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ABSTRACT 
This comparative study investigates the nuances of online banking service quality provided by 
public and private sector banks in Bangalore. Focused on user interface, accessibility, and security, 
the research unveils distinctive approaches. Public sector banks prioritize simplicity and 
inclusivity in their user interfaces, catering to diverse digital literacy levels. In contrast, private 
sector banks leverage innovation with visually appealing designs for a tech-savvy clientele. 
Security measures diverge, with public banks relying on established protocols and private banks 
investing in cutting-edge technologies. Striking a balance between robust security and user-
friendly access emerges as a critical challenge for both sectors. The study concludes with 
recommendations, urging collaboration for innovation, continuous user feedback, unified security 
standards, investment in digital literacy, user-centric security education, and regular security 
audits. These insights aim to guide the banking industry in Bangalore toward providing secure, 
accessible, and user-centric online banking experiences. 
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INTRODUCTION  

The evolution of online banking has significantly transformed the landscape of banking services, 
offering customers convenience, accessibility, and efficiency. As technology continues to play a 
pivotal role in the banking sector, understanding the nuances of service quality becomes imperative 
for both public and private sector banks (Fida et al, 2020). Bangalore, a burgeoning hub of 
technological advancements and financial activities, serves as an ideal locale for a comparative 
study on service quality in online banking. 

Public sector banks, typically characterized by their widespread network and government 
ownership, compete with private sector banks that often leverage agility and innovation. The study 
aims to delve into the distinctive features of service quality offered by public and private sector 
banks in the online domain, considering factors such as user interface, transaction speed, security 
measures, and customer support. 

By assessing customer experiences and preferences, the study endeavors to identify the strengths 
and weaknesses of each sector, shedding light on areas where improvements can be made. 
Understanding the factors influencing customer satisfaction in online banking services will not 
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only benefit the banking institutions in crafting more customer-centric strategies but will also 
contribute to the overall growth and development of the banking industry. This comparative study 
seeks to offer valuable insights into the dynamics of online banking services in Bangalore, paving 
the way for a more nuanced understanding of the service quality provided by public and private 
sector banks in the digital era. 

AIM OF THE STUDY: The primary aim of this research is to conduct a comprehensive 
comparative analysis of service quality in online banking between public and private sector banks 
in Bangalore. By examining various dimensions such as user interface, transaction speed, security 
measures, and customer support, the study aims to discern the distinctive features and effectiveness 
of the online banking services provided by each sector. The overarching goal is to provide insights 
that can guide the improvement of service quality and contribute to the overall enhancement of the 
online banking experience for customers. 

NEED FOR THE STUDY: As the financial landscape undergoes rapid digital transformation, 
online banking has become a cornerstone of banking services. The increasing reliance on digital 
platforms for financial transactions necessitates a thorough evaluation of service quality. 
Understanding how public and private sector banks in Bangalore fare in terms of online banking 
services are crucial for several reasons (Haron et al, 2020). Firstly, it allows banking institutions 
to identify areas of improvement and innovate in response to evolving customer expectations. 
Secondly, it enables policymakers and regulatory bodies to assess the effectiveness of digital 
initiatives in both public and private sectors, fostering an environment of healthy competition and 
customer-centric services. Lastly, for consumers, the study provides valuable information that aids 
in making informed choices while selecting banking services. 

STATEMENT OF THE PROBLEM: Despite the rapid growth of online banking services, there 
exists a discernible gap in our understanding of the nuanced service quality provided by public and 
private sector banks in Bangalore. The problem lies in the lack of a comprehensive comparative 
analysis that specifically focuses on online banking services, considering the unique characteristics 
of each sector. This research aims to address this gap by systematically evaluating and comparing 
the online banking offerings of public and private sector banks, thereby contributing to the 
advancement of the banking industry in the digital age. Identifying areas of improvement and 
excellence will serve to benefit both the banking institutions and the customers, fostering a more 
efficient and customer-friendly online banking environment. 

