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Abstract: E-Commerce would mention the use of electronic data
transmission to implement or enhance any business process.
Some people use the term internet commerce to mean electronic
commerce that specifically uses the internet or the web as its date
transmission medium. As important part of electronic commerce
understands how firms can use it to adopt to change. The business
world is changing more rapidly now than ever before.
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I.

SCOPE OF THE STUDY

The scope of the present study mainly covers the
identifications of impacting variables of the use of electronic
commerce in the field of banking with customer perspectives.
The impacting variables identified are systematically
measure. The highlights of analytical process enabled the
researcher to summaries the findings and its contribution to
the users of E-Commerce services of the banking industries.
III.

OBJECTIVES:

 To review the literary background of the concept of
E-Commerce in banking and the customer perspective.
 To identify the impacting
satisfaction-

LIMITATION:-

 The application of E-Commerce is restricted to the
banking sector only.
 The study is restricted to the customer perspective only
i.e. of doesn't cover the service providers point of view.
 The study excludes the technical aspects of
E-Commerce.

INTRODUCTION

In this new- millennium, the World order seems to have
emerged from the shadows marked- More than anything else,
by global trends-The 90's have been designated as the era of
the computers- The ardent passion and an iron-will to comfort
the society have revamped the existing scenario of the human
being- Computers have become indispensable to the human
life. The world has been bubbling with a new technology,
about which newspapers have been writing and the people are
admitting about E-Commerce.
We can hear everywhere the term E-Commerce which is a
buzzword in these days. Companies all over the world is
finding E-Commerce as the new platform and is all set to
become the next big are of growth for the business prefers that
E-Commerce is all set to become the next big area of growth
in the coming ages.[1]-[4]

II.

IV.

variables of customer

V.

RESULTS & DISCUSSION

The findings of the above analytical, fourth chapter has been
summarized as follows.
• The overall satisfactory level in the male segment of the
customers is more or less same and found to be high if both
categories are taken in to account. However, the
dissatisfactory level is very significant with respect to place
and distance irrespective of the gender bias the dissatisfactory
level with respect to other determinants is insignificant.
• The distance and time taken for service delivery is highly
dissatisfactory among different age group off respondent
customers. For other determinants the satisfactory level
among different age group is highly significant.
• Among different income groups except grievances and
redressal of grievances, other determinants show significant
dissatisfactory levels. The overall satisfactory levels among
different income groups are found to be only moderate.
• Educational background of the customer play vital role in
the determination of customer satisfaction. They consider
problems of the customers, cost of the service and quality of
the service as the key determinants for higher satisfactory
level. They consider place and time as the most important
element for the concern.[5]-[8]
• Irrespective of the different occupation, all the customers
are highly satisfied with regard to all the factors except place
and distance. In this segment the overall satisfactory level is
high and the level of dissatisfaction is negligible.
• The satisfactory level at various types of account holders is
high. Significant variation in dissatisfaction is identified with
time, place and distance factors only. Other three factors such
as grievance and its redressal, price and service show
significant levels of satisfaction.
• With regard to different types of customers, except place
and distance all other factors are highly satisfactory to the,
among all the five factors place and distance is identified as
the critical indicator that obstructs the maximization of
customer satisfaction.[9]-[11]
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• Among the public and private sector banks most of the
E-Commerce facilities are available with public sector banks
in comparison with private sector banks. The branches of
private sector banks are located only in the urban are which
are hardly
• The overall satisfaction among the different basis of
classification price stands the second position in the
performance determination. The price factor is immaterial for
most of the customers under the study.
• The grievances and grievance handling methods adopted
by all the banks are excellent. There is no discrepancy in the
identification of the problems of the customers and solving of
such problems. That is customer is found to be the secret
behind the high level of satisfaction.
• Quality of the service plays third fiddle in the ranking of the
customer satisfaction. The better quality of service extended
to the customers at cheaper cost i.e. the E-commerce facilities
are very much cist effective.
• The time factor for the process of transaction is found to be
the are of the immediate concern. Almost all the processing of
E-commerce transaction. This factor causes more concern and
inconvenience to the customers and the banks as well,
requiring immediate attention.[12]-[16]
• The place or the distance where such electronic commerce
facilities available are quite discouraging to its customers,
because customers do not have close access to these facilities
in their vicinity. If these facilities are extended to all the
customers at all branches, the potential demand can be
created.
• The overall satisfactions are found very significant in the
case of grievance and handling grievances, cost of service and
quality of service.
• The overall dissatisfactory level is found high in the case of
place and distance and time taken for getting the facilities
availed.[17]-[20]

are and rural are do not have any E-Commerce potentialities.
Therefore, such facilities to all its branches irrespective of its
location. Otherwise it has to bear with the operational loss
which can be justified as the socio economic objective of
public sector banks. The socio- economic objectives have
irrelevance of private sector banks as the primary motive is
and wealth maximization.
• The processing time of the electronic commerce facilities is
identified as another discouraging factor in this study. If
sufficient infrastructure is available, the delay aspect it to be
seriously reviewed. Otherwise the bank cannot be blame as it
has been undertaken as a cost cutting measure to ensure the
commercial viability. This matter requires a detailed analysis
wide management for the eradication such problem.
• Both the above problem have policy implications. Careful
analysis and review can alone give long lasting solutions.
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