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Abstract

Digital banking has become a key component of financial inclusion in rural India, driven by rapid technological advancement and national digital initiatives. This study examines the relationship between digital banking service quality dimensions and customer satisfaction among rural users of public and private sector banks in Hisar district, Haryana. A total of 120 respondents—20 from each of six rural bank branches—were surveyed using a structured questionnaire covering demographic details, service quality attributes and satisfaction indicators. The analysis included Weighted Mean Scores (WMS), Average Weighted Mean Scores (AWMS), overall satisfaction analysis and a t-test to compare satisfaction levels between public and private banks.
Findings reveal that private sector banks outperformed public sector banks in most service dimensions, including responsiveness (AWMS = 3.78), reliability (3.79) and tangibles (3.46). Public banks, however achieved higher scores in security and assurance (AWMS = 4.12 and 3.95, respectively). Customer satisfaction results indicate that private bank users reported higher overall satisfaction (mean = 3.82) compared to public bank users (mean = 3.54), supported by a statistically significant t-test result (p = 0.008). Private bank customers experienced greater satisfaction in transaction speed, customer support and service quality, while public bank customers expressed stronger confidence in data security. Overall, the study highlights distinct strengths of both sectors and underscores the need for enhanced digital infrastructure, improved service efficiency and stronger customer-focused digital support in rural areas.
Keywords: Digital Banking, Service Quality, Customer Satisfaction, Public and Private Sector Banks
Introduction
Digital banking has transformed the Indian financial sector by enabling customers to access banking services instantly through online and mobile platforms. With rapid technological advancement and government initiatives such as Digital India and Jan Dhan Yojana, the adoption of digital banking has expanded significantly across urban and rural regions. Rural customers, who traditionally depended on branch-based banking, now increasingly use digital services for transactions, fund transfers, bill payments and account management (RBI, 2023). As a result, service quality in digital banking has emerged as a crucial determinant of user satisfaction, trust and continued usage. Service quality in the digital environment differs significantly from traditional banking because customers rely more on system efficiency, platform design, responsiveness, privacy and security instead of face-to-face interactions. Several studies highlight that dimensions such as ease of use, reliability, security, responsiveness and convenience strongly influence customer satisfaction in e-banking services (Sudeep & Mahesh, 2022; Gupta & Yadav, 2021). In rural areas, the effectiveness of digital banking services largely depends on accessibility, clarity of digital interfaces, language simplicity and timely customer support. Public and private sector banks in India differ significantly in their digital infrastructure, leading to varied user experiences among rural customers (Kaur & Arora, 2020).
Understanding customer satisfaction with digital banking is particularly important in rural regions, where disparities in technological exposure, internet connectivity and digital literacy may influence perceptions of service quality. Research has shown that rural customers tend to prioritize security and trust when choosing digital platforms, while younger users focus more on convenience, speed and efficiency (Khandelwal & Patel, 2023). Private sector banks are often perceived to provide faster, smoother, and more user-friendly digital services, whereas public sector banks are known for stronger security assurance and trust due to their long-standing reputation (Mehta & Sharma, 2021). The findings provide valuable insights for improving digital banking services in rural India by highlighting user expectations, perceived service quality and satisfaction levels. This study contributes to the growing literature on rural digital banking and supports policymakers and banks in enhancing digital financial inclusion.
Methodology
The study was conducted across six rural banks in the Hisar district- three from the public sector (located in Kaimri, Dabra and Satrod villages) and three from the private sector (situated in Balsamand, Mangali and Aryanagar). From each bank, twenty rural customers who actively used digital banking services were selected, resulting in a total sample size of 120 participants. Data was collected through a structured questionnaire comprising two main sections: demographic information and service quality characteristics. To evaluate rural customer satisfaction with digital banking services,  Five-Point Likert scale, ranging from “strongly disagree” (1) to “strongly agree” (5), was used to examine the relationship between various dimensions of digital banking service quality and customer satisfaction.
Results and Discussion 
The analysis of Table 1 highlights the service quality of digital banking experienced by rural customers of private and public sector banks across seven key dimensions. In Ease of Use/Convenience, both private and public bank customers rated performing most banking activities from home highest (WMS = 3.68 private; 3.65 public, Rank I), indicating strong appreciation for the convenience of digital banking. The AWMS was slightly higher for private banks (3.57) than public banks (3.53), showing comparable user satisfaction.In the dimension of security and trust, public sector banks scored significantly higher (AWMS = 4.12) than private sector banks (AWMS = 3.58), indicating greater confidence in the security of financial data and personal information. For instance, public bank users ranked data security with the highest WMS of 4.20 (Rank I) compared to 3.68 (Rank I) in private banks.In Responsiveness/Customer Support, private bank customers had a much higher AWMS (3.78) than public bank customers (3.21), reflecting better perceptions of prompt, efficient, and helpful support and timely issue resolution.Regarding Reliability, private bank users again reported higher satisfaction (AWMS = 3.79) compared to public bank users (AWMS = 3.40). Both groups valued performing activities from home and reliable service during peak hours, but public bank customers experienced more service interruptions.For Assurance, public bank users scored higher (AWMS = 3.95) than private bank users (AWMS = 3.59), with security features being particularly reassuring (WMS = 4.00).In the Empathy dimension, private bank customers reported slightly higher AWMS (3.60) than public bank users (3.36), indicating better perceptions of personalized services and understanding of customer needs.Finally, in the dimension of tangibles, referring to the design and features of digital platforms, private banks again showed better 
performance (AWMS = 3.46) than public banks (AWMS = 3.14). Private sector users gave the highest rating to the smooth functioning of the mobile app (WMS = 3.56, Rank I), whereas public bank users gave the top rating to clarity of instructions (WMS = 3.23, Rank I).Overall, the findings suggest that rural customers perceive private sector banks to provide better digital banking service quality in most dimensions particularly in responsiveness, reliability and tangibles while public sector banks are perceived to offer stronger assurance and security in their digital services.
Table 1: Service quality of digital banking experienced by rural customers of private and public sector banks	(N=120)
	Dimensions
	Private Bank
	Public Bank