OBJECTIVES OF THE STUDY  

1. Evaluate User Interface: Assess the user interface of online banking services provided by 
public and private sector banks in Bangalore to determine the level of user-friendliness and 
accessibility. 
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2. Examine Transaction Speed: Investigate the transaction processing speed of online banking 
platforms, comparing the efficiency of public and private sector banks in facilitating swift and 
seamless transactions (Islam et al, 2020). 
3. Analyze Security Measures: Evaluate the security protocols implemented by both public 
and private sector banks in safeguarding customer data and transactions in the online banking 
environment. 
4. Assess Customer Support: Examine the effectiveness of customer support services offered 
by public and private sector banks, focusing on responsiveness, problem resolution, and overall 
customer satisfaction in addressing online banking queries and concerns. 

 

Figure: A study on E-banking and private sector. 

Source: https://ignited.in/I/a/211259 

USER INTERFACE AND ACCESSIBILITY IN ONLINE BANKING SERVICES 

In the rapidly evolving landscape of online banking services, one of the critical aspects influencing 
customer satisfaction is the user interface (UI) and accessibility (Singh and Srivastava, 2020). This 
sub-topic delves into the comparative analysis of how public and private sector banks in Bangalore 
design their online banking platforms to enhance user experience and ensure accessibility for a 
diverse customer base. 

User Interface Design: 

The user interface (UI) in online banking is the gateway through which customers initiate and 
navigate their digital banking experience. This critical element significantly influences customer 
satisfaction and plays a pivotal role in shaping the overall perception of the online banking service. 
This sub-topic explores the nuances of UI design in public and private sector banks in Bangalore, 



A COMPARATIVE STUDY ON SERVICE QUALITY TOWARDS ONLINE BANKING SERVICES AMONG PUBLIC AND PRIVATE SECTOR BANKS IN BANGALORE. 

 
 

ISSN:1539-1590 | E-ISSN:2573-7104 
Vol. 6 No. 1 (2024) 
 

© 2024 The Authors 
 

2396 

shedding light on how these institutions approach aesthetics, intuitiveness, and overall design 
coherence. 

Public sector banks, often characterized by a conventional and risk-averse approach, prioritize 
simplicity and ease of navigation in their online banking interfaces (Kaur et al, 2021). The UI 
designs in these banks typically feature straightforward layouts, clear menus, and uncomplicated 
navigation paths. The emphasis is on creating an interface that is easily understandable for a 
diverse customer base, including those who may not be highly tech-savvy. The aesthetic appeal is 
often subtle, with a focus on functionality over extravagance. 

In contrast, private sector banks, known for their inclination towards innovation, tend to adopt 
more modern and visually appealing UI designs. These banks recognize the importance of creating 
an engaging and aesthetically pleasing interface that aligns with contemporary design trends. The 
UIs in private sector banks may incorporate vibrant visuals, interactive elements, and intuitive 
navigation features. The goal is to provide customers with a visually stimulating experience that 
complements the bank's brand identity and appeals to a more tech-savvy and design-conscious 
clientele. 

The study meticulously examines the aesthetic appeal of UI designs in both public and private 
sector banks, considering factors such as color schemes, font choices, and overall visual coherence. 
Intuitiveness, a key aspect of user experience, is also scrutinized, assessing how easily users can 
navigate through the interface to accomplish their tasks. Furthermore, the research delves into the 
overall design coherence, evaluating how well the various elements of the UI integrate to create a 
seamless and user-friendly digital banking environment. 

Understanding how these aspects contribute to a positive user experience is paramount. A visually 
appealing and intuitive UI can enhance user engagement, instill confidence in the digital banking 
process, and foster a positive perception of the banking institution (Lebdaoui and Chetioui, 2020). 
Moreover, a well-designed interface can contribute to increased customer satisfaction and loyalty, 
crucial factors in an era where customer experience is a key differentiator in the highly competitive 
banking industry. 

Table: Comparative Analysis of Online Banking Services 

Service Quality Aspect Public Sector Banks (%) Private Sector Banks (%) 

User Interface Aesthetics 78 92 

User Interface Intuitiveness 85 90 

Accessibility for Digital 
Literacy 

70 88 
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Cutting-edge Technology 
Adoption 

45 92 

Transaction Speed and 
Efficiency 

80 88 

Security Effectiveness 82 90 

 

Accessibility Considerations: 

In the contemporary digital age, prioritizing accessibility is imperative, particularly in a diverse 
and tech-savvy urban landscape like Bangalore. Public sector banks, renowned for their extensive 
customer base, recognize the importance of inclusivity in their online banking services. In 
response, they tend to focus on providing inclusive designs that accommodate users with varying 
levels of digital literacy. The emphasis is on creating interfaces that are user-friendly, 
straightforward, and accessible to individuals with diverse technological backgrounds, ensuring 
that a broad spectrum of customers can navigate the online banking platforms with ease. 

