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Abstract 
Purpose- The purpose of this research is an attempt to classification of satisfaction level with respect to factors 

infusing to digital banking services as a whole.  

Design/methodology/approach- For this empirical study, data was collected through structure questionnaire 

over 1029 customers of banks were considered for the study. Data analysis was conducted through SPSS 21.0 

version, Excel and Descriptive Analysis have been applied to test the hypothesis and draw the conclusions. 

Findings- The model developed is worthy and acceptable for evaluation customer satisfaction for digital 

banking Services and the responses were correctly classified into high or low level of customer satisfaction. 

Research limitations/implications-The main limitation of this paper is that the target sample population has 

been restricted to the customers of four cities of Gujarat namely Ahmedabad, Vadodara, Surat and Rajkot. 

Practical implications-This research envelop an efficient model to evaluate service quality for digital banking 

services by understanding and analyzing factors infusing service quality of digital banking services and 

classification of customer satisfaction. 

Originality/Value-This research evaluate intra-relationships amongst the factors affecting service quality and 

its impact in era of  digital banking and customer satisfaction. 

Keywords-Digital banking, Service quality, Service Quality Factors, Customer Satisfaction 

Paper type- Research Paper 

 

1. Introduction 
Progression of innovation and advancements in the territories of communication, transportation, media and 

registering has made the world smaller village and fueled the globalization in relatively every everyday issue 

beginning from culture to industry. Globalization has opened new entryways for spreading the business over the 

globe. Internet banking is a web entryway or gateway that empowers clients to profit diverse kinds of managing 

an account administrations like making charge installments or payment, exchanging assets and fund from one 

account to other account, interests in various financial instruments and so on.(Pikkarainen, Karjaluoto, and 

Pahnila 2004).  

With the flood in transaction volumes in the worldwide and nearby markets the clients have likewise begun 

adjusting and leaning toward non-conventional ways of banking (Digital Banking) over traditional banking. 

Relatively 51% of Indian bank clients utilize online banking channels. Out of these 51% clients 26% clients 

wants to utilize it through their versatile application like mobile apps or site rather to collaborate with their 

human specialist.  
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(The Economic Times, 28th August 2017). An overview says that in excess of 50 percent of shoppers are 

disappointed with their online banking and mobile application encounter generally in view of fear of concealed 

charges, absence of trust, complicated data gave among others. This is additionally shown by the specific low 

downloads of mobile applications of financial establishments when compared with e-commerce applications 

(DNA 22-Jun-2017). 

 

To redesign and improvise the level of services banks first need to discover the territories of concern and for 

that it winds up important to discover the clients' discernment for the general administration and service quality 

and the level of their satisfaction with the current digital banking services as on date. By contrasting the clients' 

observation and level of satisfaction banks will have the capacity to discover the gap of service quality.  

 

2. Digital Banking 

Historical background 
There are likewise confirmations or notices of banking transaction and exercises since the Vedic time frame 

(2000 BC to 1400 BC) in India. The word charge "Rin – in Sanskrit" has notice in the "Rig Ved". Individuals in 

those days likewise were carrying out exercises of loaning cash. Credit deed was named as "Rin Patra" or "Rin 

Lekha". Indeed "Manu Smrity" likewise says that a sensible man should deposit his cash with a man having a 

place with great family, having great directed, very much familiar with the law, legitimate having numerous 

relatives, well off and fair. It shows that the issues with respect to money deposit and reimbursement had 

accepted a great deal of significance in the ancient times also. It likewise censures usury and considers it a grave 

sin. It likewise settles the minimum and maximum rates of interest for money lenders of that time. In the 

"Arthshastra" written by Kautilya during the time of Maurya line (350 BC to 275 BC) there is notice of word 

"Adesha" which was a written request to his financier wanting him to pay the cash of specified in it to the 

individual, which looks like to the Bill of Exchange" of current period. During the Buddhist time frame, there 

was extensive utilization of these instruments. Vendors in huge towns gave letters of credit to each other (C. 

