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Abstract:

The author made an attempt to identify about the usage of debit card by the bank
customer and also made an attempt to find out the satisfaction level of the debit card users for
various purposes. The study reveals to examine the needs for using debit card, it shot with the
perception of customers on shopping purposes by using the debit cards. It considers about the
socio-economic factors with attributes to measure the satisfaction level of bank customers to
understand about their usage of debit card. It provides to identify the frequency of using and the
usage pattern of debit card. The statistical tools applied in the study are percentage analysis and
weighted average score analysis for finding out the level of satisfaction of the customer towards
the usage pattern. A total of 120 respondents information in Coimbatore City were included for
analysis purpose. It was found out that majority of the customers used their debit card for the

past two years and mostly they use for both shopping and withdrawal purposes.

Keywords: (i) Debit card, (ii) Frequency of using, (iii) Usage pattern and (iv) Withdrawal.
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INTRODUCTION

A good banking sector with a good banking habit @acelerate the pace of development in
a country. Banking is a key industry in the senseetor and it can be considered as the financial
nerve center of the economy. Banking sector cadivoded mainly into four categories which are
Nationalized Bank, Local Private Commercial Bange8alized financial institution and Foreign
Bank. Despite many fundamental banking reformati@mnestic banks are lagging behind on
many fronts compared with foreign commercial bawith wide range of capitalization, overseas
network, modern management expertise, experieacknological advancement, etc. The financial
sector now operates in a more competitive envirgrirtiean before and involves relatively large
volume of international financial flows. In the walf greater financial deregulation and global
financial integration, the biggest challenge beftre public sector banks is to match the market
requirement. Quality in service is very importaspecially for the growth and development of

service sector business enterprises.

Automated teller machine (ATM) banking is a popuacess channel to banking products
and services behind branch banking. Money is reghad a medium of exchange and payment tool.
Banks have been offering more access points to maWel technologies that are faster, secure and
with a wider range of services that include cagtod#ing to achieve competitive advantage through
the ATM banking. At present most of the banks haeéworking systems for their e- banking
services like ATMs. A network connected ATMs of ieais banks had resulted in the improvement

of customer’s benefits and customers services.

Plastic Money business is definitely, going bigdinflastic cards are one of those types of

innovations through which the customers can makeofibanking services just by owning the card
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issued by bank and that too without restrictingdethin the official banking hours. Plastic cards a
the component of e - banking have been in useartduntry for many years now. The introduction
of ATMs increases deposits at the expense of coyrdmldings,(Jacob Paroushand David
Ruthenberg, 1986)The recent growth in the use of plastic money nyaaredit and debit cards
have been phenomenal. Thus, plastic cards are pagment tool which gives a customer an
opportunity of non - cash payment of goods andisesvand are designed to facilitate small value
retail payments by offering a substitute for baokess and coins and thus to complement traditional
payment instruments.

The plastic cards are gaining popularity among beslas well as customers and getting
accepted in the market place. It can be well imedjiitom the discussion that no doubt, the plastic
cards market is growing at a large pace in Indiaityhas long way to go as it lacks behind if
compared to the usage trends of other countriescéjet has become important that the payment
system in India has to be modernized enough tothmaawith the systems prevalent in other
countries, since our domestic financial markets inoeeasingly getting integrated with markets
abroad. RBI is also taking important steps in orded enhance its usage and popularity through
initiatives like regulating card market to maintaire security levels and to build up confidence of
bankers and customers. The likes and dislikes oMAdsers and the types of problems they
typically have using ATMs,Wendy A Rogers et al. 1996espite the strong advances in e-
payments, an estimated 90 percent of personal ogotgan expenditure in India is still made with
cash, which indicates the tremendous growth pakatithis business.

