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Abstract

Purpose: The poper focuses on studying the perceptions of Customers
towords e bonking service quality in North Kornotoko. It underlines the
importont e servic¢e ottributes from customer point of view. It also
evoluotes the importont of e- servie dimensions on developing
customer satisfoction.

Design: The descriptive reseorch design is odopted. The survey
method is used for dota collection. The e bonking ¢ustomers of north
Kornotoko ore the respondents for the research. Dotais tested using the
factor onalysis, Correlation onolysis ond Regression onalysis.

Findings of the study: The various E- servie quality dimensions
identified by the different reseorchers were explored. The foctor
onalyses explored the five dimensions nomed as Reliobility ond
Convenience, Website Aestheti¢s, Privo¢y ond Confidentiality;
Responsiveness and Safety. Regression onolyses ¢onfirmed thot the
identified dimensions of e-services of bonks ore importont predictors
of Customer satisfaction in North Kornotoko.

Keywords: e- bonking, e services, service quality, customer
satisfoction.

Introduction

Services sector is gaining importonce in developing eConomies due to
its obility to generote employment. Within the services sector finoncial
institutions such as bonks ore the importont service institutions of on
economy. After liberalisotions Indion bonking system hos undergone
mony chonges including the customer delivery processes. The
competition from foreign bonks with the high tech services forced
private ond publi¢ bonks to reforms the service process. Due to
increase in the ¢ustomer expectotions from the bonks it is challenging
to retain ond ottroct new customers for the bonks. Bonks have be¢ome
customer Centri¢ with the use advonced teChnology in their process.

E services provide strategi¢ benefits to service provider by enhoncing
operational effi¢iency, profitability by reduc¢ing time ond ¢ost involved
in serviCe delivery. They also provide convenience of availing service
24/7 to customers. E-service quality is goining importonce os it is
directly linked to ¢ustomer satisfoction and retention. Service quolity
is determinont of suc¢¢ess not only in atraditional environment but also
in on online market space. (Wolfinger ond Gilly).
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Zeihoml et. ol, introduced the concept of e- SQ ond their
role in servic¢e quality delivery to ¢ustomer. They define
service quolity as “the extent to whic¢h a website focilitotes
efficient ond effective shopping, purchosing ond delivery
of products ond services.”

Customer sotisfaction ond loyol Customer bose is the
outc¢ome of providing quality servi¢es. Mony studies have
¢onducted to know the influence of service quality on
Customer sotisfoction. The signifi¢once of service quality os
on onteCedent of Customer satisfoction ond customer
loyalty is approved. (Zeithml et.al.,Rust,).  Service
providers con ochieve cCompetitive Copobilities by
providing quality e services. (P. Olivier et.al)

There are ronge of resecrch done to uncover the dimensions
of E-service quolity in generol, in mony ports of the world.
The purpose of this poper is to know the e- service quality
of banks in North Karnatoko ond to reveal the dimensions
ofee service quality from Customer’s point of view.

Research Objectives:

1) To analyze the E-service quality of bonks operating in
North Kornotoko.

2) To underline the importont E- service quality
dimensions as per the customer perceptions

3) To know the impoct of E- servi¢e quality on ¢ustomer
satisfoction.

Literature Review:

A .Porosuromon, Volorie A Zeithoml, Arvind Molhotro(
2005) conceptualized ond tested ond developed multiple
Item Scole for Assessing Electroni¢ Service Quolity
delivered by websites, known os E-S-QUAL. The scale is
limited to measure online service quality of sites on which
Customers shop online.

They have developed the preliminary scale identifying
various website features ond Cotegorized them into 11
dimensions with 121 items. The 11 e-SQ dimensions are:
Reliobility, Responsiveness, Access, Flexibility, Ease of
Novigation, Effi¢iency, Assurance, Security/Privacy, Price
knowledge, Site oaestheti¢s, customizotion/personali-
zotion.

