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ABSTRACT 

As a direct result of the expansion of the internet, the economy of the globe as a whole is 

transitioning towards a digital environment. Paperless transactions are quickly becoming 

the standard across the board in the financial industry, including investments and the 

transfer of money between parties. Mobile banking is one of the measures that banks have 

taken towards building a more digitalized financial environment in the economy. This is one 

of the stages that banks have taken. It is one of the byproducts of Green Financial as well as 

one of the primary efforts that strive to provide banking services to consumers with the 

utmost simplicity, convenience, and comfort without requiring them to leave the comfort of 

their own homes. This is one of the primary efforts that strive to provide banking services to 

consumers with the utmost simplicity, convenience, and comfort without requiring them to 

leave their homes. Customers can begin and finish their banking transactions using their 

mobile phones or tablets, and the entire process can be simplified into a few straightforward 

steps. This article discusses mobile banking in general as well as the various ways in which 

it can be utilised. In addition, an effort has been made to investigate how customers feel 

about mobile banking based on a sample population in the city of Dibrugarh, which is 

situated in the Indian state of Assam. 

Keywords: Mobile banking, paperless transactions, and paperless economies  

INTRODUCTION  

The population of India is primarily comprised of people who are between the ages of 24 

and 54, and this demographic group accounts for 40.6% of the overall population of the 

country. The ability to make purchases is one of the factors that goes into determining which 

type of electronic banking is favoured. In spite of the fact that this mode of banking presents 

both an opportunity and a threat, it is vital to embrace the electronic mode of banking due to 

the ease that it delivers. This is the case despite the fact that this mode of banking presents 

both an opportunity and a threat. The improved fraud control and security procedures that 

are currently in place can be of advantage to any sort of electronic transaction that is carried 

out through the use of mobile banking services or the internet. Interoperability, security, 

scalability, and reliability of the use of mobile phones are some of the most significant 

obstacles that must be overcome in order for mobile banking services to be successful. 

Personalization of the use of mobile phones is another significant obstacle that must be 

overcome. Because of this, the implementation of legislation and the provision of assistance 

for the spread of mobile banking and payment systems in India are both vital. This is the 

single most critical factor in determining whether or not the initiative of financial inclusion 

will be successful (Ravishankar 2007). The transfer of money through a network has 

resulted in a reduction in the cost while concurrently leading to an increase in the reliability. 

The float that is acquired through the use of electronic currency can also be contributed to 

the growth and development of countries. This kind of socio-technical change is currently 

being implemented in countries all around the world. Both Rogers's theory of innovation 
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diffusion, which was developed in 1983, and S. Taylor and Todd's theory of planned 

behaviour, which was developed in 1995, make the prediction that a high-risk perception in 

any innovation will act as a barrier to the future adoption of that innovation. Rogers's theory 

of innovation diffusion was created in 1983, and the theory of planned behaviour was 

developed in 1995. On the other hand, there has been a growth in the volume, speed, and 

frequency of person-to-person transfers across borders and between rural and urban areas, 

making it necessary to undertake research on the subject. This necessitates the need for a 

study to be conducted on the subject. The usefulness of mobile devices as vehicles for the 

delivery of banking services would be severely limited if the only data that could be 

received from the mobile device was voice data. The vast majority of mobile phones come 

pre-installed with the capacity to send and receive text messages, and an increasing number 

of mobile devices can now connect to the internet. As a result of this, mobile phones are an 

excellent medium that can be used by financial institutions. Mobile banking has also shown 

a rapid expansion in terms of the number of countries in which it is available. This transition 

started happening almost immediately after mobile banking was introduced. The rapidly 

growing smartphone industry in India is anticipated to reach 130 million units by the year 

2018, which is 10 times more than in 2013. This figure compares to the year 2013 when the 

market was just 30 million units. The prospects for mobile banking as a result are beyond 

anyone's wildest imagination (KPMG,2015). 

OBJECTIVES: 

1. To be familiar with the concept that underpins mobile banking. 

2. The goal of this study is to evaluate the preferences of consumers who use mobile 

banking among a subset of the population in the town of Dibrugarh, India (the 

Boirigmath residential region). 