Debit cards are like digitized versions of checkmadhey are linked to your bank account
(usually a checking account), and money is delfgathdrawn) from the account as soon as the
transaction occurs. They can also be used to coaentynwithdraw cash from ATMs. Credit cards

have the advantage of rewards programs but suds o&en require an annual fee to use. Financial
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responsibility is a big factor in credit card usejs easy to overspend and then get buried in
overwhelming credit card debt at a very high irgerates.
Scope of the Study
This study was undertaken to identify the purpose @sage of debit card by the bank customers by
and large. To measure these parameters the resggdaches towards appropriate statistical tools
so that the output of the result may be benefittifier large sector of financial aspirants. It widl b
useful for the banks to reduce the problems facgdhle debit cardholders and to know the
satisfaction level of customers by using debit saahd improve performance. The study
concentrates on the usage of debit card for shggminpose and to understand on the post purchase
evaluation of the bank customer towards the usadetiitude of debit cardholders.
Statement of Problem

ATM technology has nowadays proliferated. Each Haedk own network of ATMs in bank
branches, shopping malls, universities, hospitsdsyice stations and other strategic locations to
offer customers easy and timely access to bankingugts and services. ATMs have therefore
become the second most used channel for accesamkgnly products behind branch banking. In the
prevailing circumstances, continued enjoyment ahpgetitive advantage through ATM banking
comes from not only installing ATM technology buaving ATMs with features that enhance the
satisfaction of users. As the ATM technology coméis to advance, managers of banks will have
choices to make as regards which attributes offetomers what they expect from ATM banking in
respect of huge investment required to afford ATMghis situation it became necessary to find out
that what made the customers to prefer Debit calds?also necessary to know how does it is
useful for them? And to understand at what levelldank customer satisfies and that will encourage
them to use the debit card for various purposesmdtle the researcher to find out the bank

customer’s dependence for the debit card in theyrtdday requirements.
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Objectives of the Study
* To examine the needs of debit cards among customers
* To understand the perception of customers towdrdgmng through debit cards.
» To determine the satisfaction level of customewgatals debit cards.
Significance of the Study
The researcher made an attempt to understand duks 1€ the bank customer while using the
debit cards. This study provides valuable inforomafior the bank customer in taking precautionary
measures in depending debit cards. It also infdhmasankers to handle the critical situation faced
by the customer and to provide a smooth and efieaperation in the banking process with debit
cards.
RESEARCH METHODOLOGY
Sampling Technique and Sampling Size
To analyze the data, a convenient sampling metrasdagopted for the purpose of the study.
To enable the researcher to input the data byange kthis method was adopted. A total of 150 bank
customers with possessing debit card were apprdachehe study area, of those only 141
respondents have agreed to provide the informa@uan.of those collected data it was found that
only 120 (80%) respondents information have queifio be included for further analysis purpose.
Data Collection
The sources of data are generated from primary &g data were collected from the users of
debit card for withdrawal and shopping purposes Téspondents were identified based on the
utilization of bank debit cards. Primary data iexied with an aid of a questionnaire. A pilotdstu
was conducted among 15 respondents and with thmonmess from the pilot study, the final
guestionnaire was redrafted with the modificatiansl suggestions given by those participated in

the pilot survey.
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Area of the Study

The area that have taken for study is the Coimbataty; the city is considered as the
“Manchester of South India”, and it is one of tha@jon hub of textiles and Small Scale &
Engineering Industries; as it is also marching t@san information technology hub.
Tools Used for Analysis

The collected data has been processed by adopitigtisal tools as with Simple percentage
analysis and Weighted Average Score analysis.
Limitations of the Study

The area is limited to the Coimbatore city anddpmion of the customers from other cities

remains unknown. The responses given by the regmisidre subjected to personal bias.

Review of Literature

Adelowo Solomon Adepoju and Mohammed Enagi Alhassar{(1970) conducted a research on
“Challenges of ATM Usage and Fraud Occurrencesigein”’, states that, Over time, consumers
have come to depend on and trust the Automatiei®bachine (ATM) to conveniently meet their
banking needs. But in recent time there have bgeolderation of ATM frauds in the country even
and across the globe. The ATM is only one of matecttonic Funds Transfer (EFT) devices that
are vulnerable to fraud attacks. This paper camwigdan empirical research to analyze the cases of
ATM usage and fraud occurrences within some bankdinna. The research identifies the
common ATM fraud, how, where and when these fraardsperpetuated and then proffer security
recommendation that should be adhered to by beathbdéimks as financial institutions and the ATM
users in order to eliminate or reduce it to theebaminimum.

