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ABSTRACT

This research undertakes the detailed study of the customers’ perception about E-Finance and analyzes the
opinion of customers regarding advancement in financial industry post implementation of E-Finance,
challenges associated with the implementation of E-Finance, and the challenges that Indian financial industry is
still going through to deal electronically efficiently and effectively. The report has been designed after doing
detailed secondary research so as to understand the challenges that had been there at the time of
implementation of E-Finance, to what extent they have been addressed and the challenges that are still
prevailing as obstacles in the successful progress of E-Finance. In order to meet other objective of study i.e.
study of customer opinion regarding changes in financial industry, pre-post implementation of E-Finance,
Primary Research has been undertaken. To study the same, a sample of 100 customers has been surveyed.
Questionnaires have been used as instruments for the survey. The findings of the report say that Lack of
Infrastructure, Security, Awareness and knowledge on part of customer as well as employees and skills were the
major challenges at the time of implementation but issues like Illiterate population, infrastructure issues like
power shortage, low bandwidth, and lack of security are still obstructing the growth of E-Finance. As far as
customers are concerned, they are very much easy with the adoption of technology in Finance sector but there
are areas in finance which have not been adopted by customers electronically as of now and are still in infant
stage like Insurance and Online Stock Dealings. Customers believe that E-Finance has facilitated them and has
definitely improved the financial sectors on various parameters. It is recommended that financial sector should
undertake certain initiatives to educate the population which is still unaware of same since it constitutes a large
part, to implement stricter security checks and stringent cyber laws and regulations so as to provide better
services and improve financial sector further. This paper helps to understand the challenges associated with E-
Finance and customer’s point of view regarding the services since the development of technology in the
financial sector and what relevance they find of technology involvement in the financial industry that helps
organizations to improve them on various parameters.

Keywords: Challenges of e-finance, Customer perception, E Finance, India, Online banking

1. INTRODUCTION:

In past decade, the technology has advanced to a new level where no one is away from anyone. The
development of online connectivity has shrunk the time requirement to seconds. The internet revolution has
evolved the lifestyle and outlook of people and this change and rapid advancement in the online technology
have forced the marketer to pay attention towards this unique advancement which has given birth to the online
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market. Along with the evolvement of the technology over the time, customer has also changed. Now customer
is much more quality and time conscious and looks for the quick and convenient services without sacrificing on
quality and value. The change is prominently noticeable and hence a new concept of online market or online
services is emerging.

Online market is not coupled with the wholesome online firms but also viewed as the priceless form of
marketing for conventional firms as well. Online services are not restrained to a particular set of services but
incorporate almost every sector of business. Competition in this province is felt by the financial sector as well
and now is the time when every financial service firm is endeavoring to maintain a competitive edge in the
market with the help of online services. The facilitation of online financial services is coined as E-Finance.

E-Finance is distinctly changing the constitution and nature of markets for financial services. Financial
Institutions have emerged from Brick-and-Mortar to Click-and-Mortar. New form of financial services is
surfacing across the globe, including online banking, brokerages, trading, and insurance and so on and financial
institutions are appearing as virtual financial institutions. The development of E-Finance has major impact on
two areas. One is the development in the banking industry and the other one is the renovation of the financial
market. The advent of technology in banking industry has restructured the functionality of baking industry
completely. Similarly, the financial market has gone global and the need of association with the physical place
has reduced to minimum.

Online banking, initiated in late of 19" century has made a significant improvement in the financial industry.
But there are innovations which have been developed before the advent of internet in the banking sector which
has revolutionized the face of banking sector way back in early 90s i.e. introduction of Automated Teller
Machines. Usage of ATM cards, debit card or credit cards have grown dramatically, fueled by speedy
interactions technologies that permit vendors to authenticate a person’s credit worthiness in seconds. At present,
India has approx 45,000 ATMs installed. Also, another prominent mode of payment in today’s time is cards.
Debit cards and credit cards are widely used mode of payment, whether it is a small purchase or a bulky one.
The banks have put efforts to popularize the card payments as it facilitates the quick payment, reduces time and
transactions cost and also reduces paper transactions to a greater extent. Now, customer needs not to go to bank
to withdraw money for the daily usage. However, cards are still not favorable for the heavy payments but as far
as daily payments are concerned, customer is finding it convenient and suitable to carry a card instead of
carrying cash in bulk.

