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Today the banking service is more focused towards varied customer demands. As a 

response to these demands of the customers, the banks have introduced many new services with 

the help of IT. Some of these services are discussed below: 

Automated Teller Machines (ATM) 

 Through ATM banking services are available 24 hours a day and 365 days a year. 

Banking being a service industry is primarily driven by customer needs. Generally, customers 

are willing to pay a price for the services provided and made available to them whenever they 

want. In the present days of severe competition, banking services are driven by technology which 

is more oriented towards providing better services to the customer. The traditional concept of 

banking especially relating to the place of banking, banking hours, remittance business, etc. are 

loosing their meaning. The banking hours has been changed from the fixed hours to 24 hours, 

which is possible through use of ATM‟s. 

The ATM was one of the earliest electronic banking products, with Tallies-the-Teller, the 

first ATM being introduced in the mid 1970‟s. it provided customers with the ability to withdraw 

or deposit funds, check account balances, transfer funds and check etc. 

Concept :  ATM is a machine in the nature of a computer in general sense, but is dedicated to do 

only certain types of specific jobs. It is user-friendly system and the customer does not require 

any training to use it. It is totally menu driven which displays step-by-step instructions, as how to 

operate the ATM. Irrespective of the make of the ATM the basic functionality remains to be the 

same. The hardware and software used in the ATMs are proprietary. In the manufacture of 

ATMs each of the vendor follows his own specifications. Consequently, each model is different 

however the functionality aspects of the ATMs are uniform. 

 The advantages of ATMs are many. It increases existing business and generates new 

business. It allows the customers. 

 To transfer money to and from accounts. 
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 To view account information. 

 To deposit cheques or cash. 

 To order cheques. 

 To receive cash. 

An ATM is the most convenient way to withdraw cash. It reduces risk and lowers cost 

having. Having an ATM on the premises of business hues can reduce the number of bad cheques 

and cut credit card expenses because the customer can withdraw cash for payment on the 

purchase made. 

 ATMs are installed in Airports, Railway Stations, Big business arcades and sometimes 

even in the heavy though fares. This enables the customer to do his business in all these places. 

He need not go to the bank physically, since the transactions are done in a very short time, most 

customers utilize the ATMs to their maximum benefit. Since the services are available all the 24 

hours, the customer is most satisfied. ATMs have brought a great welcome change in the service 

to customer. 

Mobile Banking 
 

 Traditionally the banks were functioning from premises conveniently located and the 

customer had to visit the bank to transact business. These were called the brick and mortar banks. 

The competition in the banking industry necessitated new facility to attract customers, which was 

in the form of providing access to the customers from their own homes and offices, by remote 

logins or Internet. The name changed for this type of banking to click and mortar. Still there 

were customers who would like a visit to the bank and not merely satisfied with remote logins. 

For this type of customers as well as the banks, to make their presence felt by the community 

wished to extend their operations to localities, which did not have any banking facility. This was 

made possible by mobile banking in which, the bank will reach out to the customers by going to 

them on a mobile vehicle. Special vehicles were fabricated which would function as a normal 

branch with a small complement of staff.
12

 

 The advantages of a mobile bank are: 

 It costs about one-third to one-fourth of a conventional bank 

 The area of coverage will be larger. The bank can move from one area to another with fixed 

timings at different locations. 

 In case of uneconomic locations the alternative location can be easily chosen. 
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 Grater thrust on marketing can be achieved as the branch moves closer to the customers. 

 Mobile bank comes handy at time of branch remodeling. 

 Better staff time utilization. 

 Expedite new branch opening even before the physical location is ready. 

 In case of over crowding on certain days e.g. pay days, mobile bank can be an additional 

support. 

 Whenever special events are conducted like exhibitions, festivals, meals, etc. marketing 

drives to open accounts, credit card sales could be organized. 

Mobile ATM 
 

 Another extension of mobile service is in the form of mobile ATMs. The crowing of 

ATMs in a number of places like Supermarkets, Stadiums, Airports, etc. have forced the 

companies to find new avenues and opportunities. The advancement of technology, both relating 

to the hardware and software has made it possible to put the ATM on the roads, on ships and 

even on airlines. Research is already going on in this direction, wherein an ATM, which will be 

comparatively lighter and smaller, will be able to recognize different currencies and will 

exchange them for the currency of the country to which the flight is destined. The ATM will be 

able to dispense up to four denomination, two of notes and two of coins. The ATM  will also be 

able to accept credit cards like Visa, MasterCard, American Express or other cards, which are 

local to certain geographic regions, like JCB being widely used in Japan. Sample survey shows 

that 58% of the international travelers would prefer an in-fight ATM. 

 A survey also indicates that about 25% of the passengers do not carry credit cards, a 

special debit card that passengers can get from the ATM, to pay for the airborne entertainment 

like movie rental, duty-free shopping, casino games, etc. Towards the end of the flight, the 

passenger can exchange any remaining value on the card for currency at the ATM. In addition to 

cash the debit cards, the terminal can dispense products as stamps, prepaid international phone 

cards or traveler‟s cheques.  

 The main issues of an in flight ATM are obtaining on line transaction approval system, 

which is necessary to reduce the risk of frauds. Communication with the central database should 

not in any way hinder or interface with the communication and navigational system of the 

aircraft. 
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 Financial institutions use them for marketing opportunities at special events, for disaster 

recovery and even to replace “brick and mortar” branches. Mobile ATM has the advantage of 

extending the service to under served areas and to extend the coverage. 