Gomez, 2008 and A. Chavez, 2005). 

Modern Banking system 
Current Banking was started in the fourteenth Century by the money lenders specialists of Italy. Banca Monte 

dei Paschi di Siena built up in 1472 is the most established bank which is as yet working. At first the Italian 

banks were framed to make and float advances for the neighborhood government just, which began the keeping 

banking activities some place in sixteenth century. The main bank of in the cutting edge frame was "Bank of 

England" built up in 1694. In 1708 the UK government passed act to prohibit issue of bank notes by any bank 

other than Bank of England. Other banking organizations proceeded with their store business wherein 

withdrawals were made on composed demand by the clients. First printed cheque was presented by the Bank of 

England in 1717. Arrangement of business entity for doing banking business was allowed in 1833 which was 

the start of the cutting edge keeping money time. (Zeithaml, et al, 1988) 
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Evolution Digital banking in India  
In India online banking became prevalent as of late as in mid 1990s. The Central Government and Reserve 

Bank of India have been cooperating to advance the computerized banking in the nation. In India, the banks 

offer the accompanying advanced digital banking benefit like, ATM (Automated Teller Machine), Internet 

Banking, Mobile Banking, SMS Banking, Smart Cards, Electronic Clearing services (ECS), Electronic Clearing 

Cards and Electronic Fund Transfer (EFT).(Krishna Priya A.s) 

Digital banking services ATM and EFT picked up interest quick. Today when a customer opens a bank account 

in a public sector or private sector bank, ATM card is issued of course. ECS and EFT changed the essence of 

payment framework in India. After these advanced digital banking services, came the period of mobile banking 

and internet banking i.e digital banking. In spite of the fact that the highlights of Internet banking system and 

additionally Mobile banking system pulled in more clients and is an explanation behind the wide 

acknowledgment of digital banking in India. Indian Banking framework is appeared in the beneath figure.RBI is 

known as the Central Bank of India which controls and supports different banking and financial institutional 

activities.(Ghost, D. S) 

Current Scenario of technology and banking system in India 
According to the figures distributed on The Prime Minister's site, there were more than 72 crore transaction 

done utilizing mobile banking in the financial year 2016-17 against 9.47 crore mobile banking transaction in the 

financial year 2013-14 which is in excess of 7 times. There has been a development in the estimation of mobile 

banking in the financial year 2016-17 to Rs. 10,572 crore from Rs. 224 crore in 2013-14 which is over 4700%. 

Digital banking ascended to 3 crore day by day in March 2017, contrasted with 96 lakh day by day in March 

2014. The flood in the utilization of mobile banking is large in volume which says that mobile banking has 

gotten on extremely well with individuals as it simple to lead transaction utilizing cell phones and reduces 

dependency  on physical bank visits or money exchanges. (NDTV.com). There were 279 million transactions 

done however digital wallets in the period of April 2018 against 268 million transactions in the long stretch of 

March 2018. So also, transactions with debit/credit cards have been expanded to 133 million in April 2018 to 

128 million in March 2018.  

In spite of the fact that there was not significant increment in the quantity of transactions done by platinum-

debit cards in April 2018 over March 2018, it was at 1 billion for both the moths. Number of POS terminals 

expanded from 3.13 million in March 2018 to 3.16 million in April 2018. Number of Debit cards likewise has 

expanded from 861 million in March 2018 to 906 million in April 2018 (The Economic Time, June 13, 2018). 

The digital services has developed definitely. The seasons of India reports says there were 481 million web 

clients in India in December 2017 with a development of 11.43% over December 2016. Out of these 481 

million clients 186 million clients had a place with rural India. The development rate in rural India was 

accounted for at 14.11% against 9.66% in the urban India. In general entrance of web in urban Indian is 64.84% 

while the equivalent in country India is 20.26%. It is normal that the online customer base in India will develop 

to 500 million by June 2018.( The Economic Time) 

3. Literature Review  
Service quality, customer satisfaction and consumer loyalty are essential components for accomplishment of 

business industry. Service quality influences the customer loyalty and satisfaction in direct way. Any 

association can increment the level their customer's satisfaction level by enhancing nature of their services.  
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The deciding model for the service quality is the genuine customer loyalty  and satisfaction determined by the 

customer through the conveyed products as well as services and going with the accompanying  the 

services.(Lewis B. R., 1990). Quality is one of the service measurements figured in to appraisal of customer 

satisfaction and loyalty towards products and service. (Cronin and Taylor, 1992).  

