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Abstract—This review paper explores customer 

satisfaction concerning e-banking services offered by 

public sector banks (PSBs) in Himachal Pradesh. The 

rapid digitization of banking services has transformed 

customer interactions with financial institutions, 

particularly in rural and semi-urban areas. This paper 

synthesizes existing literature, surveys, and case studies 

to assess the factors influencing customer satisfaction, 

challenges faced by users, and the overall impact of e-

banking on service delivery in the region. Additionally, it 

presents a framework for improving customer 

experiences in e-banking. 

 

 

 

 

 

I. INTRODUCTION 

 

E-banking, or electronic banking, refers to the use of 

online platforms to conduct banking transactions. It 

has become essential in providing customers with 

convenient access to banking services anytime and 

anywhere. In India, particularly in Himachal Pradesh, 

public sector banks have embraced e-banking to 

enhance service delivery and customer engagement. 

As these banks transition to digital platforms, 

understanding customer satisfaction becomes crucial 

for their sustained growth and competitiveness. This 

paper aims to review the factors influencing customer 

satisfaction with these services and to identify 

potential areas for improvement. 

II. LITERATURE REVIEW 

 

N

o. 

Author(s) Year Methodology Key Findings Implications 

1. Sharma & 

Gupta 

2020 Survey (200 

respondents) 

High satisfaction due to user-friendly 

interfaces 

Need for regular updates to 

maintain satisfaction 

2. Singh et 

al. 
2021 

Interviews with 

bank staff 

Staff training positively impacts 

customer satisfaction 

Emphasize ongoing training 

programs 

3. Verma & 

Joshi 
2019 Case study 

Enhanced convenience increases 

overall satisfaction 

Investment in technology is 

crucial 

4. 
Bansal & 

Kumar 
2022 

Questionnaire 

(300 

respondents) 

Security concerns negatively affect 

satisfaction 

Focus on improving security 

features 

5. Mehta & 

Thakur 
2021 

Focus group 

discussions 

Customers appreciate personalized 

services 

Develop more tailored banking 

solutions 

6. 
Singh & 

Rani 
2020 

Online survey 

(150 

respondents) 

Availability of services is a key 

satisfaction driver 
Expand service availability hours 

7. Choudhar

y 
2023 

Comparative 

analysis 

Public sector banks lag behind private 

banks in satisfaction 

Benchmark against private banks 

to improve services 

8. Yadav & 

Saini 
2021 

Descriptive 

statistics 

Positive correlation between ease of use 

and satisfaction 
Simplify user interfaces 

9. Joshi & 

Verma 
2022 Mixed methods Trust in banks enhances satisfaction 

Strengthen customer trust 

through transparency 
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10

. 

Kapoor & 

Singh 
2020 

Longitudinal 

study 

Increased usage of e-banking leads to 

higher satisfaction 

Promote usage through 

awareness campaigns 

11

. 
Bhardwaj 2023 

Survey (100 

respondents) 

Older demographics are less satisfied 

due to technology gap 

Provide training for older 

customers 

12

. 

Kumar & 

Nair 
2019 Case study 

High satisfaction with mobile banking 

features 

Invest in mobile app 

enhancements 

13

. 

Thakur & 

Sharma 
2021 

Cross-sectional 

study 

Customer support is a critical 

satisfaction factor 

Enhance customer support 

services 

14

. 

Jain & 

Mehta 
2022 

Focus group 

discussions 

Customers desire more digital payment 

options 

Introduce diverse digital payment 

methods 

15

. 

Sood & 

Rawat 
2020 

Survey (250 

respondents) 

Overall satisfaction remains high but 

varies by region 

Customize services based on 

regional needs 

16

. 

Gupta & 

Saini 
2023 

Qualitative 

interviews 

Digital literacy impacts customer 

satisfaction significantly 

Implement digital literacy 

programs 

17

. 
Negi & 

Bhatt 
2021 

Online survey 

(180 

respondents) 

Quick transaction processing is vital for 

satisfaction 
Streamline transaction processes 

18

. 

Awasthi & 

Singh 
2022 Case study 

Loyalty programs enhance customer 

satisfaction 

Develop effective loyalty 

initiatives 

19

. 

Chandel 

& Khanna 
2020 

Survey (120 

respondents) 

Mixed feelings on fees associated with 

e-banking 

Review fee structures to ensure 

customer satisfaction 

20

. 

Rathi & 

Jain 
2021 

Longitudinal 

analysis 

Consistency in service delivery is key 

to satisfaction 

Standardize service delivery 

across branches 

21

. 

Yadav & 

Singh 
2023 

Comparative 

empirical 

analysis 

State Bank of India (SBI) demonstrates 

smoother implementation and higher 

digital customer engagement compared 

to Punjab National Bank (PNB). 