DATAANDMETHODOLOGY 

Where the information came from 

An analytical and descriptive methodology was selected as the strategy to employ in this 

work since it will help fulfil the aims that were set for this effort. The document makes use 

of a variety of secondary material that was compiled from a wide range of sources, including 

a number of papers, websites, journals, relevant publications, and research articles in the 

particular field of study that is now being evaluated. 

In addition to this, the paper is supported by primary data collected from two hundred 

respondents of various age groups using structured questionnaires. These questionnaires 

were distributed on a select population (Boiragimath residential area) in Dibrugarh town in 

India using a convenient sampling technique. These data were collected from the 

respondents using structured questionnaires. The questionnaires were sent to these 

respondents with the request that they complete them out. The replies were recorded in order 

to facilitate study into the preferences and views of mobile banking held by customers of 

various financial institutions. 

Method of Attack for the Issue 

After the data were collected, the first step was to tabulate them; next came interpretation; 

and last, analysis using arithmetic approaches such as the percentage approach was 

performed. In addition to that, the ranking method was utilised as a means of doing the 
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analysis of the data. In order to conduct a preference analysis on the part of the clients, the 

Impact Index methodology was utilised as the strategy. 

The formula for the Impact Index is: RiWi /Mi multiplied by 100. 

Where RiWi stands for the weighted score and Mi for the maximum weight. 

For the aim of conducting an analysis of the index, the following ranges were taken into 

consideration: 

Very low is defined as 0% to 20%, low as 20% to 40%, moderate as 40% to 60%, high as 

60% to 80%, and very high as 80% to 100%. 

Significance of Financial Institutions Providing Mobile Services 

The banking industry and the telecommunications industry have worked together to develop 

mobile banking. This innovation was made possible thanks to the collaboration between 

these two industries. Under this mode of operation, the banks do not need to make 

significant investments, nor are they required to make modifications to the infrastructure that 

they already possess. Instead, they are able to adjust to the needs of a huge number of people 

while simultaneously reducing the amount of labour that needs to be done. By utilising 

mobile technologies, financial institutions may now cut down on their operational costs 

while at the same time ensuring that their consumers continue to have a positive experience. 

Financial institutions are able to gather the most relevant data relating to the varied 

requirements of their customers by employing effective procedures for customer relationship 

management, which allows for the management of client relationships. It was formerly 

impossible for financial institutions to connect with their customers located in rural and 

sparsely populated areas; however, this is no longer the case as a direct result of the 

widespread availability of mobile phones and the ongoing development of network 

infrastructure. SMS ad is worn to provide such information to potential customers because 

many banks now have their own client databases. This allows for the communication of this 

information to both existing and potential customers. In addition to the benefits already 

provided by the banks themselves, customers of banks can gain extra benefits, such as the 

opportunity to receive all financial services with a single click, regardless of the time or 

location. It has significantly lessened the amount of difficulties that is associated with 

making use of financial services, which is beneficial not just to customers but also to the 

banks themselves. 

Mobile banking services are currently available in India. 

Mobile banking was introduced in India in the year 2002, making it the first country in the 

world to do so. The service was initially limited to sending and receiving SMS messages, 

but it soon gained popularity alongside India's increasing number of mobile customers. It 

had acquired a total of 1.2 billion customers as of right now, in the year 2021, of which 

around 750 million were users of smartphones. In the next five years, the firm is on pace to 

become the second-largest smartphone manufacturer, according to the projections that 

Deloitte has made for the worldwide markets of technology, media and entertainment, and 

telecoms for the year 2022. The usage of mobile phones has made nearly all financial 

transactions possible, including the checking of account balance statements, the payment of 

utility bills, the transfer of funds, and other activities that are functionally equivalent. Very 

few people actually use their mobile devices to access banking services, despite the fact that 

there is a large number of mobile subscribers and that they are aware of the many different 
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ways in which mobiles can be used. Mobile users are aware of the many different ways in 

which mobiles can be used. 