 

Numerous researchers have inspected the relationship among desire, customer loyalty, service quality and 

customer's fulfillment up until this point (Zeithaml, et al, 1988) and they have discovered exceptionally solid 

relationship of the service quality with the customer satisfaction. (Parasuraman et al,1985; 1988). 

 

The more elevated amount of apparent service quality over expected service quality outcomes in increment of 

customer satisfaction while bring down level of apparent service quality over expected service quality outcomes 

in to disappointment of clients (Jain and Gupta, 2004). Moved forward benefit nature of the banks expands the 

fulfillment, satisfaction and creates dependability that in the long run holds bank's valued customers. (Nadiri, et 

al 2009). 

 

Ghost says that for sustenance and development of banking benefits in the worldwide market service quality is 

one of the huge viewpoints. With the acknowledgment of significance of unrivaled service quality for getting 

customer's happiness alongside value expansion, there have been various inquires about investigating 

interrelationship in the middle of nature of service quality and customer satisfaction levels accomplished 

alongside the importance of correspondence. Keeping money customer's impression of service quality is firmly 

connected with one another. Yet, these components or factors influencing for service quality are not exceptional 

for various clients customer. They have a nearby connection with customer's statistic profile Ghost (2011).  

 

During assessment of relationship among characteristics of service quality and satisfaction for banking 

customer it was discovered that these variables affecting quality of services and customer satisfaction were 

however independent yet firmly coupled. These elements are outlined by basic offices, labor, benefit 

conveyance strategies, effects and open accountability (Chandar, 2002). 

 

It isn't constantly important that a fulfilled client will wind up faithful to the organization and on the opposite 

side it is additionally conceivable that a disappointed client may keep up a more extended term association with 

an organization in spite of his disappointment. This has required a reasonable comprehension of 

multidimensional builds of quality of services and its suggestions in a aggressive condition (Matos et al., 2013).  

 

Research Gap  

 

Digital banking are a sort of self-benefit where in customer profit benefits without anyone else utilizing the 

immediate banking channels keep running with the assistance of innovation and technology. A few 

examinations have been directed on versatility of digital banking services. They have recognized the elements 

influencing customer's choice of getting or not getting the digital banking services. In any case, these 

examinations don't give any critical scale or model which can assess service quality nature of digital banking 

services. 
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4. Research Framework/Model 
In light of the thorough literature review and study of a few model, seven factors have been recognized to assess 

quality of service. After the thorough procedure the model with seven (7) factors have been determined and 

examined as follows.  

4.1 Certainty 
The nature of the substance and data of the digital banking channel is being assessed in the factor named 

“certainty" premise the six develops.  

 

4.2 Accessibility 

It is critical services of that digital banking are accessible and open to the customer when they have to avail the 

services with the end goal to convey an ever increasing number of customer to the digital banking stage.  

 

4.3 Complexity 

In digital banking Services clients utilizes the banking services individually with no immediate collaboration 

with the Bank staff. It is a sort of self – benefit. Rogers (1995) characterized multifaceted nature as challenges 

looked by people in utilizing new services. Dark et.al, (2001) expressed customer’s recognition in regards to 

challenges, complexity and confusions while using digital banking as the intricacy. 

 

4.4 Competence 

Abilities of digital banking services for getting to the ledger and executing transaction decide the quality of 

service and influence the satisfaction of customer. Characteristics of fundamental proficiencies are being 

checked in the factor Competence.  