PNB and smaller public sector 

banks must revamp deployment 

frameworks to mirror successful 

execution models. 

22

. 

Chaudhar

y 
2024 

Post-pandemic 

usage survey 

Digital banking adoption surged 

drastically post-pandemic; customer 

satisfaction in semi-urban areas relies 

heavily on active customer education 

programs. 

Public sector branches in regions 

like Himachal Pradesh must scale 

up physical-digital hybrid 

literacy desks. 

23

. 

Sharma & 

Jain 
2024 

Quantitative 

assessment 

High user satisfaction observed 

specifically with standalone mobile 

banking ecosystems, local ATM uptime, 

and basic in-app safety protocols. 

Public sector banks should 

maintain high investment in 

stabilizing native smartphone 

applications. 

24

. 

Kumar & 

Sen 
2025 

Mixed-methods 

field study 

Network connectivity issues in hilly 

terrains significantly drop customer 

satisfaction; alternative offline-sync or 

low-bandwidth digital features are 

highly requested. 

Technical infrastructure must be 

optimized for low-connectivity 

zones, a crucial factor for the 

geography of Himachal Pradesh. 

25

. 

Mishra & 

Devi 
2025 

Survey (220 

respondents) 

Regional customer trust increases when 

regional/vernacular languages are 

supported on digital banking kiosks and 

mobile portals. 

Integrate local language options 

in application user interfaces to 

bridge the rural-urban 

satisfaction gap. 

26

. 
Saleem 2026 

Empirical 

survey (430 

digital banking 

users) 

Private sector competitors still 

outperform public sector banks in core 

digital service quality, transparency, and 

administrative agility, though public 

banks score higher on cost-

effectiveness. 

Public sector banks must 

streamline their digital grievance 

redressal mechanisms to match 

private sector agility without 

losing their cost advantage. 

27

. 

Ahluwalia 

et al. 
2026 

Mean score & 

gap analysis 

24/7 server availability and 

uninterrupted transactional access rank 

Shift IT infrastructure focus from 

aesthetic UI upgrades to core 
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as the single highest drivers of customer 

perception and overall satisfaction. 

system architecture to guarantee 

maximum website/app uptime. 

 

The expanded literature review presents a 

comprehensive timeline tracking customer satisfaction 

concerning e-banking services in public sector banks, 

with special relevance to developing and semi-urban 

landscapes like Himachal Pradesh. 

While early research (2019–2022) established 

foundational expectations around user-friendly 

interfaces, basic security, and fundamental customer 

support, the subsequent wave of research leading up to 

2026 highlights a clear evolutionary shift. 

Contemporary findings emphasize that the post-

pandemic digital migration has made 24/7 structural 

availability, low-bandwidth optimization for difficult 

terrains, and rapid digital grievance redressal the true 

differentiators of service quality. The data suggests 

that for public sector banks to remain competitive 

against aggressive private sector counterparts, they 

must move beyond general technology 

implementation and focus heavily on localized digital 

literacy, application uptime stability, and transparent, 

rapid-response customer service ecosystems 

2.1 E-Banking Services 

E-banking encompasses various online banking 

services, including: 

• Fund Transfers: Immediate transfers using NEFT, 

RTGS, and IMPS. 

• Bill Payments: Easy payment mechanisms for 

utilities and services. 

• Account Management: Access to account 

statements, balances, and transaction histories. 

• Mobile Banking: Banking services accessible 

through mobile applications. 

The shift towards digital banking platforms has 

necessitated a re-evaluation of customer satisfaction 

metrics, which are influenced by service quality, user 

experience, and technological efficiency. 

 

2.2 Customer Satis1faction 

Customer satisfaction in the banking sector is 

multifaceted and can be influenced by numerous 

factors, including: 

• Service Quality: Dimensions such as tangibles 

(physical facilities), reliability, responsiveness, 

assurance, and empathy are essential. 

• User Experience: Factors like ease of use, 

accessibility, and navigation impact customer 

interactions with e-banking platforms. 

• Trust and Security: Concerns about data privacy, 

transaction security, and the integrity of services 

affect customer perceptions. 

• Customer Support: Availability and quality of 

assistance during and after banking transactions 

are critical for customer confidence. 

 

2.3 Public Sector Banks in Himachal Pradesh 

Public sector banks in Himachal Pradesh, including 

Punjab National Bank, Bank of Baroda, and State 

Bank of India, have expanded their e-banking services 

to cater to diverse customer needs. Studies indicate 

that the level of customer satisfaction varies widely 

based on demographic factors, geographical location, 

and technological infrastructure. 

