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ABSTRACT 

This study examines the impact of computerization and digitalisation on customer 

satisfaction with public sector banks in Belagavi District. The banking sector has undergone 

significant technological transformation through computerized operations, internet banking, 

mobile banking, automated teller machines, digital payments, and other technology-enabled 

services. These developments have improved the speed, convenience, accessibility, and 

efficiency of banking services, while also changing customer expectations and service 

experiences. The study focuses on assessing customers’ perceptions regarding the quality, 

reliability, security, accessibility, and responsiveness of digitally enabled banking services. It 

also examines the extent to which computerization and digitalisation contribute to overall 

customer satisfaction. Primary data may be collected from customers of selected public sector 

banks in Belagavi District through a structured questionnaire, supported by relevant 

secondary sources. The study is expected to identify major factors influencing customer 

satisfaction and highlight challenges such as technical difficulties, security concerns, service 

interruptions, and digital literacy. The findings may assist public sector banks in improving 

digital services and customer-oriented banking practices. 

Keywords: Computerization, Digitalisation, Customer Satisfaction, Public Sector Banks, 

Digital Banking, Internet Banking, Mobile Banking, Digital Payments. 
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INTRODUCTION 

Computerization and digitalisation have significantly transformed the functioning of the 

banking sector by replacing many traditional banking procedures with faster, technology-

enabled services. Public sector banks have increasingly adopted computerized systems, 

automated teller machines, internet banking, mobile banking, digital payments, and other 

electronic services to improve operational efficiency and provide greater convenience to 

customers. These developments have changed the way customers access banking services and 

interact with their banks. Customer satisfaction has therefore become an important measure 

of the effectiveness of digital banking services, particularly in terms of accessibility, 

reliability, security, speed, convenience, and responsiveness. In Belagavi District, the 

growing use of digital banking has created new opportunities as well as challenges for 

customers with different levels of technological awareness and digital literacy. This study 

examines the impact of computerization and digitalisation on customer satisfaction with 

public sector banks in Belagavi District, focusing on customer perceptions, service 

experiences, and factors influencing satisfaction with technology-enabled banking services. 

 

REVIEW OF LITRETURE  

Hilmy, Hayathu Mohamed & Saujan, Iqbal (2025) In the fast-paced modern era, time is 

crucial. Consumers with hectic schedules prefer smart solutions that enhance convenience 

and timeliness in financial activities. Traditional bank hours often conflict with busy 

schedules, but digital banking resolves this issue. Digital banking allows customers to use 

mobile phones and computers to check balances and conduct banking, offering more 

flexibility. This study aims to determine customer satisfaction with the digital banking 

services of Islamic financial institutions in Sri Lanka. The ISO 9000 standard E-SERVQUAL 

model and the digital service quality of Islamic financial institutions are analysed. Two 

hundred questionnaires were administered to customers with Amana Bank PLC and AL 

Adalah accounts. The research objective is a quantitative investigation to explore the 

relationship between independent and dependent variables within a given population. This 

study utilised the Statistical Product for Social Solutions version 20 (SPSS v. 20) for data 

analysis, employing descriptive analysis methods. For clarity, the results were displayed in 

bar graphs and pie charts using Microsoft Excel. The study evaluated service quality factors 

using Pearson correlation to examine the relationship between customer satisfaction 
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(dependent variable) and independent variables. 

Danny, Daniel & Reddy, K (2025) Digital payment refers to the electronic transfer of money 

between two parties for the purchase of goods and services using mobile devices, personal 

digital assistants, and wireless tablets. Rapid advancements in mobile communication 

technologies have transformed various aspects of daily life, particularly financial 

transactions. The present study examines the factors influencing customer satisfaction with 

digital payment systems and analyses how evolving payment options affect customer 

preferences and decision-making. The collected data were analysed using SPSS version 25 

and MS Excel, employing correlation and regression analysis techniques. The findings reveal 

that customer satisfaction with digital payment systems is influenced by multiple interrelated 

factors, including security, user-friendliness, transaction speed, transparency, convenience, 

customer support, and reliability. The study further indicates that digital payment applications 

such as Google Pay (GPay) and Paytm have emerged as essential financial tools, highly 

valued by both existing and potential users. The results suggest that banks and payment 

service providers must proactively enhance customer awareness and understanding of digital 

payment technologies to improve service delivery. Overall, customer satisfaction remains a 

critical determinant of success in service-oriented industries, particularly in the banking 

sector, where trust and reliability are fundamental. 

Sharma, Sakshi (2025) This study explores the impact of digitalization and fintech on 

customer satisfaction and loyalty in the banking sector. It specifically investigates how digital 

banking services, fintech adoption, and associated digital channels shape customer 

perceptions, enhance service quality, and influence loyalty. The key objectives are to 

examine the effect of digitalization on satisfaction, assess the role of fintech in improving 

customer experience, and evaluate the link between satisfaction and loyalty in digital banking 

contexts. A survey-based quantitative research design was employed. Primary data were 

collected from users of both traditional banks and fintech-enabled services through a 

structured questionnaire addressing digital banking usage, fintech adoption, perceived service 

quality, customer satisfaction, and loyalty. Descriptive statistics, correlation, and regression 

analyses were applied to examine relationships among the study variables. 