Despite the fact that it is fairly convenient, the mobile banking platform is not being used to 

the best of its possibilities because of a number of constraints. This is despite the fact that it 

is quite capable. These constraints might manifest themselves in a variety of ways, including 

a lack of trust, the existence of transactional risk, a too complex user interface, inadequate 

network connectivity, and other problems of a similar nature. Because there are now so 

many different kinds of smart phones on the market, more and more people are accessing the 

internet through their mobile phones. This trend is expected to continue. In addition, a fresh 

concept that has just come to light is the utilisation of applications that are based on financial 

services. Peterson, (2009).(2009). (2009). The several banks that can be found in India are 

currently involved in a vicious competition to deploy this cutting-edge technology as rapidly 

as humanly possible in order to expand their customer bases and reduce the amount of 

money they spend on overhead. Wang, Lin & Tang, (2003); Ashta (2010). Customers are 

drawn to mobile banking for a number of reasons, the most important of which being its 

accessibility around the clock, seven days a week, and the ease and speed with which 

financial transactions may be carried out using the platform. Despite this, mobile banking 

still has a long way to go before it can compete with more traditional means of banking, 

which the vast majority of clients still prefer. 

With regard to mobile banking, the Reserve Bank of India has presented the nation's 

commercial banks with a set of operational regulations that it is recommended they accept 

and put into practise. Only financial institutions that are permitted to conduct business in 

India and are subject to the regulatory framework of that country are permitted to lawfully 

offer mobile banking services in that country. People who are customers of banks or who are 

users of debit or credit cards that were issued in accordance with the current guidelines of 

the Reserve Bank of India are the only ones who are eligible to make use of the services that 

are being provided. When it comes to domestic services, only those that are priced in Indian 

Rupees will be provided. It is against the law to utilise mobile banking services for 

international money transfers, whether you are entering or leaving the country. This 

prohibition applies to both incoming and outgoing transactions. 

Financial institutions may also make use of the assistance of a Business Correspondent who 

has been designated in accordance with the guidelines established by the RBI in order to 

provide this convenience to their clientele. This is done so that the financial institutions may 

better serve their customers. Through the use of the Suspicious Transaction Submit, or STR 

for short, financial institutions in India are able to report potentially questionable activity to 

the Financial Intelligence Unit of India (FIUIND). This is the same thing that can be done 

with traditional banking transactions). 

The Various Forms That Mobile Banking Can Take On 

The following examples are categories that can be used to classify different kinds of mobile 

banking services: 

• Access to one's account details 

Clients who have access to their account information are able to view their account  

statement. Customers who have access to their account information also have the ability to 
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monitor, manage, and access information regarding their investments, as well as their 

investment statements. 

• Transactions 

When clients use transactional services, they have the ability to move funds to accounts. 

Transactional services also allow clients to self-transfer funds between their own accounts. 

• Investments 

Investment management firms (term deposits, etc.) provide their clients with the opportunity 

to either manage their own portfolios 

• Services of assistance 

With the assistance of support services, customers are able to monitor the status of credit 

facilities. 

• Content and news  

Content providers provide information regarding recent financial developments and the most 

recent deals made available by banks and other types of financial institutions. 

Adoption is not without its problems and difficulties. 

Mobile banking has a vast variety of benefits to provide, but despite this and the large 

amounts of money that have been invested in it, it is still not being utilized to its full 

potential. The rate of its acceptance is significantly lower than what was projected to be the 

case. Customers' opinions of the usefulness of mobile banking, the ease of using it, the 

expenditure associated with it, their degree of e-literacy, and the culture in which they live 

are all potential obstacles to the broad adoption of mobile banking. Concerns surrounding its 

implementation emerge on a variety of issues, including matters of danger, safety, privacy, 

and trust. The convenience, security, and cost-effectiveness of mobile banking are just a few 

of the requirements that must be met. Trust is an equally crucial component in the process of 

creating customer loyalty.  

