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Abstract 

In this growing era, services, products and lifestyles 

of the customers are changing day by day so, why not 

banking system? For this change in growing era, banks must 

have to change and this paper is based on the changing in 

technology or innovation of new ideas regarding customer 

satisfaction. Generally, customers do not have plenty of time 

to visit banks for their transactions and hence, they prefer 

these things to get digitalized. So, various banks like axis 

bank, SBI, BOI and HDFC have prepared the software to 

satisfy their customers. 

For SBI they have launched yono SBI app which 

provide them every services and products in that software. 

So, to attract customers and to provide them security and 

safe or easier transactions, it is done by banks with a 

reference id and it is specific. And from this research paper 

we are going to analyze the satisfaction of customers 

towards digital banking system and to analyze that either it 

is convenient or not and to know about various difficulties 

and problems faced by them during their use of the software 

or apps in their mobile phones. 

Here, we come to know about the outcomes of the 

customers to analyze and to make it more desirable. So, it is 

to attract more and more customers for longer term benefits 

of the organization. It is beneficial or advantageous for both 

organization and customers. As there is less entry in bank 

they feel it more managed, relaxed and for customers it is 

convenient as it is available at every time and are easier to 

use also they are reliable. The research paper also analyzes 

the disadvantage of the software and to reduce them or 

avoid them. The paper we are going to conclude the future 

impact of the digitalization of the banking system. This is a 

kind of innovation in services provided by banks and why 

they are necessary for this dynamic globe 
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INTRODUCTION 

Customer satisfaction is first and foremost criteria for 

any organization and to fulfill it each and every organization 

tries to convince their customers either by their innovations 

or inventions in products or services or by the gestures or 

expressions of their staff members. 

Now, if we talk about banking sectors they have also 

done their initiations to satisfy their customers. From this 

we are going to study the "impact of digitalization" to the 

level of satisfaction i.e. their loyalty and preferences to the 

organization. 

From this rapid growing technical world, it is quite 

compulsory for an organization to be digitalized. So, it is 

essential for them in this scenario. Here, we are talking 

about the apps i.e. "yono SBI" which 

is launched by SBI branch to their 

customers. This app is convenient to 

use and contain most of the services 

i.e. net banking facility, credit card, 

debit card, NEFT facility etc. To use 

this app in our mobile phone, you 

just have to be the part of the bank i.e. as a customer and 

you can easily download this from play store and it is more 

convenient and safe to use. From this inventions and 

improvement in technical factor, a bank could raise the 

standard of living of the customers, to provide them safe and 

easier transactions and even can be available to them at 

every time. 

From this app, they can provide extra facilities and is 

beneficial for both customers and the organizations. Now 

various online services which are provided by the banks in 

digitalization are debit card, credit card, smart card, 

electronic fund transfer facility and net banking etc.  

Debit card are directly connected with the savings 

accounts of the customers and are easily applied for the 

shopping purposes, connected with the bank transactions. 

Credit card is not connected with the saving account and it 

is provided to the customers with specific terms and 

conditions. It is provided with certain facilities and besides 

this certain vouchers; gifts were also provided by the 

customers with their better satisfaction increment towards 

banks.  

Electronic Fund transfer facilities are also available 

on the digitalization of services through this one can transfer 

their funds easily from one bank to another. They are more 

secured and less time consuming cards are now secured with 

magnetic strips which are specific and easily recognizable. 

This kind of ideas could be beneficial for generation 

of new future scopes and are beneficial for the better 

management process and are useful for the convenience to 

the bank manager to handle the situation that would arise. 

For this new starting in the market, we found it more 

appreciable success in this new rapidly growing era. It could 

be beneficial for both the users and the service providers i.e. 

Banks and Customers. 

Benefits of impact of digitalization 

Benefits to consumers: - From this research, we used the 

method to conclude the benefits, firstly to the customers 

these are as: 

 Convenient: They told us that, it is convenient to them to 

use this app in their mobile phones are very much 

relaxed to them. 