The technology in financial sector has also enabled the organizations to undertake much more reliable and quick
credit decisions with the help of e-computation of large databases. It has significantly declined the cost of
lending and has augmented the marketability of loans in banking sector. Also, the payment system has improved
drastically in the banking sector. The transfer of huge payments between the banks; introduction of debit and
credit cards have reduced the time to minimum for payment and have facilitated the customers to a great extent.
The role of e-communication is also tremendous in enlargement of securities market. E-Finance has facilitated
the easy exchange and marketing of securities globally. NASDAQ is the early example of the E-Security
market, followed by approximately every stock market throughout the globe and has contributed in
advancement of foreign exchange market.

However, insurance sector has not been adaptive to the technology. There are no as such improvements in the
sector that facilitates the functioning of the industry and convenience for the customers.

2. LITERATURE REVIEW:

Franklin Allen, James McAndrews and Philip Strahan, (2001) E-Finance: An Introduction, Journal of
Financial Services Research 22:1/2 5-27 focuses on three main aspects i.e. introduction of E-finance and
change in payment mode and development of e-finance around the world, which is addressed in two parts:
impact on banking and other financial services and financial services and impact on operations of financial
markets. With the advent of internet in finance sector, few services which were provided by the banks initially
are being provided by other entities which have changed the face of the finance sector globally. Also,
introduction of electronic system in finance has addressed many issues associated with the financial market like
no need of physical place to trade the securities and has turned the security exchange into a global matter, more
consumer and investor protection, price transparency, sound and safer regulations and globally competitive
policies. The advent of technology has enhanced the problems of financial industry. Innovations have facilitated
the customers but on the same time, there are developments which have become a concerning issue for the
industry. Anthony F. Herbst, (2001) E-Finance: Promises Kept, Promises Unfulfilled and Implications for
Policy and Research, Global Finance Journal 205-215 deals with the various areas where e-finance has been
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implemented and innovations in e-finance that has facilitated the financial service sector and issues that created
hurdles like privacy concerns and bureaucracy, in effective implementation of E-finance, majorly, E-cash. In
order to deal with any problem developed with the advent of technology in the financial industry, introducing
changes is the only option for the industry. Claessens, Stijn, Glaessner, Thomas and Klingebiel, Daniela
(2002) Changes needed in Financial Sector Policies, Electronic Finance: A New Approach to Financial
Sector Development?, 23-38 undertakes the factors and policies that are supposed to be taken under
consideration for the changes and development in a way that facilitates the implementation of e-finance. The
paper divides the factors in two parts. First deals with the infrastructure and regulatory environment i.e. factors
like telecommunications connectivity, electronic security and infrastructure, information and privacy, financial
and market infrastructure and the other part deals with the design of policies so as to manage the risks associated
with the consumer protection, investor protection, prudential regulation and the safety net. Such factors
represent the challenges which had to be addressed for the effective execution of e-finance. Also, the paper
details about the various areas in market that has been facilitated with the introduction of e-finance. With the
introduction of e-finance, the financial services turned out to be more specialized making competition policies
more feasible, market is changing; defining barriers for entry in the financial service sector, along with the
emergence of more of Non Banking Financial Companies, the brand names and distribution networks have been
mixed with the financial sector. The successful implementation of E-Finance has facilitated the various
stakeholders whether its company, customer or government. (2002) E-Finance Applications- and Implications
for Government, Electronic Finance: A new Approach to Financial Sector Development?, 39-45 describes
that with the availability of e-finance, the need for the intervention of government can be reduced to a great
extent. The government intervention in financial sector affects it inversely as in order to reach the underserviced
targets, government miss its targets and incur huge fiscal costs. E-finance enables the larger financial sector,
regardless country level; larger and readily available information reduces the need of government for providing
the financial services and limits it to the enhancement of the enabling environment and enabling better
availability of information registered in public documents. Not only facilitation to the customer or government,
E-Finance has enabled organizations to have competitive advantage. Most of the organizations are adopting
online services to enhance the marketability of the firms. Louis Minakakis and Bharat Rao(1999),
Competing in Online Markets: Financial Services as a Case in Point, Electronic Markets, 9:4, 263-268
explains that how online services have become an integral part of the traditional firms and has revolutionized the
face of the traditional financial service sector. The paper deals with the 5 strategic issues and their broad
managerial implications. These issues are: realization of online market, price strategy adoption, expansion and
improvement of services, marketing and strategic alliances and acquisitions. The paper defines the approaches
that are important to implement an effective e-finance system and can be helpful in gaining competitive
advantage over the others in case of financial services. Understanding the competitive forces that are unique to
online arena, evaluating the information cost structure, adopting an infrastructure that enables the fast and
effective services, differentiating the services that to from competitors, developing a sense of community and
belonging to as to create the value for customer are few of the factors that has been detailed in the paper,
providing an insight about the competition in the online market.

