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Abstract — The impact of digital banking services on customer satisfaction with Kotak Mahindra Bank. With the rapid adoption
of digital technologies in the banking sector, customers increasingly rely on mobile and internet banking platforms for their
financial transactions. The research focuses on evaluating the effectiveness, convenience, security, and service quality of Kotak
digital banking offerings, including mobile banking applications, internet banking, and digital payment system.
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I. INTRODUCTION

The banking sector has experienced significant changes
due to the rapid growth of digital technology. Digital
banking has become an important part of modern banking,
allowing customers to access banking services through
mobile applications, internet banking, and digital payment
systems. These services provide convenience, speed, and
easy accessibility, reducing the need for customers to visit
bank branches physically.

Kotak Mahindra Bank is one of the leading private sector
banks in India that offers various digital banking services
such as Kotak 811, mobile banking, internet banking, and
UPI facilities. The bank focuses on providing secure, fast,
and user-friendly digital services to improve customer
experience and satisfaction.

Customer satisfaction plays a vital role in the success of
digital banking services. Factors such as convenience,
security, transaction speed, reliability, and service quality
influence customer satisfaction levels. Although digital
banking offers many advantages, customers may also face
challenges such as technical issues, security concerns, and
delays in customer support.

This study aims to analyze the digital banking services
provided by Kotak Mahindra Bank and examine their
impact on customer satisfaction. The study also helps in
identifying customer expectations, problems faced by
users, and possible improvements that can enhance overall
customer experience and trust in digital banking services

Il. LITERATURE REVIEW

The literature related to digital banking and customer
satisfaction highlights the growing importance of
technology in the banking sector. Many researchers have
studied how digital banking services influence customer
experience, convenience, and overall satisfaction.

Several studies reveal that digital banking services such as
mobile banking, internet banking, and online payment
systems have improved the efficiency and accessibility of
banking services. Customers prefer digital banking
because it saves time, offers 24/7 availability, and reduces
the need to visit bank branches. Convenience and ease of
use are considered major factors that positively influence
customer satisfaction.

Research also indicates that service quality, transaction
speed, reliability, and user-friendly interfaces are
important determinants of customer satisfaction in digital
banking. Customers expect quick transactions, smooth
functioning of applications, and efficient customer support.
When banks provide secure and reliable digital services,
customer trust and loyalty increase.

Many studies emphasize the importance of security and
privacy in digital banking. Customers are often concerned
about cyber fraud, data breaches, and online transaction
risks. Therefore, strong security measures and advanced
technology are necessary to maintain customer confidence.
Studies conducted on private sector banks, including
Kotak Mahindra Bank, show that these banks have
adopted innovative digital technologies to improve
customer services. The introduction of services like mobile
apps, UPI payments, and online account opening has
positively impacted customer satisfaction.

Research Gap: Many previous studies have examined
digital banking and customer satisfaction in the banking
sector. Most studies mainly focus on general digital
banking services, security issues, and customer preferences
in public and private sector banks. However, limited
research has specifically focused on the digital banking
services of Kotak Mahindra Bank and their direct impact
on customer satisfaction.

Existing studies also provide limited information regarding
customer problems related to technical issues, service
quality, and customer support in Kotak’s digital banking
platform.  Additionally, customer expectations and
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satisfaction levels may change over time due to rapid
technological advancements and increasing digital banking
usage.

Therefore, this study attempts to fill this gap by
specifically analyzing Kotak’s digital banking services and
evaluating customer satisfaction based on factors such as
convenience, security, reliability, and service quality. The
study also aims to identify challenges faced by customers
and suggest improvements for enhancing overall customer
experience.

Objectives of the Study

To study digital banking services of Kotak Mahindra
Bank

To measure customer satisfaction

To identify factors affecting satisfaction

To analyze customer problems

To suggest improvements

Hypotheses

o HO (Null Hypothesis):

e There is no significant relationship between digital
banking services and customer satisfaction.

o HI1:

o Digital banking services positively affect customer
satisfaction.

o H2:

e Security and service quality significantly influence
customer satisfaction in digital banking.

e H3:

e Convenience and ease of use increase customer
preference for digital banking services.

o H4:

e Technical issues and poor customer support negatively
affect customer satisfaction..

I11. RESEARCH METHODOLOGY

Research methodology refers to the systematic process
used for collecting, analyzing, and interpreting data related
to the study. This study focuses on analyzing the digital
banking services of Kotak Mahindra Bank and their impact
on customer satisfaction.

Research Design

The study is based on a descriptive research design, which
helps in understanding customer opinions, behavior, and
satisfaction levels regarding digital banking services.

Sources of Data
The study uses both primary and secondary data.

Primary Data

Primary data was collected through a
questionnaire from customers using digital
services.

structured
banking
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Secondary Data

Secondary data was collected from:
Research journals

Bank reports

Websites

Articles and previous studies

Sampling Method

The study used the convenience sampling method, where
respondents were selected based on availability and
willingness to participate.

