
profitable than regular customers. in October 2001, Bank of Americ s rustomers oxec uted 4 rocors
3.1 million electronc bill payments, totaling mare than $1 bitlion In 2009, a repart by Gartnet

Group estimated that 47 percent of U.S. adults and 30 percentin the Unned $anpdom bank onbing



£.3. OBJECTIVES OF THE STUDY

I objectives of the study ars
':' 1
Qundentand the genesis and cencept of Onhine anwng
!'o N "
* oanalyse the importance, funct o vantages and Lmeea :
.
o Toexplam the different tarm of ( Banking 3nd to analy :
'e i ne-Banking puded by BR
e " N fima - )
Nghlig 20N the securty problems of Online Banking and row e N
Ssues with the help of secunity control tonls
*e
o analyse the trend of Online-Baning w th the help of prmary daty
.0
O analyse the present « Lanking oot concerned with ATY ’ . .
NMNE. Credit card-debit card, funa transter and other e arking ten, g
o 1
¢ TOexamine the impact of ATM, Internet banking, Mobie banky 1 Cregn |
customer satisfaction by analysing the problems faced by the costen e
1.9. REVIEW OF LITERATURE
*  Anintroduction to E-Commerce written by Ram Lumar 8oy & Detver Doy sme o
Oy the tlepant Publications
o LCommerce  wetten by Prof (D0 10 lip sumar Chasrabooty S eof Do o Cnarn
and published by 8.B Kunau Granduany
* Introduction to Information Technolopy & its Business Application: . Wy AN
Makhopadbyay & A Das and pubianed by Xalmats vostaralay
» Daota Collection:
Primary Source: The study s dased On both CF Draary and seconaany daty far i

purpase of case study prmary data have been colietteg from the pe

UTTARPARA through phone calls, soval network and girect

PO Eu Aves frrvevy 8 b inens
nenvidw rom them

Secondary Source: The secondary data have been ooty

N X
SOWeDNe resQuriey Such s e

others We have used wimiple

data Apart from this Talio followed my superisor's i

projedt.

kv

GQrtram ihHerent arie!



~ Sampling Methodology: The Primary dats Nave been caliected theaugh s
P sampie o randomily

survey with a pre-tasted structored QUESTIONNARE
selected 114 peaple of JTTARPARA jn wwhich somie Sre collope cryoerng ©ognine
persons, service holders, working women and SOME PEORie who Lelong 10 20 60 age
proup From 114 cespondents 100 respondents G 00T banaga s ing the daty

colfected from those peopte are used 10 analys' s TNE TN 0T Nt faniing

L.5. LIMITATION OF THE STUDY

The m - .
URal ‘H\]_I{'H Hmutations of the Sfll(f\' aro

* Asmall sample sze of 114 respondents are taken 1o primary dataanalyss Sobcinnot draw

properinterences about the respondents from this sermple oo
* Ihave not used modern statistical tools to analysis the data
¢ Due to shortage of time | have not been able to mase o deoth crud,
¢ could not collect data from out <ite of UTTARPARA
* Thesstudy s based on the provading respondents’

Change sccordime to time, fashion, need etc.

Pty My Th . § =~ 7% "
caticfaction Hut the catifaction may

1.6. CHAPTER PLANNING

The study s divided 1o six chapters with roforence

o Introduction

o Opline Banhig: An Querview

e Ditferent Types of Online Banving

o QOnline Banwing in India-Guigelines ot REl

¢ Growth of online banking in indha

e Findings, Conclusions & Recommendations

o Hefprenoes

« Hibliograpny.




ONUNE BANKING- AN OYERYIEW

2.1. DEFINITION

an electronic payimaent system that enablvs customeaers of g tinancial

*  Online banking « «

nstitulion to conduct financial transoctions on a wabute ane
Cety Unhne Lankiog o sleo referoed

Lank, virtual bank, credit amon or bullding o

“ated k)',‘ the MLt utOn, SuCch 2%

Soretail
as internet banking, e-banking, virtual banking and by othe

sterm for the process by whach o castomeor sy,

flerme

e Onhine banking or £ banking s an umbrel
‘ » ] C : N - . y

perfarm banking transactions eloctromcally without v ting 4 Onits and-martar instaution
e Oaune Bamog s the practice of maxing hank trans aciions ¢f paying Dills via the internet
»nolarger have to leave the