 

4.5 Assistance 

Assistance is the guidance and support given by the banks from the back end on different issues. It involve the 

guidance for pre and post working help and support for managing digital banking services.  

4.6 Security 

Digital banking services are essentially offered through information technology and web services. The whole 

data and information of banks is presently on the web and it is conceivable that programmers may hack that 

information. Security factor checks the level of well being of clients' data, information and money. Security 

factor is assessed primes. 

 

4.7 Connectivity 

Digital banking services are established on internet technology. For getting the services, the instruments and 

devices used to get connected with the banks server through internet. Though banks don’t have any direct 

control over the factor of connectivity of internet and bank server, it has significant effect over the customer’s 

satisfaction as well as intention to use the digital banking services.  
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Fig. 4.1 – Model to evaluate services quality  

 

5. Research Methodology  
5.1 Primary objective  

Develop an efficient model to evaluate and examine service quality gap for digital banking services by 

understanding, study and analyzing service quality of digital banking services and classification of customer 

satisfaction. 

5.2 Secondary Objective 

• To analysis various digital banking services provided by banks. 

• To recognize factors influencing service quality of various digital banking services 

• To create and design a combination of factors which classify the customers into two groups based on their 

perception regarding service quality of digital banking services 

 

5.3 Research Design  

The current research is different and unique from the previous researches as the previous researches have 

considered only one or a couple of digital banking services where as in this research all the digital banking 

services have been taken into consideration. Therefore, descriptive cross sectional research design is the most 

suitable for this study. 

5.4 Sampling Design 

The target sample population has been restricted to the customers of four cities of Gujarat namely Ahmedabad, 

Vadodara, Surat and Rajkot.  

5.5 Data Collection 

To develop the conceptual model higher amount of secondary data was used and to refine the model and 

validate it primary data was used. 

5.5.1 Primary Data: 

Primary data is always customized as per the need of the current research. There are a couple of ways of 

collecting primary data i.e. Observation method and Questionnaire method.  

 

Complexity 

Security 

Assistance 

Connectivity 

Competence 

Accessibility 

Perceived Service 

Security 

Perceived Service 

Quality 

Digital Usage 

Materiality 
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5.5.2 Secondary Data: 

Secondary data is collected from relevant literature i.e. research papers, articles, reports, websites etc. Details of 

the same are presented in the Literature review. 

 

5.5.3 Questionnaire  

As the customers from Public sector banks, private sector banks and foreign banks using digital banking 

services for more than 6 months are the target population entry level barriers have been used in the first part. 

Questions are drafted where in customer have rated overall service quality on seven points likert scale.  

5.5.4 Sample Size 

Sample size has been determined by using the standard model for sample size; 
 

Sample size = z2*(p)*(1-p)/c2 

 

where, z = z value (1.96) for 95% confidence level 
 

p = percentage of probability of picking up a choice expressed as decimal c = confidence interval 

 

Hence the total sample size has been decided 1029 from public sector, private sector banks and foreign banks as 

number banks as well as customers are very less in number for foreign banks. 

 

5.5.5 Reliability of scale 

Reliability of the scales was checked by computing cronbach alpha, a measure of reliability which found to be 

satisfactory. All the variables’ coefficient of alpha was above 0.6 specifying a satisfactory internal consistency. 

Table 6.1. Reliability for Factors  

Factor No. of Items (Constructs) Cronbach’s Alpha (α) 

Certainty 6 0.793 

Accessibility 7 0.795 

Complexity 7 0.853 

Competence 6 0.860 

Assistance 6 0.844 

Security 5 0.769 

Connectivity 4 0.822 

Overall Impact 9 0.885 

 

5.5.6 Sample Characteristics 

Sample characteristics specifies that major part of the respondents were from ahmedabad (56%).And in case of 

gender, the respondents were male(68%)  and falls in the age group of 20-30 years(46%). When occupation is 

examined almost 39% of the respondents were in private job. Educational qualification defined that majority 

had Under Graduate level education (38%) and from the income side it showed that majority have income level 

up to Rs.25000 (38%).  
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Further majority of respondents have their account Axis bank from 10 banks and same in in private bank (16%) 

against SBI bank in public bank (13%). Major part of the respondents use their digital banking channel on 

Fortnightly (15%)  and mostly use the digital banking channel on weekly basis (approx 15%). 