	
	WMS
	Rank
	WMS
	Rank

	1) Ease of Use / Convenience

	Digital banking platform easy to use.
	3.58 
	II
	3.48
	II

	Digital banking allows me to perform most of banking activities from the comfort of home.
	3.68 
	I
	3.65
	I

	Using digital banking is more convenient than visiting a physical bank branch.
	3.46 
	III
	3.65
	I

	Can complete banking tasks (e.g., bill payments, transfers) quickly through digital banking.
	3.58 
	II
	3.35
	III

	AWMS
	3.57
	
	3.53
	

	2) Security and Trust

	Financial data is secure when using digital banking.
	3.68
	I
	4.20
	I

	Believe the security features of digital banking protect from fraud.
	3.51 
	III
	4.03
	III

	Feel confident that bank takes appropriate measures to protect personal information online.
	3.55
	II
	4.15
	II

	AWMS
	3.58
	
	4.12
	

	3) Responsiveness / Customer Support

	Easily contact customer support when facing issues with digital banking.
	3.50 
	V
	3.30
	II

	Customer support responds promptly to inquiries about digital banking.
	3.91 
	I
	3.26
	III

	Customer support for digital banking services is efficient and helpful.
	3.80 
	IV
	2.95
	V

	The digital banking platform responds quickly to requests (e.g., fund transfers, balance checks).
	3.81 
	III
	3.20
	IV

	Face issues with digital banking, received timely updates on the resolution.
	3.90 
	II
	3.35
	I

	AWMS
	3.78
	
	3.21
	

	4) Reliability of Services

	Not faced issues with service interruptions while using digital banking.
	3.83
	II
	3.06
	IV

	Can rely on digital banking services to complete transactions without errors.
	3.60
	IV
	3.30
	III

	Digital banking services are reliable even during peak hours (e.g., bill payment deadlines).
	3.68
	III
	3.65
	I

	Digital banking platform allows me to perform most of banking activities from home.
	4.05
	I
	3.60
	II

	AWMS
	3.79
	
	3.40
	

	5. Assurance (Trust and Confidence)

	Trust that transactions are secure when using digital banking.
	3.70
	I
	3.93
	II

	Feel confident that personal data is protected while using digital banking.
	3.67
	II
	3.93
	II

	Security features (e.g., encryption, two-factor authentication) are reassuring.
	3.43
	III
	4.00
	I

