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Abstract

The rapid expansion of digital banking services has transformed the traditional banking system
by providing customers with faster, more convenient, and technology-driven financial services.
The present study examines the role of gender in adopting e-banking services among college-
going students of Indore district. The study focuses on five major dimensions influencing e-
banking adoption, namely Bank Digitalisation, Ease of Operation, Customer Security,
Customer Grievance Handling, and Difficulty & Challenges. Primary data were collected from
394 respondents through a structured questionnaire using Likert scale statements. Appropriate
statistical tools were applied to analyse the collected data and examine gender-based
differences in e-banking adoption behaviour. The findings of the study reveal that male
students exhibit comparatively higher perception levels towards bank digitalisation and
customer grievance handling mechanisms than female students. However, both genders
demonstrated relatively similar perceptions regarding ease of operation, customer security, and
challenges associated with e-banking services. The study highlights that while technological
adaptation among students is increasing rapidly, gender-based differences still exist in selected
dimensions of digital banking usage. The research suggests that banks and financial institutions
should focus on strengthening digital awareness, improving customer support systems, and
developing gender-inclusive banking strategies to enhance the adoption of e-banking services
among young consumers.
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1. INTRODUCTION

The rapid growth of information and communication
technology has transformed the functioning of the banking
sector across the world. The traditional banking system, which
once depended heavily on physical branches and manual
transactions, has gradually shifted towards technology-driven
financial services. In recent years, electronic banking,
commonly known as e-banking, has emerged as one of the most
significant innovations in the financial sector. E-banking refers
to the use of internet-based platforms and digital technologies
that enable customers to conduct banking transactions
electronically without visiting a bank branch physically.
Services such as internet banking, mobile banking, automated
teller machines (ATMs), digital wallets, online fund transfers,
and mobile payment applications have become increasingly
popular among users due to their convenience, speed,
accessibility, and efficiency.

The growth of e-banking in India has accelerated significantly
after the expansion of internet connectivity, smartphone
penetration, digital literacy, and government initiatives
promoting digital transactions. Programs such as Digital India,
Unified Payments Interface (UPI), Aadhaar-enabled payment
systems, and cashless transaction campaigns have encouraged
people to adopt digital banking services. Particularly after the
COVID-19 pandemic, the usage of e-banking services
witnessed a remarkable rise as individuals preferred contactless
and remote financial transactions. As a result, banks and
financial institutions have increasingly focused on digitalisation
and customer-oriented technological innovations to improve
banking accessibility and service quality.

Among different sections of society, college-going students
represent one of the most important user groups of e-banking
services. Young individuals are generally more exposed to
technology, smartphones, and internet-based applications,
making them active users of digital financial services. Students
frequently use e-banking platforms for activities such as online
shopping, fee payments, fund transfers, mobile recharges,
utility bill payments, and digital transactions. The adoption of
e-banking among students is influenced by several factors
including ease of operation, digital awareness, security
perception, banking convenience, grievance handling
mechanisms, and technological challenges. Since college
students belong to a technologically adaptive generation,
understanding their perception towards e-banking becomes
highly important for financial institutions and policymakers.
Gender is considered an important demographic factor that may
influence the adoption and usage behaviour of e-banking
services. Male and female users may differ in terms of
technological awareness, digital confidence, risk perception,
accessibility, and trust towards online financial systems.
Previous studies have suggested that male users often exhibit
greater technological confidence and willingness to adopt
digital financial platforms, whereas female users may show
comparatively higher concerns regarding security, privacy, and
operational risks. However, the increasing digital exposure
among young female students has reduced many traditional
gender-based differences in technology usage. Therefore,

examining the role of gender in the adoption of e-banking
services among college-going students becomes relevant in
understanding whether significant behavioural differences still
exist in the digital banking environment.