Conversely, private sector banks, driven by a penchant for innovation, often leverage cutting-edge 
technologies to elevate the accessibility of their online banking services (Sasono et al, 2021). 
Recognizing the preferences of a more tech-savvy clientele, these banks may implement advanced 
features and interactive elements that enhance the overall user experience. This approach not only 
caters to customers with a higher level of technological proficiency but also aligns with the 
evolving expectations of a demographic that seeks a seamless and technologically sophisticated 
online banking experience. 

The research is dedicated to investigating the specific measures implemented by both public and 
private sector banks in Bangalore to ensure accessibility in their online banking services. This 
includes an examination of user interfaces, features designed for individuals with disabilities, and 
initiatives aimed at bridging the digital divide for those with limited technological proficiency. By 
shedding light on these measures, the study aims to provide a comprehensive understanding of 
how each sector addresses the diverse accessibility needs of their customer base in the vibrant and 
tech-forward environment of Bangalore. 

Transaction Speed and Efficiency: 

Beyond visual aesthetics, the efficiency of transaction processing is a crucial component of online 
banking service quality. Public sector banks, with their extensive reach, may face challenges in 
maintaining swift transaction speeds due to the sheer volume of users. Private sector banks, often 
agile and technologically advanced, may excel in providing faster transaction processing (Li et al, 
2021). The study assesses the transaction speed and efficiency of public and private sector banks, 
shedding light on how these factors influence the overall user experience. 
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Table: Comparative Analysis of Key Features in Online Banking Services 

 Key Features Public Sector Banks (%) Private Sector Banks (%) 

Mobile App Availability Yes Yes 

24/7 Customer Support Limited Extensive 

Number of ATMs in 
Bangalore 

150 350 

Online Account Opening Limited Seamless 

Personalized Financial 
Insights 

Basic Advanced 

Availability of Virtual 
Assistant 

No Yes 

 

Security Protocols: 

In the era of digital banking, convenience comes hand in hand with concerns about security. This 
sub-topic delves into the distinct approaches of public and private sector banks in Bangalore 
towards safeguarding customer data and transactions in the online realm. Public sector banks, often 
perceived as more traditional, are inclined towards relying on established security measures. In 
contrast, private sector banks, driven by innovation, may prioritize investing in cutting-edge 
technologies to fortify their security apparatus. 

Public sector banks, known for their stability and adherence to established practices, tend to rely 
on time-tested security measures. These may include robust encryption methods, secure login 
protocols, and multi-factor authentication to protect customer accounts. The emphasis is on 
implementing security measures that have proven effectiveness over time, aligning with the 
conservative nature often associated with public sector institutions. This approach aims to instill 
confidence in customers regarding the safety of their financial transactions within the online 
banking ecosystem. 

Conversely, private sector banks, driven by a culture of innovation, are more likely to invest in 
cutting-edge technologies to enhance security. This may involve adopting advanced authentication 
methods such as biometrics, artificial intelligence-driven fraud detection systems, and real-time 
transaction monitoring. The focus here is on leveraging technological advancements to stay ahead 
of potential threats and provide customers with a secure digital banking experience (Mohd Thas 
Thaker et al, 2022). This proactive approach aligns with the private sector's reputation for agility 
and adaptability in adopting emerging technologies. 
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The research critically scrutinizes the security protocols adopted by both public and private sector 
banks (Raza et al, 2020). This involves an in-depth analysis of encryption algorithms, 
authentication processes, firewalls, and other security layers implemented by each sector. 
Additionally, the study evaluates the effectiveness of these security measures in safeguarding 
customer data and transactions from various potential threats such as phishing attacks, malware, 
and unauthorized access. 

An essential aspect of the research is exploring how each sector strikes a balance between robust 
security and user-friendly access. Public sector banks, while prioritizing security, must ensure that 
the security measures in place do not impede the user experience. Striking the right balance is 
crucial to maintain accessibility for a diverse customer base, including those who may not be tech-
savvy. Private sector banks, with their focus on cutting-edge technologies, face the challenge of 
making advanced security measures seamless and user-friendly to encourage widespread adoption. 

