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Abstract 

The present study examined the role of e-banking in transforming rural banking services and 

improving financial inclusion among rural customers in Haryana. The study focused on 

identifying the benefits, challenges, and factors affecting the adoption of e-banking services in 

rural areas. A descriptive and analytical research design was adopted for the study. Both primary 

and secondary data were used, and primary data were collected from 100 rural respondents 

through a structured questionnaire. Statistical tools such as percentage analysis, mean score 

analysis, ranking technique, and tabular representation were used for data interpretation. The 

findings revealed that e-banking services such as mobile banking, ATM facilities, internet 

banking, and UPI payment systems significantly improved accessibility, transaction efficiency, 

convenience, and financial inclusion in rural areas. The study also found that digital banking 

reduced dependency on physical bank branches and minimized transaction costs and time. 

However, challenges such as poor internet connectivity, low digital literacy, cyber security 

concerns, lack of awareness, and limited technological infrastructure negatively affected the 

adoption of e-banking services among rural customers. The study concluded that e-banking 

played a crucial role in rural banking transformation, but continuous efforts in improving digital 

awareness, internet facilities, and banking security were necessary for increasing the adoption 

and effectiveness of e-banking services in rural areas. 

Keywords: E-banking, Rural Banking, Financial Inclusion, Digital Banking, Rural Customers, 

Mobile Banking, Financial Technology. 

Introduction 

The banking sector has undergone a remarkable transformation with the advent of Information 

and Communication Technology (ICT). One of the most significant developments in this 

transformation is Electronic Banking (E-banking), which has revolutionized the way financial 

services are delivered and accessed. E-banking refers to the provision of banking products and 

services through electronic channels such as the internet, mobile phones, Automated Teller 

Machines (ATMs), debit cards, credit cards, and digital payment systems. In recent years, the 
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adoption of e-banking has increased rapidly due to technological advancement, growing internet 

penetration, and government initiatives promoting digital financial inclusion. This transformation 

has become particularly important in rural areas where traditional banking services were 

previously limited or inaccessible. Rural banking services play a crucial role in the economic 

development of a country like India, where a significant proportion of the population resides in 

villages and semi-urban regions. Traditionally, rural banking faced numerous challenges such as 

inadequate banking infrastructure, shortage of bank branches, limited financial literacy, high 

operational costs, and geographical barriers. These challenges often restricted rural populations 

from accessing formal financial services, resulting in dependence on informal sources of finance 

such as moneylenders. The emergence of e-banking has provided a viable solution to many of 

these issues by enabling banks to deliver services efficiently and conveniently without requiring 

customers to visit physical branches frequently. E-banking has significantly contributed to 

enhancing financial inclusion in rural areas. Financial inclusion refers to the process of ensuring 

access to affordable financial services, including savings, credit, insurance, and payment 

facilities, to all sections of society, particularly vulnerable and low-income groups. Through 

digital banking platforms, rural customers can now perform various banking activities such as 

fund transfers, balance inquiries, bill payments, mobile recharges, online shopping, and loan 

applications from their homes or nearby digital service centers. Mobile banking and Unified 

Payments Interface (UPI) systems have especially played an important role in increasing banking 

accessibility among rural populations. The increasing use of smartphones and affordable internet 

services has further accelerated the adoption of e-banking in rural regions. The Government of 

India and the Reserve Bank of India have undertaken several initiatives to promote digital 

banking and financial inclusion in rural areas. Programs such as Digital India, Pradhan Mantri 

Jan Dhan Yojana (PMJDY), Direct Benefit Transfer (DBT), Aadhaar-enabled payment systems, 

and RuPay cards have encouraged rural citizens to become part of the formal banking system. 