Jacob Paroush and David Ruthenberg, (1986)konducted a research on “Automation of Retail
Transactions”, states that this paper exploresrétieal and empirical effect of automated teller

machines (ATMs) technology on the share of demambsits in the money supply. Our hypothesis
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is that the introduction of ATMs increases depositsthe expense of currency holdings. This
hypothesis is theoretically established within anfework of a simple model describing the
individual's cost functions of holding demand defsoand currency and is empirically confirmed on
the basis of the Israeli experience.

Awad B El-Haddad and Mohammad A. Almahmeed, (1992)conducted a research on “ATM
Banking Behaviour in Kuwait”, states that there le®n a growing interest among banks and
financial institutions in encouraging bank custosner use automatic teller machines (ATMs). This
study attempts to identify customeasvareness, usage patterns, reasons for usinggmaf) ATMs,
new services required, as well as problems assocwmith using ATMs in Kuwait. Significant
differences in attitudes and opinions among ageomelity, marital status, occupation, income, and
educational level groups are also reported. Impboa of the study are suggested regarding the role
of electronic technologies in marketing developmédéntifies some specific marketing strategy
considerations designed to ensure retail custonaereptance and usage of ATMs. In addition,

reports recommendations for further research.

Wendy A Rogers et al. (1996)onducted a research on “Human factors”, statedthiegpurpose of
this study was to analyze automatic teller macl{fi€M) usage across the adult life span. We
conducted an extensive survey of 9000 people inMeephis and Atlanta metropolitan areas.
Approximately 17% of those people responded. Thevesu assessed detailed demographic
information, experience with technology in generakperience specifically related to ATMs,
problems and dislikes with ATMs, and reasons tleaipte do not use ATMs. The survey provided a
valuable set of data. First, we have detailed médron about the demographics and individual
characteristics of ATM users and nonusers; imptistathese data are stratified across the adadt lif

span. In addition, we know the likes and dislike&®M users and the types of problems that they
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typically have using ATMs. Moreover, we have a dethanalysis of why adults of all ages may
choose not to use ATMs. Training and design imfibices of these data are discussed.

Calvin Fei, Francis Jacobs and J Mark Stockton, (203), conducted a study on “Method and
apparatus for conducting transactions on an ATNHies that a World Wide Web-enabled ATM
provides messages, services and advertisementaréhpersonalized and specifically targeted to the
ATM user or that ATM user's market segment. Thesimiion provides differentiated services to
individual customers, targeted advertising to imdlnals and customer segments, quick transactions
based on user-defined preferences, and custontiettedi electronic mail communication, which

facilitates further marketing.

Jegede, CA, (2014)conducted a study on “Impact of ATM on banking s=s in Nigeria”, that
investigates the effects of ATM on the performawnéeNigerian banks. Available studies have
concentrated on the significant dimensions of ATddtomated teller machine) service quality and
its effect on customer satisfaction with a biasregjaATM producers. The study is motivated by the
astronomical challenges confronting the prolifenatof ATM infrastructure and attendant financial
loss to banks which are often underreported. Allsere are serious debates on the relevance of
ATM technology as most countries in the world ar@evmg away from the virus technology to the
more secured chip cards free of credit and debhiids. The results indicate that less than the
benefits, the deployment of ATMs terminals haveragely improved the performance of Nigerian
banks because of the alarming rate of ATM fraudhil@rly, ATM service quality is less correlated
to security and privacy of users and providers.
Debit Cards — An Overview