After conducting exploratory foctor analysis on the items
the finol E-S-QUAL scale Consisting of 4 dimensions with
22 items was expressed as follows.1) Effi¢iency: The ease
ond speed of accessing ond using the site. 2) Fulfillment:
The extent to which the site’s promises obout order delivery
ond item avoilobility ore fulfilled.3) System availobility:
The Correct teChnical functioning of the site4) Privacy: The
degree to which the site is sofe ond protects Customer
information.
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The e recovery service quolity scole - E-RecSQUAL,
Consisting of 11 items on 3 dimensions wos expressed os
follows:1) Responsiveness 2) Compensotion 3) Contodt.

Zhilin Yong, ShaohonCoi, Zheng Zhou, Non Zhou (2004),
in their reseorch paper, developed instrument to meosure
service quolity of informotion presenting web portals.
Researchers ofter extensive literoture review believe that
service quality of websites is under defined Construct &
there is Considerable ¢onfusion in understonding service
quality for websitesThey have identified five service
quolity dimensions peréeived by users of on information
presenting web portals they ore: Usobility, Usefulness of
Content, odequocy of information, océessibility, ond
interoction. Questionnoire wos drafted bosed on these
dimensions ond doto wos Collected. Through simple
rondom sompling technique. The onolysis proved the
model excellent stotistiCally. It possed through the
reliobility ond volidity tests. The study provided five
service quality dimension to meosure information
presenting web portals.

BoongheeYoo& Naveen Donthu (2001), in their reseorch
poper have worked on internet shopping sites ond focused
on perceived service quality of Consumers of such sites.
They found out that previous meosures were hoving mony
limitations ond the meosures do not show the structure of
the dimensions of site quality. To develop the scole, they
have generated items based mainly on ¢onsumers own
descriptions The SITEQUAL comprised nine items
representing four dimensions. The dimensions ore: Ease of
Use, Aestheti¢ Design, Processing Speed ond Security.

They investigated five relevont Constructs such as ottitude
towards the site, site loyalty, site equity, purChose intention,
ond site revisit intention. These Constructs were regressed
onthe SITEQUAL. The series of regression onalysis shows
the SITEQUAL dimensions ore importont predictors of the
exomined variobles. Attitude toward the site & site revisit
intention were the function of Eose of Use, Aestheti¢
design & Security. Purchose intention wos function of two
dimensions Eose of Use & Security. In the regression
onolysis two dimensions Eose of Use & Security were
consistently proved more significant thon other
dimensions. Therefore, Eose of Use & Security ore
importont quality Criteria of internet shopping sites that
influence Consumer ottitudes ond behaviours.

Various reseor¢hes hoave conducted to know the dimensions
of e- service quality in Online retoiling, internet bonking,
online finonciol service eté. Mojority of the studies hove
dimensions of troditional service quolity ond website
interface quality dimensions. The following toble provides
the list of studies undertoken to explore the dimensions of
e- service quality.
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Table no. 1 providing the e- service quality dimensions identified by researchers.

Author Scale Industry | Dimensions
Lociono et.al. WEBQUAL Online Informational fit to task, Interaction, Trust, , Response
(2000) Retailing | time, Design, Intuitiveness, Visual appeal,
Innovativeness, flow, Integrated communicotion,
business process ond sustainability
Zeithml et.ol. Online Reliability, Responsiveness, Access, Flexibility, Ease of
(2000) Retailing | Navigation, Effi¢iency, Assuroncée/trust,
Securuty/privacy, Price knowledge, Site aesthetics,
Customisation/personolisotion
Liu & Arnett( Compony | Quolity of information, service, system use, ployfulness
2000) websites by consumers, design of websites
Yong Peterson Internet Eose of Use, Content of website, afcuraCy of Content,
et. ol. Phormocie | Timeliness of Content, AesthetiCs, Privacy
s
Boonghee Yoo | SITEQUAL Shopping | Ease of Use, Aestheti¢ Design, P rocessing Speed ,
et.ol site Security
(2001)
Wolfinger .comQ Retailing | Website Design, Reliobility, Privacy/ Security
(2002) websites
Szymanski et.ol Retailing | Online convenience, mer¢hondising, site design, financiol
security
Zeithml et.ol. eSERVQUAL | Websites | Effic¢iency, Reliability, Fulfillment, Privocy
(2002)
Zeithml et.ol. Recovery e - | Websites | Responsiveness, Compensotion, Contoct
(2002) SERVQUAL
Maoathew Joseph E- ¢onvenience/accuracy; 2 feedback/Complaint
et.ol bonking monogement; 3 effi¢iency; 4 queue ma nogement; 5
accessibility; ond 6.¢ustomisation.
Siu ond Mou Internet ¢redibility, effi¢iency, problem hondling and security
(2005) bonking
Jayawardheno Internet access, web site interface, trust, attention ond Credibility
(2004) bonking