These initiatives have not only increased the number of bank accounts in rural areas but also 

promoted the use of digital transactions and online banking services. As a result, rural banking 

has gradually shifted from traditional branch-based operations to technology-driven service 

delivery mechanisms. The role of e-banking in transforming rural banking services extends 

beyond convenience and accessibility. It has also contributed to improving operational efficiency, 

reducing transaction costs, increasing transparency, and minimizing paperwork. Banks are able 

to reach remote locations without establishing costly physical branches, while customers benefit 

from quicker and more secure financial transactions. Furthermore, e-banking has empowered 

rural entrepreneurs, farmers, small business owners, and self-help groups by facilitating easy 

access to credit, subsidies, and government welfare schemes.  

Digital banking has also promoted savings habits and improved financial awareness among rural 

households. Despite its numerous advantages, the implementation of e-banking in rural areas is 
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not without challenges. Factors such as low digital literacy, poor internet connectivity, lack of 

technological awareness, cyber security concerns, language barriers, and resistance to 

technological change continue to hinder the effective adoption of e-banking services in many 

rural regions. Elderly individuals and less educated populations often face difficulties in 

understanding and using digital banking platforms. Moreover, concerns related to online fraud, 

data privacy, and transaction security create hesitation among rural customers in adopting e-

banking services fully. Therefore, there is a need for continuous awareness programs, digital 

literacy campaigns, infrastructure development, and strong cyber security measures to ensure the 

successful expansion of e-banking in rural banking systems. In the present scenario, e-banking 

has become an essential component of modern banking operations and rural economic 

development. It has transformed the traditional banking landscape by bridging the gap between 

urban and rural financial services. The growing integration of technology with banking services 

is expected to further strengthen rural banking systems and contribute to inclusive economic 

growth. Understanding the role and impact of e-banking in transforming rural banking services 

is therefore important for policymakers, financial institutions, researchers, and society as a whole. 

This research paper aims to examine the role of e-banking in transforming rural banking services, 

analyze its impact on financial inclusion and customer convenience, identify the challenges faced 

in its implementation, and suggest measures for improving the adoption and effectiveness of e-

banking services in rural areas. The study will provide valuable insights into how digital banking 

technologies are reshaping rural financial systems and contributing to sustainable economic 

development. 

Literature Review 

Sharma and Kaur (2020) examined the impact of e-banking services on rural banking 

development in India by collecting data from rural bank customers through structured 

questionnaires and observed that ATM services, mobile banking, and internet banking 

significantly improved accessibility and reduced customers’ dependence on traditional branch 

visits. Singh and Verma (2020) analyzed the adoption of digital banking among rural populations 

using descriptive and survey-based research techniques and reported that awareness, educational 

level, and internet availability positively influenced the usage of e-banking services, while lack 

of digital literacy and fear of cyber fraud restricted adoption among elderly customers. Kumar 

(2021) studied the contribution of e-banking towards financial inclusion in rural India using 

secondary data from government reports and banking statistics and concluded that digital 

payment systems and mobile banking applications increased the number of financially included 

households and improved access to formal banking services. Patel and Sharma (2021) conducted 

comparative research on traditional banking and electronic banking services in rural and semi-

urban areas through customer surveys and statistical analysis and found that e-banking reduced 

transaction costs, saved time, and enhanced operational efficiency for both customers and banks. 
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Mishra and Sahu (2022) investigated customer satisfaction regarding digital banking services in 

rural regions by collecting primary data from rural account holders and observed that 

convenience, 24-hour banking access, and faster fund transfer facilities positively affected 

customer satisfaction, although network issues remained a major concern. According to Gupta 

and Rani (2022), the effectiveness of government initiatives such as Digital India and Pradhan 

Mantri Jan Dhan Yojana in promoting e-banking adoption was examined through secondary data 

analysis, revealing that government support and digital awareness campaigns significantly 

accelerated financial inclusion in rural areas. Das and Roy (2023) explored the challenges faced 

by rural consumers in adopting e-banking services through interviews and questionnaires and 

identified poor internet connectivity, language barriers, lack of technical knowledge, and cyber 

security concerns as major obstacles affecting digital banking usage. Khan and Ali (2023) 

analyzed the relationship between financial literacy and e-banking adoption among rural 

customers using regression and correlation analysis and concluded that financially literate 

individuals were more likely to use mobile banking, internet banking, and digital payment 

systems effectively. Savaliya and Khasgivala (2024) reviewed trends, challenges, and future 

directions in e-banking by synthesizing existing literature on digital banking services and 

highlighted that technological advancement and fintech integration transformed banking 

operations significantly, but concerns regarding data privacy and cyber security continued to 

hinder customer trust in digital platforms.  

