
INTERNATIONAL JOURNAL OF ECONOMIC SOCIAL SCIENCE AND MANAGEMENT LAW 

Peer Reviewed, Referred & Indexed Journal 

E-ISSN: 3070-0558 

VOL.7, NO.3 (2026) 

Received:05-06-2026 | Accepted: 12-07-2026 | Published: 18-07-2026 | www.ijeml.com 460 

 

 

Digital Transformation and its Influence on The Expansion of Online Banking 

Services: an Analytical Study of State Bank of India 

1Mrs.D.Naga Teja, 2Mrs.P.Siresha 

1 Assistant Professor, Department of MBA, Sai Spurthi Institute of Technology (Autonomous), 

B.Gangaram,Sathupally ,Hyderabad ,Telangana, India 

2Assistant Professor, Department of MBA,Sai Spurthi Institute of Technology (Autonomous), 

B.Gangaram,Sathupally ,Hyderabad ,Telangana, India 

Abstract 

The rapid emergence of technology has significantly transformed the banking industry by 

enabling faster, more convenient, and secure financial services. Online banking has emerged as 

a key component of digital banking, allowing customers to perform banking transactions 

anytime and anywhere through internet-enabled devices. The study analyzes the role of 

technology in enhancing customer convenience, service efficiency, transaction speed, and 

overall banking experience. It also evaluates customer awareness, satisfaction levels, and the 

challenges associated with online banking, including security concerns and technological 

barriers. The findings indicate that technological innovation has played a crucial role in 

increasing the usage of online banking services, improving operational efficiency, reducing 

transaction costs, and strengthening customer engagement. The study concludes that continuous 

technological advancements are essential for the sustainable growth of online banking and for 

meeting the evolving expectations of customers in the digital era. 
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I. INTRODUCTION 

The banking industry has undergone a 

remarkable transformation with the rapid 

advancement of digital technologies. 

Traditional banking methods, which once 

relied heavily on physical branches and 

manual transactions, have gradually been 

replaced by technology-enabled services 

such as internet banking, mobile banking, 

electronic fund transfers, and digital payment 

systems. Digital transformation has become 

a strategic necessity for banks to improve 

operational efficiency, enhance customer 

convenience, and remain competitive in the 

modern financial environment. The State 

Bank of India (SBI), being the largest public 

sector bank in India, has played a significant 

role in adopting and promoting online 

banking services across urban and rural 

regions. 

The concept of technology acceptance is 

closely associated with the success of online 

banking services. Davis introduced the 

Technology Acceptance Model (TAM), 

which explains that perceived usefulness and 

perceived ease of use are the primary factors 

influencing an individual’s willingness to 

adopt new technologies [1]. This framework 

is highly relevant to online banking because 

customers are more likely to use digital 

banking platforms when they find them 

beneficial, simple, and user-friendly. 

Further developments in technology 

adoption research led to the Unified Theory 

of Acceptance and Use of Technology 

(UTAUT), which emphasizes the importance 

of performance expectancy, effort 

expectancy, social influence, and facilitating 

conditions in determining user behavior [2]. 

The extended UTAUT model also highlights 
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consumer-oriented factors that affect the 

adoption and continued use of information 

technology services, including digital 

banking applications [3]. These theoretical 

perspectives provide a strong foundation for 

examining how emerging technologies 

contribute to the expansion of online banking 

services in SBI. 

The emergence of mobile payment 

technologies and digital transaction 

platforms has further accelerated the growth 

of online banking. Research indicates that 

mobility, compatibility with users’ lifestyles, 

and trust in digital systems significantly 

influence the acceptance of mobile financial 

services [4]. Rogers’ Diffusion of 

Innovations theory explains that innovations 

spread through a social system over time, and 

their adoption depends on factors such as 

relative advantage, compatibility, 

complexity, trialability, and observability 

[5]. In the context of SBI, the increasing 

availability of smartphones, internet 

connectivity, and government initiatives 

supporting digital transactions have created 

favorable conditions for the diffusion of 

online banking services. 

Customer readiness to embrace technology is 

another important factor influencing digital 

banking growth. Parasuraman’s Technology 

Readiness Index demonstrates that 

individuals differ in their optimism, 

innovativeness, discomfort, and insecurity 

toward new technologies, which directly 

affects their willingness to adopt online 

banking services [6]. Understanding these 

behavioral aspects is essential for evaluating 

how technological advancements have 

influenced customer participation in SBI’s 

digital banking ecosystem. 

Empirical studies on internet banking have 

identified several determinants of customer 

adoption, including security, convenience, 

accessibility, transaction speed, and service 

quality [7]. Pikkarainen et al. found that 

online banking acceptance is strongly 

influenced by the perceived usefulness of the 

service and the availability of adequate 

information and support systems [8]. 