Mobile banking eliminates the need for face-to-face interactions. In addition, the inclusion of 

sensitive personal information makes an already dangerous scenario even more so. Another 

factor that has a significant role in determining adoption behaviour is the age of the child who 

may be adopted. Recent studies have shown that individuals of younger generations are more 

likely to make use of mobile banking than those of older generations. Some of the elements 

that have a direct influence on whether or not mobile banking is adopted and used include 

cultural differences, the availability of suitable places, and a user's degree of literacy. In 

addition, illiteracy and a lack of knowledge can be an impediment, since those who lack 

education and literacy may have trouble utilizing more complex forms of technology, such as 

smart phones and personal digital assistants (PDAs). Additionally, issues like as a perceived 

risk to security and a lack of confidence are working against its mainstream acceptance. This 

is impeding its widespread implementation. Customers who are fearful of the impact that new 

technologies may have on their lives may be dissuaded from adopting self-service 

technologies, which in turn impedes their ability to learn about new technology. 

The mobile banking system faces a few different challenges that are peculiar to it and are 

difficult to anticipate. It is a huge obstacle to overcome in order to put an end to fraudulent 
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activities. The bank is compelled to verify the identities of the mobile users making 

transaction requests in order to comply with regulatory requirements. When it comes to user 

authentication, the "Personal identification number" (PIN) and the "One time password" 

(OTP) are the two techniques that are used the most frequently. In addition, the provision of 

mobile banking services is not governed by a single international standard that is universally 

applicable. As a direct consequence of this, the framework and operating systems of banks in 

various nations may look very different from one another. Despite the many benefits that it 

has to offer, the mobile banking industry has had a difficult time gaining traction in the 

majority of developing countries. Concerns around personal safety and trustworthiness are 

the key impediments preventing a greater number of individuals from adopting mobile 

banking. It is possible that mobile banking applications will not be able to interact with one 

another in a seamless manner because there are no standards that are universally approved. 

Android, iOS, and Microsoft's Windows phone are just a few examples of the many mobile 

operating systems that can be found in today's smartphones. Additionally, the bulk of mobile 

devices have restricted software and hardware capabilities, in addition to screens that are far 

smaller than those seen on desktop computers. Mobile applications ought to be built in such a 

way as to make it possible for users to interact with one another in a productive manner. This 

is because of the fact that mobile devices are becoming increasingly common. 

FINDINGSANDDISCUSSIONS 

Aspects of the Respondents' Composition in Terms of Their Demographics 

Table1: The comments from those that participated, divided down according to gender 

Gender Frequency Percentage 

MALE 90 45 

FEMALE 110 55 

TOTAL 200 100 

                                         Source:Primarydata 

It was necessary to select a total of 200 sample respondents in order to meet the prerequisites 

of the study. Of these, 90 of the sample respondents were male (representing 45% of the 

total), and 110 of the sample respondents were female (representing 55% of the total). 

Table 2: The Age Distributions of Those Respondents Who Make Use of Mobile 

Banking 

AgeGroup Frequency Percentage 

21-30 75 37.5 

31-40 65 32.5 

41-50 40 20 

50 andabove 20 10 

                                          Source: Primary data  
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Table 2 presents the age distribution of the respondents who make use of mobile banking. 75 

respondents, or 37.5%, of mobile banking customers fall within the age range of 21 to 30 

years old, 65 respondents, or 32.5%, between age 31 to 40 years old, 40 respondents, or 

20%, were between age 41 to 50 years old, and 20 respondents, or 10%, were in between 

age 50 years and older.  

Table 3: Education and professional experience levels of those who responded to the 

survey 

EducationalQu

alification 

Frequency Percentage 

UnderGraduate 16 8 

Graduate 100 50 

PostGraduate 64 32 

Others 20 10 

Total 200 100 

                                        Source: Primary  

Data The respondents' educational backgrounds are broken down in Table 3, which can be 

seen further down this page. There was a total of 200 people who filled out the survey, and 

8% of them belonged to the category of under graduate, 50% to the category of graduate, 

32% to the category of post graduate, and 10% to some other category.  

Table 4: The positions occupied by the respondents within the labour market 

Employment 

Status 

Frequenc

y 

Percentag

e 

Student 20 10 

Self 

employed/busin

ess 

50 25 

Public sector 

service 

60 30 

Private sector 

service 

40 20 

Professional 30  15  

Total 200  100  

Source: Primary 
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Twenty percent are employed in the private sector, fifteen percent are engaged in 

professional activities, ten percent are students, and twenty-five percent are self-employed or 

engaged in business activities. 