Waliullah et al. (2025) conducted a systematic literature review of digital banking security by 

reviewing seventy-eight peer-reviewed studies and found that phishing attacks, malware threats, 

and unauthorized access negatively affected the adoption and growth of digital banking services, 

while multi-factor authentication and AI-based fraud detection enhanced customer trust and 

banking security. Dey and Das (2025) examined the role of financial innovation and digital 

financial services in empowering rural women in India through literature reviews, case studies, 

and survey findings and reported that digital banking and mobile payment systems increased 

women’s participation in economic activities and improved financial accessibility in rural 

regions. Keshari and Tiwari (2026) systematically reviewed rural financial inclusion research by 

analyzing 107 peer-reviewed articles published between 2010 and 2025 and observed that studies 

on financial inclusion increased rapidly after 2020, with major emphasis on digital finance, 

mobile banking, and financial technology as important drivers of rural banking transformation. 

Krupavani (2026) empirically studied the role of the banking sector in promoting digital 

payments and financial inclusion in rural India using recent banking trends and secondary data 

analysis and concluded that digital payment systems, business correspondent models, and rural 

banking technologies significantly improved banking outreach and transaction efficiency in 

remote areas. Dias and Perera (2026) reviewed the role of digital finance in advancing financial 

inclusion by synthesizing previous research studies and found that digital banking technologies 
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enhanced banking accessibility, minimized transaction costs, and strengthened financial 

participation in underserved rural economies, although infrastructural and technological 

challenges still limited complete adoption. Overall, the literature published between 2020 and 

2026 indicates that e-banking has played a transformative role in improving rural banking 

services, promoting financial inclusion, enhancing operational efficiency, and increasing 

customer convenience, while issues related to digital literacy, cyber security, and technological 

infrastructure continue to affect the widespread implementation of digital banking services in 

rural areas. 

Research Gap 

Although the existing literature highlights the significant role of e-banking in improving financial 

inclusion, accessibility, operational efficiency, and customer convenience in rural areas, several 

research gaps still exist. Most studies such as Sharma and Kaur (2020), Singh and Verma (2020), 

and Mishra and Sahu (2022) primarily focused on customer awareness, satisfaction, and adoption 

of e-banking services, while limited attention has been given to the long-term socio-economic 

impact of e-banking on rural households, farmers, and small businesses. Studies conducted by 

Kumar (2021) and Gupta and Rani (2022) emphasized government initiatives and financial 

inclusion, but lacked detailed analysis regarding the actual effectiveness of these initiatives in 

remote rural areas with weak technological infrastructure. Furthermore, previous research has 

largely examined individual factors such as digital literacy, internet accessibility, cyber security, 

and customer trust separately, whereas limited studies have analyzed their combined influence 

on the adoption and sustainability of e-banking services. The literature also shows insufficient 

region-specific studies and limited comparative analysis among different demographic groups 

such as women, elderly users, and low-income rural customers. Although Savaliya and 

Khasgivala (2024) and Waliullah et al. (2025) discussed cyber security and trust issues in digital 

banking, there is still inadequate research on rural customers’ perception towards banking 

security and technological reliability. Moreover, very few studies have explored the challenges 

faced by rural banking institutions in implementing advanced digital banking technologies such 

as fintech services and AI-based banking systems. Therefore, there is a need for comprehensive 

and updated research that examines the overall role of e-banking in transforming rural banking 

services by integrating technological, financial, behavioral, and infrastructural factors within the 

rural context. 