Thanks to technology, and the Internet (n particular, Bood le

house 1o shap, commurnicate, Or even ga thelr banking

2.1. HOW ONLINE BANKING EVOLVED INTO A MAINSTREAM

FINANCIAL TOOL

1 SERU RS F N Ta el 8T o an Al barkar LIS
v hard to mapnge thers wais Once a tame when sl barkong was
Foancial institution fyven coipie account transters required

In today’s mphly technicat wWornid
conducted 3t an actual brnck-ana-moniand
yinipanto the Pany.

i — in

w2
i sx b Y& . - =3 %
l‘;"‘il‘v" AT A IR A T sy

Wik today s onbne Banking s e wath amazing nnovat onso o trann’t
fact it took a lupp tine to get this far



* f e forn b o Bank ' "
oy Lo medhia from the by 1004 ! . p (
freferred 1ot ming Ly
. . e b
ke N " i
NOw Vorkn 1981 whier fihe oty b
Manhattan Chemical and Manufactires Hanove ) offered Dome by g .,
the videotes systermn. Becauwe of the mergial ' ¢ J ! tex t 1k
never became popular except in i o where the leote s (Mt
by the tetecom | ovider and the LI rothe § ! 1
* While finy Hhinsttutions took steps to implemer: X y
Many consumers were hesitant to conduct MONELar, 1ransactions over the web It took
VOompang ha

widespread adoption of electromic commerce, based on trailblay
aes0ln Tying tor tems onhine

America Online, Amazon com and eBay 1o make the 1des of |

widespread By 2000, 80 percent of U5 nanks offared o Dank g Chiram,, e oy
At Bank of Amernica for cxample oo 10 years R febaos !
However g spnificant cuttural on NRe toob place after the 128 care pnidag () f

AR CEOME more than 20

Amenica became the first bank to top 3 avilian online t

percent of s customer base In comparisan, lrge natomal insttutions, ey ¥ Qtigroup
caimed 2 2 million online relationships globally, while 1P RA0ean Chage v maned i had
more than 750,000 anling banking customers, Wells Targo 1aa 25 mudlion anbine b inking
customers mcluding small busineuaes Online customers prove it aur, loyaland profinatil
tanrepular customers n Octohe: 2001 Bank 0t Artie ey Gl On vra v e e ord 3
Millon electranic bill payments totaling more than S1 bilion 1n 2004 - fepert by Gartner
meadaom are

Group estimated that 47 percent of U'S adults and 30 percentinthe Umnited K

using bank online
¢ Today. many banks are internet only banks Unhke their e
tead they tymeally difiereps y1.e

frcessars these internet only

Banks do not maintain brick and martyr bank branches ine

themselves by offering better interest rates and more extens ve online Basinng fe

RESVIERIN

“* First Online Banking Services in the United Statos.

i

According to “Banking and Finance on the Internet,” edited by Muary 1 Crarin anbine banking w

stintroduced in the early 19805 i New York Four majar hanks—Cribaak, Chase Manhattan
hemical and Manufacturers Hanoyer — offered home b et e Chemical et oduoed s
'

fual ard small g

ronta services for individuals and small b Pt iy 199 1 Gl ed g

HEBts O mamntar electrons chequebook repaters, see account Lalances ard transder fonds

ctween checking and savings accounts. Pronto failed to attract CAOURD customaers to break even

1d was abandoned in 1989, Other banks had 4 sanilar experience

N



woFiest Online Banking Services in the U K.
Adrryoint tnitaneously with the United States, anline banying Arriy e Inted ingacn Tne
UKt hame onding banking services koo s tome Lok eeas 50T ob by Baay of Scotiand for

LUstomerns of the Nottagham Budding Sooiety (HES)in 1983 The s/ten
UK Prostel view tink system and used a computer such as e BECIA G g e bnaed (T anaa
'(l]-ﬂ)()) connected to the telephone systems and television cot The System aliowed on-bing g s
Sfstatements bank tranafers and bill payment, toorder to moake et Uransler, Geet vy et

ed was based oo the

W en instiuctan peving details of the tended tecipient tad 1o e
detail, e an thie Home hnk system
Tels err;

Lanford fedieral Credi Lo was the first finonciplnstituton 10 offeronlise intorne: g

SCUvicr Lo all “l‘ i ,v.,.A,,.,,)!.rs.]’I_(),.“',“r' JuQs

+ Banks and the World Wide Wels:

| 3 i L . R o O I T T Vigjeee A
Phe 19904 banky cealized that the nising populanty of the Workd Wode \Wet oy v o i
AN brgorigri wtnayt