Basavaraju, Prof et al., (2024) The study aims at adding to the existing knowledge of how 

service quality of Digital Banking has an influence on customer satisfaction of Banks in a 

Metropolitan City like Bengaluru. This will help Banks and policy makers to understand the 

internet banking dimension and its contribution to customer satisfaction. With the increased 
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usage of Online banking services in India post COVID. India has emerged as the largest user 

of Online Payment system, there is an increased need to study the service quality of Digital 

Banking facility. An exploratory survey was conducted with the help of Likert Scale 

Questionnaire conducted to investigate the impact of Digital Banking service quality on 

customer satisfaction in Bengaluru. Convenience sampling was used, and various kinds of 

Digital banking customers were approached in Bengaluru. Data was collected from a sample 

of 216DigitalBanking customers. Descriptive statistics, correlation, confirmatory factors 

analysis are used to analyze the data Findings: The findings suggest that there is a noteworthy 

correlation between the characteristics of online banking service quality and the level of 

customer satisfaction among internet banking users. Customer satisfaction in online banking 

is attributed to each of the following dimensions: efficiency, system availability, fulfillment, 

privacy, contact, responsiveness, and contact. The Research will help bank Managers, policy 

makers to focus on these factors which have a great impact on satisfying the customers which 

will result in better service quality of Digital Banking services which ensure greater usage of 

banking services and prosperity resulting in greater number of transactions benefiting the 

economy. 

Adhikari, Ujjwal & Gyawali, Santosh (2023) This study aims to examine the impact of 

mobile banking service quality on customer satisfaction. The research seeks to determine 

whether improvements in service quality lead to higher levels of customer satisfaction. Data 

for this study were collected through a descriptive research approach, using a structured 

questionnaire with close-ended questions. The survey was conducted among mobile banking 

users in Kapilvastu, Nepal. The statistical analysis involved employing the Chi-square test to 

identify associations between variables and the Mann-Whitney U test to explore the 

relationship of independent variables with satisfaction categories (i.e., satisfied and 

unsatisfied). Notably, each relationship between the variables was found to be statistically 

significant. The findings of this paper demonstrate that in the context of Nepal, customers 

indeed experience increased satisfaction with mobile banking services. In addition to creating 

new value for both users and providers, the digital transformation in the banking sector also 

raises important questions about how practices are transformed in response to these 

advancements. This study sheds light on the satisfaction levels of customers using mobile 

banking services in the Nepalese context, highlighting the positive impact of these services 

on customer satisfaction. 
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CUSTOMER SATISFACTION AND SERVICE QUALITY IN PUBLIC SECTOR 

BANKS  

Customer satisfaction and service quality are important indicators of the effectiveness and 

competitiveness of public sector banks. Customer satisfaction refers to the extent to which 

banking services meet or exceed customers’ expectations, while service quality reflects 

customers’ perceptions regarding the reliability, responsiveness, accessibility, security, and 

efficiency of services provided by banks. In the present banking environment, customers 

expect convenient, quick, accurate, and technology-enabled services along with effective 

personal assistance when required. Public sector banks have improved their service delivery 

through computerization, automated teller machines, internet banking, mobile banking, 

digital payment facilities, and other electronic banking services. These developments have 

reduced transaction time, improved accessibility, and provided customers with greater 

flexibility in managing their financial activities. However, service quality depends not only 

on technological facilities but also on the reliability of systems, security of transactions, staff 

behaviour, grievance handling, and the ability of banks to address customer problems 

promptly. Technical failures, transaction delays, cybersecurity concerns, inadequate digital 

awareness, and difficulties in using online services may negatively influence customer 

satisfaction. Therefore, assessing service quality requires consideration of both digital and 

traditional banking experiences. In public sector banks, maintaining consistent service 

standards is particularly important because customers have diverse levels of education, 

technological familiarity, and banking requirements. Understanding these differences can 

help banks develop more customer-oriented strategies. Improved service quality can 

strengthen customer trust, satisfaction, loyalty, and continued use of banking services. Thus, 

examining the relationship between service quality and customer satisfaction provides 

valuable insights into how public sector banks can enhance their performance and respond 

effectively to changing customer expectations in the increasingly digital banking 

environment. 

 

ROLE OF TECHNOLOGY IN IMPROVING BANKING EFFICIENCY AND 

CUSTOMER SATISFACTION 

Technology has become a significant component of modern banking, contributing 

substantially to operational efficiency and customer satisfaction. The introduction of 
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computerization and digitalisation has transformed conventional banking processes by 

reducing manual work, improving transaction accuracy, and enabling faster delivery of 

financial services. Public sector banks increasingly use automated teller machines, internet 

banking, mobile banking, electronic fund transfers, digital payment platforms, and integrated 

banking systems to provide customers with convenient and accessible services. These 

technologies allow customers to conduct transactions, check account balances, transfer funds, 

pay bills, and access other banking facilities without depending entirely on physical branch 

visits. Technology also enables banks to process large volumes of transactions efficiently, 

maintain electronic records, reduce operational delays, and improve coordination among 

different banking departments and branches. From the customer perspective, convenience, 

speed, accessibility, and service availability can contribute significantly to satisfaction. 