Similarly, Karjaluoto et al. observed that 

customers develop positive attitudes toward 

online banking when they perceive it as 

reliable, efficient, and beneficial for 

managing financial transactions [9]. Studies 

conducted in different international contexts 

have also shown that cultural and 

technological factors influence consumers’ 

attitudes toward online and mobile banking 

services [10]. 

In India, the increasing penetration of digital 

infrastructure, the growth of electronic 

payment systems, and the rising preference 

for cashless transactions have significantly 

transformed the banking sector. SBI has 

introduced various digital initiatives such as 

SBI YONO, internet banking portals, mobile 

banking applications, and integrated 

payment solutions to enhance customer 

experience and expand its online service 

network. These initiatives reflect the broader 

trend of digital transformation in the Indian 

banking industry and provide an appropriate 

context for analyzing the relationship 

between technological emergence and online 

banking growth. 

Therefore, this study aims to examine the 

impact of digital transformation and 

emerging technologies on the expansion of 

online banking services with special 

reference to the State Bank of India. The 

study seeks to understand how technological 

advancements have influenced customer 

adoption, service accessibility, transaction 

efficiency, and the overall growth of SBI’s 

online banking operations. By integrating 

established theories of technology 

acceptance and innovation diffusion with the 

practical developments observed in SBI, the 

research provides valuable insights into the 

role of technology in shaping the future of 

digital banking. 

 

II. Research Objective 

➢ To study the concept and significance of 

online banking in the modern banking 

environment.  

➢ To examine the impact of emerging 

technologies on the growth and 

development of online banking services.  

➢ To analyze the role of technology in 

improving the efficiency, accessibility, 

and convenience of banking operations.  

➢ To evaluate the online banking services 

offered by State Bank of India (SBI).  
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➢ To assess the level of customer 

awareness and adoption of online 

banking services provided by SBI.  

➢ To identify the factors influencing 

customers to use online banking 

platforms such as internet banking and 

mobile banking.  

➢ To examine customer satisfaction 

regarding the quality, security, and 

reliability of SBI's online banking 

services.  

➢ To study the impact of digital 

technologies such as Artificial 

Intelligence, Mobile Banking, Digital 

Payments, and Cloud Computing on 

banking services.  

➢ To identify the challenges and risks 

associated with online banking, 

including cybersecurity threats and 

privacy concerns.  

➢ To provide suggestions and 

recommendations for enhancing the 

effectiveness and growth of online 

banking services at SBI. 

III. Research Methodology:      

The present study titled “Digital 

Transformation And Its Influence On The 

Expansion Of Online Banking Services: 

An Analytical Study Of State Bank Of 

India” is conducted to examine the influence 

of technological advancements on the 

development and adoption of online banking 

services. The study employs a systematic 

research methodology to collect, analyze, 

and interpret data related to customer 

perceptions, technology adoption, and the 

effectiveness of online banking services 

offered by State Bank of India. 

Research Design: 

The study follows a descriptive research 

design, as it aims to describe and analyze the 

impact of emerging technologies on online 

banking services and customer experiences. 

The descriptive approach helps in 

understanding the current status of 

technology-driven banking practices and 

customer satisfaction levels. 

Sources of Data: 

The study is based on both primary data and 

secondary data. 

Primary Data: 

Primary data is collected directly from SBI 

customers through structured questionnaires, 

personal interviews, and discussions. The 

data focuses on customer awareness, usage 

patterns, satisfaction levels, security 

perceptions, and opinions regarding online 

banking services. 

Secondary Data: 

Secondary data is collected from various 

sources such as SBI annual reports, official 

websites, research journals, books, 

newspapers, magazines, government 

publications, and online articles related to 

banking technology and digital banking 

trends. This information helps in 

understanding the technological 

developments and growth of online banking 

services. 

Sampling Method: 

A convenience sampling technique is used 

to select respondents for the study. 

Customers who actively use SBI's online 

banking services are chosen to provide 

relevant information regarding their 

experiences and perceptions. 

Sample Size: 

The study is conducted with a sample size of 

100 respondents, comprising customers of 

State Bank of India who utilize online 

banking facilities such as internet banking, 

mobile banking, and digital payment services. 

Data Collection Tools: 

A structured questionnaire containing both 

closed-ended and open-ended questions is 

used to collect information from respondents. 

The questionnaire is designed to gather data 

related to technology usage, service quality, 

customer satisfaction, security concerns, and 

overall online banking experience. 

Data Analysis Techniques: 

The collected data is analyzed using 

statistical tools such as percentage analysis, 

tables, charts, graphs, and simple 

comparative techniques. These tools help in 
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interpreting customer responses and 

identifying trends related to online banking 

adoption and technological impact. 