(i ’ N v P} { ¢ -
THROITGOy tO it e thelr sorvices Toh Ay, Uy asec the Moot

ank's olficers or huldings, ang

Mteraction with the customer arly sites featured pictures of the Bs
Provided customers with maps of branches and AT locations, phone numbers to 5 tor funner

mformation and simple histings of products

At the begmning of 2004, some 33 million U 5 households (317 of the market) were Usng one form

ricans were bankag online acrords

Oranother of online banking. Five yoars later, 877 of Amer

Survey by Gartner Group Meanwhile, i the UK ¢ banking prow U rearhitram 5370 05 700 o
Internet users between 2011 and 2012,
+ First Online Banking in India:
ICIC) bansx s the tirst one o have miraduced Onloe-Banring i 1994 0 5 0 e o
seracas such 35 acess 10 account information. corraspondaence nnd recantly {4
hetween its hranches 1CICHS aiso getting into e-radirg thus offerng a broader range of

integiated services 1o the customar

" ) ) g RIS,
2.2, FEATURES OF ONLINE BANKING:
QOrlne banking faciities offered by vanous iinancial mstitutionrs nave mary fostures and capabl
incammon, but alio have some that are applcation specid ¢

e The common features foll broadly into several cateqores.



(A) 4 bank customer can perform non tronsactional tasks through onfine bhunking, wcluding

! Viewing account balances
H Viewing recant transactions

Downloading bank statements, for cxample in POF formial
v Viewing images of paid cheques.

V) Ordering cheque books.

Download periodic accaunt statements

Downloading applications far M-tansinge, [ banking ¢l

(6] Bonk customers can transact banking tasks theough online bankma, inchiding

Funds transters between the customer's inked accounts

i
Paying third parties, including bill payments (see. e, BPAY) and tind pacty fund transbers

I
{see, ey, FAST)

" Investment purchase or sale

v Lean applications and transactions, such ay repayments of enrohinent,

v Credit card applications.
Reguster utility billers and make bill payments.

Vi,

VI Financial institution administration.

W Management of multipte users having varying levels of suthonty
X Transactqan approval process

me financial institutions offer specwl internet banking services, for example:

sonal financial management support, such as importing data into pecsonal Accaounting Software
e anline banking platforms support account Aggregation to allow the castomers to momitar 4t
heir accounts in one place whether they are with ther ooy bank o wath athes mstitutions

% of mmternet users who

have usced online banking,

st .m’o’

T I



SUADVANTAGES OF ONLINE BANKING:

Many baeska Aave begun 1o affer customers the aption of
SR e et banking, a practice that has advantages for
SO Al partes nwolved he convenience of beng able 1o

VR ROy st any time oy well as the alihity Lo perfor

SOARIEAONY wllhowt v wting a local branch draw many

SUORNE 1O D nvoived Some of these advantages of imernet bankiog but are nothimited v
’
« Customer’s convenience
‘hv\‘ Darky e 0pen 107 business .H\Y\V"("l’ thero is an internel conneationg T ¢are alao JAa )
Py WS o 3y ea open while i internet service is AOUVAIIDIC CHSOmer v
LG e syallabin

WOwdRg v ound 1he dock via telephone Real time account balances and info i
e Wuch 0f 3 few Duttons thyy, making banking faster, easie and morc ethoent a gddivig
SREAIMG a0 Mantang 3 direct account s easy since i takes only a tevemingte: 1o frange the
ling adoress, ordee additional checks and be informed (o Marketinterest e

« More efficient rates

b - -~ L
€ R o cgndicant infrastructure and overbiedd costs allow ditcCUalike Wy ighier oiteae

W, e srongs ang ¢ Mge lower mortgage and lnanrates Some otlecigh yiold Ky
Hiount mgn e certdficate of deposits (CDs), und even no penalty COSTar canty vothdeawal 1

WSO, wome 3CTouns Can be opened vith 0o minkmurm deposits ot g Carny g nnnin g ol
oF serack fees