	AWMS
	3.59
	
	3.95
	

	6. Empathy (Personalized Service)

	Digital banking platform provides personalized services tailored to needs.
	3.62
	I
	3.28
	III

	Feel that bank understands and addresses unique needs when using digital banking.
	3.57
	II
	3.50
	I

	Customer support understands problems and provides personalized solutions when need assistance.
	3.62
	I
	3.32
	II

	AWMS
	3.60
	
	3.36
	

	7) Tangibles (Platform Design and Features)

	Digital banking platform is user-friendly and easy to navigate.
	3.48
	II
	3.15
	II

	Mobile app of my bank is well-designed and runs smoothly without glitches.
	3.56
	I
	3.06
	III

	Digital banking platform offers clear instructions and easy access to banking features.
	3.36
	III
	3.23
	I

	AWMS
	3.46
	
	3.14
	


	
The analysis of table 2, customer satisfaction dimensions for digital banking services revealed several insights, ranked by their weighted means (WMS).The highest-ranked dimension was "Feels expectations are met when using digital banking services," which received a WMS of 3.65 for both private and public banks, indicating that customers felt their expectations were largely fulfilled. AWMS for overall satisfaction was 3.54 for private and 3.50 for public banks.In terms of service quality, private bank users reported higher satisfaction with transaction speed, reliability and service quality (AWMS = 4.14) compared to public bank users (AWMS = 3.38). For usability and accessibility, private banks ranked first for ease of using the digital banking platform (WMS = 3.77), closely followed by public banks (WMS = 3.75), with AWMS of 3.71 and 3.76, respectively. Regarding customer support, private bank customers were more satisfied (AWMS = 4.09) than public bank users (AWMS = 3.21), reflecting better responsiveness and helpfulness.
Conversely, security and trustwere rated higher by public bank customers (AWMS = 4.11) than private bank users (AWMS = 3.64), with top dimensions including confidence in data security (WMS = 4.16 public; 3.68 private) and satisfactory security features (WMS = 4.13 public; 3.65 private).In the convenience and accessibility category, the dimension "Can perform most banking tasks (e.g., transfers, bill payments) from home" ranked first for private banks with a WMS of 3.82, while public banks scored 3.67. AWMS for convenience and accessibility was 3.70 and 3.69 for private and public bank respectively. In the speed and efficiency dimension, the dimension "Can complete most banking tasks quickly using digital banking" ranked first for private banks with a WMS of 4.21, while public banks scored lower at 3.30. AWMSfor speed and efficiency was 4.16 and 3.32 for private and public bank respectively. Regarding satisfaction with digital banking features, the dimension “Digital banking platform provides features that meet my banking needs” ranked first private banks with a WMS of 3.70,while public banks scored lower at 3.60. AWMSfor satisfaction with digital banking features was 3.62 and 3.35 for private and public bank respectively.Overall, the findings indicate that private bank customers experienced higher satisfaction in most operational and service-related dimensions, while public bank customers showed greater confidence in security and accessibility, reflecting differing strengths in digital banking services between the two sectors.
Table 2: Customer satisfaction about digital banking among rural customers of private and public sector banks
	Dimensions of Satisfaction
	Private Bank
	Public Bank

	
	WMS
	Rank
	WMS
	Rank

	1. Overall Satisfaction

	Satisfied with overall experience using digital banking.
	3.47
	III
	3.41
	III

	Recommend bank's digital banking services to others.
	3.52
	II
	3.45
	II

	Feels expectations are met when using digital banking services.
	3.65
	I
	3.65
	I

	AWMS
	3.54
	
	3.50
	

	2. Service Quality

	Quality of services receive through digital banking meets the needs.
	4.13
	II
	3.33
	II

	Satisfied with the speed of transactions on the digital banking platform.
	4.18
	I
	3.50
	I

	Digital banking services are reliable and consistent.
	4.11
	III
	3.33
	II

	AWMS
	4.14
	
	3.38
	

	3. Usability and Accessibility

	Find it easy to use bank digital banking platform.
	3.77
	I
	3.75
	II

	Can easily access and use digital banking services whenever need them.
	3.73
	II
	3.96
	I

	Mobile app is easy to navigate and user-friendly.
	3.63
	III
	3.58
	III

	AWMS
	3.71
	
	3.76
	

	4. Customer Support

	Satisfied with the customer support provided for digital banking issues.
	4.08
	II
	3.26
	I