Bosed on the literature review the dimensions ¢onsidered to
meosure the e- service quality of bonks in North Karnatokao
ore:

1) Reliability, 2) Convenience 3) Privocy 4) Sofety 5)
Responsiveness 6) Website Aesthetic¢s 7)Finoncial Product
Information

Research Methodology:

The descriptive reseorch is undertoken to study the reseorch
questions. The primory dota is collected through the survey
method. The questionnaire wos used to ¢ollect the required
doto. The area of study wos restricted to surveying the
Customers of e- banking in North Karnatoko. The distriéts
Covered under the survey are Belagovi, Vijayopur,
Bogalkot, Dharwad, Haveri, Uttoro Konnoda & Godag.
The purposive sompling te¢hnique is employed to collect
the doto. The sample size of the study is 1000. The somples
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were Collected from the vorious offi¢es of Govt, private ond
educational institutes, shops et¢.

Exploratory foctor onolysis (EFA) using principal
¢omponent onolysis (PCA) under the restriction thot the
Eigen value of eoch generated foctor is more thon one was
¢onducted on 23 service quality meosures. The suitability
of dota for foctor onalysis was assessed by computing the
Correlation motrix. The regression analyses is conducted to
know the impoct of E-service quality dimensions on
Customer satisfaction.

Analysis and Discussion:
»  Reliability Test Using Cronbach olpha

To meosure the reliobility or internal Consistency of 23 test
items Cronboch olphais used. Cronbach alphameosures of
ony given instruments Consistency, that is the extent to
which itis ¢onsistent to meosure the Concept.
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Table No 2: Reliability statistics
Cronboch’s Alpha | N of Items

.897 23
As per the toble No 2, the Cronbach's Alphaco-efficientfor ¢  KMO ond Bortlett's test.: Toble No 3 :KMO ond
Port E (0.897) is sufficiently relioble (>0.7) which validates Bortlett's Test
the sCale reliobility for the stotements in the questionnaire.
KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 917

Bartlett's Test of Approx. Chi-Square 9556.966

Sphericity df 253

Sig. .000

From Toble no 3, we observe that the doto satisfies KMO  Table 4: Communalities
test for sampling adequacy (0.917 > 0.5) ond Bortlett's test
sphericity is significont (p-value < 0.5). The dota is
fragmented into five Components bosed on the volume of

Table no 4 gives the extraction level of the variobles
obtained through prin¢ipol component extraction method.

vorionce generoted.
Communalities

Initial Extraction
My e bank completes the 1.000 639
transactions right at the
firsttime
My e bank keeps accurate 1.000 643
record of my e
transactions
My e bank weh pages are 1.000 660
functioning properly
Transactions through my 1.000 613

e bank are completed
without any problem(i.e
site does not freeze)

My bank’s website is 1.000 547
easyto access

Itis easyto navigate in 1.000 642
the website

It has unrestricted access 1.000 446

to all the transactional &
financial product
information

My e bank is simple to 1.000 554
find what | need and
operate.

My e bank is safe to 1.000 797
transact

My hank has taken all 1.000 666
necessary steps to keep
it secured.

www.pbr.co.in 21



Volume 11 Issue 3, September 2018

My e bank provides
necessary security
warnings in the site.

My bank site is secured
for credit card information

My net bank always
maintain the
confidentiality of my
transactions.

| can rely on my net
hanking for not misusing
my account information.

In case of problems with
the net banking | can
reach to the customer
care easily.

My net hanking problems
are addressed quickly &
employees are willing to
help

The employees of my
hank provide prompt
response to the emails
etc.

My bank website has FAQ
sections & answers

My banks wehsite is
visually attractive

The website is well
designed

My bank Website is
regularly updated

My bank provides Various
financial services and
related information in the
website

All the information
provided on netis
accurate and updated
regularly.