Digital banking facilities also provide greater flexibility by allowing customers to access 

services beyond traditional banking hours. Furthermore, data-driven technologies can help 

banks understand customer needs and improve service delivery through personalized 

communication and efficient grievance management. However, technological advancement 

also creates challenges, including cybersecurity risks, system failures, transaction errors, 

privacy concerns, and differences in digital literacy among customers. Therefore, banks need 

to combine technological innovation with strong security measures, reliable infrastructure, 

customer education, and responsive support services. Effective use of technology can 

strengthen banking efficiency while improving the overall customer experience. In public 

sector banks, continuous technological development can support better service quality, 

greater accessibility, and enhanced customer satisfaction in an increasingly digital financial 

environment. 

 

CONCLUSION  

Computerization and digitalisation have significantly influenced the delivery of banking 

services and customer experiences in public sector banks. The adoption of automated teller 

machines, internet banking, mobile banking, digital payments, and computerized banking 

systems has improved the speed, convenience, accessibility, and efficiency of financial 

services. In the context of Belagavi District, these technological developments provide 

customers with greater flexibility and reduce dependence on traditional branch-based 

transactions. Customer satisfaction is influenced not only by the availability of digital 

services but also by their reliability, security, ease of use, responsiveness, and quality of 
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support. At the same time, technical failures, cybersecurity concerns, transaction difficulties, 

and varying levels of digital literacy may affect customers’ experiences. Therefore, public 

sector banks need to continuously strengthen digital infrastructure, ensure secure transactions, 

provide effective customer support, and promote digital awareness. Overall, effective 

computerization and digitalisation can contribute to improved service quality and enhanced 

customer satisfaction when implemented with a strong customer-oriented approach. 

 

REFERENCES  

1. Hilmy, Hayathu Mohamed & Saujan, Iqbal. (2025). Customer Satisfaction on Digital 

Banking Services: Evidence from Islamic Financial Institutions in Sri Lanka. Journal 

of Islamic Economic Laws. 8(1) 41-59. 

2. Basavaraju, Prof & C, Prof & S, Prof & S, Prof & R, Prof & M, Prof. (2024). 

Measuring of Digital Banking Service Quality on Customer Satisfaction with 

Reference to Bengaluru. International Research Journal on Advanced Engineering and 

Management (IRJAEM). 2(8) 2630-2637.  

3. Danny, Daniel & Reddy, K. (2025). Customer Satisfaction towards Digital Payment 

System. Journal of Information Systems Engineering & Management. Vol. 10 (63) 

1513-1522. 

4. Sharma, Sakshi. (2025). IMPACT OF DIGITALIZATION AND FINTECH ON 

CUSTOMER SATISFACTION AND LOYALTY IN THE BANKING SECTOR. 

International Journal of Advanced Research. 13(10) 1321-1327.  

5. Adhikari, Ujjwal & Gyawali, Santosh. (2023). Customer Satisfaction of Service 

Quality: Assessing Mobile Banking Practices. Journal of Tilottama. 1(4) 125-139.  

6. Talluri Sreekrishna, Prof. (2014). Customer satisfaction in private and public sector 

banks in India-a scientific analyses. 2(1) 12-24. 

7. Hari, Dr & Kittur, Dr & Policepatil, Dr & Rani, B.N. & Jwalapuram, Srihari & S, 

Rajshree & Shaik, Mahabub Basha. (2025). Digital Transformation in Banking: 

Assessing The Impact of Technological Innovation on the Performance of Public 

Sector Banks in South India. International Journal of Accounting and Economics 

Studies. 12(1) 363-370.  

8. V.M, Jasmine & Joseph, Pro.Dr.M.A. (2021). Financial Innovation: A Study on 

Customer Satisfaction towards India Post ATM. 11(1) 21-22. 



JSL, 10(11), November 2025: 163 - 170                                                        Online ISSN: 2456-1495 

CODEN (USA): JSLOBJ  

 

170 

E-mail: editor.jslsci888@gmail.com 

9. Paisal, Paisal & Afrizawati, Afrizawati & Fernando, & Sabli, Habsah. (2023). The 

Effect of the Digitalization System on Customer Service Performance in the Banking 

Business during Post-Pandemic. Asean International Journal of Business. 2(1) 76-84.  

10. Paudel, Ram & Chhetri, Rashmi & Shrestha, Laba & Paudel, Rajesh & Pokhrel, Anita 

& Aryal, Rumisha. (2025). Evaluating E-Banking Service Quality and Customer 

Satisfaction: A Systematic Review in the Context of Nepal. Journal Arbitrase 

Economy Management and Accounting. 3(2) 44-61.  

11. Phan Minh, Đức. (2022). Customer satisfaction in digital banking sector in Vietnam: 

a meta-case approach. Telos Revista de Estudios Interdisciplinarios en Ciencias 

Sociales. 24(3) 819-836.  

 