 

Table 2: Sample Characteristics of the study 
Variable Categories Frequency Percentage 

City Ahmedabad 578 56.17% 

Vadodara 248 24.10% 

Rajkot 96 9.33% 

Surat 107 10.40% 

Age 20-30 years 469 45.58% 

30-40 years   342 33.24% 

40-50 years 143 13.90% 

50years and above 75 7.29% 

Gender Male 696 67.6% 

Female 333 32.4% 

Occupation Govt. job 297 28.86% 

 Private Job 400 38.87% 

Business 112 10.88% 

Professional 40 3.89% 

Retired 18 1.75% 

Others 162 15.74% 

Education 
Under Graduate 

386 37.51% 

Graduate 146 14.19% 

 Post graduate 301 29.25% 

Professional 168 16.33% 

Others 28 2.72% 

Personal Income(Monthly)  
Up to 25000 

386 37.51% 

Rs.25001-50000 146 14.19% 

Rs.50001-75000           301 29.25% 

Rs.75001-100000           168 16.33% 

Above 100000                28 2.72% 

Banking with (for digital banking 

platform) 
SBI 133 12.93% 

BOB 104 10.11% 

PNB 80 7.77% 

BOI 73 7.09% 

HDFC 116 11.27% 

ICICI 134 13.02% 

AXIS 168 16.33% 

KMBL 91 8.84% 

CITI 57 5.54% 

SCB 73 7.09% 

Vintage with the Bank Less than 1 year 45 4.37% 

1 year to 2 years 482 46.84% 

More than 2 years 502 48.79% 

Frequency of usage of digital banking 

channel 
Daily 

80 10% 

Twice a week 153 7.77% 

Weekly 617 14.87% 

Fortnightly 152 15% 

Monthly 27 12% 
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6. Data Analysis and Interpretation 

Statistical Package for Social Study (SPSS), Excel and Descriptive Analysis will be used for data preparation and data 

analysis. 

6.1 Discriminant Analysis 

Discriminant analysis is used to analyze the research data when the dependent variable is divided in number of 

groups and the independent variable is interval in nature. We have used discriminant analysis to determine the 

ability of the factors identified as service quality influencers for digital banking to predict overall service quality 

and check the adequacy of classification of dependent variable in to correct group. 

 

Table – 6.1.1 Analysis Case Processing Summary 

Un weighted Cases N Percentage 

Valid 1023 99.42 

Excluded Missing or out-of-range group codes 0 0.00 

At least one missing discriminating 

variable 

6 0.58 

Both missing or out-of-range group codes 

and at least one missing discriminating 

variable 

0 0.00 

Total 6 0.58 

Total 1029 100.00 

 

For this analysis we have considered 1023 responses out of 1029 responses as 6 responses had some missing 

values. To understand the basic level of differentiation in the satisfaction, we have applied descriptive statistics. 

Out of 1023 respondents 891 have shown higher level of satisfaction and 132 have shown lower level of 

satisfaction. 

 

6.2 Tests of Equality of Group Means 

We will now test the hypothesis of difference in discriminant scores pertaining to all independent variables 

separately basis the results of tests of equality of group means. 

 

Table 6.2.1 Tests of Equality of Group Means 

Factors Wilks' 

Lambda 

F df1 df2 Sig. 

Certainty 0.709 418.787 1 1021 0.000 

Accessibility 0.650 549.426 1 1021 0.000 

Complexity 0.761 321.344 1 1021 0.000 

Competence 0.651 547.717 1 1021 0.000 

Assistance 0.917 91.855 1 1021 0.000 

Security 0.762 318.285 1 1021 0.000 

Connectivity 0.827 213.053 1 1021 0.000 
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Ho: There is no significant difference between discriminate score with respected factors 

 

H1 - There is significant difference discriminate score with respected factors  

 

Wilks’ Lambda for respect to seven factors is high than 0.5 with significant value Sig. = 0.00(<0.05), it 

indicates we fail to accept the null hypothesis H0 therefore H1 is being accepted which means there is 

significant difference between discriminate score with respect to all the seven parameters. 