Research Objectives 

 To examine the role of e-banking in transforming rural banking services and improving 

financial inclusion.  

 To identify the challenges and factors affecting the adoption of e-banking services among rural 

customers. 
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Research Methodology 

The present study is descriptive and analytical in nature as it focuses on examining the role of e-

banking in transforming rural banking services and identifying the factors influencing the 

adoption of digital banking among rural customers. Both primary and secondary data have been 

used for the study. Primary data has been collected through a structured questionnaire from rural 

banking customers to understand their awareness, usage, satisfaction level, and challenges related 

to e-banking services. Secondary data has been gathered from research papers, journals, books, 

reports of the Reserve Bank of India, government publications, websites, and other relevant 

sources related to e-banking and rural banking services. For the sample design, the study is based 

on rural customers using banking services in selected rural areas (Jind, Kaithal, Bhiwani, Hisar). 

A convenient sampling method has been adopted for selecting the respondents due to ease of 

accessibility and availability of respondents. The sample size for the study consists of 100 

respondents from rural areas who are using or aware of e-banking services such as ATM facilities, 

mobile banking, internet banking, and digital payment systems. The collected data has been 

analyzed using statistical and analytical tools such as percentage analysis, tables, charts, mean 

analysis, and graphical representation to interpret customer responses effectively. These tools 

help in understanding the level of awareness, adoption, satisfaction, and challenges associated 

with e-banking services in rural areas. 

Data Analysis and Interpretation 

Demographic Profile of Respondents 

Table 1: Demographic Profile of Respondents 

Particulars Category Frequency Percentage 

Gender Male 62 62% 

 Female 38 38% 

Age Group 18–30 Years 28 28% 

 31–45 Years 41 41% 

 46–60 Years 21 21% 

 Above 60 Years 10 10% 

Educational Qualification Up to Secondary 24 24% 

 Senior Secondary 31 31% 

 Graduation 29 29% 

 Post Graduation and Above 16 16% 

Occupation Farmer 36 36% 

 Business 24 24% 

 Service 22 22% 

 Others 18 18% 
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Monthly Income Below ₹20,000 34 34% 

 ₹20,001–₹40,000 38 38% 

 ₹40,001–₹60,000 18 18% 

 Above ₹60,000 10 10% 

E-Banking Service Used ATM Services 82 82% 

 Mobile Banking 74 74% 

 Internet Banking 48 48% 

 UPI/Digital Payments 88 88% 

(Source- MS Excel) 

The above table indicates that the majority of respondents were male (62%), while female 

respondents constituted 38% of the total sample. Most respondents belonged to the age group of 

31–45 years (41%), indicating that middle-aged individuals were more actively involved in e-

banking activities. In terms of educational qualification, the majority of respondents had senior 

secondary education (31%), followed by graduates (29%). Farmers represented the highest 

proportion among occupations with 36%, showing that agricultural households formed a major 

part of the rural banking population. The income analysis reveals that most respondents earned 

between ₹20,001–₹40,000 per month (38%). Regarding the use of e-banking services, UPI and 

digital payment systems were the most commonly used services (88%), followed by ATM 

services (82%) and mobile banking (74%). 

Table 2- Analysis of Role of E-Banking in Transforming Rural Banking Services and 

Improving Financial Inclusion 

S. 

No. 

Statements Strongly 

Agree 

(5) 

Agree 

(4) 

Neutral 

(3) 

Disagree 

(2) 

Strongly 

Disagree 

(1) 

Total Mean Rank 

1 E-banking 

has 

improved 

accessibility 

to banking 

services in 

rural areas. 