Table 5: Monthly income that respondents were able to secure for themselves 

Income Frequency Percentage 

Under20,000 30 15 

20,000- 

40,000 

40 20 

40,000- 

60,000 

60 30 

60,000- 

80,000 

50 25 

80,000 

andabove 

20 10 

Total 200 100 

                                        Source:Primarydata 

Table 5 provides an in-depth breakdown of the respondents' typical monthly income. 15% of 

respondents had income less than 20,000 dollars, 20% had income between  20,000 to 

40,000 dollars, 30% had income between  40,000 to 60,000 dollars, 25% had income 

between  60,000 to 80,000 dollars, and 10% of respondents had income greater than 80,000 

dollars. 

An investigation on the thoughts and feelings of mobile banking customers 

The preferences and perceptions of customers in relation to mobile banking are going to be 

dissected, examined, and interpreted in this section of the essay. One hundred percent of the 

respondents in the population that was surveyed owned and used mobile phones. One 

hundred percent of the respondents had accounts in their respective banks. The overall 

number of respondents who provided positive feedback was high, and among those 

respondents, 83.9% of them also recommended mobile banking to others. It was discovered 

that factors such as age and educational qualification had a greater impact on the utilisation 

of mobile banking among the population that was questioned, whereas it was discovered that 

factors such as employment status and monthly family income had no impact at all on the 

utilisation of mobile banking. For instance, in comparison to respondents who were below 

20 years of age and respondents who were over 50 years of age, respondents in the age 

group of (21-40) years were more likely to use mobile banking. It was shown that there was 

no significant difference between people aged 41 and 50 in the group that was studied. In 

addition, it was found that people with higher educational credentials were more likely to 

accept the utilisation of mobile banking in comparison to people with educational levels that 

were significantly lower. This was found to be the case when comparing two groups of 

people with significantly different educational levels. The charts and table that are presented 

below will provide a deeper understanding of the results of the survey, which were based on 
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the individual responses of members of the population sample regardless of whether they 

supported or opposed the mobile banking system. The results were based on the individual 

responses of members of the population sample. 

 
FIGURE 1: The proportion of advantages gained by utilising mobile banking services 

Among the total of 200 people who participated in the survey, 145 of them were using 

mobile banking services and were also actively engaged in making use of its advantages. 

According to the results of the poll, 145 people said they regularly use mobile banking 

services.  

According to the findings of the survey, 145 respondents indicated that they make frequent 

use of services related to mobile banking. Figure 1 presents the percentage of individuals 

that have a positive response to this question and is based on the responses received.  

 

Table 6: The Respondents' Reasons for Using Mobile Banking: Factors That Affect 

Their Decisions 

Factors Responses 

 R1 R

2 

R

3 

R

4 

R5 R

6 

Total 

TimeSaving 40 50 36 30 27 1

7 

200 

CostEffective 35 45 50 35 20 1

5 

200 

Convenience & Comfort 60 45 35 25 20 1

5 

200 

User friendly 

Interface 

35 25 20 45 50 2

5 

200 

24*7 

availability & accessibility 

45 30 40 50 20 1

5 

200 

Satisfactory level of data 

& information 

25 20 25 35 45 5

0 

200 

 

To clarify, rankings 1, 2, and 6 are denoted as R1, R2, R3, R4, R5, and R6 respectively. The 

chart that was just presented demonstrates that there are six potential elements that have an 

effect on mobile banking, all of which were taken into consideration. These aspects include 
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the ability to save time and money, to provide ease and comfort, to have an interface that is 

easy to use, to be available and accessible twenty-four hours a day, and to have an adequate 

quantity of data and information. It was asked of the respondents how they would rank the 

six factors that are given here that have an impact on their use of mobile banking and how 

they responded with their rankings. The table contains all of this information for your 

perusal. The greatest number of respondents, fifty, placed the topic's user-friendliness in 

fourth place; the same number of respondents, fifty, placed the topic's abundance of data and 

interpretation in fifth place. This item has been placed at number six by a maximum of fifty 

people's rankings. The following is a list of the factors that, according to the findings of the 

analysis, influence the decisions of consumers to use mobile banking: rank first for ease of 

use, second for minimising wasted time, third for minimising financial burden, and fourth 

for making resources readily available and easily accessible. Open twenty-four hours a day, 

seven days a week, ranks fifth for its user-friendly interface, and ranks sixth for its sufficient 

quality of data and interpretation. 