The present study focuses on college-going students of Indore
district, one of the major educational and commercial centres of
Madhya Pradesh. Indore has witnessed rapid urbanisation,
technological growth, and increasing digital banking
penetration over the past few years. Students in the district are
highly exposed to online learning platforms, digital payment
systems, and smartphone-based applications, making them
suitable respondents for studying e-banking adoption
behaviour. The study specifically examines five important
dimensions influencing e-banking adoption, namely Bank
Digitalisation, Ease of Operation, Customer Security, Customer
Grievance Handling, and Difficulty & Challenges. These
factors help in understanding both the positive and negative
perceptions associated with e-banking usage among male and
female students.

Bank Digitalisation reflects the extent to which students
perceive banks as technologically advanced and digitally
accessible. Ease of Operation refers to the convenience and
simplicity involved in using e-banking services. Customer
Security examines the perception of safety, privacy, and trust
related to online banking transactions. Customer Grievance
Handling focuses on the responsiveness and support provided
by banks in resolving customer issues and complaints.
Difficulty & Challenges measure the operational barriers,
technical problems, and concerns faced while using digital
banking services. Analysing these dimensions helps in
identifying the areas where gender-based differences may exist
in the adoption process.

The study is significant because understanding gender-based
perceptions towards e-banking can help banks and
policymakers formulate better customer-centric digital
strategies. Financial institutions can improve digital banking
adoption by addressing security concerns, simplifying
operational procedures, and strengthening grievance handling
systems. Moreover, identifying the challenges faced by students
can contribute towards improving financial inclusion and digital
literacy among youth. The findings of the study may also help
banks in designing gender-sensitive awareness programs and
technological support systems for enhancing customer
satisfaction and digital banking usage.

Thus, the present research attempts to examine the role of
gender in adopting e-banking services among college-going
students of Indore district by analysing the differences in
perceptions related to digitalisation, operational convenience,
customer security, grievance handling, and challenges
associated with e-banking services.

2. LITERATURE REVIEW

The adoption of e-banking services has become an important
area of research due to the rapid digitalisation of financial
systems and increasing dependence on online banking
platforms. Researchers across the world have examined various
factors influencing customer behaviour towards e-banking
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services, including technological awareness, ease of use,
security concerns, demographic characteristics, and customer
satisfaction. Among these factors, gender has emerged as a
significant variable affecting the adoption and usage of digital
banking services.

According to Davis (1989), perceived usefulness and perceived
ease of use are the two major determinants influencing the
acceptance of technological systems. The Technology
Acceptance Model (TAM) proposed by Davis explains that
users are more likely to adopt technological services when they
perceive them as useful and easy to operate. This framework
has been widely applied in studies related to e-banking
adoption. In the context of banking services, ease of operation
plays a significant role in motivating users to shift from
traditional banking methods to electronic banking platforms.
Pikkarainen et al. (2004) identified that convenience,
accessibility, and security are among the most influential
factors affecting online banking adoption. Their study found
that customers prefer e-banking services because they save time
and provide flexibility in financial transactions. However,
concerns regarding privacy and security remain major barriers
to adoption, especially among users who are less confident in
using digital platforms.

A study conducted by Akinci et al. (2004) highlighted that
demographic variables such as age, gender, education, and
income significantly influence the adoption of internet banking
services. The researchers observed that male users tend to adopt
technological banking services more quickly than female users
due to comparatively higher technological confidence and
exposure. Similarly, Laforet and Li (2005) found that security
concerns and lack of trust act as major barriers for female
consumers in adopting online banking services.

In the Indian context, the growth of e-banking has been strongly
influenced by technological development, smartphone
penetration, and government initiatives promoting digital
payments. Malhotra and Singh (2010) examined factors
affecting internet banking adoption in India and found that
perceived risk, awareness, and convenience significantly impact
customers’ willingness to use e-banking services. The study
suggested that customers with greater technological awareness
are more likely to adopt digital banking platforms.

