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Abstract:  

Third most significant revolution after agricultural and industrial revolution, 

according to some experts. Due to the rise of the internet and the subsequent dot-

com burst, traditional banking systems were modified into modern ones such as the 

Automated Teller Machine (ATM), telebanking, e-funds transfer, and m-funds 

transfer. Banks and their customers have accepted e-banking like any other 

technology innovation because it is critical to providing high-quality financial 

services. As e-banking and smart phones have grown in popularity, more people 

have begun using mobile apps instead of traditional banking methods. This study is 

useful for both private and public banks since it provides an insight into the most 

recent advancements in mobile banking and how customers respond to it. What are 

people's views on mobile banking apps? Does a person's m-banking activity 

change as they become older? New Delhi private bank clients are divided into 

three groups: those who already use their mobile devices to conduct financial 

transactions, those who do so via mobile apps and the rest who don't use mobile 

devices at all. Using a pre-made questionnaire, we gathered information from our 

clients. Data analysis methods include percentage methods, averages, standard 

deviations, regression, and correlation. 

Key words: Apps for smart phones and private banks; technological adoption; e-

banking and mobile banking. 

I.     Introduction 

Technological advances, particularly those related to the internet, are rapidly 

spreading and leading to significant changes in how businesses engage with 
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their customers. To use mobile banking, you must have a mobile phone or other 

type of telecommunications device. Smartphones, tablet computers, and 

enhanced mobile communications have made mobile banking (M-Banking) a 

huge hit, making it a need for many. M-banking is used for a variety of account-

related tasks, such as making transactions, checking balances, sending 

payments, requesting checks, and transferring money. 

According to a Reserve Bank of India survey, there were 22 million active 

mobile banking consumers in India as of October 2013. (RBI). In the mobile 

banking ecosystem, the adoption of mobile banking is hindered by issues 

related to customer enrollment, such as registering a mobile number and 

generating an M-PIN, security concerns, training bank staff and educating 

customers, and technical issues banks face, such as transaction access channels, 

cumbersome transaction processes, and coordination with Mobile Network 

Operators (MNOs). 

Obstacles such as M-PIN creation problems and security doubts, as well as 

bank staff and customer awareness and education as well as technological 

issues such as transaction access channels, onerous processes, and coordination 

with mobile network operators (MNOs) might impede the use of mobile 

banking. India had 870 million mobile phone connections and 450 million bank 

accounts in June 2013, according to the RBI. Mobile banking services have a 

bright future and plenty of space for growth, according to new research. 

An investigation into m-banking customers' style and attitude is also included in 

the report. Thus, this study presents an empirical assessment of private bank 

customers' attitudes and mindsets regarding mobile banking services. 

Due to client concerns over safety and security, financial institutions have been 

slow to implement new online and mobile banking services M-banking has a lot 

of advantages for customers, including time-saving and time-saving services, 

convenience, safety, and technological or operational simplicity. An increase in 

the use of mobile banking may emerge from this policy change. 

II. Objectives 

1. An investigation into the uptake of mobile banking services by New Delhi-

based private bank customers. 
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2. There needs to be a better understanding of how different demographic 

characteristics affect people's behavior and the uptake of mobile banking 

services. To gain more knowledge 

3. M-banking adoption and customer sentiments regarding m-banking will be 

examined in this research. 

4. A look at the uptake of mobile app-based and SMS-based banking. 

 

III. Research Methodology 

An online survey was administered to a random sample of 200 people, divided 

into three groups based on whether or not they were already using mobile 

banking, utilizing banking apps, or not yet using mobile banking at all. Using a 

pre-made questionnaire, we gathered information from our clients. Bank clients 

of ICICI, HDFC, AxisBank Citibank and Kotak Mahindra Bank participated in 

the study. Using the random sampling method, data was gathered from personal 

connections. 

Demographics of the respondents: There were 200 people in total, 110 of 

whom were men and 90 of whom were women. All respondents were 

undergraduates and grads, with half of them being post-graduates. There were 

95 private service workers and 60 students out of the total of 200 people that 

were questioned. These private banks' clients were surveyed in the greater New 

Delhi area. 

IV. Literature Review 

With M-Banking, or mobile banking, users may access a variety of services 

from their phones, including mini statements, account and balance checks, SMS 

banking and alert texts, online credit card payments, mobile recharging, and 

more (1). While SMS banking alerts have been around since 2005-06, the first 

m-banking transactions were made in January 2008 by ICICI bank (3). (3). 