FINDINGS AND SUGGESTIONS  

Even respondents who did not make use of the product exhibited interest in learning about 

its benefits and the various ways it could be applied. As a result, financial institutions have a 

responsibility to their clients to take the effort to educate them about the benefits of using 

mobile banking services. This can be accomplished through a variety of channels, including 

commercials, booklets, demo fares, and so on. Customers will have the perception that they 

are well informed as a result of this, which will encourage them to take advantage of the 

benefits that mobile banking has to offer. 

• In this context, service providers should endeavor to develop confidence with 

their customers by making it easier for their customers to make arrangements for 

high-tech security systems. This can be accomplished by making the process of 

acquiring high-tech security systems more accessible. 

• The key focuses should be the development of the utility of the system, 

improvements to the user-friendly interface, the creation of confidence, the reduction 

of dangers linked, and the lowering of costs. 

• Since perceived cost is also just as essential as that of perceived utility, the 

study suggests that promotional pricing policies be established. 

CONCLUSION 

As a result of the study that was presented earlier, one can arrive at the following 

conclusion: mobile banking has a significant potential for ensuring the smooth operation of 

financial transactions and other banking operations, which can ultimately result in massive 

financial growth at a significantly reduced cost. It is rapidly transforming the way people all 

around the world carry out their financial transactions. Because time is such an essential 

factor, most people believe that it is more convenient to conduct their business using their 

smartphones or tablets from the comfort of their own homes rather than waiting in line at the 

bank. This is because banks typically have long lines. Customers will find that using mobile 

banking platforms is not only more cost effective in comparison to the traditional or offline 

mode of banking, but it is also more convenient for them to use. There is a reduction in 

costs, an improvement in convenience, and a time savings. The preferences of consumers are 

constantly evolving as time passes from one point in history to the next. Therefore, in order 
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to realize the benefits of mobile banking and to achieve the goal of inclusive growth, it 

should be made available to the general populace in remote and outlying areas of the 

country. This is necessary in order to realize the benefits of mobile banking and to 

accomplish the goal of inclusive growth. In order to achieve this objective, all relevant 

stakeholdersand banks, will need to exert a significant amount of effort in order to ensure 

that mobile banking services are accessible to customers at all income levels and in all 

geographic locations, including metropolitan areas, cities, towns, and rural areas. It is 

essential to increase awareness of mobile banking services if one wants to see an increase in 

the number of people who are able to take use of the benefits that are made available by 

these services. This is because mobile technology delivers an additional benefit and 

convenience to existing bank clients. As a result of the study that was presented earlier, one 

can arrive at the following conclusion: mobile banking has a significant potential for 

ensuring the smooth operation of financial transactions and other banking operations. It is 

rapidly transforming the way people all around the world carry out their financial 

transactions. Because time is such an essential factor, most people believe that it is more 

convenient to conduct their business using their smartphones or tablets from the comfort of 

their own homes rather than waiting in line at the bank. This is because banks typically have 

long lines. Customers will find that using mobile banking platforms is not only more cost 

effective in comparison to the traditional or offline mode of banking, but it is also more 

convenient for them to use. There is a reduction in costs, an improvement in convenience, 

and a time savings. The preferences of consumers are constantly evolving as time passes 

from one point in history to the next. Therefore, in order to realize the benefits of mobile 

banking and to achieve the goal of inclusive growth, it should be made available to the 

general populace in remote and outlying areas of the country. This is necessary in order to 

realise the benefits of mobile banking and to accomplish the goal of inclusive growth. In 

order to achieve this objective, all relevant stakeholders will need to exert a significant 

amount of effort in order to ensure that mobile banking services are accessible to customers 

at all income levels and in all geographic locations, including metropolitan areas, cities, 

towns, and rural areas. It is essential to increase awareness of mobile banking services if one 

wants to see an increase in the number of people who are able to take use of the benefits that 

are made available by these services. This is because mobile technology delivers an 

additional benefit and convenience to existing bank clients.. 
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