Scope of the Study: 

The study is limited to the online banking 

services offered by State Bank of India and 

focuses on analyzing the role of technology 

in enhancing banking operations, customer 

convenience, and service efficiency. The 

study also examines customer awareness, 

satisfaction, and challenges associated with 

online banking. 

Conclusion of Methodology: 

The research methodology provides a 

structured framework for collecting and 

analyzing data related to the impact of 

technology on online banking. It enables the 

researcher to evaluate how technological 

innovations have contributed to the growth of 

online banking services at SBI and to draw 

meaningful conclusions regarding customer 

acceptance, service effectiveness, and future 

opportunities for digital banking 

development. 

IV. Review of Literature 

Davis (1989) 

Davis developed the Technology Acceptance 

Model (TAM) to explain how users accept 

and use new information technologies. The 

study identified perceived usefulness and 

perceived ease of use as the two major factors 

influencing technology adoption. The 

findings showed that when users believe a 

system improves their performance and is 

easy to operate, they are more likely to adopt 

it. This work became a foundational theory 

for understanding online banking and digital 

banking adoption. 

Venkatesh et al. (2003) 

Venkatesh and his colleagues proposed the 

Unified Theory of Acceptance and Use of 

Technology (UTAUT) by integrating several 

earlier technology adoption theories. The 

study found that performance expectancy, 

effort expectancy, social influence, and 

facilitating conditions significantly affect 

users’ intention to use information systems. 

The model is widely applied in banking 

research to examine customer adoption of 

internet and mobile banking services. 

Wang et al. (2003) 

Wang and co-authors conducted an empirical 

study on the determinants of internet banking 

acceptance. Their research revealed that 

security, perceived usefulness, credibility, 

and ease of use strongly influence customers’ 

willingness to adopt online banking. The 

study emphasized that trust and transaction 

security are critical factors in the successful 

expansion of digital banking services. 

Rogers (2003) 

Rogers presented the Diffusion of 

Innovations Theory, which explains how 

new technologies spread within a social 

system over time. The theory identified five 

important characteristics affecting adoption: 

relative advantage, compatibility, 

complexity, trialability, and observability. 

This framework is highly relevant for 

analyzing the spread of online banking 

technologies among SBI customers across 

different demographic groups. 

Pikkarainen et al. (2004) 

Pikkarainen and his associates extended the 

Technology Acceptance Model to the 

context of online banking. The study found 

that information quality, user guidance, 

perceived usefulness, and website usability 

significantly affect customers’ intention to 

use online banking services. The research 

concluded that providing clear information 

and efficient digital interfaces increases 

customer satisfaction and online banking 

usage. 

Laforet and Li (2005) 

Laforet and Li examined consumers’ 

attitudes toward online and mobile banking 

in China. The study showed that awareness, 

technological knowledge, convenience, and 

cultural attitudes influence the adoption of 

digital banking services. The authors 

observed that younger and technologically 
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skilled customers were more willing to use 

online banking, highlighting the importance 

of digital literacy in banking growth. 

Schierz et al. (2010) 

Schierz and colleagues investigated the 

factors influencing the acceptance of mobile 

payment services. Their findings indicated 

that compatibility with users’ lifestyles, 

mobility, perceived usefulness, and social 

influence positively affect customer adoption 

of mobile financial technologies. The study 

demonstrated that mobile payment 

innovations play an important role in 

strengthening the overall digital banking 

ecosystem. 

Venkatesh et al. (2012) 

Venkatesh, Thong, and Xu extended the 

UTAUT framework to consumer technology 

usage and introduced UTAUT2. The study 

incorporated additional factors such as 

hedonic motivation, price value, and habit to 

explain consumer acceptance of digital 

services. The findings provided a 

comprehensive understanding of how 

customers adopt and continue using online 

banking and mobile banking applications, 

making the model highly relevant for 

studying SBI’s digital transformation 

initiatives. 

V. Data Analysis & Interpretation 

1. Age-wise Distribution of Respondents 

 

Interpretation 

The majority of respondents (40%) belong to 

the 25–35 years age group, indicating that 

young adults are the primary users of online 

banking services. This reflects the higher 

adoption of digital technologies among 

younger generations. 

2. Awareness of SBI Online Banking 

Services 

 

Interpretation 

A large majority of respondents (92%) are 

aware of SBI's online banking services, 

indicating successful promotion and 

widespread acceptance of digital banking 

facilities. 

3. Most Frequently Used Online Banking 

Service 

 

Interpretation 

Mobile banking is the most widely used 

service (45%), followed by internet banking 

(25%). This indicates the growing preference 

for smartphone-based banking applications. 

4. Customer Satisfaction with SBI Online 

Banking 
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Interpretation 

About 80% of respondents are either satisfied 

or highly satisfied with SBI's online banking 

services, indicating a positive customer 

experience and effective digital banking 

infrastructure. 