46 

(46%) 

34 

(34%) 

12 

(12%) 

5 (5%) 3 (3%) 100 4.15 II 

2 E-banking 

has reduced 

dependency 

on physical 

bank 

42 

(42%) 

36 

(36%) 

10 

(10%) 

7 (7%) 5 (5%) 100 4.03 IV 



International Journal of Engineering, 

Science and Humanities  
An international peer reviewed, refereed, open access journal  

Impact Factor: 8.3    www.ijesh.com    ISSN: 2250 3552  
  

Volume 16 Issue 01 (January-March 2026)                                                                 939  

branches. 

3 Mobile 

banking and 

UPI services 

have made 

transactions 

faster and 

easier. 

54 

(54%) 

30 

(30%) 

8 (8%) 5 (5%) 3 (3%) 100 4.27 I 

4 E-banking 

has 

increased 

financial 

inclusion 

among rural 

customers. 

44 

(44%) 

33 

(33%) 

13 

(13%) 

6 (6%) 4 (4%) 100 4.07 III 

5 E-banking 

services save 

time and 

transaction 

costs. 

40 

(40%) 

38 

(38%) 

11 

(11%) 

7 (7%) 4 (4%) 100 4.03 IV 

6 Digital 

banking 

services are 

easy to use 

for rural 

customers. 

31 

(31%) 

35 

(35%) 

16 

(16%) 

11 (11%) 7 (7%) 100 3.72 VII 

7 Government 

initiatives 

have 

promoted e-

banking 

awareness in 

rural areas. 

39 

(39%) 

37 

(37%) 

12 

(12%) 

7 (7%) 5 (5%) 100 3.98 V 

8 E-banking 

has 

improved 

transparency 

36 

(36%) 

34 

(34%) 

15 

(15%) 

9 (9%) 6 (6%) 100 3.85 VI 
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and security 

in financial 

transactions. 

9 Poor internet 

connectivity 

affects the 

use of e-

banking 

services in 

rural areas. 

48 

(48%) 

29 

(29%) 

10 

(10%) 

8 (8%) 5 (5%) 100 4.07 III 

10 Lack of 

digital 

literacy is a 

major 

challenge in 

adopting e-

banking 

services. 

52 

(52%) 

27 

(27%) 

9 (9%) 7 (7%) 5 (5%) 100 4.14 II 

(Source- MS Excel) 

The above table reveals respondents’ perceptions regarding the role of e-banking in transforming 

rural banking services and promoting financial inclusion. The statement “Mobile banking and 

UPI services have made transactions faster and easier” secured the highest mean score of 4.27 

and ranked first, indicating that respondents strongly believed that digital payment systems 

enhanced the speed and convenience of financial transactions in rural areas. The statement “E-

banking has improved accessibility to banking services in rural areas” obtained the second highest 

mean score of 4.15, showing that respondents perceived e-banking as an effective tool for 

improving banking outreach. The statement related to “Lack of digital literacy is a major 

challenge in adopting e-banking services” also received a high mean score of 4.14 and ranked 

second, which highlights that insufficient technological knowledge remains a significant barrier 

to the effective use of digital banking services among rural customers. The statements “E-banking 

has increased financial inclusion among rural customers” and “Poor internet connectivity affects 

the use of e-banking services in rural areas” both achieved a mean score of 4.07 and ranked third, 

indicating that respondents acknowledged the contribution of e-banking towards financial 

inclusion while also recognizing infrastructural challenges. Further, the statements “E-banking 

has reduced dependency on physical bank branches” and “E-banking services save time and 

transaction costs” secured mean scores of 4.03 each and ranked fourth, demonstrating that 

respondents considered digital banking beneficial in reducing travel, waiting time, and 
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transaction expenses. Government support and awareness initiatives also positively influenced 

the adoption of e-banking services with a mean score of 3.98. However, the statement “Digital 

banking services are easy to use for rural customers” received the lowest mean score of 3.72, 

indicating that many respondents still faced difficulties in understanding and using digital 

banking technologies. 