According to data issued by India's telecom regulator, the number of mobile 

phone customers in the country has surpassed 1 billion. More than half of 

India's population now uses mobile banking, according to a recent study (4). 

From 8.89 million transactions in December 2013 to 16.78 million in December 

2014, the number of mobile banking transactions increased by 88.75 percent in 

a year. Transactions totaled Rs 113.23 billion in December 2013, a 400% 
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increase over the previous year's Rs 22.61 billion (5) In terms of volume, State 

Bank of India had the most m-banking transactions, In terms of dollar worth, 

HDFC Bank was the most valuable bank, according to RBI bank-by-bank 

numbers. 

Potential of m-banking in India 

Since many Indians do not have regular access to a desktop computer but do 

own a smart mobile phone, Indian banks believe that m-banking has enormous 

potential. This m-banking craze has been sparked by a variety of factors, 

including an increase in the use of mobile devices and initiatives such as media 

campaigns and customer education and training programs. Customers 

appreciate the ease of mobile banking, while banks appreciate the low-cost 

channel it provides. (6). 

Demographics and the use of mobile banking 

The demographics of India must be examined in order to understand the 

adoption and acceptance of mobile banking services in the country. It has been 

found that younger customers place more importance on convenience and time-

saving considerations than older customers. College students who already use 

their mobile devices for more than just making phone calls will embrace 

mbanking and other revolutionary mobility services (7). Finally, the method can 

be easily adapted to the current waste management procedures. The 

implementation of new waste management systems and the optimization of 

existing ones are both made possible through the integration of various 

approaches to solid waste management. 

Findings and Opinions 

Respondents were asked to rank the most critical aspects of m-banking adoption 

in order of importance. In total, there were four elements that contributed to the 

outcome. There are many advantages to using m-banking that include ease-of 

use, convenience, security, and the ability to save money or time. 

· More over three-quarters of m-banking users strongly felt that convenience 

was the most significant factor, but only 11 percent of non-users also highly 

agreed. 
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· Security and risk were considered the most essential factors by 32% of m-

banking users, while 54% of non-users were unwilling to utilize the service 

because of their concerns about security and risk. 

· There were 154 out of the 200 respondents who had already used m-banking 

services (77 percent). 

 · One hundred percent of the people who used m-banking (a total of 154) were 

aware of the existence of banking mobile applications. 

· National Electronic Fund Transfer (NEFT) accounts for more than six in ten 

persons who use mobile banking services, which means that a total of 64.93 

percent use NEFT. 

· M-banking was used by 558.8 per cent of men and 44.22 per cent of women in 

the poll results. We may conclude that the use and acceptance of mobile 

banking services is not heavily influenced by gender. 

· Mobile banking was used by 56.5 percent of the total respondents to deposit 

their wages into a private bank account, which was the most percentage. 

· HDFC bank's mobile app was described as the most convenient and user-

friendly by its customers. 

· The study also found that just a small fraction of those polled who used 

mobile applications and other m-banking services felt confident applying for 

loans online. Only 2% of m-banking users were included in this study. 

Conclusion 

 · Mobile banking users were mostly concerned with checking their account 

balances and invoices; making credit card payments; requesting cheque books; 

and transferring money via NEFT. 

 · All respondents in the age range of 21 to 35 had a working knowledge of m-

banking applications. 

· Because of their familiarity with mobile banking and their preference for its 

speed and convenience, the younger respondents in our survey are more likely 

to use it than older ones. 
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· In contrast to younger responders, the elderly were more concerned about the 

safety and risk-aversion of their hard-earned cash. As a result, they firmly 

agreed that mobile banking apps are cumbersome, and that people are reluctant 

to utilize smart gadgets to deal with money-related challenges. 

· Furthermore, recycling and energy recovery improve resource efficiency 

while reducing greenhouse gas emissions' environmental implications. 

Although it is possible to include decentralized waste management systems into 

the current waste management system, further research is needed to determine 

the viability of implementing these systems during unusual situations like the 

COVID-19 epidemic. 

· M-banking is currently the fastest-growing field in the industry, thanks to the 

rise in popularity and use of smart devices. 

· A person's level of education and age have a significant impact on whether or 

not they use mobile banking services in New Delhi's private banks. 

· As technology continues to advance and more people use internet SMS 

banking, this survey demonstrates that app-based banking will soon be the 

norm. 
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