5. Impact of Technology on Banking 

Convenience 

 

Interpretation 

A significant majority (82%) agree that 

technological advancements have enhanced 

banking convenience by enabling faster, 

easier, and more accessible financial 

transactions. 

VI. Findings 

➢ Based on the analysis and interpretation 

of the data collected from the 

respondents regarding the impact of 

technology on the growth of online 

banking with reference to State Bank of 

India (SBI), the following findings have 

been observed: 

➢ The majority of respondents (40%) 

belong to the age group of 25–35 years, 

indicating that young adults are the most 

active users of online banking services.  

➢ A significant percentage of respondents 

(92%) are aware of SBI's online banking 

facilities, reflecting a high level of 

customer awareness regarding digital 

banking services.  

➢ Mobile banking is the most frequently 

used online banking service, preferred 

by 45% of respondents, demonstrating 

the growing popularity of smartphone-

based banking applications.  

➢ Internet banking and UPI services are 

also widely used by customers, showing 

increased acceptance of digital 

transaction platforms.  

➢ Most respondents (80%) are satisfied or 

highly satisfied with SBI's online 

banking services, indicating a positive 

perception of service quality and 

convenience.  

➢ A majority of respondents (82%) agree 

that technological advancements have 

significantly improved banking 

convenience by enabling faster and 

easier access to banking services.  

➢ Approximately 80% of respondents 

perceive SBI's online banking services 

as secure, reflecting customer 

confidence in the bank's cybersecurity 

measures and digital infrastructure.  

➢ The study reveals that technology has 

enhanced transaction speed, 

accessibility, operational efficiency, and 

overall customer experience in banking.  

➢ Network connectivity issues are 

identified as the most common 

challenge faced by online banking users, 

affecting 35% of respondents.  

➢ Security concerns and technical errors 

continue to be important issues that 

influence customer trust and online 

banking usage. 

 

VII. Conclusion 

The study titled “A Study on the Impact of 

Emergence of Technology on the Growth of 

Online Banking, with Reference to State 

Bank of India” concludes that technological 

advancements have played a crucial role in 

transforming the banking sector and 

accelerating the growth of online banking 

services. The emergence of technologies 

such as internet banking, mobile banking, 

digital payment systems, artificial 

intelligence, cloud computing, and advanced 

cybersecurity solutions has significantly 
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improved the efficiency, accessibility, 

convenience, and reliability of banking 

operations. The findings reveal that 

customers have widely accepted online 

banking due to its ease of use, time-saving 

features, and the ability to perform banking 

transactions anytime and anywhere. State 

Bank of India has successfully adopted 

various digital banking initiatives that have 

enhanced customer satisfaction, increased 

service accessibility, and strengthened 

customer engagement. Although challenges 

such as network issues, security concerns, 

and technical errors still exist, the overall 

impact of technology on online banking has 

been highly positive. The study further 

indicates that continuous technological 

innovation, improved digital infrastructure, 

enhanced security measures, and customer 

awareness programs are essential for 

sustaining the growth of online banking in 

the future. Therefore, it can be concluded that 

the emergence of technology has not only 

revolutionized traditional banking practices 

but has also become a key driver in the 

development and expansion of online 

banking services at State Bank of India. 

 

VIII. Future Scope 

 

The rapid advancement of digital 

technologies indicates that online banking 

will continue to evolve beyond traditional 

internet-based services. Future research can 

focus on the integration of artificial 

intelligence, machine learning, blockchain 

technology, biometric authentication, and 

predictive analytics in online banking 

systems. These technologies have the 

potential to improve transaction security, 

personalize customer services, detect 

fraudulent activities in real time, and enhance 

the overall efficiency of banking operations. 

Further studies may also examine the impact 

of 5G connectivity, cloud computing, open 

banking frameworks, and fintech 

collaborations on the growth of online 

banking in public sector banks. Since 

customer behavior is continuously changing, 

future researchers can investigate the 

influence of digital literacy, customer trust, 

cybersecurity awareness, rural internet 

penetration, and demographic factors on the 

adoption of advanced banking technologies. 

Comparative studies between State Bank of 

India and other public or private sector banks 

could provide deeper insights into the 

effectiveness of different digital 

transformation strategies. 

In addition, future research can explore the 

role of government policies, digital payment 

ecosystems, financial inclusion initiatives, 

and mobile banking innovations in 

expanding online banking services to 

underserved populations. Longitudinal 

studies conducted over several years would 

help measure how technological innovations 

influence customer satisfaction, operational 

performance, and sustainable growth in the 

banking sector. As digital banking becomes 

more customer-centric and technology-

driven, continuous research in these areas 

will contribute to the development of secure, 

inclusive, intelligent, and highly accessible 

online banking systems for the future. 
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