Telebanking  

 The development of technology over the past decade has totally changed the 

characteristic of the banking industry. From the conventional banking where the services were 

provided manually across the table it has come to a stage where the customer is not required to 

visit the bank for routine transactions like enquiry of balance in the account, sending a 

remittance, to get a statement of account, etc. in India, the technological development has been 

of recent origin and the developments have been in the direction of Tele-banking and home 

banking. 

 In this the customer is required to open an account with the bank initially by visiting the 

bank. The customer is given an additional facility of using the telephone line for certain type of 

routine transactions. Tele-banking services are generally provided by the bank over the telephone 

on a special number. The number at the bank is connected to a terminal in the bank, which is 

either handled manually or is automated by connecting the same to the computer network. Where 

the system is automated, two types of technology are used: 

1. Voice recognition system :  Wherein the input is a human voice. The caller will have to speak 

to the system in a clear voice to enable the system to record the input. This type of system is 

still in development stage. 

2. Voice response system :  Under this the input is in data form. The system is able to recognize 

and decode the data called for and response is in voice form. The simplest example for this is 

the Electronic Token system, wherein the cashier keys in the token number on a key board, 

the system converts this to voice announcement.  

If the system is automated then the bank will have to use special voice recognition cum 

answering software. Tele-banking service has no geographical restriction as the customer can use 

the STD lines and establish contacts with the bank and obtain services. Thus tale-banking is an 

anywhere and anytime banking. Under Tele-banking two models are available : 

1. Personal Services: This type of services involves materials like cash, chequebook, 

drafts, MTs, TTs, etc. The delivery of the items would involve dispatch by courier, and 

the activity will be limited to the city limits. 
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2. Computerized Services: In this system there is no movement of any material from/at the 

branch. These services mainly relate to general enquiry, balance enquiry, status enquiry, 

etc. The modalities of the services are depending upon software will generate the data 

from the system and put it to a fax number picked up from the customer response system. 

Home banking 

 Under home banking the customer is served at his residence and there is no need for the 

customer to visit the bank‟s premises for a number of routine transactions. If the customer needs 

some information the same can be got by contacting the bank over the phone as described in the 

Tele-banking. If the customer wants to put through transaction and wishes to see his account or 

to get a statement of his account, he may use home PC, Modem and Telephone line and 

compatible software for the home PC. 

 The home banking service can be broadly classified under two groups – one without 

using the information technology and another using information technology. When customer 

contacts the bank on the phone no specific technology is involved and the services of Tele-

banking are provided to him. 

Home banking using the IT: All the facility available in the tale-banking is also available to 

home banking. In addition the following facilities are also available: 

 Browse through his account 

 Down load statement of account 

 Order remittances or payments of bills 

The distinction between Tele-banking and Home-banking is a very thin one as the 

services provided under both are more or less the same. As the name suggests the Tele-banking 

is a facility, which can be used virtually from anywhere. The customer has a choice of using a 

number of software available in the market. Banking using a PC without visiting the bank 

premises and without any time restriction on use of services is also known as “Virtual Banking”. 

Banks conduct periodical survey to track the customer‟s attitude to their on-line services and 

their reaction to the changes in the way the on-line services are provided. The survey reveals 

certain interesting features. Those customers who are attracted towards the “Virtual Banking” 

are: 

 Aged between 25 and 45 years 

 They are self employed and they run business from home 
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 Often travel regularly and are pressed for time 

 They tends to be computer literate and do not want to become experts in data processing or 

accountancy 

 They also expect to reach a human operator to discuss any problem, which cannot be handled 

via their home computer. 

Another recent development in the home banking front is the settlement system for bills. 

Most of companies have resorted to electronic bill payments which are routed to a processor 

which prints out the bill and a paper cheque and are later mailed to the customer. The customer 

on receipt of the bill pays the amount through the paper cheque. This however involves cost to 

the corporation. In case the same bills could be sent by E-mail to the customer and the customer 

in turn sends the electronic payment in return would involve savings in cost all round.  

Internet Banking     

 Where the bank decides to permit the customer to login to the Bank‟s system for certain 

enquiry functions, it is necessary for the bank to decide as to what sort of a network it has to 

choose for the purpose. Whether it would go in for public network or private network. When a 

customer uses the Internet for his Tele-banking services it is termed as „Internet Banking‟. 

This is comparatively a new concept, which has started gaining attention over the last two 

years. The Security First Bank (SFNB) was the first bank to make its services available on the 

World Wide Web started its services on 18.10.1995. To avail of the service the customer should 

have a PC, a telephone link, a Modem and arrangement with one of the Internet service provider. 

The customer can access the bank round the clock, from their homes, offices, while on 

the move, or from any other place from where the connectivity could be established. The 

services generally available are, as detailed under the Tele banking, like enquiry about the status 

of the account, downloading statement of account, ordering remittances, etc. In all these cases 

the customers generally log into the computer of the bank to down load the information. 

Internet works on the principle of public domain where as the banking activities are 

carried in private domain. In banking transactions security of funds is of utmost concern to 

everyone. The fundamental question is how financial transactions could be carried out over the 

Internet, which is the hacker‟s paradise. The banks will have to ensure full security of the data 

transmission through appropriate encryption-decryption software. The acceptability by the 

bank‟s customers is a vital question for success of this system. 
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  The most important type of bank is the commercial bank. As its very name suggests this 

bank has its connection with the commercial class of people. It collects their floating capital and 

finances the temporary needs of commercial transactions. Its deposits are only demand 

obligation and hence it is by nature quite incompetent to offer any long-term funds. It has been a 

rule amongst this class of banks not to grant permanent loan and provide capital for investment 

purposes. Nor does it furnish the whole fixed capital for trading purposes but it supplies as much 

as is occasionally needed for carrying on business or making investments in it. 
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