A debit card is a payment card that deducts momecttly from a consumer’s checking
account to pay for a purchase. Debit cards elimitla¢ need to carry cash or physical checks to

make purchases. In addition, debit cards, alsedalheck cards, offer the convenience of the credit
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cards and many of the same consumer protections vgsaed by major payment processors like
Visa or Master Card. Merchants may also offer dzestk facilities to customers, so that a customer
can withdraw cash along with their purchases. Thaapoly banks have an incentive to restrict the
number of ATMs to a minimum. More generally, thenmher of ATMs depends on competitiveness
in the banking sectofHeli Snellman and Matti Viren, 2009)The First National Bank of Seattle
issued the first debit card to business execuini#slarge savings accounts in 1978. The bank only
issued debit cards to those customers who had @ Hastory with the bank and were in good
standing, because like a check, the funds werémaediately removed from the account. In 1984,
Landmark implemented the first nationwide debitgygtem, built on the credit card infrastructure
and ATM networks already in place. This is percdit@ offer considerable benefits and challenges
both to the banks and their customéEaneka E Okafor and Favour N Ezeani, 2012)By 1998,
debit cards outnumbered check usage around thel worl
All debit cards work in a similar way, functioniigge a written check. When you make a
purchase with a debit card, the amount of the @selgets deducted from your checking account.
You won't be able to spend more than what you haweur account, which is great when you're
trying to stick to a budget. Most debit cards dlsaction as ATM cards, allowing you to withdraw
cash from your checking account. Again, you wor'tdble to withdraw more than you have in the
account. As long as you have your PIN, you candvétv cash from an ATM machine or store.
The present invention provides methods and systemgromoting banking services to non-
customers at an automated teller machine (ATM)ufhoan incentive systenfHoward A
Schechtman and Peter Paradiso, 2008A debit card (also known as a plastic card, beaukl,
check card) is a plastic payment card that canskd instead of cash when making purchases. It is
similar to a credit card, but unlike a credit caltg money is immediately transferred directly from
the cardholder's bank account when performing earysaiction. Some cards might carry a stored
value with which a payment is made, while most yedamessage to the cardholder's bank to
withdraw funds from a payer's designated bank atcom some cases, the primary account

number is assigned exclusively for use on the meteand there is no physical card. In many
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countries, such as most of Western Europe, theoudebit cards has become so widespread that
their volume has overtaken or entirely replacedjaks and, in some instances, cash transactions.
The development of debit cards, unlike credit camad charge cards, has generally been country
specific resulting in a number of different systemsund the world, which were often
incompatible. Since the mid-2000s, a number ofatites have allowed debit cards issued in one
country to be used in other countries and allovised use for internet and phone purchases.

Debit cards began as a convenient method to exehanogey for goods or services in
the late 1970s and early 1980s, over writing chetkere are several types of debit card available.
One type of debit card is a tangible card thatmdses a credit card. Historically, banks and credit
unions only have issued these cards. Retailersisgwe prepaid debit cards in specific amounts,
similar to gift cards, imprinted with Visa or Mas@ard. These debit cards, unlike gift cards, can
be used anywhere. A significant dimension of ATMve®e quality and its effect on customer
satisfaction with a bias against ATM producedggede, CA, 2014yvas to be considered. There
are also intangible debit cards that transfer moinesn your bank account to a seller's bank
account, like an ATM card, knowing your financialads and challenges will help you choose the

type of debit card that’s right for you.
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Table No. 1

Socio-Economic Profile of the Respondents

Socio-Economic Status Factors Frequency Percentage
Male 78 65
Gender
Female 42 35
Below 21 years 65 54.1
21-40 Years 32 26.6
Age
41-60 Years 16 13.3
Above 60 Years 7 6
Married 29 24.2
Marital Status
Unmarried 91 75.8
No formal education 03 2.5
School level 08 6.7
Education Level
College level 91 75.8
Professional 18 15
Agriculture 09 7.5
Employee 29 24.2
Occupational Status Business 20 16.6
Professional 11 9.2
Others 51 42.5
Below¥ 20,000 30 25
20,000 tor 40,000 43 35.8
Monthly Income
40,001 tor 60,000 17 14.2
Above¥ 60,000 30 25
Up to 3 Members 41 34.2
Number of Family Members | 4 - 5 Members 75 62.5
Above 5 Members 04 3.3