Overall, the findings indicate that e-banking has played a significant role in transforming rural 

banking services by improving accessibility, convenience, transaction efficiency, and financial 

inclusion. At the same time, challenges such as low digital literacy and poor internet connectivity 

continue to affect the widespread adoption of e-banking services in rural areas. 

Table 3: Challenges and Factors Affecting the Adoption of E-Banking Services Among 

Rural Customers 

S. 

No. 

Statements Strongly 

Agree 

(5) 

Agree 

(4) 

Neutral 

(3) 

Disagree 

(2) 

Strongly 

Disagree 

(1) 

Total Mean Rank 

1 Lack of 

digital 

literacy 

affects the 

adoption of 

e-banking 

services. 

50 

(50%) 

28 

(28%) 

10 

(10%) 

7 (7%) 5 (5%) 100 4.11 II 

2 Poor 

internet 

connectivity 

creates 

difficulties 

in using e-

banking 

services. 

55 

(55%) 

25 

(25%) 

8 (8%) 7 (7%) 5 (5%) 100 4.18 I 

3 Fear of 

cyber fraud 

and online 

scams 

discourages 

rural 

customers 

from using 

46 

(46%) 

30 

(30%) 

11 

(11%) 

8 (8%) 5 (5%) 100 4.04 III 
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e-banking. 

4 Lack of trust 

in digital 

payment 

systems 

affects e-

banking 

adoption. 

39 

(39%) 

34 

(34%) 

13 

(13%) 

9 (9%) 5 (5%) 100 3.93 V 

5 Complicated 

banking 

applications 

and 

procedures 

discourage 

rural users. 

41 

(41%) 

31 

(31%) 

12 

(12%) 

10 

(10%) 

6 (6%) 100 3.91 VI 

6 Limited 

knowledge 

regarding e-

banking 

services 

affects 

usage 

among rural 

customers. 

44 

(44%) 

32 

(32%) 

10 

(10%) 

8 (8%) 6 (6%) 100 4.00 IV 

7 Language 

barriers 

create 

problems in 

using digital 

banking 

platforms. 

36 

(36%) 

29 

(29%) 

16 

(16%) 

11 

(11%) 

8 (8%) 100 3.74 VIII 

8 Lack of 

training and 

awareness 

programs 

limits the 

adoption of 

43 

(43%) 

30 

(30%) 

13 

(13%) 

8 (8%) 6 (6%) 100 3.96 V 



International Journal of Engineering, 

Science and Humanities  
An international peer reviewed, refereed, open access journal  

Impact Factor: 8.3    www.ijesh.com    ISSN: 2250 3552  
  

Volume 16 Issue 01 (January-March 2026)                                                                 943  

e-banking 

services. 

9 Rural 

customers 

prefer 

traditional 

banking 

methods 

over digital 

banking 

services. 

38 

(38%) 

35 

(35%) 

12 

(12%) 

9 (9%) 6 (6%) 100 3.90 VII 

10 Availability 

of 

smartphones 

and internet 

facilities 

influences 

the adoption 

of e-banking 

services. 

47 

(47%) 

29 

(29%) 

11 

(11%) 

8 (8%) 5 (5%) 100 4.05 III 

(Source- MS Excel) 

The above table highlights the major challenges and factors affecting the adoption of e-banking 

services among rural customers. The statement “Poor internet connectivity creates difficulties in 

using e-banking services” received the highest mean score of 4.18 and ranked first, indicating 

that inadequate internet infrastructure is the most significant barrier to the effective use of digital 

banking services in rural areas. The statement “Lack of digital literacy affects the adoption of e-

banking services” secured the second highest mean score of 4.11, revealing that insufficient 

technological knowledge and understanding among rural customers negatively affect the 

adoption of e-banking. The statements “Fear of cyber fraud and online scams discourages rural 

customers from using e-banking” and “Availability of smartphones and internet facilities 

influences the adoption of e-banking services” achieved mean scores of 4.04 and 4.05 

respectively, showing that security concerns and technological accessibility are important factors 

influencing customer behaviour towards digital banking services. Further, the statement “Limited 

knowledge regarding e-banking services affects usage among rural customers” obtained a mean 

score of 4.00, indicating that lack of awareness remains a major challenge in rural banking 

transformation. The study also found that lack of trust in digital payment systems, complicated 

banking procedures, and insufficient training and awareness programs negatively influence the 
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adoption of e-banking services among rural customers. Moreover, many respondents still 

preferred traditional banking methods over digital platforms. 