Safeena et al. (2011) investigated the factors influencing
internet banking adoption and concluded that perceived
usefulness, ease of use, security, and trust positively influence
customers’ attitudes towards e-banking. Their findings also
revealed that concerns regarding privacy and fear of financial
fraud negatively affect customer adoption behaviour. The study
emphasized the importance of improving customer trust and
awareness for increasing e-banking usage.

Research conducted by Rahi et al. (2019) highlighted that
customer satisfaction and service quality play a crucial role in
strengthening customer loyalty towards digital banking
services. Effective grievance handling systems and prompt
customer support positively influence users’ confidence in
online banking platforms. Similarly, studies have shown that
poor customer service and technical failures reduce customer
trust and discourage continuous usage of e-banking services.

Several studies have also focused on students and young
consumers as important users of digital financial services.
Alalwan et al. (2017) observed that young individuals are more
inclined towards mobile and internet banking due to their
familiarity with smartphones and digital applications. However,
the adoption level may vary based on gender, technological
confidence, and perceived security. Female users often exhibit
comparatively greater concerns regarding privacy and
operational risks, while male users generally demonstrate
stronger confidence towards technological adoption.

The reviewed literature indicates that factors such as bank
digitalisation, ease of operation, customer security, grievance
handling, and operational challenges significantly influence e-
banking adoption behaviour. It also reveals that gender
differences continue to exist in certain aspects of digital
banking usage, particularly regarding technological confidence
and security perception. However, limited studies have
specifically examined these dimensions among college-going
students in Indore district. Therefore, the present study attempts
to fill this research gap by analysing the role of gender in
adopting e-banking services among college-going students with
reference to selected dimensions influencing digital banking
adoption.

3. RESEARCH METHODOLOGY

The present study is descriptive and analytical in nature, as it
attempts to examine the influence of gender on various
dimensions of e-banking adoption among students. The study is
based on primary as well as secondary data sources. Primary
data were collected through a structured questionnaire
consisting of Likert scale statements related to five major
factors, namely Bank Digitalisation, Ease of Operation,
Customer Security, Customer Grievance Handling, and
Difficulty & Challenges. Secondary data were gathered from
research articles, journals, books, reports, and relevant online
sources to develop the theoretical background of the study. The
target population comprised college-going students of Indore
district, and a total sample of 394 respondents was considered
for the analysis, including both male and female students.
Convenience sampling technique was used for selecting the
respondents due to accessibility and feasibility. The collected
data were coded and analysed using the Statistical Package for
Social Sciences (SPSS). Reliability analysis was conducted
using Cronbach’s Alpha to examine the internal consistency of
the scale items. Further, Kolmogorov-Smirnov and Shapiro-
Wilk tests were applied to test the normality of the data, while
Levene’s Test was used to examine homogeneity of variance.
Since the data were found to be non-normally distributed, non-
parametric statistical tools were adopted for hypothesis testing.
The Mann-Whitney U test was employed to identify gender-
based differences in the selected dimensions of e-banking
adoption. Descriptive statistics such as mean rank, frequency,
and percentage were also used to support interpretation and
analysis of the findings.
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4. HYPOTHESES OF THE STUDY

Ho!: There is no significant difference between male and
female college-going students regarding Bank Digitalisation in
adopting e-banking services.

Ho?: There is no significant difference between male and
female college-going students regarding Ease of Operation in
adopting e-banking services.

Ho®: There is no significant difference between male and
female college-going students regarding Customer Security in
adopting e-banking services.

Ho*: There is no significant difference between male and
female college-going students regarding Customer Grievance
Handling in adopting e-banking services.

Ho%: There is no significant difference between male and
female college-going students regarding Difficulty &
Challenges in adopting e-banking services.

Data Analysis & Interpretation

In this part, data analysis has been carried out to examine the
role of gender in adopting e-banking services among college-
going students of Indore district. Before conducting the detailed
statistical analysis, reliability analysis was performed to test the
internal consistency and reliability of the research instrument.
The study considered five major factors, namely Bank

Digitalisation, Ease of Operation, Customer Security, Customer
Grievance Handling, and Difficulty & Challenges, measured
through Likert scale statements. Cronbach’s Alpha was applied
to assess the reliability of the scale items and to ensure the
suitability and consistency of the collected data for further
analysis and interpretation.