VOLUME 35 : ISSUE 02 (April) - 2022 Page No:110



GEDRAG & ORGANISATIE REVIEW - ISSN:0921-5077 http://lemma-tijdschriften.com/

Interpretation

It is identified from the above table No.1, that ofi120 respondents taken for the study, 65%
respondents are male and 35% respondents are feltnaleevident that, out of 120 respondents
taken for the study, 54.1 % of the respondentsbatew 21 years age category, 26.6% of the
respondents are in the range between 21 years yeat® category,13.3% of the respondents are in

41-60 years category and 6% of the respondenigs @leove 60years age category.

It is identified that, out of 120 respondents takanthe study, 24.2 % of the respondents are
married and 75.8% of the respondents are unmarfied.above table indicates that, out of 120
respondents taken for the study, 2.5% of the redgrais have no formal education, 6.7% of the
respondents are qualified up to school level, 758%e respondents are qualified up to College
level, and 15% of the respondents are qualifietbuprofessional level. Out of the total respondents
taken for study, 7.5% of the respondents are agui@list, 24.2% of the respondents are
employees, 16.6% of the respondents are BusinesoriReand 9.2% of the respondents are

professionals and balance 42.5% of the respondeatdoing other businesses.

It shows that, out of the total respondents takerstudy, 25% of the respondents’ income level
is above¥ 20,000, 35.8% of the respondents incdewel lies betweeh 20,000- 40,000, and
14.2% of the respondents income level is befve#H0013— 60,000 and 25% of the respondents
income level is abov& 60,000. It also indicatest, out of the total respondents taken for the
study, 34.2% of the respondents’ family size i@ members, 62.5% of the respondents’ family

size is between 4-5 members and 3.3% of the regmistiave above 5 members in their family.
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Table No. 2

Type of bank the respondents having account

Type of bank Frequency Percentage
Nationalized Banks 49 40.8
Private Banks 71 59.2

Total 120 100
Interpretation

The above table No.2 indicates that, out of thal t@spondents taken for the study, 40.8%
of the respondents are using nationalized bank®id@mg an account, 59.2% of the respondents
prefers Private Banks.

Table No.3

Usage of Debit Card by the Respondents

Usage of Debit Card Variables Frequency Percentage

Less than 1 Year 26 21.7
Period of using Debit Card | 1Year to 2 Years 42 35

More than 2 Years 52 43.3

Below¥ 5,000 53 44.2

5,001 tor 10,000 33 27.5
Monthly Withdrawal

10,001 tor 25,000 21 175

AboveT 25,000 13 10.8

Less than 5 71 59.2
Frequency of using Debit _

5-10times 37 30.8
Card in a Month

More than 10 12 10

Withdrawal 38 31.7
Purpose of Using Debit :

Point of Sale 16 13.3
Card

Both 66 55
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Interpretation

The above table No.3 indicates that, out of thal iaspondents taken for the study, 21.7%
of the respondents are having their accounts hess 1 year, 35% of the respondents is using banks
for 1-2 years and 43.3 % of the respondents usantks for more than 2 years. Out of total
respondents, 44.2% of the respondents are withdgalelow T 5,000 as monthly limit, 27.5% of
the respondents have monthly withdrawal limit f@ 5,001 t§ 10,000, 17.5% of the respondents
have monthly limit a§ 10,001 t& 25,000 and ¥ & the respondents have monthly limit above
¥25,000. It is identified from the table No.6 tha®,2% of the respondents using debit cards below 5
times, 30.8% of them using debit cards between 6r€s and 10% are using debit cards more than
10 times. It is identified, out of the total respents, 31.7% of the respondents use debit cards for
withdrawals, 13.3% of the respondents are usingt @elbds for Point of Sale and 55% of the
respondents using for both the purposes.