Sample Size
The study consists of 50-100 respondents who use digital
banking services of Kotak Mahindra Bank.

Data Collection Tools

A structured questionnaire was used to collect responses
related to:

e Convenience

e Security

e Service quality

o Customer satisfaction

o Data Analysis Tools

e The collected data was analyzed using:
o Percentage method

e Tables and charts

o Graphical representation

o Limitations of the Study

e Limited sample size

e Time constraints

o Responses may be biased

o Study limited to digital banking services

e Data Analysis Techniques: Percentage analysis was the
primary method for evaluating the collected data.

e Used to analyze respondent distribution and investment
behaviour.

e Formula: Percentage = (Number of respondents / Total
respondents) x 100

e Tabulation: Tabulation presented data for clear reading
and interpretation.

e Graphical Representation: Visual data representation,
such as charts, aided the understanding of the results.

o Comparative Analysis:Comparisons among variables
like age and income provided deeper insights.

Hypothesis Testing Method: The study tested hypotheses
by using the majority response method with percentage
analysis.

If the majority of responses support the factor — Reject
HO

If not — Accept HO
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This approach is appropriate for descriptive studies
without advanced statistics.
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women in investments.

Scope of the Study: The study focuses on:
Factors influencing mutual fund investment decisions

Table 3: Education

Interpretation: Female respondents (62%) outnumber
male respondents, indicating increased participation by

¢ Risk and return preferences Undergraduate 24 24%
o Demographic impact on investment behaviour Graduate 45 45%
e Awareness and financial literacy Postgraduate 30 30%
The research focuses on individual investors within a
specific geographic area. .
PECITIc 9E00rEP Education
Limitations of the Study: Study limitations include a small
sample size, non-random sampling, a limited time span,
self-reporting, and a narrow regional focus.
mUndergraduate
IV. DATA ANALYSIS AND = Graduate
INTERPRETATION mPodgraduate
Table 1: Age Distribution
Below 25 28 28%
25-35 54 54% Fig. 3: Education
35-45 14 14% | o Th ity of d d
Above 45 4 29 nterpretation: The majority of respondents are graduates
> (45%), indicating a well-educated group with better
financial awareness.
Age Distribution
Table 4: Income
Below 325,000 48 48%
aBelow 25 325k-40k 34 34%
u25-35 340k-350k 13 13%
m35-45 Above 350k 5 5%
mAbove 45
Income
Fig. 1: Age Distribution
Interpretation: Most respondents (54%) are in the 25-35
age group, indicating that young investors are more active =Below25,000
in mutual fund investments. m¥25k—340k
m340k—350k

Table 2: Gender

mAbove T50k

Male 38 38%
Female 62 62%
Fig. 4: Income
Gender _ _
Interpretation: Most respondents fall into the below-
325,000 income group (48%), suggesting a preference for
safer investment options.
mmale . .
e Table 5: Investment in Mutual Funds
Yes 74 74%
No 26 26%

Fig. 2: Gender
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Table 6: Types of bank

Equity 36 36%

Debt 42 42%
Hybrid 19 19%
ELSS 3 3%

Types of banks
m Equity
mDebt
m Hybrid
mELSS

Fig. 6: Types of bank

Interpretation: Debt funds are most preferred (42%),
showing that investors are more risk-averse.

Table 7: Investment Horizon

Short-term 32 32%
Medium-term 50 50%
Long-term 18 18%

Investment Horizon

= Short-term
= Medium-term
m ongterm

Fig. 7: Investment Horizon

Interpretation: Most respondents prefer medium-term
investment (50%), indicating a balance between risk and
return.

Hypothesis Testing (Percentage-Based)

e HO1: Majority of respondents prefer low-risk investment
(Debt funds 42%).

Therefore, HO1 is rejected, and H11 is accepted.

HO02: The majority of respondents invest for wealth
creation (32%).

Therefore, HO2 is rejected, and H12 is accepted.

HO03: Demographic factors such as age and income
influence investment decisions.

Therefore, HO3 is rejected, and H13 is accepted.

International Journal for Novel Research in Economics , Finance and Management

www.ijnrefm.com
ISSN:

3048-7722
Volume 4, Issue 2, Mar-Apr--2026, PP: 01-4

e HO04: Majority investors depend on financial advisors.
Therefore, HO4 is rejected, and H14 is accepted.

Final Result
o All null hypotheses are rejected.
o All alternative hypotheses are accepted.

Findings

Investors prefer low-risk investments.
The majority are young and salaried.
Income affects investment decisions.
Financial literacy improves awareness.
Advisory support influences beginners.

IV. CONCLUSION

The study concludes that multiple factors, including risk,
return, demographic characteristics, and financial
awareness, influence investment decisions in mutual funds.
Investors prefer moderate-risk investments and medium-
term investment horizons. Financial literacy and advisory
services play a crucial role in improving investment
decisions.
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