1.000

1.000

1.000

1.000

1.000

1.000

1.000

1.000

1.000

1.000

1.000

1.000

1.000

606

685

671

596

696

789

699

613

660

180

521

573

Extraction Method: Principal Component Analysis.

Various ottributes which Contribute to service quolity of
internet bonking for abonk is in¢orporated in this seétion of
the questionnoire. Foctor onalysis is performed using the
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prin¢ipol component extroftion method with vorimox

rotation.

www.pbr.co.in



Pacific Business Review International

Table No 5 : Total variance of Variable
Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of Squared Loadings
Component Total % of Variance | Cumulative % Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 8924 38.800 38.800 8924 38.800 38.800 3.697 16.074 16.074
2 1.525 6.631 45431 1.525 6.631 45.431 3.539 15.387 31.461
3 1.434 6.236 51.667 1434 6.236 51.667 2.980 12958 44419
4 1.196 5.198 56.865 1.196 5198 56.865 2.426 10.548 54.966
5 1119 4.865 61.729 1.119 4.865 61.729 1.555 6.763 61.729
6 894 3.885 65.614
7 834 3628 69.243
8 727 3.162 72.405
9 659 2.864 75.269
10 594 2.581 77.850
11 572 2.488 80.337
12 530 2.303 82.640
13 499 2168 84 808
14 469 2.039 86.847
15 4 1.829 8B.676
16 406 1.765 90.441
17 398 1.7 92172
18 368 1.601 93773
19 .351 1.527 95300
20 337 1.464 96.764
21 294 1.278 98.042
22 262 1.140 98182
23 188 818 100.000

Extraction Method: Principal Component Analysis.
Toble number 5 provides details of the total vorionce os  vorionce generated. From the rototion sums of squored
exploined by the variobles ¢ontributing to service quality of  loodings, we observe thot 61.729% of the totol voriation is
internet bonking. Here we observe thot the doto is  beingexploined by the dato.
frogmented into five Components boased on the volume of
Table no.6 : Sorted rotated factor loadings with varimax rotation

Variable Variable Components
Number Definition 1 2 3 4 5
Vor 1 My e bank web poges are functioning 0.732
properly
Vor 2 My e bank ¢ompletes the tronsoctions right | 0.722
at the first time
Vor 3 Tronsoctions through my e bonk ore 0.688
c¢ompleted without ony problem( i.e site
does not freeze)
Vor 4 My e bank keeps accurate reCord of my e 0.687
tronsoctions
Vor 5 My bonk’s website is eosy to aféess 0.619
Vor 6 It is easy to navigote in the website 0.520
Var 7 It hos unrestricted acCess to all the 0.517
tronsoctionol & finonéial product
informotion
Vor 8 My e bank is simple to find whot I need ond | 0.432
operote.
Vor 9 The website is well designed 0.739
Vor 10 My bonks website is visually ottroctive 0.718
Vor 11 All the information provided on net is 0.648
occurote ond updoted regulorly.
Vor 12 My bonk website has FAQ sections & 0.646
oanswers
Vor 13 My bonk provides Various finonéial 0.615
services and reloted information in the
website
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Vor 14 My bonk Website is regulorly updoted 0.398

Vor 15 My bonk site is se¢ured for ¢redit Cord 0.765
informotion

Vor 16 My net bonk olwoys maintoin the 0.712
Confidentiolity of my tronsogtions.

Vor 17 My bonk hos token all necessary steps to 0.628
keep it seCured.

Vor 18 I ¢on rely on my net bonking for not 0.624
misusing my a¢éount information.

Vor 19 My e bank provides neessory security 0.622
wornings in the site.

Vor 20 My net banking problems ore addressed 0.827
quickly & employees ore willing to help

Vor 21 The employees of my bank provide prompt 0.768
response to the emails etc.

Vor 22 In ¢ose of problems with the net bonking I 0.740
¢on reach to the Customer Coare eosily.