 

6.3 Box's Test of Equality of Covariance Matrices 

 

Table – 6.3.1 Box's Test of Equality of Covariance Matrices 

Test Results 

Box's M 222.809 Log Determinants 

F Approx. 7.804 Overall 

Satisfaction 

Rank Log 

Determinant 

df1 28 Low 7 17.556 

df2 185657.923 High 7 19.744 

Sig. 0.078 Pooled 

within-groups 

7 19.681 

Tests null hypothesis of equal 

population covariance matrices. 

The ranks and natural logarithms of 

determinants printed 

are those of the group covariance matrices 

 

The prior condition of discriminant analysis is that all the independent variables are fairly independent to one 

another. Therefore, researcher has applied Box’s M plot test to understand the dependency of all independent 

variables. 

 

Ho: There is no significant co-variances amongst all independent variables (Applicability, Accessibility, 

Competence, Complexity, Assistances, Security and  Connectivity) that is affecting to discriminant score 

regarding high or low levels of service quality provided banks in Guajrat 

 

H1: There is significant co-variances amongst all independent variables (Applicability, Accessibility, 

Competence, Complexity, Assistances, Security and Connectivity) that is affecting to discriminant score 

regarding higher level of service quality provided banks in Guajrat 

 

As per the results shown in the table log determinants for Low level of satisfaction is 17.556 and for High level 

of satisfaction it is 19.744 which are apparently similar hence though significance value as per Box’s M test sig. 

= 0.000 which is > 0.05 hence we need to reject H0 and the same is being accepted which means there is no 

significant relationship amongst all 7 independent variables. 
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6.4 Summary of Canonical Discriminant Functions 

 

service quality. Multiple correlations between the predictors and discriminant function is displayed by the 

canonical correlation. The value of 0.692 suggests the model explains 47.88% of variation in the grouping 

variables. Eigen value is the ratio between explained variances and unexplained variances. Eighenvalue above 1 

is acceptable. Eigenvalue of 1.196 is highly acceptable. 

 

Table – 6.4.1 Eigenvalues 

Function Eigenvalue % of 

Variance 

 

Cumulative % Canonical 

Correlation 

1 1.196 100.00 100.00 0.692 

 

Table – 6.4.2 Wilks' Lambda 

Test of 

Function(s) 

Wilks' Lambda Chi-square Df Sig. 

1 0.482 661.802 7 0.000 

 

Wilks’ Lambda of 0.482 with significant value sig. = 0.000 confirms the ability of the discriminant function in 

grouping the variables correctly. Wilk’s lambda is the ratio of explained variance and total variances. Here it is 

0.482 which is highly desirable. 

 

Table – 6.4.3 Standardized Canonical Discriminant Function Coefficients 

Factors Function 

1 

Certainty 0.293 

Accessibility 0.402 

Complexity 0.031 

Competence 0.428 

Assistance -0.364 

Security 0.366 

Connectivity 0.108 

 

As per standardized canonical discriminant function coefficients the Assistance has the highest impact on the 

customer satisfaction with respect to the Digital Banking services followed by Complexity, Connectivity, 

Materiality, Security, Accessibility and Competence. However, the order does not match with group means. 
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Table – 6.4.4 Structure Matrix 

Factors Function 

1 

Certainty 0.766 

Accessibility 0.765 

Complexity 0.669 

Competence 0.586 

Assistance 0.583 

Security 0.477 

Connectivity 0.313 

 

As the results of canonical discriminant function and group means are not matching the results of the structure 

matrix are to be considered as the final one. According to structure matrix Accessibility has the highest impact 

on the customer satisfaction with respect to the Digital Banking Services followed by Competence, Materiality, 

Complexity, Security, Connectivity and Security. 