3. THEORETICAL BACKGROUND:

In an era when competition is so fierce that a company can lose customer not only to a competitor within the
industry but also to a company belongs to another industry offering substitute to the customer, it is a significant
aspect for companies to learn about the customers’ perception towards the product or services. With the
increasing competition, customer attitude is also becoming complex to understand. A customer who is price
sensitive while buying a set of commodities spends lavishly on luxurious products. Customers have wide
choice; decision making is becoming complex and easier it is getting to lose a customer. In such a case, a strong
relationship with the customer is an added advantage for the company to earn edge over the competitors and it is
feasible with the better understanding of the customer perceptions. Customer perception is a concept that defines
the impression and consciousness of the product in the mindset of the consumers i.e. how a consumer thinks and
views the product, services or any change in the organization. Customer perception describes the performance of
the company and relationship of the customer with the company. It takes all for the company to build a positive
impression in the mindset of the customers. Advertising, reviews, public relations and other factors are
important factors that play a major role in building perception but the most important factor that affects the
perception most is the personal experience. That’s what makes it utmost important for a company to make it a
pleasure for a customer to interact with the company.

4. HYPOTHESES:

H1, = There is no significant difference in Quality post implementation of E-Finance
H1, = There is significant difference in Quality, post implementation of E-Finance
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H2,= There is no significant difference in Convenience post implementation of E-Finance
H2, = There is significant difference in Convenience, post implementation of E-Finance

H3,= There is no significant difference in Delivery Time post implementation of E-Finance
H3, = There is significant difference in Delivery Time, post implementation of E-Finance

H4,= There is no significant difference in Ease of Access (Information and Services) post implementation of E-
Finance

H4, = There is significant difference in Ease of Access (Information and Services), post implementation of E-
Finance

H5, = There is no significant difference in Ease of Comparison Among Various Suppliers, post implementation
of E-Finance

H5, = There is significant difference in Ease of Comparison Among Various Suppliers, post implementation of
E-Finance

H6, = There is no significant difference in More Information, post implementation of E-Finance
H6, = There is significant difference in More Information, post implementation of E-Finance

H7,=There is no significant difference in Personal Interaction, post implementation of E-Finance
H7, = There is significant difference in Personal Interaction, post implementation of E-Finance

H8, = There is no significant difference in Personal Attention, post implementation of E-Finance
H8, = There is significant difference in Personal Attention, post implementation of E-Finance

5. RESEARCH METHODOLOGY:
5.1 Purpose of the Study:
The purpose of the study is to learn about the challenges that India has faced in successful
implementation of E-Finance, currently ongoing challenge and to evaluate the customer opinion
regarding the change in financial industry with the implementation of E-Finance.

5.2 Research Design: Descriptive Research
The research will involve both primary and secondary research.

5.2.1 Primary Research
Primary Research will be conducted in the form of survey with the help of well-defined questionnaires
designed to understand the customer’s perspective towards E-Finance.

5.2.1.1 Sample Size

To understand the customer perspective, the sample size would be 100 customer of the age
varying from 25-45 years. The sample has been selected on the basis of Judgmental sampling
since respondents have been selected on the following criteria:

Education Level

Knowledge of electronic financial services

Have Used E-Financial services at least a few times.

Aware of availability of E-Finance services

3

%

e

%

e

%

e

%

5.2.1.2 Instruments
» For Survey- Developed a questionnaire to measure
» For Data Analysis
o The overall reliability co-efficient of the modified instrument after the pilot survey yielded an
r = 0.618 cronbach alpha showing that the questionnaire was reliable.

5.2.2 Secondary Research:
The sources of secondary data collection are:
e Research papers
e Journals and reports published by the various organizations.
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6. TESTING OF HYPOTHESES:

T-Test (Paired Sample):

[Paired Samples Test
Paired Differences
85% Confidence Interval of the
Difference
Mean | Std.Deviation | Std. ErrorMean|  Lower Upper t g | Sig.(24ailed)
Pair1 glta-gl2a 157000 J1428 07143 142827 171173 21980 o9 000
Pair2  g11b-g12b 1.83000 68579 06858 1.74393 201607 27414 99 .000
Paird3 gqlic-qlic 147000 50161 05016 1.87047, 206953 39273 89 .000
Pair4  gi1d-gl12d 184000 Be114 05812 1.72468 195532)  31.659 o9 000
Pairs  qile-gi2e 1.79000 62434 06243 1.66612 1.91388( 28670 99 .000
Pair  gt1f-gi2f 167000 60394 06039 155016 178984  27.652 o9 000
Pair7  gi1g-gldg -2.55000 50000 05000 -2.64921 -245079)  -51.000 o9 000
Pair8  giih-gi2h -2.60000 49237 04924 -2.69770 -250230)  -H2.806 99 .000