 

III. METHODOLOGY 

 

This review draws on qualitative and quantitative 

studies conducted in Himachal Pradesh, focusing on 

surveys, interviews, and published research from the 

last decade. A systematic approach was employed to 

analyze customer feedback and satisfaction levels, 

including statistical analyses and thematic evaluations 

from various sources. 

 

IV. FACTORS INFLUENCING CUSTOMER 

SATISFACTION 

 

4.1 Service Quality 

High service quality is critical for customer 

satisfaction. Public sector banks in Himachal Pradesh 

have made significant strides in improving the 

reliability and responsiveness of their e-banking 

services. Studies show that customers prioritize the 

reliability of transactions and the speed of service 

delivery. However, gaps remain in areas such as 

system downtime and slow response times during peak 

hours. 
 

4.2 User Experience 

User experience plays a significant role in customer 

satisfaction. Many customers report that ease of 
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navigation and the user interface significantly impact 

their satisfaction. Simplified processes, intuitive 

design, and effective mobile applications are crucial 

for attracting and retaining users. Feedback indicates 

that banks must invest in user-centered design 

practices to enhance usability. 

 

4.3 Trust and Security 

Trust in digital banking is paramount, particularly 

given the increasing incidents of cyber fraud. 

Customers express a need for robust security 

measures, including multi-factor authentication and 

encryption technologies. Transparency regarding data 

protection policies and incident handling also 

contributes to building customer trust. 

 

4.4 Customer Support 

Effective customer support can enhance satisfaction 

levels. Many users have highlighted the importance of 

prompt and knowledgeable assistance, especially 

during technical difficulties. Support channels, such as 

live chat, helplines, and social media, should be 

readily available and responsive to customer inquiries. 

 

4.5 Additional Factors 

• Demographics: Age, education, and digital 

literacy influence customer satisfaction levels. 

Younger, tech-savvy users may have different 

expectations than older customers who are less 

familiar with technology. 

• Geographic Variations: Rural customers often 

face more challenges in accessing e-banking 

services due to limited internet connectivity and 

digital literacy. 

 

V. CHALLENGES 

 

Despite advancements, several challenges persist in 

achieving high customer satisfaction levels: 

• Digital Literacy: A significant portion of the 

population lacks digital literacy, limiting the 

effective use of e-banking services. Banks must 

prioritize educational initiatives to bridge this gap. 

• Infrastructure: Inadequate internet connectivity in 

rural areas hinders the utilization of e-banking 

services. Investment in infrastructure is essential 

to improve access. 

• Resistance to Change: Some customers prefer 

traditional banking methods, resulting in lower 

adoption rates. Understanding customer 

apprehensions and addressing them through 

targeted communication is vital. 

 

VI. CONCLUSION AND RECOMMENDATIONS 

 

The empirical evidence highlights that while public 

sector banks in Himachal Pradesh have successfully 

laid the digital foundation for e-banking, maximizing 

customer satisfaction requires addressing critical 

operational bottlenecks. Service quality, seamless user 

experience, unwavering trust, and robust grievance 

redressal emerge as the primary pillars of customer 

retention. Moving forward, public sector banks cannot 

afford to treat digital banking as a static platform. To 

counteract private sector competition, state-run 

financial institutions must strategically invest in 

localized digital literacy programs, optimize 

application performance for low-bandwidth regions, 

and fortify cybersecurity frameworks. Addressing 

these fundamental challenges will transform e-

banking from a transactional convenience into a 

powerful driver of holistic customer satisfaction and 

brand loyalty. 

 

VII. RECOMMENDATIONS 

 

1. Enhanced Digital Literacy Programs: Targeted 

training for customers to improve confidence in 

using e-banking services should be implemented. 

Workshops and online tutorials can be valuable. 

2. Investment in Technology: Upgrading 

technological infrastructure to ensure reliable 

connectivity, especially in rural areas, will 

enhance service delivery. 

3. Improved Customer Support: Establishing 

dedicated support lines for e-banking issues and 

increasing responsiveness during peak usage 

times can significantly improve customer 

satisfaction. 

4. User-Centric Design: Focusing on user 

experience in app development and website 

design to facilitate ease of use is crucial. Regular 

user testing and feedback mechanisms should be 

established. 

5. Regular Surveys and Feedback Mechanisms: 

Banks should conduct regular customer 
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satisfaction surveys to gauge user sentiment and 

identify areas for improvement continuously. 

6. Security Enhancements: Continuous 

improvement of security features and transparent 

communication about these measures will help 

build trust among customers. 

By implementing these strategies, public sector banks 

in Himachal Pradesh can significantly improve 

customer satisfaction and foster greater trust in e-

banking services. 
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