« Services
BT Ygra 4T ¢ e MG (Obast vorbytes Ot e conprel e e GGt featiee s

e e the ety Of traditonal Lanks. These include tanc ol budyge g gon

Py K Tw O,
TemCanIg oo, Ledn sl glaneung Capatililies irvsesbme ol anabysin Luob oan caloulat
ety Taseg sl i aBGIo, Wy SMer Teee onhine g0 it il Ul anid

il

il ot g N
& Maobility

COPTIS? Sk s G A T L {’v‘(l’yflll‘“int 1., ey wipilit i whe v gttt by il de

ey

A G e b s ,“4,',,-;"“‘/ Setiat U pteigutrly, @kl 00 bl

& Trarsfers
igrialesr 1A

BRSO iy VB8 T & A bt 0wl b

oo bagh e o 1y

e S fuc s A U At B 0y M 1

b bt Gapstayin v v aild i

P Ty, Ty wr Gt SAAY QRS B 1A andl gL gy

o Boyr): ey, iy g Aspb gt /



+ tase of use

@ MLOuUNts are eary 10 set up and require ao more infarmalioi than i
e O dawiioading !

account Many offer the option of inputting the customer’'s data of

and mailing them it the customer runs into a problem, he has the aptiun ol catiag of
the hank directhy
) » .
« Environment friendly
tran | UGS TVRL ]

Internet banking iv also environmentally friendly flectrod

‘r%»‘.i,l“ly

vehicie traffic and are virtually pollution-free They also elininate the aecd for bud

SQuEpement

2.4.THE DISADVANTAGES OF INTERNET BANKING:

internet banking seems ik i ko hactlos of f.“ ‘ !

- anking seems like an obvious choice 10 leaye the hasiles © - q‘ :’

!

traditional money management behind in exchange for it However there t‘) / ——“ |

/ |

are potential problems associated with banking over the internet of which U J
3 nuages as .“'?','vv?~,w‘f7"--'vyv'f'

customers may not be sware. Consumers need to weigh the adva
pa A
well as the disadvantages of internet banking before Signing up Some of

the disadvantages of internet banking include

4 Bank relationship

A traditional bans. provides the opportunity 1o develop a personal relationship wath that bany
Getung 1o know the people at your local branch canbe an advantage when g custome
il sorvice that s not normally oftered to the pubihic A bana manasger ustally ha

ar [
Chatd

same

e

Or a 5p¢

discretion ¢ changing the terms of customer's account if the customer's personal Crcumstances
change. They can help customers solve problems such as reversing an undeserved fee The banker
also will get to know the customer and his unique needs if the customer has 3 business account,
this personal relationship may help if the customer needs capital to expand. WUs easier to get the

Of his

bank’s support if there 1s someone who understands customer's business and vouch

operating plan
« Transaction issues

Sometimes a face-to face meeting is required to complete complex U snsactions and address
comphcated prolems A teaditional bank can host meetings and calbmexperts 1o solve s speoitic
issue. Moregver, international transactions may be more difficalt {or imposabie) with come dined

wha e throuph

banks If a customer deposits cash on a regulir bass, a trad tional bankow
window may be more practical and efficent



+ Service issues

N

B natan coand

<
yome d . e

v dire ot DAL Imay ot ottet Whthe comprohensve fianral st )
wretiies olted Lpreval v

N
ITORCraRe aladat Coviat tradtonal banike ffe Caditional bane
10 1ON I N Y > N
Lo loyal customet auh as preferred rate and mvestment sdyice at noeatra chatg T afdition,
rouline s \
SUne services such @ nataratan and btk poature i e ed are notava bl ondlne Theae

LU IVICES are n--y.,m,“‘. o ary iang aland lepga rpansact

| ’

+ Secunty

vl banksand ety an

roct Banks are sl Cro the same b ant penatatians as b it
N |."|-\|ltl| et yult Aot

anoottwan
g Backer attan b, e

iy be suli Lo
gty Nost Danes e make scanned topen
Lify chek tra W enat ey venhicatian that b chechsate

grotected by the ril Cophisticated enceyt

information but no system g oot Accounts
ard other wrauthon ed ac {cleared chiecksav ylabile

o avoitd and wen

mer and that dgallar ot
| and vestigat |y

anbine whach heip
signed by the s uste o amaounts naved i heen Changed The Lty
e es can he reporte nely

discovery af diire

« Connectivity
Another ssusis that somuetimes it hecomes aihicult o note whether youl Transaclan s
i between, of e to g siow

ity be due e the loss of netconie Lty

down

ful ar not

ne bank's seever o

SLCCEess

tion, ot

connecil




CHAPTER-S

DIFFERENT TYPES OF onune BANKING

3.1. CORE BANKING SOLUTION or CBS:

w § bank branches « Coustamets
Care Banking 1 a banking service provided by o proup of netwarked bl branches whiere custo
may aceess ther bank account and pertarm s transactiatt : :
; v a oy banks treat the retad
oifices, Cote banking is often assocated wath retall bankin and many cal l» L
B T (AU iy m e v the Corporate
‘,“' A s S L nae

from oty of the memibier iranch

Customers as ther core banking customers . .
~ - S denamting atred lencdhnyg ot raoney
banking dwision of the mstitution Core bankii overs banic!