Table No. 4

Usage of the card

Particulars Frequency Percentage
Myself 84 70
Family members 11 9.2
Both 25 20.8
Total 120 100
Interpretation

It is identified from the above table No. 4 thatt of the total 120 respondents taken for the
study, 70% of the respondents are using debit calyg by themselves, 9.2% by family members

and 20.8% by both themselves and by family members.
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Satisfaction level of the respondents

Weighted
Particulars Highly | Satisfied Neutral| Dissatisfied Highly | Total| Average
satisfied dissatisfied score
No 34 67 17 2 0 120
Processing time 4.12
Scor€g 170 268 51 4 0 4938
No 11 40 47 17 5 120
Service charges 3.25
Scor€g 55 160 141 34 5 390
Safetyand |\, 23 49 39 6 3 120
securit 3.69
y Score 115 196 117 12 3 448
Withdrawal | 18 60 29 10 3 120
. 3.67
Limit
m Scora 90 240 87 20 3 440
Customer No 14 61 30 10 5 120
service 3.58
Score 70 244 90 20 5 429
Interpretation

The above table No. 5 shows that, the score giyahdrespondents regarding the satisfaction

level of the respondents. It reveals that the nedpots have scored highest (4.12) for processing

time, scored second (3.69) for safety and secisttyred third (3.67) for withdrawal limit, it was

followed by customer service (3.58) and least s¢8125) for service charges.
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Result and Discussion

It was found that out of 120 respondents a majatéy(65%) of respondents are male and
of those approached a majority of 65 (54.1%) of iéEpondents are in below 21 years of age
category. The study has revealed that unmarrigabreents and the educational qualification of
the respondents were up to college level was 9B%p With the occupational status most of the
respondents with 42.5% are in the others categodythe monthly income of respondents are
ranging betweedl 20,00Q0- 40,000 was 35%.nmber of family members of the respondents

ranging between 4-5 members in their family wa$%2.

A majority 71 (59.2%) of the respondents are hauimgir account in private banks. With
regard to the debit card usage by the respondémias 52 (43.3%) respondents are using their debit
card for more than 2 years, about 53 (44.2%) oféspondents use is to withdraw bel®w 5,000 per
month, about 71 (59.2%) of the respondents use diebit cards for only less than 5 times in a month
and 66 (55%) respondents use their debit cardsdibr withdrawal as well as shopping. A majority of
84 (70%) respondents are using debit card onlyhbynselves. As with the level of satisfaction, the
study reveals that the weighted average score I## #as considered as higher preference for
processing time and the least level of satisfactias considered with 3.25 for service charges by
their bank while using the debit card.

It was informed that the ATM centers may be openedr public and private offices.
Awareness about the ATM should be created amonageilpeople through advertisement. Proper
guidance must be given by the banker to the cadein®l Necessary services should be made on
every ATM centers to avoid failure of transactiamsich is a main problem faced among all the

respondents. Procedure to withdraw cash shoulthtiasin all ATM Centers.
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Conclusion

A debit card is a plastic card that looks like edit card. It allows to do the same things at a
bank machine or Automated Teller Machine (ATM) asuld at a bank and we can withdraw cash,
deposit money, check account balances and recetepyaof statement all electronically by using
debit card. Debit cards are popularly used by #wellwlders for various purposes like shopping,
booking tickets, to make payment in hotels etcislta computerized terminal providing cash
dispensing and deposit acceptance banking traneactiThough ATM terminals have certain
limitations, it become very popular in many partsttee world and provides individuals with 24-

hour electronic access to their banking accountisout a banker.

Several studies on banking services have been umotiee past, even though it is to be
understood that a particular service of a banksrregular activity has to be concentrated more.
This study ensures on the satisfaction level ofidwek customer and it has paid attention with debit
card services for withdrawal and shopping purpdeaea The study may be further extended to
identify the problems faced by the debit card hiddehile depending on the usage of debit card. In
future the study may also be extended to other rgg@bgcal areas in order to know about the
customers’ expectation and satisfaction on theiseprovided by the bank. Further problems faced
by the bank customer in various stages while depgnah the debit card has to be considered. It is
also more important that the result on such studiag help the banking sectors to improve the

services and that will be benefited for the ecomodevelopment of a nation.
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