Vor 23 My e bank is safe to tronsoct 0.873

Table No 6, Provides detoails of foctor looding associoted
with vorious voriobles in sorted form. Generally, foctor
loading represents how much o factor explains o vorioble.
High looding indicates thot the foctor strongly influences
the varioble. Assuming o factor loading of more thon 0.75
os having very high impact; between 0.60 to 0.75 as high
impoact; between 0.45 to 0.59 os moderate impact ond
below 0.45 os low impoct on the variobles, it con be

¢oncluded from Toble 6 that some variobles which have
moderate ond low impoct need ottention for the quality
improvement of e-banking.

Bosed on the results of foctor onalysis, the voriobles ore
Classified into five dimensions which are suitobly nomed.
The dimensions ond the Corresponding voriobles ore shown
below:

Table no 7 showing the dimensions and respective variables of e-banking

Dimensions

Variables

Reliobility ond Convenience

Vorl, Vor2, Vor3, Vord, Vor5, Vor6, Vor7, Vor8

Website Aesthetic¢s ond Finonciol
Product Information

Vor9, Vorl0, Vorl1, Vor12, Vorl3, Vorl4

Privacy ond ¢onfidentiality

Vorl5, Voarl6, Vorl7, Vorl8, Vorl9

Responsiveness

Vor20, Vor21, Vor22

Safety

Vor23

The responses of all respondents ore averoged across the

five dimensions as given in Toble 5-

Table No 8: Descriptive Statistics of Factor analysis

N

Sofety 961
ReliocAnd¢onv 961
Privo¢yAndConfi | 961

WebAesth 961
Responsiveness 961
Valid N 961
(listwise)

Meon | Std.Deviotion
4.14 | .780
4.07 |.588
4.00 |.682
390 |.664
3.63 .857

The descriptive statisti¢s of five dimension is given in
Toble 8. The customers were asked measure the e bonking
service quolity of their respective banks. From Toble 8, we
¢on conclude thot the Customers perceive thot the sofety
meosures token by the bonks is of high quality ond it is
ronked no. one amongst the other factors. Reliobility ond
¢onvenience foctor stonds second in providing quolity to
Customers followed by Privacy ond ¢onfidentiolity which
is ronked third by the customers. Website aestheti¢s and
Finoncial product informotion is ronked fourth by the
Customers followed by Responsiveness. Responsiveness is
the least opprecioted dimension to provide the service
quality to Customers.
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Bosed on the obove toble we Con infer thot the sofety
dimension is the most influentiol factor in meosuring the E-
service quality of banks in North Karnotoko, ond is Ronked
no.l1 by consumers, followed by Reliobility and
¢onvenience, PrivaCy ond confidentiality, website
aestheti¢s. Responsiveness is the leost influentiol foctor in
measuring the Eservice quality in north Kornatoko.

Analysing the association between the identified E-
Service dimensions through Correlation Analysis:

Correlation Analysis: StotistiCol relationships ore obout
which elements of data. hong together ond which ones hong
separately. It is about Categorizing voriobles that have o
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relationship with one onother ond Categorizing voriobles
that ore distin¢t ond unrelated to each other.

To find the degree of assoCiation between the identified

Pacific Business Review International

service quolity dimensions, Correlation onalysis is applied.
The Correlation Coefficients between various dimensions
ore computed ond shown os below in Toble 9

Table number 9: correlation between various dimensions of E-service quality

Reliobility | WebAesth | Priva¢yAndConfi | Responsiv | Sofety
ond Conv
ReliobondConv | 1 6347 618" 5237 556
Pearson
Correlation 961 961 961 961 961
Sig ( 2-toiled)
N
WebAesth 6347 1 6327 5157 4907
Pearson
Correlation 961 961 961 961 961
Sig ( 2-toiled)
N
Priva¢yondConf | .618 6327 1 5067 6747
Pearson
Correlation 961 961 961 961 961
Sig ( 2-toiled)
N
Responsiveness 5237 S515%* 5067 1 371%*
Pearson
Correlation 961 961 961 961 961
Sig ( 2-toiled)
N
Safety 556" 4907 6747 1
Peoarson
Correlation 961 961 961 961 961
Sig ( 2-tailed)
N

**¢orrelation is significont ot the 0.01 level(two tailed)

From the toble no 9, Correlation motrix we observe that oll
the dimensions exhibit signifi¢ont positive ¢orrelation. It
shows thot the oll dimensions ore interreloted which
effectively meosure the E-service quality of bonks. The
dimensions Reliobility, Website oesthetics, Privocy,
Responsiveness ond safety ploy impactful role collectively
inmeosuring the E- service quality.