Discussion 

The findings of the study indicate that e-banking has significantly transformed rural banking 

services by improving accessibility, transaction efficiency, customer convenience, and financial 

inclusion among rural populations. The widespread use of mobile banking, UPI services, ATM 

facilities, and digital payment systems reflects the growing acceptance of technology-driven 

banking services in rural areas. The study reveals that rural customers perceive e-banking as a 

time-saving and cost-effective banking alternative that reduces dependency on physical bank 

branches. These findings are consistent with earlier studies conducted by Sharma and Kaur 

(2020), Kumar (2021), and Gupta and Rani (2022), which highlighted the positive contribution 

of digital banking towards financial inclusion and rural banking development. However, the study 

also identifies several challenges affecting the adoption of e-banking services, including poor 

internet connectivity, low digital literacy, fear of cyber fraud, lack of awareness, and limited 

technological infrastructure. The respondents strongly agreed that inadequate internet facilities 

and lack of technological knowledge remain major barriers to the effective use of e-banking 

services in rural regions. These findings support the observations of Das and Roy (2023) and 

Waliullah et al. (2025), who emphasized the role of cyber security concerns and infrastructural 

limitations in restricting digital banking adoption. Overall, the study suggests that although e-

banking has positively influenced rural banking transformation and financial inclusion, 

continuous efforts in improving digital literacy, internet infrastructure, customer awareness, and 

banking security are essential for enhancing the adoption and sustainability of e-banking services 

in rural areas. 

  Conclusion 

The study concludes that e-banking has played a significant role in transforming rural banking 

services by improving accessibility, convenience, transaction speed, and financial inclusion 

among rural customers. Digital banking services such as mobile banking, ATM facilities, internet 

banking, and UPI-based payment systems have reduced dependence on traditional branch 

banking and enabled rural populations to access banking services more efficiently. The findings 

reveal that e-banking has contributed towards reducing transaction costs, saving time, increasing 

transparency, and promoting participation in the formal financial system. Government initiatives 

such as Digital India and Pradhan Mantri Jan Dhan Yojana have also positively supported the 

expansion of e-banking services in rural areas. However, despite these benefits, the study 

identifies several challenges affecting the adoption of e-banking services among rural customers, 

including low digital literacy, poor internet connectivity, fear of cyber fraud, lack of technological 

awareness, and inadequate infrastructure. Therefore, although e-banking has transformed rural 
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banking services to a considerable extent, continuous efforts are required to overcome these 

barriers and ensure the effective and sustainable growth of digital banking in rural areas. 

Suggestions 

1. Banks should organize regular digital literacy and awareness programs in rural areas to 

educate customers about the use and benefits of e-banking services.  

2. The government and telecom companies should improve internet connectivity and digital 

infrastructure in rural regions to ensure smooth access to online banking services.  

3. Banks should strengthen cyber security measures and provide proper guidance regarding 

safe digital banking practices to reduce fear of online fraud among rural customers.  

4. Banking applications and digital payment platforms should be made simpler and available 

in regional languages to improve usability for rural users.  

5. Special training programs should be conducted for elderly customers and less educated 

rural populations to increase their confidence in using e-banking services.  

6. Banks should increase the availability of customer support services and digital assistance 

centers in rural areas to solve customer queries and technical issues effectively.  

7. Government initiatives promoting financial inclusion and digital banking should be further 

expanded to remote rural areas for increasing awareness and adoption of e-banking 

services.  
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