 

Table – 6.4.5 Canonical Discriminant Function Coefficients 

Factors Function 

1 

Certainty 0.059 

Accessibility 0.090 

Complexity 0.005 

Competence 0.104 

Assistance -0.058 

Security 0.075 

Connectivity 0.027 

(Constant) -9.095 

Unstandardized coefficients 

 

Discriminant Score = constant + β1Materiality + β2Accessibility + β3Complexity + β4Competence + 

β5Assistance + β6Security + β7Connectivity + ε 

 

Hence, Discriminant Score = 9.095 + 0.059 * Applicability + 0.090 * Accessibility + 0.005 * Complexity + 

0.104 * Competence + -0.058 * Assistance + 0.075 * Security + 0.027 * Connectivity + ε 

 

According to Canonical Discriminant Function Coefficients Security  has the highest impact on the customer 

satisfaction with respect to the Digital Banking Services followed by Competence, Materiality, Complexity, 

Accessibility, Connectivity and Security. 
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6.5 Classification Statistics 

 

Table – 6.5.1 Classification Function Coefficients 

Factors Overall Satisfaction 

Low High 

Certainty 0.109 0.278 

Accessibility 0.789 1.047 

Complexity -0.013 0.003 

Competence 1.048 1.344 

Assistance -0.014 -0.179 

Security 0.169 0.383 

Connectivity 0.080 -0.004 

(Constant) 26.785 47.800 

Fisher's linear discriminant functions  

 

Table – 6.5.2 Prior Probabilities for Groups 

Overall Satisfaction Prior Cases Used in Analysis 

Unweighted Weighted 

Low 0.129 132 132 

High 0.871 891 891 

Total 1.000 1023 1023 

 

Prior probabilities for the test have been estimated as low satisfaction level for 12.9% customers and high 

satisfaction level for 87.1% customers. 

 

Table – 6.5.3 Classification Results 

Overall Satisfaction Predicted Group Membership Total 

Low High 

Original Count Low 111 21 132 

High 30 867 897 

% Low 84.1 15.9 100 

High 3.3 96.7 100 

95.0% of original grouped cases correctly classified. 

 

As per the model developed we had predicted that 132 customers will be having low level of satisfaction and 

897 customers will be having high level of satisfaction. however as per the results out of 132 customers which 

were expected to have low level of satisfaction basis the model,21 customers indicated that they are highly 

satisfied, further, out of 897 customers which were expected to have high level of satisfaction basis the model, 

30 customers said that they are not satisfied.  
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Considering the results we have 95% of original grouped cases correctly classified which indicates that the 

model used to measure satisfaction level of the customers was valid and reliable. 

 

7. Findings 

 

• There is significant difference between the means for customer having lower level of satisfaction and customers 

having higher level of satisfaction proving significant variation regarding discriminant score with regard to 

seven factors of Digital Banking services. 

• There is significant co-variances amongst all independent variables (seven factors) that is affecting to 

discriminant score regarding higher level of service quality provided banks in Guajrat which means all the 

independent variable are not interdependent. 

• As per standardized canonical function scores the factors affecting the customer satisfaction in ascending order 

are Assistance, Complexity, Connectivity, Materiality, Security, Accessibility and Competence. 

• As per Group statistics the factors affecting the customer satisfaction in ascending order are Assistance, 

Connectivity, Security, Complexity, Materiality, Competence and Accessibility. 

• The results of the standardized canonical function and group means are matching with each other, hence the 

results generated by the Structure matrix will be considered as the final results. Accordingly, Accessibility has 

the highest impact over customer satisfaction preceded by Competence, Materiality, Complexity, Security, 

Connectivity and Assistance factors. 

• 95% of the responses were correctly classified into high or low level of satisfaction which means that the model 

developed is suitable for evaluation customer satisfaction for Digital Banking Services Future Scope of the 

Study. 
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