( | MOy ang Jgymient
(ude tranmsaction Jrcounts, l0ans MBI by

tormal Core Banking tunctions waillin
ynets Hike

e \ Vole
NP AR internet hapkng, mobie
Banks make these seniees avarlable acros muttiple chat

banking and hranches.
sorh technology 1o dlowe a bankto
Ul b thie deyeloprent o

The core banking services tely heawtly oncompute and pety
| 3 aton
contralise ity recond beeping and allows access from any locat o

- .ty o1 t-, i ape
banking software that has Allowed core bansh hation

M 7
< 4

The i -'"'r“"_’

Al 3 ‘.,»J

\. o

o : Cwhy
. S \‘1
/ L“""'
Py

Lo
' fiv ' . { l e

AL







) Such customer view gives the bane Oppor ity

development and marketing strategi
Mdvantapes to Head Office

i) Consolidation of MIS / statements / reporting at one prace fee g g

branches and it is of real time

ii) Supervision of branches on risk perceptions possible 35 GNECTIE BrOCESS

) Frequent sudits and timely control measures can be imtiat

r

Wi Faster ane whically real time reconcmation of acce
i | iy

) RS T
vi Centralized marking and movement monitoning 0F s &<

litiec nossible

vi) Better ALM, especially for short term gssets and hab ¥ =
vil) Audit on operational aspects of the accounts can te
data is availavle 3t one place

vilh) By instatling mading solution on the intra net of the banx, wrtten communication
form of letters, between M. 0. and branches and vice versq, can be eiminated

6. Advantages to Branch

' With reduced work at the branches they can focus cn Qeve

service and attendance and meaningful imson with custome
i) Q;n“-, customer noeds are Known with proper ;"“ﬂ-\,,_‘;, thy in be well attended even

before their demands that boosts the im:

« State Bank of India, World's Largest Centralized
Core Processing Implementation:

B HEEe
e

The story beganin 2000 With s prowth cur heading nocthward State 8ank o 1ngds (S8 ¢
countey’s fargest bank with the largest branch notwork, reabized the coed for a bank
SOIUILION. AN expression of itemat was iny e fehy 2000 and o 1ot '

Y ' } e Ny
started in August 2003 when the ficst branch of the bank v 1 TOS B

13
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.

'

L Manming

O planming stage laatod three year whide thy oS nph g b Ve gk et bier Yoge g
oty 2O0H) 1o complote The ot praject ol aploaenting et Danking sebitoon ws bogrcfiod]

Cenaot et
P 0 S S ek it TR IR L

by o )
vy TOS an the .\v‘l‘.““‘”\‘ll"’"|"\"\I.’nl.(|||h‘ AR oo (AR oty 04

\
Data coatt Craco and Microsoft The core Banking St g

Banks currently execute an average of 42 Al teansac o e g woth o pegh o 03 G
b obalond! U

teansa ion ot ‘\w“”“‘,‘“”.n I Vi e JUHr b i by itib e At ¢
onviome nearly 248 mulion customen i 0 ot SO emecnty v et o A b by

Cocomd throoglhe et tproy ol a1/ M b b

PO day with o peak of 1200 transactions pee

Propys b Bl Varnibar ity grth 220t yiedd

Further SH had more than 2 lac employgee Ao many ol
technology before the core banking solut (o nplementation SO PO hadd S ensare tot g
TR A LAY ;:r‘w‘ i

1] » !
bank employees were well acguanated with the oo of the ot

had S8 traming contoes

3.2 ATM BANKING:

Make banking mare convenient with AR et cand
Canvenient Self Service
Denadts - Lashand chedk deposits can e prade at o CREBYVA Compass AT
Withdraw Fungs < The cash you aeed wnen you ner !
Transier funds — Move funds between thechng atee e arud Vs areounts Vit
Lnked 10 your debst card
Account Management
Chork Balance - Vigw your JCCOWH Latdher pefore you mave & eathdraws!
ini Statement ~ Recaive 3 print out oyl sransactian Ristary and account balante’ ’
Customizable
Eaut Cash o~ Sut standard ATM withdrawat grounts
s hien YO IaKe transai o

Receipt Oplaans - Jet whether oF notyou woll regeive a receipt wi
Ertish or Spanish

preferred Language - Choose botween
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