Analysis of relation between customer satisfaction and
e- service quality attributes through regression
analysis:

Regression is o well-known statistical technique to model
the predictive relotionship between severol independent
variobles (DVs) ond one dependent vorioble.*

The regression model is deséribed as lineor equotion that
follows. Y is the dependent varioble, thot is varioble being
predicted. X is independent varioble or the predictor
varioble. There ¢ould be mony predictor varioble ond only
one dependent varioble in the regression equotion.
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To understond the relationship between the overall
Customer satisfaction of e-bonking ond the identified
dimensions, regression onolysis is used. Here, overall
Customer sotisfoction of e-bonking os perceived by the
Customers is treated as dependents voriable (Y) ond the five
identified service quolity dimensions ore treoted os
independent variables(Xi, i=1,2,3,4,5)respectively.

The regression model in the given ¢ose will be-
Y=b0-+b1X1+b2X2+b3X3+b4X4+b5X5 (1)

Where Y denotes the dependent varioble (Overall service
quality), Xi, i=1,2,3,4,5 denotes the independent variobles
(Reliability ond Convenience; Website AesthetiCs; Privacy;
Responsiveness ond Safety respectively), b0 denotes the
inter¢eptondbl...b5

denote the Coefficients thot represent the estimoted chonge
in meon volue of dependent varioble for each unit chonge in
the values of the independent variable.
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Table 10: Coefficients table

Coefficients®
Standardized
Unstandardized Coefficients Coeflicients

Model B Sid. Error Beta | Sig.

1 (Constant) 702 A50 4.691 .000
ReliaAndConv 264 050 198 5.297 .000
webAesth 243 044 .206 5.582 .000
Privacy 129 047 13 2.743 006
Responsiveness 143 029 156 4870 .000
Safety 075 036 075 2.079 038

a. Dependent Variable: | am satisfied with the overall e banking services of my bank,

From, obove Table the regression model for the given dato
would be,

Y= 0.702+0.264X1+0.243X2+0.129 X3+0.143X4 +
0.075X5

Table 11: Anova

ANOVA?
Sum of
Madal Squares df Mean Square F Sig.
_1 Regression 216.986 5 43.397 | 111180 .000°
Residual 372.768 955 390
Total 589.754 960

a. Dependent Variable: | am satisfied with the overall e banking services of my bank.

h. Predictors: (Constant), Safety, Responsiveness, AesthAndUser, ReliaAndConv,

SecAndTrust

From Toble 11, we observe thot oll the service quality
dimensions ore stotistiCally significont os the p-values ore
significontly smoll ond olso from Toble 8 we observe thot
the regression model is statistically significont. This meons
that overall Customer satisfoction Con be predicted based on
the identified e-service quolity dimensions. Hence the
relationship between Overall Customer sotisfoction ond
identified e-servic¢e dimension is estoblished.

Conclusion:

With the increasing internet banking penetrotion in India it
is importont for the bonks to onalyse the E-service quality
provided by them. It is importont to identify the foctors
which measure the E-services of banks. The purpose of the
paper is to explore the significont E-servi¢e dimensions
which ¢on meosure the Customer services effectively. The
factor onalyses explored the five dimensions nomed os
Reliobility ond Convenience, Website Aesthetics, Privacy
ond Confidentiolity; Responsiveness ond Sofety. The
Correlation onolyses on the emerged foctors found
significont. Safety dimension is ronked no.1 in providing
quolity to Customers ond is influentiol dimension. The
regression onolyses proved the role of E- servi¢e quality
dimensions play importont role in determining overall
Customer sotisfoction. The Reliobility & convenience
dimension ond Website Aesthetics ore Contributing towords
Customer satisfoction as B-volue is higher thon the Safety

26

ond Responsiveness ond privoy dimensions. The
improvement areos identified are Privacy oand
Responsiveness.
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