Table 2: Paired Sample T-Test

Hypothesis:

H1,= There is no significant difference in Quality post implementation of E-Finance

H1, = There is significant difference in Quality, post implementation of E-Finance

Result: Since the significance level is .000, there is strong evidence to support Alternate Hypothesis and hence it
suggests there is significant difference in Quality after implementation of E-Finance.

H2,= There is no significant difference in Convenience post implementation of E-Finance
H2, = There is significant difference in Convenience, post implementation of E-Finance

Result: Since the significance level is .000, there is strong evidence to support Alternate Hypothesis and hence it
suggests there is significant difference in Convenience after implementation of E-Finance.

H3,= There is no significant difference in Delivery Time post implementation of E-Finance
H3, = There is significant difference in Delivery Time, post implementation of E-Finance

Result: Since the significance level is .000, there is strong evidence to support Alternate Hypothesis and hence it
suggests there is significant difference in Delivery Time after implementation of E-Finance.

H4, = There is no significant difference in Ease of Access (Information and Services) post implementation of E-
Finance
H4, = There is significant difference in Ease of Access (Information and Services), post implementation of E-
Finance

Result: Since the significance level is .000, there is strong evidence to support Alternate Hypothesis and hence it
suggests there is significant difference in Ease of Access (Information and Services) after implementation of E-
Finance.

H5, = There is no significant difference in Ease of Comparison Among Various Suppliers, post implementation
of E-Finance
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H5, = There is significant difference in Ease of Comparison Among Various Suppliers, post implementation of
E-Finance

Result: Since the significance level is .000, there is strong evidence to support Alternate Hypothesis and hence it
suggests there is significant difference in Ease of Comparison among Various Suppliers after implementation of
E-Finance.

H6, = There is no significant difference in More Information, post implementation of E-Finance
H6, = There is significant difference in More Information, post implementation of E-Finance

Result: Since the significance level is .000, there is strong evidence to support Alternate Hypothesis and hence it
suggests there is significant difference in More Information after implementation of E-Finance.

H7,= There is no significant difference in Personal Interaction, post implementation of E-Finance
H7, = There is significant difference in Personal Interaction, post implementation of E-Finance

Result: Since the significance level is .000, there is strong evidence to support Alternate Hypothesis and hence it
suggests there is significant difference in Personal Interaction after implementation of E-Finance.

H8, = There is no significant difference in Personal Attention, post implementation of E-Finance
H8, = There is significant difference in Personal Attention, post implementation of E-Finance

Result: Since the significance level is .000, there is strong evidence to support Alternate Hypothesis and hence it
suggests there is significant difference in Personal Attention after implementation of E-Finance.

Interpretation: Financial sector has registered improvement on various parameters but is losing on touch points
with the customers because of implementation of E-Finance.

7. RESULTS:

Objective 1:

To learn about the challenges associated with the implementation of E —Finance and to analyze whether
challenges have been addressed or not and to what extent

e Infrastructure:
Insufficient net connectivity, lower broadband width, lack of sufficient power, hardware and other such
infrastructural problems created hurdles in the execution of E-Finance in India.

The problem of infrastructure has been dealt to a great extent. At present, India is having a good infrastructure
base for the successful progress of E-Finance.

o Safety of Customer:
Hacking, Virus and other server related issues have put the security of customer’s sensitive information
regarding their finances on stake. Because of lack of security, customers had been resistant to E-Finance.

However, financial institutions have taken number of steps to deal with the security issues and have adopted
various technologies to stop hacking and virus related issues, there are still many cases which pull down the
faith of people to certain extent.

e Lack of E-skills on part of Employees:

Sudden onset of technology in finance industry left the employees baffled. As a result, employees lacked
knowledge and skills required to deal with the technology enabled services and industry faced huge labor
resistance as well.