Table 1.1: Reliability Analysis

Reliability Statistics
Cronbach's Alpha N of Items
.866 30

The reliability analysis of the research instrument shows a
Cronbach’s Alpha value of 0.866 for 30 items included in the
study. Since the obtained value is higher than the acceptable
threshold of 0.70, it indicates a high level of internal
consistency and reliability among the scale items. This suggests
that the statements related to Bank Digitalisation, Ease of
Operation, Customer Security, Customer Grievance Handling,
and Difficulty & Challenges are consistently measuring the
intended constructs. Therefore, the collected data are
considered reliable and suitable for further statistical analysis
and interpretation in the study.

Table 1.2: Test of Normality

Tests of Normality

Gender Kolmogorov-Smirnov* Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
Bank Digitalisation Male 123 225 .000 937 225 .000
Female 153 169 .000 942 169 .000
Ease of Operation Male .103 225 .000 979 225 .002
Female 119 169 .000 .969 169 .001
Customer Security Male 161 225 .000 931 225 .000
Female .166 169 .000 .907 169 .000
Customer Grievance Handling Male 170 225 000 889 225 000
Female .100 169 .000 972 169 .002
. Male 123 225 .000 974 225 .000
Difficulty & Challenges Female 093 169 001 974 169 003

a. Lilliefors Significance Correction
The normality of the data was examined using the Kolmogorov- Customer Security, Customer Grievance Handling, and

Smirnov and Shapiro-Wilk tests for all five factors across male
and female respondents. The significance values for all
variables were found to be less than 0.05 for both tests,
indicating that the data do not follow a normal distribution. This
result was observed for Bank Digitalisation, Ease of Operation,

Difficulty & Challenges among both male and female students.
Therefore, the assumption of normality was violated in the
present study. Hence, non-parametric statistical techniques were
considered more appropriate for further data analysis and
hypothesis testing.

Table 1.3: Test of Homogeneity of Variance

Test of Homogeneity of Variance
Levene Statistic dfl df2 Sig.
Based on Mean 1.019 1 392 313
Based on Median 1.205 1 392 273
Bank Digitalisation Based on Medlan and with 1.205 1 391.814 273
adjusted df
Based on trimmed mean 1.081 1 392 299
Based on Mean .092 1 392 762
Ease of Operation Based on Median .058 1 392 .810
Based on Median and with .058 1 390.882 .810
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adjusted df

Based on trimmed mean .084 1 392 172

Based on Mean 2.033 1 392 155

Based on Median 1.112 1 392 292

Customer Security Based on Medlan and with 1112 1 388.046 202
adjusted df

Based on trimmed mean 2.153 1 392 .143

Based on Mean 1.403 1 392 237

Based on Median 2.059 1 392 152

Customer Grievance Handling Based on Medlan and with 2,059 1 386.150 152
adjusted df

Based on trimmed mean 1.651 1 392 .200

Based on Mean 128 1 392 720

Based on Median .349 1 392 .555

Difficulty & Challenges Based on Medlan and with 349 1 389.991 555
adjusted df

Based on trimmed mean 157 1 392 .692

However, Levene’s Test of Homogeneity of Variance showed
significance values greater than 0.05 for all variables,
confirming the equality of variances between the two genders

groups. Although the assumption of homogeneity was satisfied,
the violation of normality suggests that non-parametric tests are
more appropriate for hypothesis testing.