	Customer support is available and responsive when face issues with digital banking.
	4.21
	I
	3.25
	II

	Receive helpful assistance from customer support when needed.
	4.00
	III
	3.13
	III

	AWMS
	4.09
	
	3.21
	

	5. Security and Trust

	Feel confident that financial data is secure when using digital banking.
	3.68
	I
	4.16
	I

	Security features (e.g., two-factor authentication, encryption) are satisfactory.
	3.65
	II
	4.13
	II

	Trust the digital banking platform with personal and financial information.
	3.60
	III
	4.06
	III

	AWMS
	3.64
	
	4.11
	

	6. Convenience and Accessibility

	Find digital banking to be more convenient than visiting a physical bank branch.
	3.72
	II
	3.8
	I

	Can perform most of banking tasks (e.g., transfers, bill payments) from home.
	3.82
	I
	3.67
	II

	Can access digital banking services at any time, even outside of regular banking hours.
	3.58
	III
	3.6
	III

	AWMS
	3.70
	
	3.69
	

	7. Speed and Efficiency

	Transactions through digital banking are processed quickly and efficiently.
	4.06
	II
	3.31
	II

	Can complete most banking tasks quickly using digital banking.
	4.21
	I
	3.30
	III

	Satisfied with the speed of digital banking services 
	4.21
	I
	3.35
	I

	AWMS
	4.16
	
	3.32
	

	8. Satisfaction with Digital Banking Features

	Satisfied with the variety of services available through digital banking 
	3.56
	III
	3.48
	II

	Digital banking platform provides features that meet my banking needs.
	3.70
	I
	3.06
	III

	Digital banking services provide enough functionality to handle my everyday banking activities.
	3.61

	II
	3.51
	I

	AWMS
	3.62
	
	3.35
	



The analysis of table 3 customer satisfaction about digital banking services shows that private bank customers reported higher overall satisfaction with digital banking (mean = 3.82) compared to public bank customers (mean = 3.54). Private banks also exhibited lower variance (0.06) and standard deviation (0.25), indicating more consistent satisfaction levels, while public banks showed greater variability (variance = 0.09, SD = 0.29). Overall, rural customers were generally more satisfied with private banks’ digital banking services, whereas satisfaction among public bank users was more dispersed.
Table 3: Customer satisfaction about digital banking among rural customersof private and public sector banks
	Bank Type
	Overall Mean
	Overall Variance
	Overall Standard Deviation

	Private Bank
	3.82
	0.06
	0.25

	Public Bank
	3.54
	0.09
	0.29



Fig 1 Customer satisfaction about digital banking among rural customers
Table 4 depicted that, overall private banks achieved a higher mean customer satisfaction score (3.82) than public banks (3.54), a difference confirmed as statistically significant (p = 0.008). This suggests rural customers generally perceive private digital banking services as more efficient, responsive and satisfying.
Table 4. Overall customer satisfaction towards public and private sector banks 
	Comparison Groups
	Mean Score (Private Bank)
	Mean Score (Public Bank)
	T-Statistic
	P-Value
	Significance Level
	Conclusion

	Customer Satisfaction Score
	3.828
	3.543
	2.878
	0.008
	0.05
	Significant difference; Private Banks perform better



Conclusion

The study concludes that digital banking has significantly improved service accessibility for rural customers; however, their satisfaction levels vary notably between public and private sector banks. Private banks demonstrated stronger performance across key digital service dimensions such as responsiveness, reliability, convenience and transaction efficiency, leading to higher overall customer satisfaction (mean = 3.82). In contrast, public sector banks were rated higher in security, trust and assurance, reflecting customers’ long-standing confidence in the safety of government-linked banking systems.
The significant statistical difference (p = 0.008) between the satisfaction levels of private and public bank customers indicates that service quality attributes play a crucial role in shaping the digital banking experience. While private banks need to strengthen security frameworks and trust-building measures, public banks should focus on improving response time, user interface quality and overall service consistency. Enhancing digital literacy among rural users, improving network reliability, and providing proactive customer support can further boost satisfaction levels. The findings offer valuable insights for policymakers and banks aiming to advance digital financial inclusion and improve service quality in rural India.
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