Since the technology was all there, so there was no escape for people. A proper education has been adopted in
every educational institution so as to make student technology enabled and also organizations impart training to
employees so as to be well versed with the technology.

e Lack of Knowledge on part of Customers:
Not only employees but customers were also not technology enabled and hence they had been hesitated to adopt
the technology for long. Resistance from customers made it difficult for industry to popularize the E-Finance.
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Technology has become a part of life of people with the help of education and awareness among people but still
there is a huge chunk of population which is not versed with the technology and has to be taken care of.

e High Cost of infrastructure Development:

There was no infrastructure to support the online services. The basic requirement for online services i.e.
telecommunication was not even fully developed at the time of E-Finance implementation. In such a scenario, it
was heavy cost bearing for the organizations to implement E-Finance as implementing E-Finance meant to start
from the scratch and deal with all basic infrastructural issues. Also, training to labor and awareness among
customers were an additional cost on companies.

Since there has been a huge development in infrastructure in India in past decade, slowly, economies of scale
have been achieved by the organizations and now it is not that pain for organizations to avail any change in
technology. However, rapid change in technology bears a cost on organization of training to employees, but
companies are ready to bear such cost so as to be in front with the world and have competitive edge.

e Lack of Efficient Cyber Laws:
Safety of customers was a huge problem in front of finance industries. First, they could not handle cases of
hacking and virus and secondly, there was lack of efficient cyber laws which was putting the faith of customers
in online financial services on edge.

Cyber-crime is a much more grave issue than thought by Indian Judicial System. The judicial system of India
has undertaken various laws to deal with the cyber-crimes and introduce implementations in the system
regularly but still the system has not been able to stop the cyber-crimes completely and need stricter laws and
regulations so as to deal with cyber-crimes.

However, the electronic financial sector has come long way but there are few factors which holds it back. A
large chunk of illiterate population; security issues; infrastructural difficulties like shortage of electricity and
low bandwidth still are obstacles for the growth of E-Finance in India.

Objective 2:
To evaluate the customer opinion regarding the change in financial industry, prior and post implementation of
E- finance in India.

. FINDINGS:

e There is significant improvement in financial industry with the introduction of technology. With the
implementation of services have improved on various parameters.

e The most popular E-Finance services are ATMs, Credit and Debit Cards and Online Banking.

e Customers do believe that factors like quality, convenience, information access, delivery time have
definitely improved but on the same time, advent of technology in financial services has inversely impacted
the personal attention and interaction between customer and company.

e Customers are quite positive about online services and are opting electronic services over traditional
method.

e As far as security is concerned, banking industry has improved on the same significantly and there is huge
decline in complaints regarding the same.

e Customers are quite satisfied with the online services and are able to extract larger information with the
help of respective banking websites.

e Customers undertake most of the activities online and visit branches in special cases only like loan
applications, consultancy and other such issues

9. CONCLUSION AND SUGGESTIONS:

Conclusion:

The onset of technology in financial sector in India has been a commendable revolution. It has reduced the time
requirement to minimum and has facilitated the customer to a great extent. E-finance has changed the structure
of finance industry dramatically and has given new horizon to the finance industry. E-Finance has not only
facilitated the customer and has added various benefits for them but also has provided financial industry with
numerous opportunities.

However, it has not been easy for the Indian financial industry to attain this level. It had to go through various

challenges so as to be adopted by the customers as well as organizations. Lacks of infrastructure, security,
knowledge and awareness have been major factors which obstructed the implementation of E-Finance
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successfully. But with the continuous development in technology and infrastructure as well, E-Finance made its
way through in past 2 decades and now it has been adopted by the customers across India.

E-Finance has been revolutionized over a period of time and it is evolving continuously and consistently. The
ability to keep with the technology can bring the greater innovations in the services and led to greater
satisfaction on part of customer.

Suggestions:
E-Finance has come long way in last two decades but there are always areas to improve. On the basis of study,
there are certain recommendations for finance industry to evolve in coming time.

«+ There is a huge chunk of population which is not aware of E-Finance. Here lies a big potential markets for
the financial companies to look over. So, finance industry should take initiatives to spread awareness
among this set of consumers and reach out for the same.

«» Safety and security of sensitive information of financial information of customers have always been a real
concern for the customers. However, finance industry has taken steps in this direction but still industry
needs stricter methods so as to ensure the safety and earn the trust and faith of customers in E-Finance.

« In India, infrastructure problems like power, low bandwidth connection, low connectivity is still a problem
to an extent. In order to improvise the E-Finance, these issues are to be considered seriously.

¢ Stricter Cyber laws are required so as to deal with the cyber crimes with more efficiency and reduce the

uncertainty of customers for the adoption of E-Finance.
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