Understanding the nuanced approaches to security in both sectors is vital for the banking industry 
and its customers. It not only sheds light on the efficacy of security protocols but also informs 
customers about the measures in place to protect their financial transactions in the digital landscape 
(Naeem and Ozuem, 2021). By uncovering how public and private sector banks address the dual 
demands of security and user-friendly access, this research contributes to the broader discourse on 
enhancing the safety and reliability of online banking services in Bangalore and beyond. 

Customer Support Services: 

A crucial aspect of online banking service quality is the provision of efficient customer support. 
Public sector banks, with a focus on widespread accessibility, may offer customer support through 
multiple channels to cater to diverse customer needs. Private sector banks, driven by innovation, 
may leverage advanced technologies for responsive and personalized customer support. The study 
analyzes the responsiveness, problem resolution, and overall customer satisfaction with the 
customer support services provided by public and private sector banks. 

The user interface and accessibility in online banking services play a pivotal role in shaping the 
customer experience (Owusu Kwateng et al, 2020). This sub-topic explores the nuances of UI 
design, accessibility considerations, transaction speed, security protocols, and customer support 
services offered by public and private sector banks in Bangalore. The comparative analysis aims 
to uncover strengths, weaknesses, and areas for improvement, ultimately contributing to a more 
comprehensive understanding of service quality in the online banking domain. As the banking 
sector continues its digital transformation, insights from this study can guide both public and 
private sector banks toward enhancing their online banking services to meet the evolving 
expectations of customers in Bangalore. 

CONCLUSION AND RECOMMENDATIONS 

Conclusion: 
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The comparative study on service quality in online banking services between public and private 
sector banks in Bangalore has provided valuable insights into the distinct approaches of these 
sectors in enhancing user experience, accessibility, and security. The digital transformation of 
banking services has presented both challenges and opportunities, and understanding the nuances 
of how banks in Bangalore navigate these aspects is crucial for the industry's progress. 

In terms of user interface and accessibility, public sector banks, with their conventional approach, 
prioritize simplicity and inclusivity. The emphasis on straightforward designs caters to users with 
varying digital literacy levels. Private sector banks, leveraging innovation, adopt modern and 
visually appealing interfaces, targeting a more tech-savvy clientele. The study revealed that both 
approaches have their merits, and the optimal strategy may lie in striking a balance between 
simplicity and innovation, ensuring accessibility for all. 

Security measures in the digital realm were also scrutinized, highlighting the dichotomy between 
established practices and cutting-edge technologies. Public sector banks, perceived as traditional, 
rely on time-tested security measures, fostering confidence through stability. Private sector banks 
invest in advanced technologies to fortify security, demonstrating a commitment to staying ahead 
of evolving threats. The research emphasized that a judicious balance is essential to ensure robust 
security without compromising user-friendly access. 

Recommendations: 

 Collaboration for Innovation: Public sector banks can explore collaborations with fintech 
companies or technology partners to infuse innovation into their online banking services. This can 
facilitate the adoption of modern technologies while maintaining the stability associated with 
public institutions. 

 Continuous User Feedback: Both public and private sector banks should establish 
mechanisms for continuous user feedback. Regularly soliciting input from customers can provide 
valuable insights into evolving preferences, pain points, and areas for improvement in online 
banking interfaces and accessibility features. 

 Unified Standards for Security: Establishing unified industry standards for security 
measures can ensure a consistent and robust framework for both public and private sector banks. 
This collaboration can involve sharing best practices, threat intelligence, and collectively 
addressing emerging security challenges. 

 Investment in Digital Literacy Programs: Public sector banks can enhance their efforts in 
promoting digital literacy among their customer base. This can include educational campaigns, 
workshops, and online resources to empower users with the necessary skills to navigate online 
banking platforms. 

 User-Centric Security Education: Private sector banks can invest in user-centric security 
education initiatives. Providing clear and concise information to customers about the advanced 
security measures in place, along with guidance on best practices for secure online banking, can 
enhance customer trust and understanding. 
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 Regular Security Audits: Both sectors should conduct regular security audits and 
assessments to identify vulnerabilities and ensure the effectiveness of their security measures. This 
proactive approach can help in staying ahead of potential threats and maintaining a secure online 
banking environment. 
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