Table 1.4: Mann-Whitney U Test Results

Test Statistics
Customer .
Bank Digitalisation Ease of Operation Customer Security Grievance Difficulty &
. Challenges
Handling
Mann-Whitney U 15774.500 18240.500 16879.000 16214.000 18161.500
Wilcoxon W 30139.500 32605.500 31244.000 30579.000 43586.500
4 -2.905 -.693 -1.929 -2.519 -.766
Asymp. Sig. (2-tailed) .004 488 .054 .012 444
a. Grouping Variable: Gender

The Mann-Whitney U test was applied to examine the
difference between male and female students regarding various
factors influencing the adoption of e-banking services. The
results reveal that Bank Digitalisation (p = .004) and Customer
Grievance Handling (p = .012) show statistically significant
differences between genders, as their significance values are
less than 0.05. This indicates that gender has a significant

influence on these two dimensions. On the other hand, Ease of
Operation (p = .488), Customer Security (p = .054), and
Difficulty & Challenges (p = .444) do not show significant
gender differences since their significance values are greater
than 0.05. Therefore, male and female respondents possess
relatively similar perceptions regarding these factors related to
e-banking services.

Table 1.5: Mean Ranks

Ranks
Gender N Mean Rank Sum of Ranks

Male 225 211.89 47675.50

Bank Digitalisation Female 169 178.34 30139.50
Total 394

Male 225 200.93 45209.50

Ease of Operation Female 169 192.93 32605.50
Total 394

Male 225 206.98 46571.00

Customer Security Female 169 184.88 31244.00
Total 394

Male 225 209.94 47236.00

Customer Grievance Handling Female 169 180.94 30579.00
Total 394

Male 225 193.72 43586.50

Difficulty & Challenges Female 169 202.54 34228.50
Total 394

The rank analysis of the Mann-Whitney U test shows
differences in the mean ranks of male and female respondents

across the five factors related to e-banking adoption. Male
students recorded higher mean ranks in Bank Digitalisation
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(211.89), Ease of Operation (200.93), Customer Security
(206.98), and Customer Grievance Handling (209.94) compared
to female students, indicating relatively stronger perceptions
and adoption levels towards these dimensions. On the other
hand, female respondents showed a slightly higher mean rank in
Difficulty & Challenges (202.54) than male respondents
(193.72), suggesting that female students perceive
comparatively greater challenges in using e-banking services.
These rank differences highlight the varying perceptions of
male and female students regarding different aspects of e-
banking adoption.

5. CONCLUSION

The findings of the study provide significant insights into the
role of gender in adopting e-banking services among college-
going students of Indore district. The reliability analysis
showed a Cronbach’s Alpha value of 0.866, confirming strong
internal consistency and reliability of the scale items used in the
study. The normality test indicated non-normal distribution of
data, while Levene’s Test confirmed equality of variance
between male and female respondents. Therefore, the Mann-
Whitney U test was applied to examine gender-based
differences.

The results revealed significant differences between male and
female students in Bank Digitalisation and Customer Grievance
Handling, as the p-values for these variables were less than
0.05. Male respondents recorded higher mean ranks in both
dimensions, indicating that male students possess relatively
greater acceptance and awareness regarding digital banking
initiatives and banking grievance mechanisms. This may be due
to comparatively higher exposure to digital financial
technologies, greater confidence in using online banking
platforms, and increased interaction with banking applications
among male students. The higher perception regarding
grievance handling also suggests that male students may feel
more comfortable approaching banking institutions for problem
resolution and customer support services.

In contrast, Ease of Operation, Customer Security, and
Difficulty & Challenges did not show statistically significant
gender differences, as their significance values were greater
than 0.05. This indicates that both male and female students
perceive e-banking platforms in a relatively similar manner
with respect to usability, security concerns, and operational
barriers. Although female respondents showed a slightly higher
mean rank in Difficulty & Challenges, the difference was not
statistically significant. This implies that the challenges faced
while using e-banking services are experienced similarly by
both genders. Overall, the findings suggest that gender
influences certain behavioural and experiential aspects of e-
banking adoption, particularly in relation to digital adaptation
and customer support perception, while other dimensions
remain relatively gender-neutral among college-going students.
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